Annex 2

“Unibank” CJSC
The procedure of considering the complaint-demand from the customer  
Step 1. Study your rights and the complaint-demand consideration procedure 
For accepting and considering your complaint, any employee in the central office or a branch of  the Bank is obliged to accompany you to the person in charge or give you the contact details of the person in charge (telephone, e-mail, etc). The person in charge informs you of your rights and a complaint consideration procedure. The person in charge must produce you Explanatory bulletin about disputes settlement and booklets about the office of Financial system mediator (if available). The bank employee, on your request, may submit you the in-house regulations on a complaint consideration and an application-complain form.   At your request the employee helps you fill in the form.   

Step 2. Fill in the complaint-demand form and keep the receipt 

The procedure of filling and submitting the complaint-demand  

Fill in the complaint-demand form and produce it to the person in charge or send to the postal address: Charents str. 12, N 53, 1-5, Yerevan. Get a receipt for the complaint-demand from the Bank and keep it.  

The consideration procedure and passing a resolution on the complaint-demand   

The Bank considers the complaint-demand and makes relevant decision (to satisfy, to satisfy partially, decline) within 10 working days. 

Giving answer to the complaint-demand 

In any case the Bank must give a written answer to the customer within 10 working days. The written answer must comprise the direct answer of the Bank, the facts which the decision refers to, the name of the subdivision/person (name, surname, position, etc) in charge of the complaint consideration and the contact details (telephone, e-mail, etc.) at which the customer may contact in case of having any question on the Bank’s decision. The answer on the Bank must also comprise information about the actions which the customer may realize for the protection of his rights, if the latter is not satisfied with the Bank’s answer.  (to apply to the court, the office of Financial madiator, CBA).

The written answer is submitted to the customer to the address mentioned by the client or via other communication means.  

Step 3. Study the answer           

Study the written answer of the Bank. Make sure the answer comprises the requested information. In case of any disagreement contact the person in charge the contact details of which are mentioned in the answer.   

Step 4. If you are not satisfied with the final answer of the Bank  

If you have received no answer within 10 working days or you are not satisfied with the answer, you have the right to submit a complaint-demand to Financial system mediator.  

Office of Financial system mediator 
Mediator: Piruz Sarkisyan 

Address: 0010, Yerevan, M. Khorenaci 15, “Elite Plaza” Business Center, 7th floor
 Tel:             58-23-22, 58-23-24   

E-mail: info@fsm.am
Fax: 582 421

Internet site: www.fsm.am 

