AMERICAN
EXPERESS

Postup pro podania vyfizeni stiznosti

PODANI STiZNOSTI

e Zatelefonujtendm: +420222 800 333

¢ Poslete ndm e-mail: CardOperationsPrague@aexp.com

e Postele nam dopis: Customer Service, American Express, spol.s.r.o., Perlova371/5,11000Praha 1
¢ Navstivte nas: American Express, spol.s.r.o., Perlova371/5,11000 Praha 1

INFORMACE, KTERE POTREBUJEME
Vasi stiznost prosetfime nezdvisle natomv jaké formé as jakym obsahem bude Vami podana.
Nicméné, abychom zajistili vyFizeni Vasi stiznosti co nejrychleji, uvitali bychom, pokud byste nam mohl/a poskytnout nasledujici
informace:
e Popis problému:vcetné dobya mista jeho vyskytu, neptijemnosti, které jste utrpél/a, zaméstnanct spole¢nosti
American Express nebo zafizeni obchodnikd, kterych se to tyka.
¢ Vase o€ekdvani: preferovanyzplsobvyresenistiznosti.
¢ Preferovanézpusobyodpovédina Vasistiznost: dopis nebo e-mail.
¢ Ptilohy: dokumenty majici vyznam propopsany problém.

Ujistéte se prosim, Ze kontaktni Gidaje, které jste nam poskytl/a, jsou aktualni.

LHUTY PRO VYRESENI STIiZNOSTIi

e Vase stiznostbude vyfesenave |hité 15 pracovnichdnt ode dnejejihodoruceni.
eV nékterych sloZitych pfipadech budeme potfebovat vice ¢asu na vyreseni Vasi stiznosti (az 35 pracovnich dndiod
dorucdenistiznosti), o c¢emz Vas budemeinformovat.

ODPOVED NA VASI STIZNOST

V zavislosti na Vasich preferencich Vas budeme informovat, jak jsme Vasi stiznost vyresili bud'e-mailem nebo dopisem. Tento
bude zahrnovat véechnypodrobnosti o nasem Setfenia potvrzeni, zda byla Vase stiZznost pfijata nebo zamitnuta, a rovnéz
veskerévhodné mozZnosti vyrovnaninebovyreseni. Dale Vam poskytneme informace tykajici se dalSich krokd, které mlzete
podniknout.

DALSI KROKY

e Pokud nebudete spokojen s nasi definitivniodpovédi, budete pfipadné opravnén postoupit danou zalezitost
prislusnémusoudu, pokudtento narok existuje.

e Podle zdkona ¢.229/2002 Sh., o finanénim arbitrovi, je financ¢niarbitr pfisludny pouze k rozhodovani sporu
spadajiciho jinak do pravomoci ceskych soudU, jedna-li se o spor mezispotrebitelem a poskytovatelem platebnich
sluzeb.Vzhledemk tomu, Ze Karta Vam byla vydana vyhradné pro nakupy zbozia sluzeb protcely podnikatelské
¢innosti Vasi spolecnosti, nejste opravnén postoupit své stiznosti finanénimuarbitrovi.

American Express Europe S.A,, se sidlem Avenida Parte n@n 12-14, 28042, Madrid, Spanélsko, je registrovéna pod dafiovym identifikadnim &slem A-82628041 ve Spanélsku a poskytuje
platebni sluzby na zakladé povoleni Banco de Espafia ve Spanélsku, kterd je rovnéz jeho dozorovy organem. Na Cinnosti poskytované na zdkladé povoleni udéleného organem dohledu
domovského statu, které American Express Europe S.A. provadi v Ceské republice, se vztahuji pravni piedpisy Ceské republiky, které mohou byt wnuceny Ceskou ndrodni bankou.
American Express Europe S.A. je zastoupena v Ceské republice spole¢nosti American Express, spol. s r.0., se sidlem Perlova 371/5, 110 00 Praha 1, IC: 00571849, zapsanou vobchodnim
rejstiiku vedeném u Méstského souduv Praze, oddil C, viozka 1184.



Complaints procedure

MAKING A COMPLAINT
e Callus: +420222 800333
e E-mail us: CardOperationsPrague @aexp.com
e Sendusaletter: Customer Service, American Express, spol.s.r.o., Perlova371/5,11000Prague 1
e Visit us: American Express, spol.s.r.o., Perlova371/5,11000 Prague 1

INFORMATION WE NEED
We will investigate your complaintindependentlyin what form and with what inside you will raiseit. Howeverin order to
ensure thatyour complaintis resolvedas quick as possible we would appreciateitif you could provide:

¢ Description of the problem/issue: including data and place of its occurrence, inconvenience you suffered,

American Express employees or merchants’ establishments involved.

¢ Your expectations:the preferred way the complaint should be resolved

¢ The preferred means of providing you our reply: letter or e-mail.

e Attachments: documentations having significance for issue/problem described.

Please make sure that your contact details you have provided us withare up to date.

TIMEFRAMES OF RESOLVING COMPLAINTS

e Your complaint will be resolved within 15 working daysfromiits receipt.
¢ In some complexcases we may need moretime to resolve your complaint (up to 35 working daysfrom complaints’
receipt), what we will communicate to you

REPLY TO YOUR COMPLAINT

Depending on your preferences we will inform you how we resolved your complaint either by email oraletter. This will present
details of our investigation, confirmation of whetheryourcomplaint has beenupheld or declined, together with appropriate
redressorresolution. We will also provide you with information relating to further stepsyou may take.

FURTHER STEPS
* |f youare notsatisfied with our final response, you are entitled to refer the matter to the competent court, if eligible.
® PursuanttoActNo.229/2002 Coll., on the Financial Arbitrator, the Financial Arbitratoris only competenttoruleona
dispute otherwise falling within the competence of Czech courts in the case of a dispute between aconsumerand a
provider of payment services. As the Card had beenissuedto you solelyfor the purchase of goodsand services for
the purposesof your company’s businessactivities, you are not entitled to refer your complaint to the Financial
Arbitrator.

American Express Europe S.A,, with its registered office at Avenida Partendn 12-14, 28042, Madrid, Spain, is registered in Spain with tax identification number A-82628041 and is
authorised and regulated by the Banco de Espafia in Spain. For American Express Europe S.A.’s passported activities inthe Czech Republic, rules of the Czech Republic apply which can
be enforced by the Czech National Bank. American Express Europe S.A. is represented in the Czech Republic by American Express, spol. s r.o. with registered seat at Perlova 371/5,
110 00 Prague 1, Czech Republic, identification no. 00571849, registered in the Commerdal Register maintained bythe Municipal Court in Prague, Section C, insert 1184.
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