Reklamacéni rad
ING Bank N.V., poboéka Praha - ING Wholesale Banking CR
Complaint Handling Rules
ING Bank N.V., Prague Branch - ING Wholesale Banking CR

1. Obecné informace / General Information

1.1. Tento Reklamacni fad upravuje hlavni zadsady vyfizovani reklamaci podanych klienty ING Bank
N.V., poboé&ka Praha — ING Wholesale Banking CR (dale jen “ING”).

These Complaint Handling Rules govern basic principles of handling of complaints lodged by
clients of ING Bank N.V., Prague Branch — ING Wholesale Banking CR (hereinafter “ING”).

1.2. Za reklamaci se povaZzuje kazdé formalni podani klienta véi ING vyjadfujici nesouhlas s
postupem ING pfi poskytovani sluzby nebo informujici ING o problému, ktery klient podstoupil &i
podstupuje ve vztahu k ING a sluzbam poskytovanym ING.

A complaint is understood to be each client’s formal action towards ING expressing criticism of or
disagreement with proceeding of service providing by ING or informing ING about a problem which
the client experienced or has experienced in relation to ING and services provided by ING.

2. Nalezitosti reklamace / Terms of complaint

2.1. Reklamace musi obsahovat Uplné udaje identifikujici klienta, sluzbu ING, které se reklamace
tyké, a dale popis pfipadu s uvedenim potiebnych detaild.

Complete information on the Client’s identity, ING service which is related to the complaint and,
further, description of the case including necessary details are required to be mentioned in the
complaint.

3. Podani reklamace / Complaint lodging

3.1. Klient mlzZe podat reklamaci pisemné, telefonicky ¢i osobné v prostorach ING; v takovém
pfipadé pfisluSny zaméstnance ING sepiSe o reklamaci zapis.

The client can lodge a complaint in writing, by telephone or personally at ING premise; in such a
cases, the relevant ING employee draws up a report on the complaint with the client.
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Zakaznické oddéleni/ Client Services Delivery

Pracovni doba/Working hours 09:00-17:00 hod / 9am - 5pm CET

Pracovni dny/Working days pondéli az patek / Monday till Friday

Kontaktni udaje/Contact details ING Bank N.V., poboc&ka Praha Ceskomoravska
2420/15 190 00 Praha 9 - Ceska republika

SWIFT BIC INGBCZPPXXX

Telefonni Cislo/Phone contact +420 257 474 447

Email cs.cz@ing.com

4. Lhity k vyFizeni / Terms of complaint handling

4.1. ING vyfidi reklamaci v nejkrat$i mozné Lh(ité, nejpozdéji ve lh(ité stanovené zakonem. Tato Lh(ita
bézi ode dne doruceni reklamace ING, resp. ode dne, kdy byly ING doruc¢eny vSechny podklady a
informace potrebné k vyfizeni reklamace. ING nasledné informuje Klienta o vyfizeni reklamace
pisemné nebo jinym vhodnym zplsobem.

ING shall handle a complaint as soon as possible, at the latest within the period set by the Czech
law. This time period starts running as of the complaint delivery date to ING, or as of the date when
all documents and information necessary to the complaint handling are delivered to ING.
Subsequently ING shall inform the Client about the complaint handling in writing or in another
suitable way.

4.2. Pokud neni mozné reklamaci vyridit ve Lh(ité podle bodu 4.1 tohoto Reklamacniho fadu, ING
informuje Klienta v této Lh(ité o pfedpokladaném terminu vyfizeni reklamace a o diivodech
prodlouzeni lh{ty pro vyfizeni jeho reklamace.

If the complaint cannot be handled by the period according to the point 4.1 of these Complaint
Handling Rules, ING shall inform the Client within this period about a presumptive term of this
complaint handling and about reasons of prolongation of the period for this complaint handling. 5.
Zavérecna ustanoveni/ Final provisions

5.1. Tento Reklamacni fad je u€inny dnem 1. prosince 2017.
These Complaint Handling Rules become effective as of 1 December 2017.

5.2. Tento Reklamacni fad je zvefejnén na internetovych strankach ING a na pozadani je k dispozici
v prostorach ING.

These Complaint Handling Rules are published on ING internet sites and are available at ING
premises on request.



