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1.Procediira lietotie termini:

1.1.Pensiju fonds - Luminor Latvijas
atklatais pensiju fonds AS;

1.2.Klients - Pensiju fonda administréeta
pensiju plana dalibnieks vai juridiska
persona, kas ir noslegusi kolektivas dalibas

ligumu;
1.4.Valde - Pensiju fonda valde;
1.5.Banka - Luminor Bank AS,

registracijas Nr. 40003024725.

2.Procediira nosaka kartibu, kada tiek
izskatitas Klientu sudzibas attieciba uz
Pensiju fonda sniegtajiem pakalpojumiem.

3.Klientu komunikacija, kas saistita ar
informacijas pieprasiSanu par sniegto
pakalpojumu vai Pensiju fonda darbibas
raditajiem, netiek uzskatita par sudzibu.

4.Sudzibas, kas saistitas ar Klientu
apkalposanu, tiek izskatitas sadarbiba ar
Banku.

5.Sudzibas var iesniegt rakstiski:
5.1. Bankas internetbanka
LSarakste”);

5.2. sutot vestuli uz e-pasta adresi
pensijufonds@luminor.lv vai
info@luminor.lv;

5.3. iesniedzot kada no Bankas Klientu
apkalposSanas centriem;

5.4. sutot pa pastu uz Pensiju fonda
juridisko adresi Krisjana Valdemara iela
62, Riga, LV-1013, vai ari iesniedzot
klatiene.

(sadala

6.Stidziba noradama informacija:
6.1.sudzibas iesniedzeja vards un uzvards

1.Definitions used in the procedure:

1.1. Pension Fund — Luminor Latvijas
atklatais pensiju fonds AS;

1.2. Customer — Participant of the pension
plans under administration of the Pension
Fund or legal entity that has entered into
collective participation agreement;

1.3. Board — the Management Board of the
Pension Fund;

1.4. Bank — Luminor Bank AS, registration
No 40003024725.

2. The procedure regulates how the
customer complaints on services provided
by the Pension Fund are handled.

3. Customer inquiries of information
related to the services of the Pension Fund
is not considered a complaint.

4. Complaints related to the customer
services are handled in co-operation with
the Bank.

5. Complaints are accepted in the written
form:

5.1.in the Bank’s internetbank (section

“Correspondence”);

5.2. sending an

pensijufonds@luminor.lv

info@luminor.lv;

5.3. submitting it at the Bank’s Customer

Service Unit;

5.4. by post to the address Krisjana

Valdemara iela 62, Riga, LV-1013 or

submitting it at the Pension Fund’s

premises.

6.The complaint should contain:

6.1.name and surname of the complainer

to
or

e-mail
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(iznemot, ja sudziba iesniegta Bankas
internetbanka);

6.2.sudzibas iesniedz€ja korespondences
adrese un talruna numurs (izpemot, ja
sudziba iesniegta Bankas internetbanka);
6.3.sudzibas butiba, pec iespejas precizak
aprakstot konkretos faktus.

7. Atbilde uz sudzibu, kas sanemta Bankas

internetbanka, tiek nosutita Bankas
internetbanka, parejos gadijumos — pa
pastu.

8.Atbilde uz sudzibu tiek sniegta

(nositita), cik vien atri tas iespejams, bet
ne velak ka 10 (desmit) darba dienu laika
kops sudzibas sanemsanas briza. Ja
objektivu iemeslu del nav iesp€jams
atbildet uz sudzibu minéetaja termina,
Pensiju fonds informe sudzibas iesniedzeju
par kavejuma iemesliem un planoto
sudzibas izskatiSanas terminu.

9. Atbildi uz iesniegumu vai sudzibu
Pensiju fonds sagatavo latviesu valoda. Péec
iesniedzeja luguma un ja Pensiju fondam ir
tadas iespejas, Pensiju fonds atbildi var
sagatavot ari cita valoda.

10. Pensiju fonds ir tiesigs atstat bez
izskatiSanas sudzibas, kuru saturs ir klaji
aizskaro$s un izaicino$s. Sada gadijuma
Pensiju fonds, noradot pamatojumu,
informe personu, ka sudziba tiek atstata
bez izskatiSanas.

11.Ja Pensiju fonda sniegta atbilde uz
sudzibu neapmierina sudziba noraditas
prasibas, sudzibas iesniedzejam ir tiesibas
griezties ar sudzibu Pensiju fondu
uzraugosaja iestade — Finans$u un kapitala
tirgus komisija.

(except when the complaint is submitted
via the Bank’s internetbank);
6.2.correspondence address and phone
number of the complainer (except when
the complaint is submitted via the Bank’s
internetbank);

6.3.the essence of the complaint describing
it in detail as precise as possible.

6.The response to the complaint received
via internetbank is sent to the complainer
also via internetbank; in other cases — by
post.

7. The response to the complaint is
prepared (sent) as quickly as possible but
not later than in 10 (ten) working days
after the receiving the complaint. If for
objective reasons the complaint cannot be
answered in due time the Pension Fund
informs the complainer about the reasons
of delay and planned time of preparing the
answer.

8. The response to the complaint is
prepared in Latvian. On complainer’s
request and there is such possibility the
answer may be prepared in other language.

9.The Pension Fund may not answer to the
complaints content of which is abusive and
provocative. In such case the Pension Fund
shall inform the complainer that the
complaint is disregarded.

11.If the Pension Fund’s response to the
complaint does not satisfy the
complainer’s demands the complainer has
the right to approach the authority
supervising the Pension Fund - the
Financial and Capital Market Commission.



