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Pokud budete mit pocit, Ze jsme nedodrzeli jakoukoliv  If you feel that we have failed to adhere to any of our
nasi povinnost dle Ramcové smlouvy, Obchodnich obligations under the General Agreement and the
podminek Sluzby Fidoo nebo pokud nesouhlasite s Terms and Conditions of the Fidoo Service, or if you
konkrétnim  postupem nebo jednanim naseho disagree with a particular course of action or
zaméstnance, urcité ndm dejte védét. Stejné tak nds  behaviour of any of our employees, be sure to let us
informujte v pfipadé reklamace konkrétni platebni know. Likewise, if you have a complaint about
transakce. a particular payment transaction, please let us know.

1. Poskytovatelé sluzeb 1. Service providers

Direct Fidoo Payments s.r.o., se sidlem Pod Drahou Direct Fidoo Payments s.r.o., with registered office at
1636/1, 170 00 Praha 7 - Hole3ovice, I1CO: 02690446, pod Drahou 1636/1, 170 00 Praha 7 - Holefovice,
zapsana v obchodnim rejstfiku vedeném Méstskym
soudem v Praze, oddil C, vlozka 222689 (dale jen ,Fidoo
Payments”), poskytovatel Sluzby Fidoo Payments,

Company Registration no. ICO: 02690446, registered in
the Commercial Register maintained by the Municipal
Court in Prague, Section C, entry no. 222689
(hereinafter referred to as “Fidoo Payments”),
provider of the Fidoo Payments Service,

Direct Fidoo a.s., se sidlem Pod Drdhou 1636/1, 170 00 Direct Fidoo a.s., with registered office at Pod Drahou

Praha 7 - Holedovice, 1CO: 28145780, zapsana v 1636/1, 170 00 Praha 7 - Holedovice, Company
obchodnim rejstfiku vedeném Méstskym soudem v
Praze, oddil B, vlozka 18762 (dale jen ,Direct Fidoo“),
poskytovatel Sluzby Direct Fidoo.

Registration no. ICO: 28145780, registered in the
Commercial Register maintained by the Municipal
Court in Prague, Section B, entry no. 18762
(hereinafter referred to as "Direct Fidoo"), provider of
the Direct Fidoo Service.

2. Jakym zpUsobem lze podat 2. How can | lodge a claim or
reklamaci nebo stiznost? complaint?
e pisemné e-mailem na info@fidoo.com, ¢ In writing by email to info@fidoo.com,
e pisemné na adresu Direct Fidoo Payments s.r.o., e in writing to Direct Fidoo Payments s.r.o.,
Pod Drahou 1636/1, 170 00 Praha 7 - HoleSovice, Pod Drahou 1636/1, 170 00 Praha 7 - HoleSovice,
e telefonicky na Klientské lince 290 290 290, e by calling the Customercare line at 290 290 290,

e  prostrednictvim formulafe na webu www.fidoo.com e via the contact form on the website
www.fidoo.com

3. Co potiebujeme vedét pro pro 3. What do we need to know to
pro$etieni reklamace a stiznosti? investigate a complaint?
o zjaké jste firmy, vase jméno a ptijmeni, e what company you are from, your name and
surname,
e (eho se reklamace tykd. V pripadé platebni e what the complaint is about. In the case of a
transakce je pak potfeba vyplnit reklamaéni payment transaction, you then need to fill in

formuldr. V ostatnich pripadech doplnte informace, a complaint form. In other cases, please provide
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které ndm pomohou vasi stiznost co nejrychleji
prosettit.

Nebudou-li vami dodané informace a podklady
kompletni, pozadame vas o doplnéni chybéjicich udaju.
Lhdta kvyfizeni reklamace zacind béZet aZz poté, co
budou z vasi strany doplnény veskeré udaje.

4. Jaky je dalSi postup?

Prijeti reklamace i stiznosti vdm potvrdime — z tohoto
dlvodu preferujeme komunikaci zejména
prostrednictvim e-mailu a webového formulare.

Na vyfizeni mame standardné 30 kalendafnich dnl ode
dne dorudeni vasi reklamace. LhGta pro vyfizeni
reklamace tykajici se platebnich sluzeb je 15 pracovnich
dnll po obdrieni reklamace. Vyjimku mohou tvofrit ve
zvlasté slozitych pripadech zejména reklamace transakci
platebnimi kartami. Neni-li mozné reklamaci z ddvodu
objektivnich prekdzek ve stanovené I|haté vyfidit,
informujeme vas o této situaci, a zasleme Vam odpovéd
nejpozdéji do 35 pracovnich dnd po obdrZeni reklamace.
O predpokladaném terminu vyfizeni a dalSim postupu vas
budeme informovat.

O vysledku teSeni reklamace budete vyrozuméni
prostfednictvim emailu. Za den doruceni vysledku rfeseni
reklamace se povazuje den doruceni emailové zpravy.

Spole¢nost Direct Fidoo Payments neodpovidd a
nevyfizuje reklamace zboZi a sluzeb zakoupenych s
vyuzitim Fidoo karty ani nepfijima a nezajistuje feseni s

tim souvisejicich stiznosti.

5. Vyjimky z pfijeti reklamace

Reklamace nebude na nasi strané pfijata, pokud:

1. nebyl dodrZen zpUsob, forma nebo naleZitosti podani
reklamace, a to ani v dodatecné Ihaté, kterou jsme
vam poskytli pro doplnéni nebo opravu podani,

2. ve véci samé bylo zahajeno fizeni pred soudem nebo
rozhodcem nebo jiz soud ¢i rozhodce ve véci rozhodl,
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the missing information to help us investigate
your complaint as quickly as possible.

If the information and supporting documents you
provide are not complete, we will ask you to fill in the
missing information. The time limit for processing the
complaint will only start once all the necessary
information has been completed by you.

4. What are the next steps?

We will confirmthe receipt of your claim and
complaint; for this reason, we prefer to communicate
mainly via email and the web form.

We usually have 30 calendar days from the date of
receipt of your complaint to deal with it. The period
for dealing with a complaint relating to payment
services is 15 working days from the date of receipt of
your complaint. An exception to this rule can be made
in particularly complex cases, especially in cases of
complaints about credit card transactions. If the
complaint cannot be settled within the stipulated
period due to objective obstacles, we will inform you
about this situation and send you our reply within 35
working days after receiving the complaint at the
latest. We will notify you of the expected settlement
date and further procedure.

We will notify you about the outcome of the complaint
by email. The date of complaint resolution shall be
deemed to be the date of receipt of the email
message.

Direct Fidoo Payments is neither liable for, and
therefore does not handle, claims for goods and
services purchased using the Fidoo Card, nor accepts
or provides for the resolution of related complaints.

5. Exceptions to the acceptance of 3
claim

A claim will not be accepted by us if:

1. the manner, form, or particulars of the claim have
not been complied with, even within the
additional period we have given to you to
complete or correct the claim,

2. proceedings have been brought before a court or
an arbitrator on the merits of the claim, or the
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3. osoba, ktera podala reklamaci, neni Klientem
Spolecnosti, nebo je zastoupena zmocnéncem na
zakladé nepouzitelné plné moci,

4. reklamace se netykd nabizenych produktl ¢i sluzeb
Spolec¢nosti,

5. je podani reklamace zcela zjevné zneutZiti institutu
reklamaci a stiznosti,

6. uplynuly skartacni
dokumentd.

Ihity pro relevantni typ

V ptipadé, Ze je reklamace tykajici se stejného predmétu
poddna opakované a nepfindsi zddné nové skutecnosti,
bude reklamace znasi strany zamitnuta a této
skutecnosti budete pisemné informovani.

6. VaSe dalSi moznosti, pokud nejste

spokojeni s nasim reSenim

Pokud nebudete spokojeni s vysledkem vyfizeni vasi
reklamace, mlZete podat odvolani.

Dale mate mozZnost se se svym podnétem k prosetireni
obratit na Ceskou narodni banku, kterd je orgdnem
dohledu nad dodrZzovanim povinnosti Spolec¢nosti
(www.cnb.cz).

Podanim reklamace nepfichdzite o své pravo obratit se
na obecny soud.

7. Jaké jsou podnéty k podani

stiznosti Ci reklamace?

Vasi stiznost nam prosim sdélte co nejdfive poté, kdy
nastala nebo jste se o ni dozvédéli, nejpozdéji vsak ve
stanovené |hité v souladu s obchodnimi podminkami.

8. Na zaver

Tento reklamacni fad vstupuje v platnost a nabyva
ucinnosti dnem 3. 11. 2022 a je zverejnény na webovych
strankach www.fidoo.com.
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court or arbitrator has already ruled on the
matter,

3. the person making the complaint is not a Client of
the Company or is represented by an agent under
an ineffective power of attorney,

4. the complaint does not relate to products or
services offered by the Company,

5. the filing of the complaint is a clear abuse of the
institution of claims and complaints,

6. the shredding periods for the relevant type of
documents have expired.

In the event that a complaint concerning the same
subject matter is submitted repeatedly and does not
bring any new facts, the complaint will be rejected by
us, and you will be informed of this fact in writing.

6. Your alternative options if you
are not satisfied with the
outcome

If you are not satisfied with the outcome of your
complaint, you can file an appeal against the decision.

You also have the option of submitting your complaint
for investigation by the Czech National Bank, which is
the supervisory authority for the compliance with the
Company's obligations (www.cnb.cz).

Filing a complaint does not deprive you of your right to
apply to a general court.

7. What are the deadlines for filing
your claim or complaint?

Please notify us of your complaint as soon as possible
after it has occurred or you have become aware of it,
but no later than the time limit set out in the Terms
and conditions.

8. Final provisions

This Complaints Regulations shall enter into force and
take effect on 3rd November 2022, and it is published
on the website www.fidoo.com.


http://www.cnb.cz/

