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Reklamacni Frad

Tento reklamacni fad upravuje zplsob a podminky poddvdni reklamaci a stiznosti klient(
a postup jejich vyfizovdni ze strany spole&nosti skupiny Direct Fidoo.

1. Uvodni ustanoveni

V pfipadé nedodrzeni nékterych z povinnosti vyplyvajici z pfislusné smlouvy, obchodnich
podminek, produktovych podminek nebo prdvnich predpis, pfipadné nesouhlasu s postupem
nebo jedndnim pfislusného poskytovatele, je mozné podat reklamaci nebo stiznost. Pravo podat
reklamaci se vztahuje rovnéz na jednotlivé platebni transakce, pokud se reklamace tykd
platebnich sluzeb poskytovanych spole&nosti Direct Fidoo Payments s. r. o.

2. Definice pojmli
Reklamaci se rozumi pozadavek klienta na provéreni konkrétniho poskytnuti nebo neposkytnuti

sluzby, provedeni nebo neprovedeni platebni transakce, vyuctovdni ceny, poplatku nebo jiné
¢dstky, funkénosti sluzby nebo jiného konkrétniho postupu pfislusného poskytovatele sluzeb.

Stiznosti se rozumi vyjadfeni nespokojenosti klienta s jedndnim, postupem, komunikaci,
rozhodnutim nebo jinou ¢innosti pfislusného poskytovatele sluzeb nebo osoby jednajici za
prislusného poskytovatele sluzeb, pokud nejde o reklamaci podle pfedchoziho odstavce.

Klientem se pro Ucely tohoto reklamaéniho fddu rozumi podnikatel, pravnickd osoba nebo jind
osoba jednaijici v rdmci své podnikatelské nebo obdobné ginnosti, které jsou poskytovdny sluzby
podle pfislusné smlouvy nebo obchodnich &i produktovych podminek. Za klienta mdze jednat
osoba oprdavnénd Klienta zastupovat nebo jind osoba, kterd dolozi oprdvnéni jednat za klienta.

3. Poskytovatelé sluzeb

Platebni sluzby a vybrané neplatebni sluzby jsou poskytovdny:

e Direct Fidoo Payments s. r. 0., se sidlem Pod drdhou 1636/1, 170 00 Praha 7,
ICO: 02690446, zapsand v obchodnim rejsttiku vedeném Méstskym soudem v Praze,
oddil C, vlozka 222689 (ddle jen ,Fidoo Payments,), poskytovatel Sluzby Fidoo Payments.

Ostatni sluzby v rozsahu vyplyvajicim z pfislusné smlouvy, obchodnich podminek nebo
produktovych podminek jsou poskytovdny:

e Direct Fidoo a. s., se sidlem Pod drdhou 1636/1, 170 00 Praha 7, ICO: 28145780, zapsand
v obchodnim rejst¥iku vedeném Méstskym soudem v Praze, oddil B, vlozka 18762 (ddle jen
.Direct Fidoo,), poskytovatel Sluzby Direct Fidoo.

e Direct Fidoo Platform a. s., se sidlem Pod drdhou 1636/1, 170 00 Praha 7, ICO: 23351942,
zapsand v obchodnim rejstfiku vedeném Méstskym soudem v Praze, oddil B, vlozka 29756
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(dale jen ,Direct Fidoo Platform,), poskytovatel Platformy Direct Fidoo a provozovatel
Marketplace.

Reklamace nebo stiznost je vzdy vyfizovdna tim poskytovatelem sluzeb, jehoz sluzby se
reklamace nebo stiznost tykd. Pokud klient podd reklamaci nebo stiznost prostfednictvim
spole¢ného kontaktniho mista, bude poddni interné preddno prislusnému poskytovateli sluzeb.

4. Zpusob poddni reklamace nebo stiznosti

Reklamaci a stiznost lze podat ndsledujicimi zplsoby:

® pisemné e-mailem na adresu info@fidoo.com,

® pisemné postou na adresu prislusného poskytovatele sluzeb uvedenou v &l. 3 tohoto
reklamacéniho fadu,

e telefonicky prostfednictvim Klientské linky 290 290 290,
e prostiednictvim formuldie dostupného na webu www.fidoo.com,
e prostiednictvim obchodniho zdstupce (telefonicky, e-mailem, v rdmci osobni schiizky),

e prostiednictvim datové schrdnky daného poskytovatele sluzeb.

Je-li reklamace nebo stiznost poddna Ustné, telefonicky nebo prostiednictvim obchodniho
zdstupce, mlze byt klient pozdaddn o jeji pisemné doplnéni nebo potvrzeni, zejména pokud je to
potiebné pro fadnou identifikaci reklamované sluzby, platebni transakce nebo jinych rozhodnych
skute&nosti.

5. Ndlezitosti reklamace

Aby mohla byt reklamace nebo stiznost Fadné posouzena, doporucuje se uvést zejména:

e identifikaci klienta (ndzev spole&nosti, jméno a pfijmeni kontaktni osoby),
® popis skutecnosti a podklady, kterych se reklamace nebo stiznost tykd,

e v pfipadé reklamace platebni transakce rovnéz identifikaci platebni transakce
a vyplnény reklamaéni formuldr.

V pfipadg, ze reklamace nebude obsahovat vSechny potfebné udaje k jejimu posouzeni, bude
klient vyzvdn k doplnéni.

Klient je povinen podat reklamaci nebo stiznost bez zbyte&ného odkladu poté, co zjistil

skutecnosti, které jsou jejim divodem, nebo je pfi vynalozeni pfimérené péce zjistit mohl

6. Lhaty a postup vyfizeni reklamace nebo stiznosti

Prijeti reklamace nebo stiznosti bude potvrzena bez zbyte&ného odkladu prostfednictvim
e-mailu.

Lhdta pro vyfizeni reklamace a stiznosti bé&zi ode dne jejiho doruceni.
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Reklamace a stiznosti nesouvisejici s platebnimi sluzbami jsou vyfizeny do 30 kalenddinich dni.

Reklamace tykaijici se platebnich sluzeb jsou vyfizeny nejpozdéji do 15 pracovnich dnd od jejich
doruceni.

Ve zvldaste slozitych pfipadech, zejména u reklamaci platebnich transakcei, kdy Fidoo Payments
brdni ve vyfizeni reklamace ve lhaté prekdzka nezdvisld na jeji vali, mbze byt hita prodlouzena,
nejdéle vSak do 35 pracovnich dnl po dni obdrzeni reklamace. O divodech prodlouzeni

a predpokladaném terminu vyfizeni je klient informovdn ve Lh(té podle pfedchoziho odstavce.

V pfipadé nelplné reklamace maze byt lhita pro vytizeni pfimérené prodlouzena o dobu, po
kterou se ¢ekd na doplnéni chybéjicich udaja.

Ozndmeni o vysledku vyfizeni reklamace bude odesldno prostfednictvim e-mailu, pokud
se prislusny poskytovatel sluzeb nedohodne s Klientem jinak nebo pokud prdvni Fad nevyzaduje
jinou formu. Za den doruc¢eni vysledku se povazuje den odesldni e-mailové zprdvy.

7. Omezeni odpovédnosti

Spolecnost Fidoo Payments neodpovidd za reklamace zbozi a sluzeb zakoupenych
s prostiednictvim Fidoo karty a nezajistuje vyfizeni stiznosti souvisejicich s kvalitou nebo
doddnim téchto zbozi a sluzeb.

V pfipadé sluzby multibanking poskytované spole¢nosti Direct Fidoo Platform bere klient na
védomi, ze sluzba slouzi k technickému zpftistupnéni informaci o platebnich uctech vedenych

u tretich osob, a to prostfednictvim poskytovatele sluzby informovdni o platebnim U¢tu nebo
jiného oprdvnéného technického partnera. Direct Fidoo Platform nevede pfipojené bankovni ucty
klienta a neodpovidd za sluzby banky nebo jiného poskytovatele, u kterého je pfipojeny ucet
veden. Direct Fidoo Platform zejména neodpovidd za sprdvnost, Uplnost nebo dostupnost udajl
v rozsahu, v jakém jsou tyto udaje poskytovdny bankou nebo jinym poskytovatelem vedoucim
pfipojeny ucet, ani nevystavuje oficialni bankovni vypisy nebo jind potvrzeni k t&mto uctlm.

Tim nejsou dot¢ena prava klienta vyplyvaijici z prdvnich predpisC.

8. Vyjimky z pf¥ijeti reklamace

Prislusny poskytovatel sluzeb muze reklamaci nebo stiznost odmitnout, pfipadné ji vyfidit
zjednodusenym zpUlsobem, pokud:

a) nebyla poddna zplsobem stanovenym timto reklamaénim fddem a tento nedostatek
nebyl ani v dodatec¢né Lhité poskytnuté k ndprave, pripadné klient neposkytnul
soucinnost potfebnou k doloZeni podkladd nebo jinych informaci nezbytnych pro feseni
reklamace nebo stiznosti,

b) osoba poddvaijici reklamaci nebo stiznost neni klientem ani osobou oprdvnénou za
klienta jednat,
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c) ve stejné véci jiz bylo zahdjeno Fizeni pfed soudem nebo rozhodcem, nebo bylo ve véci
pravomocné rozhodnuto,
d) reklamace nebo stiznost se tykd skute€nosti, za které prislusny poskytovatel sluzeb

neodpovidd; tento diivod odmitnuti se nepouzije, pokud se reklamace nebo stiznost tykd
sluzeb, postupu, jedndni nebo komunikace jiného poskytovatele sluzeb uvedeného

v tomto reklamaénim Fadu, kterému bude reklamace nebo stiznost interné preddna

k vyfizeni,

e) jde o opakovanou reklamaci nebo stiznost ve stejné véci, kterd neobsahuje zadné nové
relevantni skutecnosti nebo podklady a klient jiz obdrzel Fadné vyjdadreni,

f) reklamace nebo stiznost je zjevné nedlvodnd nebo zneuZzivajici, zejména pokud z jejiho
obsahu, ¢etnosti nebo okolnosti vyplyvd, ze jejim hlavnim U¢elem neni ochrana prdv nebo
oprdvnénych zdjmu klienta, ale nepfimérené zatizeni prislusného poskytovatele sluzeb,

g) prislusny poskytovatel sluzeb nemd a s prihlédnutim ke vdem okolnostem ani nemize mit
informace nezbytné k posouzeni reklamace nebo stiznosti a povinnost takové informace
mit mu nevyplyvd z prdvnich predpist ani ze smluvni dokumentace.

V takovém pripadé bude klient informovdn o dlivodu odmitnuti nebo zjednoduseného vyfizeni.
U opakované reklamace nebo stiznosti podle pism. e) mlze pFisludny poskytovatel sluzeb
odkdzat na své predchozi vyjadreni.

Tato ustanoveni se nepouZziji, pokud by jejich aplikace byla v rozporu s povinnosti poskytovatele
platebnich sluzeb dle zdkona o platebnim styku.

9. Odvoldni a dalsi moznosti feSeni

V pfipadé nesouhlasu s vysledkem vyfizeni reklamace nebo stiznosti mize klient pozddat
o prezkum jejiho vyfizeni. Zadost o prezkum se poddvd stejnymi zplsoby jako reklamace nebo
stiznost.

Tykd-li se reklamace nebo stiznost platebnich sluzeb poskytovanych spole¢nosti Fidoo
Payments, m(iZe se klient se svym podné&tem obrdtit na Ceskou ndrodni banku (www.cnb.cz),
kterd je orgdinem dohledu nad dodrZzovdnim povinnosti Fidoo Payments pfi poskytovani
platebnich sluzeb. Ceskd ndrodni banka véak nerozhoduje soukromoprdvni spory mezi platebni
instituci a jejim Klientem.

Poddnim podnétu Ceské ndrodni bance neni dotéeno prdvo klienta domdhat se ochrany svych
prdav u prislusného soudu.

10. Zavérecénad ustanoveni

Tento reklamacéni fad nabyvd ucinnosti dnem 1. 7. 2026 a je zvefejnén na webovych strdnkdch
www.fidoo.com.
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Rozhodnym jazykem tohoto reklamaé&niho Fddu je Eesky jazyk. V pfipadé rozporu mezi jazykovymi
verzemi je rozhodujici ceské znéni.
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Complaints Policy

This Complaints Policy governs the manner and conditions for submitting complaints and
grievances by clients and the procedure for their handling by the companies of the Direct Fidoo
group.

1. Introductory Provisions

In the event of a breach of any of the obligations arising from the relevant contract, business
terms, product terms or legal regulations, or in the event of disagreement with the procedure or
conduct of the relevant provider, it is possible to submit a complaint or grievance. The right to
submit a complaint also applies to individual payment transactions, if the complaint concerns
payment services provided by Direct Fidoo Payments s. r. o.

2. Definitions

Complaint means a client's request for the review of a specific provision or non-provision of a
service, the execution or non-execution of a payment transaction, the billing of a price, fee or
other amount, the functionality of a service or any other specific procedure of the relevant
service provider.

Grievance means an expression of a client's dissatisfaction with the conduct, procedure,
communication, decision or other activity of the relevant service provider or of a person acting on
behalf of the relevant service provider, provided that it does not constitute a complaint under the
preceding paragraph.

Client means, for the purposes of this Complaints Policy, an entrepreneur, legal entity or other
person acting within the scope of their business or similar activity, to whom services are provided
under the relevant contract or business or product terms. A person authorised to represent the
Client or another person who proves their authorisation to act on behalf of the client may act on
behalf of the client.

3. Service Providers

Payment services and selected non-payment services are provided by:

e Direct Fidoo Payments s. r. 0., with its registered office at Pod drdhou 1636/1, 170 00
Prague 7, ID No.: 02690446, registered in the Commercial Register maintained by the
Municipal Court in Prague, Section C, File 222689 (hereinafter "Fidoo Payments"), provider
of the Fidoo Payments Service.

Other services within the scope arising from the relevant contract, business terms or product
terms are provided by:

e Direct Fidoo a. s., with its registered office at Pod drdhou 1636/1, 170 00 Prague 7, ID No.:
28145780, registered in the Commercial Register maintained by the Municipal Court in
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Prague, Section B, File 18762 (hereinafter "Direct Fidoo"), provider of the Direct Fidoo
Service.

e Direct Fidoo Platform a. s., with its registered office at Pod drdhou 1636/1, 170 00
Prague 7, ID No.: 23351942, registered in the Commercial Register maintained by the
Municipal Court in Prague, Section B, File 29756 (hereinafter "Direct Fidoo Platform"),
provider of the Direct Fidoo Platform and operator of the Marketplace.

A complaint or grievance is always handled by the service provider whose services the
complaint or grievance concerns. If the client submits a complaint or grievance through a shared
contact point, the submission will be internally forwarded to the relevant service provider.

4. Method of Submitting a Complaint or Grievance

A complaint or grievance may be submitted in the following ways:

e in writing by e-mail to info@fidoo.com,

e in writing by post to the address of the relevant service provider listed in Article 3 of this
Complaints Policy,

e by telephone via the Client Line 290 290 290,

e via the form available on the website www.fidoo.com,

e through a sales representative (by telephone, e-mail, or in person at a meeting),

e through the data box of the relevant service provider.

If o complaint or grievance is submitted orally, by telephone or through a sales representative,
the client may be asked to supplement or confirm it in writing, in particular if this is necessary for
the proper identification of the service complained about, the payment transaction or other
decisive facts.

5. Requirements of a Complaint

In order for a complaint or grievance to be properly assessed, it is recommended to state in
particular:

e identification of the client (company name, first and last name of the contact person),
e a description of the facts and supporting documents to which the complaint or grievance
relates,

® in the case of a complaint concerning a payment transaction, also identification of the
payment transaction and a completed complaint form.

If the complaint does not contain all the information necessary for its assessment, the client will
be asked to provide additional information.

The client is obliged to submit a complaint or grievance without undue delay after discovering
the facts which give rise to it, or after such facts could have been discovered with the exercise of
reasonable care.
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6. Deadlines and Procedure for Handling a Complaint or Grievance

Receipt of a complaint or grievance will be confirmed without undue delay by e-mail.
The deadline for handling a complaint or grievance runs from the date of its delivery.

Complaints and grievances not related to payment services are handled within 30 calendar
days.

Complaints concerning payment services are handled within 15 business days at the latest from
their delivery.

In particularly complex cases, especially complaints concerning payment transactions, where
Fidoo Payments is prevented from handling the complaint within the deadline by an obstacle
beyond its control, the deadline may be extended, but no longer than 35 business days from the
day of receipt of the complaint. The client will be informed of the reasons for the extension and
the expected date of handling within the deadline set out in the preceding paragraph.

In the case of an incomplete complaint, the deadline for handling may be reasonably extended
by the period during which the missing information is awaited.

Notification of the result of the handling of the complaint will be sent by e-mail, unless the
relevant service provider agrees otherwise with the Client or unless the legal regulations require
another form. The day of dispatch of the e-mail message is considered to be the day of delivery
of the result.

7. Limitation of Liability

Fidoo Payments is not liable for complaints regarding goods and services purchased using the
Fidoo card and does not handle grievances related to the quality or delivery of such goods and
services.

In the case of the multibanking service provided by Direct Fidoo Platform, the client
acknowledges that the service is used for the technical provision of access to information on
payment accounts held with third parties, through a payment account information service
provider or another authorised technical partner. Direct Fidoo Platform does not maintain the
client's connected bank accounts and is not liable for the services of the bank or other provider
with whom the connected account is maintained. In particular, Direct Fidoo Platform is not liable
for the accuracy, completeness or availability of data to the extent that such data is provided by
the bank or other provider maintaining the connected account, nor does it issue official bank
statements or other confirmations regarding such accounts.

This is without prejudice to the rights of the client arising from legal regulations.

8. Exceptions to the Acceptance of a Complaint

The relevant service provider may reject a complaint or grievance, or handle it in a simplified
manner, if:
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a) it was not submitted in the manner set out in this Complaints Policy and this deficiency
was not remedied even within an additional period provided for its remedy, or the client
did not provide the cooperation necessary to provide supporting documents or other
information necessary for resolving the complaint or grievance,

b) the person submitting the complaint or grievance is neither the client nor a person
authorised to act on behalf of the client,

c) in the same matter, proceedings have already been initiated before a court or arbitrator,
or the matter has been decided with final effect,

d) the complaint or grievance concerns a fact for which the relevant service provider is not
liable; this reason for rejection does not apply if the complaint or grievance concerns the
services, procedure, conduct or communication of another service provider listed in this
Complaints Policy, to which the complaint or grievance will be internally forwarded for

handling,

e) it is a repeated complaint or grievance in the same matter that does not contain any new
relevant facts or supporting documents and the client has already received a proper
response,

f) the complaint or grievance is manifestly unfounded or abusive, in particular if it follows

from its content, frequency or circumstances that its main purpose is not the protection
of the rights or legitimate interests of the client, but the disproportionate burdening of the
relevant service provider,

a) the relevant service provider does not have, and taking all circumstances into account
cannot have, the information necessary to assess the complaint or grievance, and the
obligation to have such information does not arise from legal regulations or contractual
documentation.

In such case, the client will be informed of the reason for the rejection or simplified handling. In
the case of a repeated complaint or grievance under letter e), the relevant service provider may
refer to its previous response.

These provisions do not apply if their application would be in conflict with the obligation of a
payment service provider under the Act on Payment Services.

9. Appeal and Other Means of Resolution

In the event of disagreement with the result of the handling of a complaint or grievance, the
client may request a review of its handling. A request for review is submitted in the same manner
as a complaint or grievance.

If the complaint or grievance concerns payment services provided by Fidoo Payments, the client
may submit their motion to the Czech National Bank (www.cnb.cz), which is the supervisory
authority for Fidoo Payments' compliance with its obligations in the provision of payment
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services. The Czech National Bank does not, however, decide on private-law disputes between a
payment institution and its Client.

The submission of a motion to the Czech National Bank is without prejudice to the client's right to
seek protection of their rights before the competent court.

10. Final Provisions

This Complaints Policy takes effect on 1 July 2026 and is published on the website
www.fidoo.com.

The governing language of this Complaints Policy is Czech. In the event of any conflict between
the language versions, the Czech version shall prevail.



