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Reklamacni rad - SMENARNA
Postup pro vyfizovani reklamaci a stiznosti klient hotovostnich sméndrenskych sluzeb
spoleénosti BORS LOGISTICS s.r.o.

IC 60749881

se sidlem Bratislavska 2284/26, 690 62 Bieclav
(dale jen “sménérna”).

Sménarna ma opravnéni k provozovani sméndrenské &innosti podle zékona &. 277/2013 Sb., o sménérenské
innosti, a je dozorovdna v rozsahu a za podminek stanovenych piislusnou pravni upravou Ceskou narodni
bankou piipadné jinym opravnénym orgénem.

1.  Reklamace a stiznosti klientd sménarny jsou piijimany:
e prostfednictvim osobniho podani na pobolce sménérny, na které je nebo byla provedena
transakce reklamujiciho nebo stéZujiciho si klienta, nebo
e pisemné na adrese BORS LOGISTICS s.r.o., Bratislavska 2284/26, 690 62 Bfeclav, nebo
e elektronickou postou na adrese bors@bors.cz.

2.  Reklamaci nebo stiznost miize podat klient také Ustné¢ na pobodce sméndrny, na které je nebo byla
provedena transakce. V takovém piipadé sepiSe pracovnik pobotky sménarny s klientem pisemny zéznam
o podéni reklamace nebo stiZnosti. Klient svym podpisem na zdznamu o podani stvrzuje pravdivost Gdaji
v zznamu uvedenych. Kopie zdznamu je po podepséni poskytnuta klientovi.

3.  Reklamace je definovana jako poZadavek klienta na ndpravu stavu, ktery klient povaZuje za zavadny, nebo
na ndpravu vécné chyby vzniklé v souvislosti se sm&narnou poskytnutym plnénim z obchodniho vztahu
mezi sméndrnou a klientem. Jestlize klient poZaduje od smé&narny konkrétni ndpravu anebo konkrétni
nahradu, musi to byt v pfislusném podani vyslovné uvedeno.

4.  Stiznost je sdéleni klienta tykajici se skute&ného nebo domnélého poruSeni prdv klienta, jeho zdjmda,
¢i poruseni obecn& zdvaznych pravnich norem sménarnou nebo jejimi zaméstnanci.

5.  Reklamace i stiznost musi obsahovat pfesnou specifikaci problému tak, aby byl pfedmét reklamace nebo
stiznosti zfejmy. V opalném pFipad€ si smé&narna vyhrazuje pravo v pfiméfené lhit€ vyZzadat doplnéni
reklamace ¢&i stiznosti, piipadné vyZzadat predloZeni piislusného dokladu, ktery prokazuje vadné poskytnuti
sluzby. Pokud nebude doplnéni ani poZadovany doklad sménarné predloZen ani v takto stanovené [hitg,
nebude na uplatnéni reklamace nebo stiznosti bran zfetel a sm&€nérna reklamaci ¢i stiznost odmitne.

6. Klient sménarny uvadi v reklamaci ¢&i stiZznosti vSechny identifikaéni Gdaje souvisejici s pfedmétem
reklamace &i stiznosti, predeviim Gplné jméno, Cislo transakce, popfipad€ adresu pro doru€eni pisemného
zaznamu o vysledku Setfeni reklamace ¢&i stiznosti. Sméndrna nema povinnost se zabyvat anonymnimi
reklamacemi nebo stiznostmi.

7. Rozhodnym dnem pro stanoveni terminu vyfizeni reklamace ¢&i stiznosti je datum jejiho doruceni
respektive datum doruéeni specifikace reklamace ¢i stiznosti dle vyzadani sméndrny.

8.  ProSetfeni reklamace nebo stiZznosti véetné provedeni prislusnych opatfeni realizuje sménarna
bez zbytetného odkladu, nejpozdéji vsak do 30 dnil od pievzeti reklamace ¢i stiznosti, neni-li s klientem
dohodnuto jinak. V komplikovanych pfipadech mtZe byt tato lhita prodlouZena nanejvy$ o dalSich
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30 dnd, neni-li opét s klientem dohodnuto jinak. O prodlouZeni Ihiity musi byt klient v&as sméndrnou
informovén a to pisemné nebo emailem.

Vysledek Setfeni reklamace nebo stiznosti sdéli smé&ndrna vZdy pisemn& nebo emailem. Stejnym
zplisobem postupuje sm&narna pfi odmitnuti reklamace &i stiznosti z diivodu jeji neodiivodnénosti nebo z
divodu nedoplnéni nebo nepfedloZeni dokladu nezbytného k pro3etfeni reklamace ¢&i stiznosti. Sklada-li se
reklamace Ci stiznost z vice samostatnych pfedmétd, v ozndmeni o vysledku proSetfeni se uvedou dana
zjisténi ke kazdému pfedmétu reklamace &i stiZznosti zvI4st.

Odstranénim reklamované vady neni dot&en nérok klienta na nadhradu pfipadné vzniklé 3kody v souladu
s platnymi pravnimi pfedpisy.

Tento postup pro vyfizovani reklamaci ¢i stiZnosti nabyva platnosti a G¢innosti dnem uvedenym v zavéru.

Tento reklamacni fad se uvefejiiuje ve viech provozovnach. Jakakoliv zména reklamaéniho fadu bude
tamtéZ bezodkladn€ uvefejnéna. Tento reklamaéni ¥ad je uvefejnén na strankach www.bors.cz. Ostatni
neuvedené skuteCnosti upravuji obecné zdvazné pravni predpisy, zejména zikon &. 277/2013 Sb., o
sménarenské Einnosti, a ,,Reklama&ni fad“ spole¢nosti BORS LOGISTICS s.r.0., IC: 60749881, se sidlem
Bieclav, Bratislavské 2284/26, PSC: 690 62.

Pokud klient neni spokojen se zpilisobem nebo vysledkem vyfizeni reklamace &i stiznosti dle tohoto
reklama&niho fadu, mé moZnost podat stiznost organu dohledu — Ceské ndrodni banka, Na Prikopé 28,
115 03 Praha 1, tel.: + 420 224 411 111, zelena linka tel.: +420 800 160 170, www.cnb.cz. Pravo obrétit
se na soud tim neni dotéeno.

Pokud klient neni spokojen se zplisobem nebo vysledkem vyfizeni reklamace &i stiznosti dle tohoto
reklama¢niho f4du, ma moZnost podat néavrh k orgdnu mimosoudniho fedeni sporii — Kanceld¥ finanéniho
arbitra, Legerova 1581/69, 110 00 Praha 1, tel.: + 420 257 042 070, ID datové schrénky: qr9ab9x,
email: arbitr@finarbitr.cz, www.finarbitr.cz. Pravo obritit se na soud tim neni dot&eno.

N Bieclavi

Datum: 1.7.2018
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Podpis: /7/)Ing. FrantiSek Zugar - jednatel
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/ ' / LOGISTICS s.r.o.

Feclav
tislavska 2284/26, 690 02 Brec!
i 1&: 60749881 (@



Reklamacni protokol

Cislo reklama&niho protokolu:

Provozovna:

Reklamujiei:

Jméno a piijmeni nebo
obchodni firma:

Adresa:

Kontaktni adaje:

Reklamovana skuteénost:

Datum poskytnuti
reklamované skuteénosti:

Cislo u¢tenky:

Podrobny popis diivodu
reklamace:

Datum a podpis reklamujiciho:

Vyplni zaméstnanec:

Jméno zaméstnance:

Vyjadieni zaméstnance:

Datum a podpis zaméstnance:




Claims and Complaints Code

Procedure for Handling Customer Claims and Complaints about Money Exchange Services
BORS LOGISTICS s.r.o.
ID 60749881

Address Bratislavska 2284/26, 690 62 Bfeclav
(Hereinafter referred to as "exchange office").

Exchange office is authorized provider of money exchange services according to the Foreign exchange act and it
is supervised to the extent as provided by law, by the Czech National Bank or another authorized entity.

1.  Customer complaints toward exchange office are accepted:
e in person at the exchange office branch, where the transaction of the claimant or
the complaining client's currency exchange is carried out, or
e in written form to the following contact details BORS LOGISTICS s.r.o., Bratislavské
2284/26, 690 62 Bieclav, or
* by email on bors@bors.cz.

2.  The client may submit claims or complaints verbally at the corresponding exchange office. In this case, the
branch exchange office cashier completes written record of filing a claim or complaint together with the
client. By signing the written record, the client confirms the validity of the record. After signing the
record, the client is awarded one copy of the record.

3. A complaint is defined as the client's request to remedy a situation that the client deems as objectionable,
or to correct factual errors in connection with currency exchange services provided from the business
relationship between the client and currency exchange office. If the client requires a specific remedy from
the exchange office or specific compensation, it must be explicitly stated in the presentation of the
situation.

4. A claim is a statement regarding the client's actual or alleged infringement of the client's interests, or
violation of the exchange office’s or its employees’ generally binding legal norms.

5.  Complaints and claims must contain a precise specification of the problem so that the subject of the claim
or complaint is obvious. Otherwise, the exchange office reserves the right to request additional claim or
complaint explanation within a reasonable time require or to request a document proving defective
services. If the supplement or the document is not presented to the exchange office by this deadline, the
claim or complaint will not be taken into account and the exchange office will reject the claim or
complaint.

6.  Within the claim or complaint, the client outlines all of his or her identification details linked to the issue
of the claim or complaint, especially full name, transaction number, or address for delivery of a written
record of the outcome of an investigation concerning a claim or complaint. The exchange office is not
obligated to deal with anonymous claims or complaints.

7. The date fixed for the determination of the date of settling the claim or complaint is the date of delivery,
i.e. the delivery date of claim or complaint specifications as requested by the exchange office.
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Complaint investigation, including the implementation of corrective action is carried out by the exchange
office without undue delay, within 30 days of receipt of the claim or complaint, unless otherwise agreed
upon with the client. In complex and complicated cases, this period may be exceptionally extended by up
to 30 days, unless the client again agrees otherwise. The extension of the duration must be communicated
in writing or via email to the client by the exchange office.

The result of the investigation claim or complaint shall be announced by the exchange office to the client
in writing or via email. The same process applies to claim or complaint rejection by reason of unjustified,
or missing documents necessary to investigate the claim or complaint. When a claim or complaint is
composed from several separate items, the announcement of the result of the investigation findings shall
be given to each claim or complaint subject separately.

Eliminating the defect does not affect the client's entitlement to compensation for any damages
in accordance with applicable Czech legislation.

This procedure for handling claims and customer complaints of the exchange office comes into effect
on the day stated below.

The complaint procedure is published in all the branches of exchange office. Any change made to the
claims and complaints code shall be promptly published in the same place. The complaint procedure is
published on www.bors.cz

If the client is not satisfied with the handling of a claim or complaint according to the Claims and
Complaints Code, he or she has the right to submit a complaint to the responsible authority of currency
exchange — Czech National Bank, address Na Piikopé 28, 115 03 Prague 1, Czech Republic, tel.: + 420
224 411 111, tel.: +420 800 160 170, www.cnb.cz. The client has the right to go to court without
prejudice.

If the client is not satisfied with the handling of a claim or complaint according to the Claims and
Complaints Code, he or she has the right to submit a proposal to solve the conflict to the Out-of-court
Dispute resolution body — Office of the Financial Arbitrator, address Legerova 69/1581, 110 00 Prague 1,
Czech Republic, tel.: + 420 257 042 070, ID datové schranky: qr9ab9x, email: arbitr@finarbitr.cz,
www.finarbitr.cz. The client has the right to go to court without prejudice.

This Claims and Complaints Code have been executed in two language versions, in the Czech and English
language. In the event of the occurrence of a dispute, the Czech version shall prevail.

Place: Bteclavi
Date: ) 1.7.2018
) ' 5a LOGISTICS s.r.0.
Signature: kil Bratislavska 2284/26, 690 02 Bireclav
. IC: 60749881 )



Record of claim or complaint

Record No.

Premise:

Customer data:

Full name or company
name:

Address:

Contact details:

Subject of the claim or complaint:

Date of the transaction:

Transaction No.

Precise specification of the
claim or complaint reasons:

Date and customer's
signature:

To be filled by the cashier:

Cashier's name:

Cashier's statement:

Date and cashier's signature:




