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1. Zakladni ustanoveni
Basic provisions

The Royal Bank of Scotland N.V. spole¢nost zaloZené a fidici se pravem Holandského kralovstvi se
sidlem na adrese Gustav Mahlerlaan 10, 1082PP, Amsterdam, zapsand v obchodnim rejstfiku
Obchodni a pramyslové komory pro Amsterdam, spis. zn. 33002587 podnikajici na Gzemi Ceské
republiky prostfednictvim organizacni slozky The Royal Bank of Scotland N.V. se sidlem
Jungmannova 24, Praha 1, PSC 110 00, zapsana v obchodnim rejstfiku vedeném Méstskym soudem
v Praze oddil A, vlozka 7209, IC 36 715 115 (dale v textu jen ,banka“) vydava tento Reklamaéni Fad
The Royal Bank of Scotland N.V. (dale v textu jen ,reklamacni fad").

The Royal Bank of Scotland N.V. the Company established and regulated by the laws of Netherlands,
with its registered seat at Gustav Mahlerlaan 10, 1082PP, Amsterdam, entered in the Commercial
Register of the Commercial and Industry Chamber for Amsterdam, File No. 33002587 conducting its
business in the Czech Republic trough its branch The Royal Bank of Scotland N.V. with its registered
seat at Jungmannova 24, Prague 1, Postal Code 110 00, maintained in the Commercial Register of
the city court of Prague, Section A, Insert 7209, Identification No. 36 715 115 (hereinafter referred to
as the ,Bank) has issued this Complaints Procedure Rules The Royal Bank of Scotland
N.V.(hereinafter referred to as the ,Complaint Procedure").

Tento reklamacéni Fad upravuje pravni vztahy vzniklé mezi klientem a bankou na zakladé
a v souvislosti s uplatfiovanim reklamaci klientd tykajicich se kvality nebo spravnosti sluzeb, které
banka poskytuje klientovi a v rdmci toho zejména postupy a Ihlty vyfizovani klienty uplatfiovanych
reklamaci, zplsob Uhrady néklad(i spojenych s reklama¢nim fizenim a vSechny ostatni pravni vztahy
s tim souvisejici.

This Complaints Procedure shall govern the legal relations originating among the Client and the Bank
on the basis and in respect with the performance of the Client’s complaints concerning the quality or
the correctness of the services and in terms of it namely the process and the period for dealing with
the complaints submitted by the Clients, the method of the reimbursement of the costs incurred with
the Complaint Procedure and all other related legal relations.

Reklamaci se podle tohoto reklamaéniho Fadu rozumi uplatnéni naroku klienta ve Ihtach
stanovenych timto reklamaénim fadem pro ovéreni spravnosti a kvality sluzeb banky.

The Complaint shall be deemed in accordance with this Complaint Procedure a claim raised by the
Client within the period determined by this Complaint Procedure to verify the correctness and the
quality of the Bank’s services.

2. Postupy a |h Gty pro vy Fizovani reklamaci
The process and the time limit of execution of the complaint regulations

2.1. Banka pfijima reklamace spravnosti a kvality svych sluzeb v kterékoliv své organizaéni slozce,
Vv niz je pfijeti reklamace mozné s ohledem na druh poskytovanych sluzeb. Béhem celé provozni
doby pro verejnost je v bance pfitomen zaméstnanec povéreny prebirat reklamace.

The Bank shall accept the complaints concerning the correctness and quality of its services in any
of its branch, where such an acceptance of a complaint is with the respect to the type of provided
services possible.

2.2. Po prevzeti reklamace vyda banka klientovi pisemny doklad o provadéjicich reklamaci a jejim
obsahu a o zplsobu vyfizeni reklamace ve lhdtach nize uvedenych, a to i tehdy, pokud nevyhovi
reklamaci v pIném rozsahu jiz pfi jejim podani
After acceptance of the complaint the Bank shall issue to the Client a written certificate
concerning the acceptance of the complaint and its content and the method of the settlement of
the complaint within the period as stated below, and this also if the Bank doesn'’t settle a claim in
its whole content already by its submission.

2.3. Banka rozhodne o opravnénosti reklamace ihned, ve slozitych pfipadech do tfi pracovnich dn.
Do této Ih{ity se nezapocitava ¢as potfebny na odborné posouzeni reklamované vady, ktery vSak
nesmi trvat déle nez 30 (tficet) kalendarnich dn.
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2.4.

2.5.

3.1.

3.2.

3.3.

The Bank shall decide on the validity of the complaint immediately, in more difficult cases within
three working days. The time necessary to consider the complaint shall be not taking into account
into this period, but it should not last longer than 30 (thirty) calendar days.

V pfipadé reklamaci operaci provedenych platebni kartou se Ihlta pro vyfizeni reklamace fidi
prislusnymi pfedpisy karetni asociace. Klient je do 30 kalendarnich dnl od prevzeti reklamace
informovan o stavu a prabéhu vyfizovani reklamace.

Complaints related to the payment card transactions must be handled in the period as per the
procedure of the card association. The client is informed by 30 calendar days from the
acceptance day about the status of the complaint’s process.

Néaklady spojené s reklamaci hradi banka, tim neni v pfipadé neopravnéné reklamace dotéeno
pravo na nahradu Skody banky

The costs related to the complaint shall be born by the Bank, the right for a compensation for the
Bank is not affected in case of an unjustified complaint.

Prava a povinnosti klienta
Rights and obligations of the Client

Reklamace musi mit formu pisemné Zadosti a musi byt vlastnoru¢né podepsana opravnénou
osobou, tzn. klientem nebo osobou opravnénou jednat za klienta. Opravnéna osoba resp. klient
muze podat reklamaci:

The complaint shall have a form of a written request and must be signed by the authorized person,
e.g. Client or authorized person acting on behalf of the Client. The entitled person or the Client
can file a complain:

a) pisemné na adresu banky;
in writing to the adress of the Bank;

b) osobné na adrese banky, Jungmannova 24, Praha 1, PSC 110 00 nebo Hilleho 6, Brno,
PSC 602 00 a to b&hem provoznich hodin;
in person on the address of the Bank, Jungmannova 24, Prague 1, Postal Code 110 00, or
Hilleho 6, Brno, Postal Code 602 00 and this within the business hours.

Reklamacni fizeni za¢ina doru¢enim reklamace klientem nebo opravnénou osobou v souladu s &l.
3.1 tohoto reklamac¢niho fadu, pficemzZ za den doruceni reklamace se povazuje u postovnich
zasilek - den doruceni reklamace do podatelny sidla banky a pfi osobnim doruceni - datum na
kopii reklamace klienta, kterym zameéstnanec banky potvrdi pfevzeti reklamace.

The Complaint Procedure shall start by delivery of the complaint by the Client or by the authorized
person in accordance with the Article 3.1 of this Complaint Procedure, as a day of the delivery of
the complaint shall be taken in case of the deliveries by post — the day of delivery of the complaint
into the seat of the Bank, and in case of the delivery in person — the date on the copy of the
Client’s complaint where the employee of the Bank confirms the reception of the complaint.

Reklamace musi obsahovat zejména identifikacni Udaje klienta a musi z ni byt zfejmé kdo ji
podava, komu je uréena, pfedmét reklamace a popis skutkového stavu. Banka nesmi mit zadné
pochybnosti o totoznosti klienta, ktery podal pisemnou reklamaci, az tohoto diivodu ma pravo na
zjisténi a ovéreni totoznosti klienta v souladu s obecné platnymi zakonnymi normami.

The Complaint shall contain namely identification data of the Client and at the same time there
shall be evident who is submitting it, to whom it is addressed, the subject of the complain and the
description of the facts of the case. The Bank must not have any doubts about the identity of the
Client submitting the written complaint and for this reason the Bank is entitled to identify and verify
the identity of the Client in accordance with the legislation.

Klient je povinen pfi reklamaci predlozit vSechny doklady a dikazy prekazujice vérohodnym
zpusobem v pisemné reklamaci jim tvrzené skute¢nosti. V pfipadé potfeby je banka opravnéna
za Ucelem ziskat doplhujici informace k reklamaci telefonicky nebo jinym zplsobem kontaktovat
klienta a pozadat ho o pisemné doplnéni podkladu (pfipadné porovnani originalt s fotokopiemi).
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3.4.

3.5.

The Client is obliged to submit along with the complaints all of the documents and evidences
evidencing the facts declared by the Client in the complaint. In case of a need the Bank is entitled
for the purpose of obtaining of follow-up information to the complaint to contact the Client per
telephone or by another way and require the follow-up of the documentation (or for comparing of
the originals with the photocopies).

Pokud reklamace neobsahuje pfedepsané nalezitosti podle bodu 3.2. tohoto reklamacniho Fadu
nebo klient nedolozi pozadované doklady dokumentujici jeho pisemné tvrzeni bez zbyte¢ného
odkladu ma banka pravo vyzvat klienta, aby ve stanovené lhaté doplnil nebo upfesnil jednotlivé
skute¢nosti uvedené v reklamaci. Soucasti vyzvy je i pouceni, Zze v pfipadé neposkytnuti
pozadované soucinnosti, doplnéni nebo opravy podani bude reklamace povazovana za
neopravnénou a reklamacni fizeni zastaveno

If the complaint doesn’t contain the requirements in compliance with the Article 3.2. of this
Complaint Procedure or the Client will not deliver the required documentation his written
statements without any delay the Bank is entitled to call on the Client to amend or specify the
relevant facts stated in the complaint. The Client shall be instructed in the appeal that in case not
providing a required co-operation, amendments or correction of the submitted complaint the
complain shall be taken as unjustified and the complain procedure shall be stopped.

Klient je povinen bance poskytnout veSkerou soucinnost, potfebnou k objasnéni reklamované
skute¢nosti. Pokud klient odmitne poskytnout soucinnost bude v souladu s ¢lankem 3.4 tohoto
reklamacniho fadu reklamacni fizeni zastaveno

The Client is obliged to provide the Bank with all the cooperation necessary to clarify the facts
under the complaint. If the Client refuses to provide the cooperation should the complaint
procedure in compliance with the Article 3.4 of this Complaint Procedure shall be ceased.

4. Zaveéreény ustaveni

4.1.

4.2,

4.3.

4.4,

Final provisions

Banka a Klient se dohodli, Ze pravni vztahy mezi bankou a klientem vyslovné neupravené timto
reklamacnim fadem, se budou fidit pfisluSnymi ustanovenimi jednotlivych smluv uzavienych mezi
bankou a klientem, pfisluSnymi ustanovenimi VSeobecnych obchodnich podminek The Royal
Bank of Scotland NV, pfisluSnymi ustanovenimi zvlasStnich obchodnich podminek vydanych
k jednotlivym bankovnim produktiim, ustanovenimi Obchodniho zakoniku, Obéanského zakoniku
a ostatnich souvisejicich pravnich predpistl platnych na Gzemi Ceské republiky

The Bank and the Client have agreed that the legal relations between the Bank and the Client
explicitly not regulated by this complain order, shall be regulated by the relevant provisions of
particular Contracts, concluded among Bank and the Client, by relevant provisions of the general
business conditions The Royal Bank of Scotland N.V., relevant provisions of special business
conditions issued to the particular bank products, provisions of the Business Code, Civil Code and
other related legal ordinance valid in the Slovak Republic.

Banka je opravnéna v zavislosti od zmén pfislusnych pravnich predpisi nebo své obchodni
politiky tento reklamacéni fad kdykoliv zménit nebo doplhovat. Tuto zménu spolu s uréenim jeji
platnost sdéli banka klientovi zvefejnénim v obchodnich prostorach banky a na internetovych
strankach banky

The Bank is entitled in dependence from the changes of the relevant legal ordinance or its
business politics is this complaint order anytime to change or amend. This change, together with
an indication of the effectiveness of the Bank shall notify the client in the publishing business
premises of the Bank and the Bank's website.

Tento reklamacni Fad se nevztahuje na stiznosti, tj. podani, v nichz stézovatel zdda o ochranu
svych zajmul neupravenych smluvnim zavazkovym vztahem s Bankou.

This complaints procedure does not apply to the plaint in which the interest is not covered by the
contractual relationship with the Bank.

Tento reklamacéni fad vstupuje v platnost 1. dubna 2010.
This complaint order shall be in the effectiveness since 1. April 2010.
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The Royal Bank of Scotland N.V.

Jungmannova 745/24
110 00 Praha 1, Ceska republika
Tel. (420) 244 051 111

Hilleho 6 ;
602 00 Brno, Ceska republika
Tel. (420) 545 423 800

www.rbs.cz
www.rbs.com



