Reklamacni rad

Postup pro vyfizovani reklamaci a stiznosti klientl pro vSechny sluzby poskytované spolecnosti
EUROCHANGE, s.r.0., se sidlem Opletalova 1013, 100 00 Praha 1, IC 25686101.

1.

Reklamace a stiznosti klientll sménarny jsou pfijimany:

e  prostfednictvim vyplnéného reklamacniho protokolu podaného na kterékoliv provozovné

nasi sménarny; seznam provozoven a reklamacni protokol vam radi poskytneme

e dopisem odeslanym na adresu EUROCHANGE, s.r.o., Opletalova 1013, 100 00 Praha 1

® emailem zaslanym na adresu eurochange@eurochange.cz.
Reklamace je definovdna jako poZadavek klienta na ndpravu stavu, ktery klient povaZuje
za zavadny. Jestlize klient poZaduje od sménarny konkrétni napravu nebo nahradu, uvede to
v podani. Stiznost je sdéleni klienta tykajici se skute¢ného nebo domnélého poruseni prav klienta,
jeho zajm{, ¢i poruseni obecné zavaznych pravnich norem sménarnou nebo jejimi zaméstnanci.
Reklamaci nebo stiznost mze podat klient osobné nebo v zastoupeni na kterékoliv pobocce
sménarny. Osobou odpovédnou k pfijimani reklamace je kazdy pokladni. V takovém pfipadé sepise
pracovnik sménarny s klientem reklamacni protokol. Klient svym podpisem na ném stvrzuje
pravdivost Udaju, které uvedl. Zaméstnanec poskytne reklamujicimu kopii reklamacniho protokolu.
Reklamace i stiznost (podana na provozovné nebo emailem ¢i dopisem) musi obsahovat pfesné
urceni konkrétni transakce a jeji zavady, tak, aby byl predmét reklamace nebo stiznosti ziejmy.
V opacném pripadé si sménarna v pfimérené lhité vyzada doplnéni reklamace Ci stiznosti pripadné
predlozeni pfislusného dokladu, ktery doklada vadné poskytnuti sluzby.
Klient v reklamaci ¢i stiznosti povinné uvede také své identifikacni Udaje — Uplné jméno a adresu
pro doruceni rozhodnuti o reklamaci ¢i stiZznosti.
Rozhodnym dnem pro stanoveni terminu vyfizeni reklamace ¢i stiznosti je datum jejiho osobniho
podani na provozovné nebo doruceni emailu nebo dopisu.
Sménarna rozhoduje o vyfizeni reklamace bez zbytecného odkladu, ve lh(té stanovené zakonem.
Rozhodnuti o reklamaci nebo stiznosti sdéli sméndarna pfednostné emailem; klient musi pravidelné
kontrolovat svoji spamovou slozku. NeuvedI-li reklamujici emailovou adresu, dorucuje se pisemné
na uvedenou adresu. Stejnym zplsobem postupuje sméndrna pfi odmitnuti reklamace ¢i stiZznosti
z dlivodu neodlvodnénosti nebo z divodu nedoplnéni nebo nepredloZeni dokladu nezbytného
k prosetfeni. Rozhodnuti o reklamaci nebo stiznosti bez postovni nebo emailové adresy nebude
doru¢eno a sménarna sdéli rozhodnuti na vyzadani. Uzna-li sménarna reklamaci nebo stiZznost,
sjedna napravu do 30-ti dnd od doruceni reklamace ¢i stiznosti.
Klient ma mozZnost podat ndvrh na mimosoudni feseni sporu vzniklého ze sménarenského obchodu
Kancelafi finan¢niho arbitra, adresa Legerova 69, 110 00 Praha 1, www.finarbitr.cz, tel.: +420 257
042 070, ID datové schranky: qr9ab9x, email: arbitr@finarbitr.cz.
Klient ma moZnost podat stiznost na sménarenské sluzby Ceské narodni bance, adresa
Na Ptikopé 28, 115 03 Praha 1.



Claims and Complaints Code

Procedure for Handling Customer Claims and Complaints for all services provided by the company
EUROCHANGE, s.r.o., Opletalova 1013 100 00 Praha 1, Czech Republic, ID 25686101.

1.

Claims and complaints can be submitted in following ways:

® in person by filling the Record of Claim or Complaint, this record can be submitted at any

of our branches; the list of our branches and necessary form will be provided on request

® by letter to EUROCHANGE, s.r.o., Opletalova 1013, 100 00 Praha 1

® by email on eurochange@eurochange.cz.
A claim is defined as the client's request of correction of a situation that the client considers to be
defective. If a client requests a special kind of correction, it must be expressed in the claim
submission. A complaint is notification of the client about true or supposed violation of customer’s
rights and interests or violation of law or regulations by the exchange office or the employees of
the exchange office.
Claim or complaint can client submit in person or somebody on his or her behalf at any of our
branches. The person responsible for claims and complaints submissions is any cashier. In this case
the client must fill and submit a Claim and Complaint Record. By signing this record, the client
confirms the data and declarations he or she provided. A copy of signed form will be provided to
the client by the cashier.
A claim or complaint (submitted at the branch, by e-mail or by mail) must contain precise
specification of the transaction and its defects - so the subject of the claim or complaint is clear. If
this is missing, the additional information or documents proving the defects will be required.
As a part of the claim or complaint, the client must provide his or her personal data obligatory —
full name and the email or postal address where the final decision must be delivered.
The crucial date for claim or complaint handling is the date of the submission of the Claim and
Complaint Record (if submitted in person) or the date of delivery by e-mail or by mail.
The exchange office decides about the claim and complaint without necessary delay, in the period
given by the applicable law. The decision will be delivered by e-mail preferentially. If the client did
not state the e-mail address, the decision will be delivered by mail to the postal address. The
exchange office will follow the same procedure if the complaint is declined or it is declined as not
legitimate. If the client did not state the e-mail address or postal address, the decision will not be
delivered. If the exchange office accepts the claim or complaint, the correction will be executed in
30 days after submission.
The client has the right to submit proposal to solve the conflict incurred by the cash exchange
services to the Office of Financial Arbiter, address Legerova 69, 110 00 Praha 1, www.finarbitr.cz,
tel.: +420 257 042 070, data mail box ID: gr9ab9x, email: arbitr@finarbitr.cz.
The client has the right to submit complaint about cash exchange services to the Czech National
Bank, address Na Ptikopé 28, 115 03 Praha 1.



