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¶áñÍáÕáõÃÛ³Ý ßñç³Ý³ÏÁ
§²¶´² ÈÇ½ÇÝ·¦ í³ñÏ³ÛÇÝ Ï³½Ù³Ï»ñåáõ-
ÃÛáõÝ ö´À Ñ³×³Ëáñ¹Ý»ñÇ µáÕáù-
å³Ñ³ÝçÝ»ñÇ ùÝÝ³ñÏÙ³Ý ÁÝÃ³ó³Ï³ñ·áí
(³ÛëáõÑ»ï` ÀÝÃ³ó³Ï³ñ·) Ï³ÝáÝ³-
Ï³ñ·íáõÙ »Ý §²¶´² ÈÇ½ÇÝ·¦ ö´À
(³ÛëáõÑ»ïª Î³½Ù³Ï»ñåáõÃÛáõÝ) Ñ³×³-
Ëáñ¹Ý»ñÇ ÏáÕÙÇó Î³½Ù³Ï»ñåáõÃÛ³Ý ¹»Ù
Ý»ñÏ³Û³óñ³Í Ù³ëÝ³íáñ Çñ³í³Ñ³ñ³-
µ»ñáõÃÛáõÝÝ»ñÇó µËáÕ å³Ñ³ÝçÝ»ñÇ
ùÝÝáõÃÛ³Ý, ýÇÝ³Ýë³Ï³Ý áÉáñïáõÙ
Ñ³×³Ëáñ¹Ý»ñÇ Çñ³íáõÝùÝ»ñÇ ¨ ß³Ñ»ñÇ
å³ßïå³ÝáõÃÛ³Ý, Ýñ³Ýó å³Ñ³ÝçÝ»ñÇ
³ñ³· ¨ ³ñ¹ÛáõÝ³í»ï ùÝÝ³ñÏÙ³Ý,
Î³½Ù³Ï»ñåáõÃÛ³Ý ÝÏ³ïÙ³Ùµ Ñ³Ýñáõ-
ÃÛ³Ý íëï³ÑáõÃÛ³Ý µ³ñÓñ³óÙ³Ý
·áñÍÁÝÃ³óÁ:

ÎÇñ³éÙ³Ý áÉáñïÁ
ÀÝÃ³ó³Ï³ñ·Á ÏÇñ³éíáõÙ ¿ Î³½Ù³-
Ï»ñåáõÃÛ³Ý Ï³éáõóí³Íù³ÛÇÝ ëïáñ³-
µ³Å³ÝáõÙÝ»ñÇ ÏáÕÙÇó:

î³ñ³ÍáõÙÁ
ÀÝÃ³ó³Ï³ñ·Á ï³ñ³ÍíáõÙ ¿ Î³½Ù³Ï»ñ-
åáõÃÛ³Ý Ï³éáõóí³Íù³ÛÇÝ ëïáñ³µ³Å³-
ÝáõÙÝ»ñÇ íñ³:

¶ÈàôÊ 1. ÀÜ¸Ð²Üàôð ¸ðàôÚÂÜºð

1.1. êïáñ¨ µ»ñí³Í Ñ³ëÏ³óáõÃÛáõÝÝ»ñÁ
ëáõÛÝ ÀÝÃ³ó³Ï³ñ·áõÙ û·ï³·áñÍíáõÙ »Ý
Ñ»ï¨Û³É ÇÙ³ëïáí.

úñ»Ýù` §üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç
Ñ³ßï³ñ³ñÇ Ù³ëÇÝ¦ Ð³Û³ëï³ÝÇ Ð³Ýñ³-
å»ïáõÃÛ³Ý ûñ»ÝùÁ.

üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç Ñ³ßï³ñ³ñ`
úñ»Ýùáí ¨ ëáõÛÝ ÀÝÃ³ó³Ï³ñ·áí
í»ñ³å³Ñí³Í ÉÇ³½áñáõÃÛáõÝÝ»ñÝ Çñ³ó-
Ý»Éáõ ÙÇçáóáí Ñ³×³Ëáñ¹Ý»ñÇ ÏáÕÙÇó
Î³½Ù³Ï»ñåáõÃÛ³Ý ¹»Ù Ý»ñÏ³Û³óí³Í
å³Ñ³ÝçÝ»ñÁ ùÝÝáÕ ¨ ¹ñ³Ýó »ñ³µ»ñÛ³É
áñáßáõÙÝ»ñ ÁÝ¹áõÝáÕ ýÇ½ÇÏ³Ï³Ý ³ÝÓ.

Ð³×³Ëáñ¹ª ýÇ½ÇÏ³Ï³Ý ³ÝÓ, áñÝ
û·ïíáõÙ ¿ Î³½Ù³Ï»ñåáõÃÛ³Ý Í³é³-
ÛáõÃÛáõÝÝ»ñÇó Ï³Ù ¹ÇÙáõÙ ¿ ¹ñ³ÝóÇó
û·ïí»Éáõ Ñ³Ù³ñ.

ä³Ñ³Ýç` Ñ³×³Ëáñ¹Ç ÏáÕÙÇó Î³½Ù³-
Ï»ñåáõÃÛ³Ý ¹»Ù Ý»ñÏ³Û³óíáÕ å³Ñ³Ýç.

ÎáÕÙ»ñª üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç
Ñ³ßï³ñ³ñÇ ùÝÝáõÃÛ³ÝÁ å³Ñ³Ýç Ý»ñÏ³-
Û³óñ³Í Ñ³×³Ëáñ¹Á ¨ Î³½Ù³Ï»ñåáõ-
ÃÛáõÝÁ, áñÇ ¹»Ù Ý»ñÏ³Û³óí»É ¿ å³Ñ³ÝçÁ.

ä³ï³ëË³Ý³ïáõ ³ßË³ï³ÏÇó`
Î³½Ù³Ï»ñåáõÃÛ³Ý ³ßË³ï³ÏÇó, áñÁ
½µ³ÕíáõÙ ¿ Ñ³×³Ëáñ¹Ý»ñÇ ÏáÕÙÇó

Scope of activity
The Procedure of the discussion of compliant-
demands of the Customers regulates the
procedure of presentation of complaints arising
out of private relations by “ACBA Leasing”
Credit Organization CJSC (hereafter company)
clients against the company, the procedure of
protection of company’s clients rights and
interests, quick and efficient examination and
analysis of presented complaints as well as the
procedure of augmenting public confidence in
company.

Sphere of activity

The procedure is used by the departments of
the company.

Prevalence

The procedure applies to the departments of the
company.

CHAPTER I. GENERAL PRINCIPLES

1.1. The definitions mentioned bellow in this
Procedure are used in this sense:

        Law: “The law about financial system
mediator” of the Republic of Armenia.

       Financial system mediator: The physical
person who discusses the compliant-demands
of the customers and makes decisions about
them through the implementation of the
liabilities according to the Procedure and the
Law.

   Customer: The physical person who uses the
service of the company or desires to use it.

    Demand: The demand represented to the
Company by the Client.

     Parties: The customer who has demanded
the analysis of the financial mediator and the
Company against which was represented the
demand.

  Responsible employee: The Company’s
employee who analysis the demands of the



Ý»ñÏ³Û³óí³Í å³Ñ³ÝçÝ»ñÇ áõëáõÙÝ³ëÇñ-
Ù³Ùµ, üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç
Ñ³ßï³ñ³ñÇ ÏáÕÙÇó å³Ñ³ÝçíáÕ ³ÛÉ
÷³ëï³ÃÕÃ»ñÇ ¨ ï»Õ»ÏáõÃÛáõÝÝ»ñÇ
Ñ³í³ù³·ñÙ³Ùµ ¨ úñ»Ýùáí áõ ëáõÛÝ
ÀÝÃ³ó³Ï³ñ·áí ë³ÑÙ³Ýí³Í å³ñï³Ï³-
ÝáõÃÛáõÝÝ»ñÇ Çñ³Ï³Ý³óÙ³Ùµ:

¶ÈàôÊ 2. Ð²Ö²Êàð¸ÜºðÆ ÎàÔØÆò
Î²¼Ø²ÎºðäàôÂÚ²ÜÀ

ÜºðÎ²Ú²òìàÔ ä²Ð²ÜæÜºðÀ ºì
¸ð²Üò øÜÜàôÂÚ²Ü ÀÜÂ²ò²Î²ð¶À

2.1. êáõÛÝ ÀÝÃ³ó³Ï³ñ·Ç ÇÙ³ëïáí
Î³½Ù³Ï»ñåáõÃÛáõÝÝ Çñ³í³ëáõ ¿ ùÝÝ»Éáõ
³ÛÝ å³Ñ³ÝçÝ»ñÁ, áñáÝù Ý»ñÏ³Û³óíáõÙ »Ý
Ñ³×³Ëáñ¹Ç ÏáÕÙÇó Çñ ¹»Ù, Ï³åí³Í
»Ý Î³½Ù³Ï»ñåáõÃÛ³Ý ÏáÕÙÇó Ù³ïáõóíáÕ
Í³é³ÛáõÃÛáõÝÝ»ñÇ Ñ»ï ¨ å³ñáõÝ³ÏáõÙ »Ý
ï³ëÁ ÙÇÉÇáÝ Ð³Û³ëï³ÝÇ
Ð³Ýñ³å»ïáõÃÛ³Ý ¹ñ³ÙÁ Ï³Ù ¹ñ³Ý
Ñ³Ù³ñÅ»ù ³ñï³ñÅáõÛÃáí ·áõÙ³ñÁ
ã·»ñ³½³ÝóáÕ ·áõÛù³ÛÇÝ å³Ñ³Ýç:

2.2. Ð³×³Ëáñ¹Ý Çñ³íáõÝù áõÝÇ ¹ÇÙ»Éáõ
Î³½Ù³Ï»ñåáõÃÛ³ÝÁª ³ÝÏ³Ë ³ÛÝ
Ñ³Ý·³Ù³ÝùÇó, Ã» ÝÙ³Ý Çñ³íáõÝù
Ñ³×³Ëáñ¹Ç ¨ Î³½Ù³Ï»ñåáõÃÛ³Ý ÙÇç¨
ÏÝùí³Í å³ÛÙ³Ý³·ñáí Ý³Ë³ï»ëí³Í ¿,
Ã» áã: Î³½Ù³Ï»ñåáõÃÛ³ÝÁ ¹ÇÙ»Éáõ Ñ³×³-
Ëáñ¹Ç Çñ³íáõÝùÁ ë³ÑÙ³Ý³÷³ÏáÕ
Ñ³Ù³Ó³ÛÝáõÃÛáõÝÁ Ï³Ù å³ÛÙ³ÝÝ ³é áãÇÝã
¿:

2.3. Î³½Ù³Ï»ñåáõÃÛáõÝÁ å³ñï³íáñ ¿
ùÝÝ³ñÏ»É Ñ³×³Ëáñ¹Ç µáÕáù-å³Ñ³ÝçÁ,
»Ã» ³ÛÝ Ý»ñÏ³Û³óí»É ¿ Ù»Ï ï³ñí³
ÁÝÃ³óùáõÙ` ëÏë³Í ³ÛÝ å³ÑÇó, »ñµ
Ñ³×³Ëáñ¹Ý ÇÙ³ó»É ¿ Ï³Ù Ï³ñáÕ ¿ñ
ÇÙ³Ý³É Çñ Çñ³íáõÝùÇ Ë³ËïÙ³Ý Ù³ëÇÝ:

2.4. Î³½Ù³Ï»ñåáõÃÛ³Ý ÏáÕÙÇó å³-
Ñ³ÝçÝ ÁÝ¹áõÝ»Éáõ, ùÝÝ»Éáõ ¨ áñáßáõÙ
Ï³Û³óÝ»Éáõ Ï³å³ÏóáõÃÛ³Ùµ Ñ³×³Ëáñ¹Çó
áñ¨¿ í×³ñ ãÇ ·³ÝÓíáõÙ:

2.5. ØÇÝã¨ å³Ñ³ÝçÁ üÇÝ³Ýë³Ï³Ý
Ñ³Ù³Ï³ñ·Ç Ñ³ßï³ñ³ñÇÝ Ý»ñÏ³Û³óÝ»ÉÁ`
Ñ³×³Ëáñ¹Á å»ïù ¿ Î³½Ù³Ï»ñåáõÃÛ³Ý
·ÉË³íáñ ïÝûñ»ÝÇÝ Ï³Ù Ýñ³ ï»Õ³Ï³ÉÇÝ
Ý»ñÏ³Û³óÝÇ Çñ µáÕáù-å³Ñ³ÝçÁ:

2.6. Ð³×³Ëáñ¹Ç ÏáÕÙÇó Î³½Ù³Ï»ñåáõ-
ÃÛ³ÝÁ Ý»ñÏ³Û³óíáÕ å³Ñ³ÝçÁ å»ïù ¿
Ï³½ÙíÇ ·ñ³íáñ ¨ Ý»ñ³éÇª

³) Ñ³×³Ëáñ¹Ç ³ÝáõÝÁ.
µ) Ñ³×³Ëáñ¹Ç µÝ³ÏáõÃÛ³Ý ¨ Ñ³Õáñ-

¹³ÏóÙ³Ý Ñ³ëó»Ý»ñÁ.
·) ·áõÛù³ÛÇÝ å³Ñ³ÝçÇ ã³÷Á.
¹) å³Ñ³ÝçÇ µáí³Ý¹³ÏáõÃÛáõÝÁ (Ñ³Ý-

·³Ù³ÝùÝ»ñÁ, áñáÝó íñ³ ÑÇÙÝíáõÙ ¿

Customers, collects all necessary information
and documents for the financial mediator and
implements other liabilities according to the
Law and the Procedure.

CHAPTER II. THE DEMANDS OF THE
CUSTOMERS AND ANALYSING PROCESS

2.1. The company has the right to study the
demands, which are represented against the
company, which are connected with the service
of the company and include the pecuniary
demands of 10 mln Armenian drams or equal
currency.
2.2. The Customer has the right to come to the
Company inspite of the fact if such right is
anticipated by the contract signed between the
Customer and the Company. The condition
limiting the right of the customer to apply to
the Company is invalid.
2.3. The Company is obligated to discuss the
compliant-demand of the customer if it is
represented during one year when the customer
gets to know or could get to know about the
contravention of his rights.
2.4. The customer does not implement any
payment concerning the assumption, analysis
and decision of the demand.
2.5. Before representing the demand to the
financial mediator the customer should present
the compliant-demand to the name of the
Company’s General Manager or Deputy
General Manager.
2.6. The demand represented by the Customer
should be in written and should include:

a) The name of the customer,
b) The living and registration addresses of

the customer,
c) The size of the property demand,
d) The essence of the property demand (the

conditions on which the demand is
based),

e) The date, month, year of the demand,
f) The signature of the customer

2.7. The customer’s representor can sign the
demand.  At that time a properly written proxy
should be attached to the demand.
2.8. Getting the written compliant-demand of
the customer the General Manager or Deputy
General Manager inscribes it to responsible
employee. The letter in a shor period analysis
the demand gets clarifications and explanations



å³Ñ³ÝçÁ).
») å³Ñ³ÝçÁ Ý»ñÏ³Û³óÝ»Éáõ ³Ùë³ÃÇíÁ,

³ÙÇëÁ ¨ ï³ñÇÝ.
½) Ñ³×³Ëáñ¹Ç ëïáñ³·ñáõÃÛáõÝÁ:
2.7. ä³Ñ³ÝçÁ Ï³ñáÕ ¿ ëïáñ³·ñ»É

Ñ³×³Ëáñ¹Ç Ý»ñÏ³Û³óáõóÇãÁ: ²Û¹ ¹»åùáõÙ
å³Ñ³ÝçÇÝ å»ïù ¿ ÏóíÇ Ý»ñÏ³Û³óáõóãÇ
ÉÇ³½áñáõÃÛáõÝÝ»ñÁ Ñ³í³ëïáÕ, å³ïß³×
Ï³ñ·áí ïñí³Í ÉÇ³½áñ³·ñÇ å³ï×»ÝÁ:

2.8. Î³½Ù³Ï»ñåáõÃÛ³Ý ·ÉË³íáñ ïÝû-
ñ»ÝÁ Ï³Ù Ýñ³ ï»Õ³Ï³ÉÁ, ëï³Ý³Éáí
Ð³×³Ëáñ¹Ç ÏáÕÙÇó Ý»ñÏ³Û³óí³Í µáÕáù-
å³Ñ³ÝçÁ, ³ÛÝ Ù³Ï³·ñáõÙ ¿
ä³ï³ëË³Ý³ïáõ ³ßË³ï³ÏóÇÝ, áñÝ ¿É
³ÝÑñ³Å»ßïáõÃÛ³Ý ¹»åùáõÙ ³ßË³ï³Ýù-
Ý»ñáõÙ Ý»ñ·ñ³í»Éáí ß³Ñ³·ñ·Çé
ëïáñ³µ³Å³ÝáõÙÝ»ñÇ Ñ³Ù³å³ï³ëË³Ý
³ßË³ï³ÏÇóÝ»ñÇ, ë»ÕÙ Å³ÙÏ»ïÝ»ñáõÙ,
ëÏëáõÙ ¿ áõëáõÙÝ³ëÇñ»É Ý»ñÏ³Û³óí³Í
ä³Ñ³ÝçÁ, ¹ñ³ í»ñ³µ»ñÛ³É Ñ³í³ù»É ¨
ëï³Ý³É ³ÝÑñ³Å»ßï µ³ó³ïñáõÃÛáõÝÝ»ñ,
å³ñ½³µ³ÝáõÙÝ»ñ, ÇÝãå»ë Ý³¨ ÷³ëï³-
ÃÕÃ»ñ ¨ ï»Õ»ÏáõÃÛáõÝÝ»ñ:

2.9. Ð³×³Ëáñ¹Ý»ñÇ µáÕáù-å³Ñ³Ýç-
Ý»ñÁ ëï³Ý³Éáõó Ñ»ïá ¹ñ³Ýù ä³ï³ë-
Ë³Ý³ïáõ ³ßË³ï³ÏóÇ ÏáÕÙÇó ·ñ³ÝóíáõÙ
¨ Ñ³ßí³éíáõÙ »Ý Ñ³ïáõÏ ·ñ³Ýó³-
Ù³ïÛ³ÝáõÙ:

2.10. ´áÕáù-å³Ñ³ÝçÝ»ñÇ ·ñ³Ýó³Ù³ï-
Û³ÝÁ, Ù³ëÝ³íáñ³å»ë, å»ïù ¿ Ý»ñ³éÇ
³é³ç³ñÏáõÃÛ³Ý Ï³Ù ¹ÇÙáõÙ-µáÕáùÇ
ëï³óÙ³Ý ³Ùë³ÃÇíÁ, Ñ³Ù³éáï
µáí³Ý¹³ÏáõÃÛáõÝÁ, ³ñÓ³·³ÝùÁ, å³ï³ë-
Ë³ÝÇ ïñ³Ù³¹ñÙ³Ý ³Ùë³ÃÇíÁ ¨ ³ÛÉ
³ÝÑñ³Å»ßï ï»Õ»Ï³ïíáõÃÛáõÝ:

2.11. ä³ï³ëË³Ý³ïáõ ³ßË³ï³ÏÇóÁ,
Î³½Ù³Ï»ñåáõÃÛ³ÝÁ Ý»ñÏ³Û³óí³Í ä³-
Ñ³ÝçÇ Ñ»ï Ï³åí³Í Ñ³ñó»ñÝ áõëáõÙÝ³-
ëÇñ»Éáõó ¨ ·áñÍ³ñùÇÝ ³éÝãíáÕ ÷³ëï³-
ÃÕÃ»ñÝ áõ ï»Õ»ÏáõÃÛáõÝÝ»ñÝ Ñ³í³ù»Éáõó
Ñ»ïá, í»ñçÇÝÝ»ñë Ý»ñÏ³Û³óÝáõÙ ¿
Î³½Ù³Ï»ñåáõÃÛ³Ý ·ÉË³íáñ ïÝûñ»ÝÇÝ
Ï³Ù Ýñ³ ï»Õ³Ï³ÉÇÝ` µ³ó³ïñ»Éáí ïíÛ³É
ä³Ñ³ÝçÇ Ñ»ï Ï³åí³Í` Î³½Ù³Ï»ñåáõ-
ÃÛ³Ý (³ßË³ï³ÏÇóÝ»ñÇ) ÏáÕÙÇó ÃáõÛÉ
ïñí³Í Ã»ñáõÃÛáõÝÝ»ñÁ ¨/Ï³Ù Ë³ËïáõÙ-
Ý»ñÁ (³Û¹åÇëÇÝ»ñÇ ³éÏ³ÛáõÃÛ³Ý ¹»åùáõÙ)
Ï³Ù ¿É` ³Û¹åÇëÇÝ»ñÇ µ³ó³Ï³ÛáõÃÛ³Ý
¹»åùáõÙ` ï³Éáí ÑÇÙÝ³íáñ ³é³ñÏáõÃÛáõÝ-
Ý»ñ ä³Ñ³ÝçÁ ãµ³í³ñ³ñ»Éáõ í»ñ³µ»ñÛ³É:

2.12. Î³½Ù³Ï»ñåáõÃÛ³Ý ·ÉË³íáñ ïÝû-
ñ»ÝÇ Ñ³ÝÓÝ³ñ³ñ³Ï³Ýáí, µáÕáù-
å³Ñ³ÝçÁ ëï³Ý³Éáõ å³ÑÇó ï³ëÝ
³ßË³ï³Ýù³ÛÇÝ ûñí³ ÁÝÃ³óùáõÙ,
ä³ï³ëË³Ý³ïáõ ³ßË³ï³ÏóÇ ÏáÕÙÇó
¶ÉË³íáñ ïÝûñ»ÝÇ ³ÝáõÝÇó å³ïñ³ëï-

and also documentation and information by
involving the employees of beneficiary
departments if necessary.
2.9. After getting the compliant-demand of the
customer the responsible employee records and
counts them in a special journal.
2.10. The journal of compliant-demands should
involve the date of the offers or compliant-
demands, nature, the reply, date of the reply
and other necessary information.
2.11. After studying all the questions and
gathering the necessary documents and
information concerning the demand
represented to the Company the responsible
employee represents them to the General
Manager or the Deputy General Manager and
explains the dereliction and violation made by
the Company (employees) (if there are). If
there are no dereliction and violation the
responsible employee should give reasonable
objections for not satisfaction of the demand.
2.12 By the assignment of the General
Manager within ten days after getting the
compliant-demand the responsible employee
makes the letter reply to the customer from the
name of general manager where there is a clear
position of the Company for rejecting,
satisfying or partial satisfying of the customer’s
demand.

2.13. From the moment of getting the final
reply of the Company or not getting it during
the term mentioned in 2.12 point of this
procedure the customers gets the right to apply
for the demand to the financial mediator.

2.14. The compliant-demands received by
the Company and the responses should be kept
one year and after that should be archived.

CHAPTER III. THE ANALYSIS OF THE
DEMAND OF THE CUSTOMER AGAINST

THE COMPANY BY THE FINANCIAL
MEDIATOR

3.1. The financial mediator should provide the
Company with a copy of the demand of the
customer.
3.2. Getting the letter from the Financial
Mediator the General Manager or the Deputy
Manager of the Company inscribes it to
responsible employee. The letter analysis the
demand gets clarifications and explanations
and also documentation and information by
involving the employees of beneficiary
departments if necessary.
3.3. After studying all the questions and



íáõÙ ¿ ·ñ³íáñ å³ï³ëË³Ý-Ý³Ù³Ï`
áõÕÕí³Í Ñ³×³Ëáñ¹ÇÝ, áñï»Õ ³ñï³-
Ñ³ÛïíáõÙ ¿ Î³½Ù³Ï»ñåáõÃÛ³Ý Ñëï³Ï
¹ÇñùáñáßáõÙÁ Ð³×³Ëáñ¹Ç å³Ñ³ÝçÁ
Ù»ñÅ»Éáõ, µ³í³ñ³ñ»Éáõ Ï³Ù Ù³ëÝ³ÏÇ
µ³í³ñ³ñ»Éáõ í»ñ³µ»ñÛ³É:

2.13. Î³½Ù³Ï»ñåáõÃÛ³Ý í»ñçÝ³Ï³Ý
å³ï³ëË³ÝÁ ëï³Ý³Éáõ å³ÑÇó Ï³Ù ëáõÛÝ
ÀÝÃ³ó³Ï³ñ·Ç 2.13-ñ¹ Ï»ïáõÙ
ë³ÑÙ³Ýí³Í Å³ÙÏ»ïáõÙ ³ÛÝ ãëï³Ý³Éáõ
¹»åùáõÙ Ð³×³Ëáñ¹Ý Çñ³íáõÝù ¿ Ó»éù
µ»ñáõÙ å³Ñ³Ýç Ý»ñÏ³Û³óÝ»Éáõ üÇÝ³Ýë³-
Ï³Ý Ñ³Ù³Ï³ñ·Ç Ñ³ßï³ñ³ñÇÝ:

2.14. Î³½Ù³Ï»ñåáõÃÛ³Ý ÏáÕÙÇó ëï³ó-
í³Í µáÕáù-å³Ñ³ÝçÝ»ñÁ, ÇÝãå»ë Ý³¨
¹ñ³Ýó å³ï³ëË³Ý ·ñáõÃÛáõÝÝ»ñÁ`
Ý»ñ³éÛ³É ÏÇó ÷³ëï³ÃÕÃ»ñÁ ¨ ³éÝãíáÕ
³ÛÉ ÝÛáõÃ»ñÁ »ÝÃ³Ï³ »Ý å³Ñå³ÝÙ³Ý Ù»Ï
ï³ñÇ, áñÇó Ñ»ïá »ÝÃ³Ï³ »Ý
³ñËÇí³óÙ³Ý:

¶ÈàôÊ 3. üÆÜ²Üê²Î²Ü Ð²Ø²Î²ð¶Æ
Ð²Þî²ð²ðÆ ÎàÔØÆò

Î²¼Ø²ÎºðäàôÂÚ²ÜÀ
ÜºðÎ²Ú²òìàÔ ä²Ð²ÜæÆ

øÜÜàôÂÚàôÜÀ

3.1. üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç Ñ³ßï³-
ñ³ñÁ Ñ³×³Ëáñ¹Ç ÏáÕÙÇó Çñ»Ý
Ý»ñÏ³Û³óí³Í å³Ñ³ÝçÇ å³ï×»ÝÝ
áõÕ³ñÏáõÙ ¿ Î³½Ù³Ï»ñåáõÃÛ³ÝÁ:

3.2. Î³½Ù³Ï»ñåáõÃÛ³Ý ·ÉË³íáñ  ïÝû-
ñ»ÝÁ Ï³Ù Ýñ³ ï»Õ³Ï³ÉÁ, ëï³Ý³Éáí
üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç Ñ³ßï³ñ³ñÇ
ÏáÕÙÇó Ý»ñÏ³Û³óí³Í ·ñáõÃÛáõÝÁ, ³ÛÝ
Ù³Ï³·ñáõÙ ¿ ä³ï³ëË³Ý³ïáõ
³ßË³ï³ÏóÇÝ, áñÝ ¿É ³ÝÑñ³Å»ßïáõÃÛ³Ý
¹»åùáõÙ ³ßË³ï³ÝùÝ»ñáõÙ Ý»ñ·ñ³í»Éáí
ß³Ñ³·ñ·Çé ëïáñ³µ³Å³ÝáõÙÝ»ñÇ
Ñ³Ù³å³ï³ëË³Ý ³ßË³ï³ÏÇóÝ»ñÇ,
ë»ÕÙ Å³ÙÏ»ïÝ»ñáõÙ, ëÏëáõÙ ¿
áõëáõÙÝ³ëÇñ»É Ý»ñÏ³Û³óí³Í ä³Ñ³ÝçÁ,
¹ñ³ í»ñ³µ»ñÛ³É Ñ³í³ù»É ¨ ëï³Ý³É
³ÝÑñ³Å»ßï µ³ó³ïñáõÃÛáõÝÝ»ñ, å³ñ½³-
µ³ÝáõÙÝ»ñ, ÇÝãå»ë Ý³¨ üÇÝ³Ýë³Ï³Ý
Ñ³Ù³Ï³ñ·Ç Ñ³ßï³ñ³ñÇ ÏáÕÙÇó
å³Ñ³ÝçíáÕ ÷³ëï³ÃÕÃ»ñ ¨ ï»Õ»Ïáõ-
ÃÛáõÝÝ»ñ:

3.3. ä³ï³ëË³Ý³ïáõ ³ßË³ï³ÏÇóÁ,
Î³½Ù³Ï»ñåáõÃÛ³ÝÁ Ý»ñÏ³Û³óí³Í ä³-
Ñ³ÝçÇ Ñ»ï Ï³åí³Í Ñ³ñó»ñÝ áõëáõÙÝ³-
ëÇñ»Éáõó ¨ å³Ñ³ÝçíáÕ ÷³ëï³ÃÕÃ»ñÝ áõ
ï»Õ»ÏáõÃÛáõÝÝ»ñÝ Ñ³í³ù»Éáõó Ñ»ïá,
í»ñçÇÝÝ»ñë Ý»ñÏ³Û³óÝáõÙ ¿ Î³½Ù³-
Ï»ñåáõÃÛ³Ý ·ÉË³íáñ ïÝûñ»ÝÇÝ` µ³ó³-
ïñ»Éáí ïíÛ³É ä³Ñ³ÝçÇ Ñ»ï Ï³åí³Í`

gathering the necessary documents and
information concerning the demand
represented to the Company the responsible
employee represents them to the General
Manager or the Deputy General Manager and
explains the dereliction and violation made by
the Company (employees) (if there are). If
there are no dereliction and violation the
responsible employee should give reasonable
objections for not satisfaction of the demand
3.4 By the assignment of the General Manager
within fourteen days after getting the
compliant-demand from the Financial Mediator
the responsible employee makes the letter reply
to the Financial Mediator where there is a clear
position of the Company for rejecting,
satisfying or partial satisfying of the customer’s
demand. The clarifications, explanations and/or
objections also other documents and
information demanded by the Financial
Mediator should be attached to the letter reply.
3.5. Based on the request of the company the
fourteen days period can be prolonged for
seven days.
3.6. The financial Mediator analysis the request
and makes a decision after getting the
explanations of the company or after the end of
the period mentioned in the 3.5 point of the
Procedure during the fourteen working days.
When the deal is too difficult the period can be
prolonged for fourteen days by the decision of
Financial Mediator.
3.7. Based on the request of one of the parties
or by own decision the Financial Mediator can
invite the parties for getting the explanations
and clarifications Orally.
3.8. The Company is obligated to cooperate
with the Financial Mediator, to provide with
documents, clarifications and explanations in
the period mentioned in the Law, or in sensible
period. The company is obligated also to
provide the financial mediator other materials
even if they include banking or trading secret.
3.9.The procedure of the satisfaction, partial
satisfaction or rejection of the demand and the
steps are established by Law.

CHAPTER IV.  THE RISKS OF
PROCEDURE OF DISCUSSION OF
COMPLIANT-DEMANDS  OF THE

CUSTOMER

4.1. The risks concerning the compliant
demands of the customers can appear in the
process of analysis of the opinions and offers
of the Customers, in the process of investing



Î³½Ù³Ï»ñåáõÃÛ³Ý (³ßË³ï³ÏÇóÝ»ñÇ)
ÏáÕÙÇó ÃáõÛÉ ïñí³Í Ã»ñáõÃÛáõÝÝ»ñÁ ¨/Ï³Ù
Ë³ËïáõÙÝ»ñÁ (³Û¹åÇëÇÝ»ñÇ
³éÏ³ÛáõÃÛ³Ý ¹»åùáõÙ) Ï³Ù ¿É` ³Û¹åÇëÇ-
Ý»ñÇ µ³ó³Ï³ÛáõÃÛ³Ý ¹»åùáõÙ` ï³Éáí
ÑÇÙÝ³íáñ ³é³ñÏáõÃÛáõÝÝ»ñ ä³Ñ³ÝçÁ
ãµ³í³ñ³ñ»Éáõ í»ñ³µ»ñÛ³É:

3.4. Î³½Ù³Ï»ñåáõÃÛ³Ý ·ÉË³íáñ  ïÝû-
ñ»ÝÇ Ñ³ÝÓÝ³ñ³ñ³Ï³Ýáí, üÇÝ³Ýë³Ï³Ý
Ñ³Ù³Ï³ñ·Ç Ñ³ßï³ñ³ñÇ ÏáÕÙÇó µáÕáù-
å³Ñ³ÝçÁ ëï³Ý³Éáõ å³ÑÇó ï³ëÝãáñë
³ßË³ï³Ýù³ÛÇÝ ûñí³ ÁÝÃ³óùáõÙ,
ä³ï³ëË³Ý³ïáõ ³ßË³ï³ÏóÇ ÏáÕÙÇó
å³ïñ³ëïíáõÙ ¿ ·ñ³íáñ å³ï³ëË³Ý-
Ý³Ù³Ï`áõÕÕí³Í üÇÝ³Ýë³Ï³Ý
Ñ³Ù³Ï³ñ·Ç Ñ³ßï³ñ³ñÇÝ, áñï»Õ
³ñï³Ñ³ÛïíáõÙ ¿ Î³½Ù³Ï»ñåáõÃÛ³Ý
Ñëï³Ï ¹ÇñùáñáßáõÙÁ Ð³×³Ëáñ¹Ç å³Ñ³Ý-
çÁ Ù»ñÅ»Éáõ, µ³í³ñ³ñ»Éáõ Ï³Ù Ù³ëÝ³ÏÇ
µ³í³ñ³ñ»Éáõ í»ñ³µ»ñÛ³É: ä³ï³ëË³Ý-
Ý³Ù³ÏÇÝ ÏóíáõÙ »Ý Ý³¨ ä³Ñ³ÝçÇ
í»ñ³µ»ñÛ³É ·ñ³íáñ µ³ó³ïñáõÃÛáõÝÝ»ñ,
å³ñ½³µ³ÝáõÙÝ»ñ ¨/Ï³Ù
³é³ñÏáõÃÛáõÝÝ»ñ, ÇÝãå»ë Ý³¨ üÇÝ³Ýë³-
Ï³Ý Ñ³Ù³Ï³ñ·Ç Ñ³ßï³ñ³ñÇ ÏáÕÙÇó
å³Ñ³ÝçíáÕ ³ÛÉ ÷³ëï³ÃÕÃ»ñ ¨
ï»Õ»ÏáõÃÛáõÝÝ»ñ:

3.5. Î³½Ù³Ï»ñåáõÃÛ³Ý å³ï×³é³µ³Ý-
í³Í ¹ÇÙáõÙÇ ÑÇÙ³Ý íñ³ ï³ëÝãáñëûñÛ³
Å³ÙÏ»ïÁ üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç
Ñ³ßï³ñ³ñÇ ÏáÕÙÇó Ï³ñáÕ ¿ »ñÏ³ñ³Ó·í»É
¨ë ÛáÃ ³ßË³ï³Ýù³ÛÇÝ ûñáí:

3.6. üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç Ñ³ßï³-
ñ³ñÁ å³Ñ³ÝçÁ ùÝÝáõÙ ¨ áñáßáõÙ ¿
Ï³Û³óÝáõÙ Î³½Ù³Ï»ñåáõÃÛ³Ý µ³ó³ïñáõ-
ÃÛáõÝÝ»ñÁ ëï³Ý³Éáõó Ï³Ù ëáõÛÝ
ÀÝÃ³ó³Ï³ñ·Ç 3.5-ñ¹ Ï»ïáõÙ Ýßí³Í
Å³ÙÏ»ïÁ Éñ³Ý³Éáõó Ñ»ïá` ï³ëÝãáñë
³ßË³ï³Ýù³ÛÇÝ ûñí³ ÁÝÃ³óùáõÙ:
²é³ÝÓÝ³å»ë µ³ñ¹ ·áñÍÇ å³ñ³·³ÛáõÙ
üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç Ñ³ßï³ñ³ñÁ
Ï³ñáÕ ¿ ëáõÛÝ Ù³ëáí Ý³Ë³ï»ëí³Í
ï³ëÝãáñëûñÛ³ Å³ÙÏ»ïÁ Çñ áñáßÙ³Ùµ
»ñÏ³ñ³Ó·»É ¨ë ï³ëÝãáñë ³ßË³ï³Ýù³-
ÛÇÝ ûñáí:

3.7. ÎáÕÙ»ñÇ Ï³Ù ¹ñ³ÝóÇó Ù»ÏÇ
ËÝ¹ñ³Ýùáí Ï³Ù ë»÷³Ï³Ý Ý³Ë³-
Ó»éÝáõÃÛ³Ùµ üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç
Ñ³ßï³ñ³ñÁ Ï³ñáÕ ¿ Ññ³íÇñ»É ÎáÕÙ»ñÇÝª
í»ñçÇÝÝ»ñÇë µ³Ý³íáñ µ³ó³ïñáõÃÛáõÝ-
Ý»ñÝ áõ å³ñ½³µ³ÝáõÙÝ»ñÁ ëï³Ý³Éáõ
Ýå³ï³Ïáí:

3.8. Î³½Ù³Ï»ñåáõÃÛáõÝÁ å³ñï³íáñ ¿
Ñ³Ù³·áñÍ³Ïó»É üÇÝ³Ýë³Ï³Ý Ñ³Ù³-
Ï³ñ·Ç Ñ³ßï³ñ³ñÇ Ñ»ï` í»ñçÇÝÇë
å³Ñ³Ýçáí ûñ»Ýùáí ë³ÑÙ³Ýí³Í Å³ÙÏ»-

new products and services, in the process of
elaboration of new legal acts, study of
compliant-demands.

4.2 For minimization and management of
the risks mentioned in the point 4.1 the
company uses methods such as the
questionnaire of analysis of the opinions,
offers, complaints of the customers, the
evaluation of the risks during the elaboration of
legal acts, elaboration of new products and
services, the organization of study for
employees, and the supervision over the terms
and quality of the discussions of the compliant-
demands of the customers.

CHAPTER V.  OTHER PRINCIPLES

5.1. This Procedure is in force from 18
February 2009.



ïáõÙ, ÇëÏ ÝÙ³Ý Å³ÙÏ»ï ë³ÑÙ³Ýí³Í
ãÉÇÝ»Éáõ ¹»åùáõÙª áÕç³ÙÇï Å³ÙÏ»ïáõÙ
Ý»ñÏ³Û³óÝ»É ÷³ëï³ÃÕÃ»ñ, ï³É µ³ó³-
ïñáõÃÛáõÝÝ»ñ áõ å³ñ½³µ³ÝáõÙÝ»ñ,
üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç Ñ³ßï³ñ³ñÇÝ
ïñ³Ù³¹ñ»É å³Ñ³ÝçÇ Ñ»ï ³éÝãíáÕ ³ÛÝ
ÝÛáõÃ»ñÁ, áñáÝù ·ïÝíáõÙ »Ý Çñ Ùáï, »Ã»
³Ý·³Ù ¹ñ³Ýù å³ñáõÝ³ÏáõÙ »Ý µ³ÝÏ³ÛÇÝ,
³å³Ñáí³·ñ³Ï³Ý Ï³Ù ³é¨ïñ³ÛÇÝ
·³ÕïÝÇù:

3.9. üÇÝ³Ýë³Ï³Ý Ñ³Ù³Ï³ñ·Ç Ñ³ßï³-
ñ³ñÇ ÏáÕÙÇó ä³Ñ³ÝçÁ µ³í³ñ³ñ»Éáõ Ï³Ù
Ù³ëÝ³ÏÇ µ³í³ñ³ñ»Éáõ Ï³Ù ³ÛÝ Ù»ñÅ»Éáõ
í»ñ³µ»ñÛ³É áñáßáõÙ Ï³Û³óÝ»Éáõ Ï³ñ·Á ¨
·áñÍáÕáõÃÛáõÝÝ»ñÇ Ñ³çáñ¹³Ï³ÝáõÃÛáõÝÁ
ë³ÑÙ³ÝíáõÙ ¿ úñ»Ýùáí:

¶ÈàôÊ 4. Ð²Ö²Êàð¸ÜºðÆ ´àÔàø-
ä²Ð²ÜæÜºðÆ øÜÜ²ðÎØ²Ü

¶àðÌÀÜÂ²òÆ Ðºî ²èÜâìàÔ
èÆêÎºðÀ

4.1.Ð³×³Ëáñ¹Ý»ñÇ µáÕáùÝ»ñÇ ³é³-
ç³óÙ³ÝÁ Ýå³ëïáÕ, ÇÝãå»ë Ý³¨ µáÕáù-
å³Ñ³ÝçÝ»ñÇ ùÝÝ³ñÏÙ³Ý Ñ»ï ³éÝãíáÕ
éÇëÏ»ñ Ï³ñáÕ »Ý Ç Ñ³Ûï ·³É Î³½Ù³-
Ï»ñåáõÃÛ³Ý ÏáÕÙÇó Çñ³Ï³Ý³óíáÕ ³ÛÝåÇ-
ëÇ ·áñÍ³éÝáõÃÛáõÝÝ»ñáõÙ, ÇÝãåÇëÇù »Ý
Ñ³×³Ëáñ¹Ý»ñÇ Ï³ñÍÇùÝ»ñÇ ¨
³é³ç³ñÏáõÃÛáõÝÝ»ñÇ áõëáõÙÝ³ëÇñáõÃÛáõÝÁ,
Î³½Ù³Ï»ñåáõÃÛáõÝáõÙ Ýáñ åñá¹áõÏïÝ»ñÇ
¨ Í³é³ÛáõÃÛáõÝÝ»ñÇ Ý»ñ¹ñáõÙÁ, Ýáñ Ý»ñùÇÝ
Çñ³í³Ï³Ý ³Ïï»ñÇ Ùß³ÏáõÙÁ, µáÕáù-
å³Ñ³ÝçÝ»ñÇ áõëáõÙÝ³ëÇñáõÃÛáõÝÁ:

4.2. êáõÛÝ ÀÝÃ³ó³Ï³ñ·Ç 4.1 Ï»ïáõÙ
Ýßí³Í ·áñÍ³éÝáõÃÛáõÝÝ»ñáõÙ ÑÝ³ñ³íáñ
éÇëÏ»ñÇ ½ëåÙ³Ý ¨ Ï³é³í³ñÙ³Ý Ýå³-
ï³Ïáí Î³½Ù³Ï»ñåáõÃÛáõÝáõÙ ÏÇñ³éíáõÙ
»Ý ³ÛÝåÇëÇ Ï³ÝË³ñ·»ÉÇã ÙÇçáó³éáõÙÝ»ñ,
ÇÝãåÇëÇùÝ »Ý §Ð³×³Ëáñ¹Ý»ñÇ
Ï³ñÍÇùÝ»ñÇ, ³é³ç³ñÏáõÃÛáõÝÝ»ñÇ ¨
¹ÇïáÕáõÃÛáõÝÝ»ñÇ áõëáõÙÝ³ëÇñáõÃÛáõÝ-
Ý»ñÇ¦ Ã»ñÃÇÏÝ»ñÁ, Ýáñ åñá¹áõÏïÝ»ñÇ ¨
Í³é³ÛáõÃÛáõÝÝ»ñÇ Ý»ñ¹ñÙ³Ý, Ýáñ Ý»ñùÇÝ
Çñ³í³Ï³Ý ³Ïï»ñÇ Ùß³ÏÙ³Ý Å³Ù³Ý³Ï
ÑÝ³ñ³íáñ éÇëÏ»ñÇ ·Ý³Ñ³ïáõÙÁ, ³ßË³-
ï³ÏÇóÝ»ñÇ Ñ³Ù³ñ áõëáõóáõÙÝ»ñÇ
Ï³½Ù³Ï»ñåáõÙÁ, ÇÝãå»ë Ý³¨ Ñ³×³Ëáñ¹-
Ý»ñÇ µáÕáù-å³Ñ³ÝçÝ»ñÇ ùÝÝ³ñÏÙ³Ý
Å³ÙÏ»ïÝ»ñÇ ¨ áñ³ÏÇ ÝÏ³ïÙ³Ùµ
Ùßï³Ï³Ý í»ñ³ÑëÏáÕáõÃÛáõÝÁ:

¶ÈàôÊ 5. ²ÜòàôØ²ÚÆÜ ¸ðàôÚÂÜºð

5.1. êáõÛÝ ÀÝÃ³ó³Ï³ñ·Ý áõÅÇ Ù»ç ¿
ÙïÝáõÙ 2009 Ãí³Ï³ÝÇ ÷»ïñí³ñÇ 18-Çó:


