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Pokud budete mit pocit, Ze jsme nedodrzeli jakoukoliv nasi
povinnost dle Ramcové smlouvy, obchodnich podminek
nebo pokud nesouhlasite s konkrétnim postupem nebo
jedndnim naseho zaméstnance, urcité ndm dejte védét.
Stejné tak nas informujte v pfipadé reklamace konkrétni
platebni transakce.

1. Jak nas m0zete kontaktovat?

e E-mailem na info@fidoo.com

e Pisemné na adresu Direct Fidoo a.s.,

e U prihonu 1589/13a, 170 00 Praha 7

o Telefonicky na Klientské lince 290 290 290

2. Co potiebujeme védét pro

proSetreni reklamace a stiZznosti?

e 7z jaké jste firmy, vase jméno a pfijmeni,

e (¢eho sereklamace tyka. V pfipadé platebni transakce je
pak potreba vyplnit reklamacni formular. V ostatnich
pfipadech doplnte informace, které nam pomohou vasi
stiznost co nejrychleji prosetfit.

3. Jaky je dalSi postup?

Prijeti reklamace i stiZznosti vam potvrdime — z tohoto
dlvodu preferujeme komunikaci zejména prostfednictvim
e-mailu.

Na vyfizeni mame standardné 30 kalendainich dnli ode dne
doruceni vasi reklamace. Lhuta pro vyfizeni reklamace
tykajici se platebnich sluzeb je 15 pracovnich dnl po
obdrZeni. Vyjimku mohou tvofit ve zvlasté slozZitych
pfipadech zejména reklamace transakci platebnimi
kartami. Neni-li mozné reklamaci z divodu objektivnich
prekazek ve stanovené lhaté vyridit, o predpokladaném

terminu vyrizeni vas budeme informovat.

4. VaSe dalSi moznosti, pokud nejste

spokojeni s naSim feSenim

Pokud nebudete spokojeni s vysledkem vytizeni vasi

reklamace, muZete podat odvolani.

Vedle podani reklamace pfimo ndam se muzete v ptipadé
spotrebitelskych sporl vzniklych pti uZivani platebnich
karet obracet na financniho arbitra. Vice informaci zjistite
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If you feel that we have not complied with any of our
obligations under the General agreement, Terms and
Conditions, or if you disagree with a particular action or
employee conduct, be sure to let us know. Likewise, please
inform us in the case of a claim for particular payment
transactions.

1. How can you contact us?

e E-mail at info@fidoo.com

e In writing to Direct Fidoo a.s.,

e U Prihonu 1589/13a, 170 00 Prague 7

e By phone on the Customer care line 290 290 290

2. What do we need to know to
investigate claims and complaints?

e Which company you are from, your name and surname,

e What the claim relates to. In the case of a payment
transaction, a dispute form must be completed. In
other cases, information should be provided to help us
investigate your complaint as quickly as possible.

3. What are the next steps?

We will confirm receipt of the claim/complaint — thus for

this reason e-mail communication is preferred.
We usually have 30 calendar days from the date of receipt
of your claim/complaint. The deadline for resolution of a
claim regarding payment services is 15 working days post
receipt. Exceptions may include, particularly complex cases
regarding payment card transaction claims. If it is not
possible to settle the claim/complaint within the deadline
due to objectivity, we will inform you of the expected

deadline.

4. Alternative options if you are not
satisfied with the outcome

If you are not satisfied with the outcome of your
claim/complaint, you can submit an appeal.

In addition to submitting your claim/complaint directly to
us, you can contact a financial arbitrator for consumer
disputes arising from payment card use. For more
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na www. financniarbitr.cz nebo na www.financial-
ombudsman.org.uk.
Podanim reklamace nepfichazite o své pravo obratit se na

obecny soud.

5. Jakeé jsou terminy pro podani vasi

stiznosti ¢i reklamace?

Vasi stiznost ndm prosim sdélte co nejdfive poté, kdy

nastala nebo jste se o ni dozvédéli, nejpozdéji vsak ve
stanovené |hGté urcéené prislusnymi smluvnimi ujednanimi
a pravnimi predpisy.

6. Zavérecnd ustanoveni

Tento reklamacni fad vstupuje v platnost a nabyva
ucinnosti dnem 19. 11. 2020 a je zvefejnény na webovych
strankdch www.fidoo.com.
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information, see www.finanniarbitr.cz or www.financial-
ombudsman.org.uk.

By submitting a complaint, you do not lose your right to
apply to a general court.

5. What are the deadlines for
submitting your claim or complaint?
Please advise us immediately of your claim/complaint or as
soon as possible after you have received information or
learnt about it, but no later than within the specified period
of time determined by the applicable contractual terms and
legislation.

6. Final Provisions

This complaint procedure comes into effect as of the 19.
11. 2020 and is published on the website www.fidoo.com.
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