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QLNhtu 1. CLEKULNAR HPAR3EBLEN
CHAPTER 1: GENERAL PROYVISIONS

1. Qnpdwpwp Eehywih Ywunuutpny
(wyunthtin' Ywunuubp) vwhdwuynd Bu «EDGU»
Udepre Cuybipnieiniu)  gnpdwpwn
dnwnbignwdubipp, hwéwflunpnubiph htiwn
hwnnpnwygdwu punhwunip  unwunwpuubpp,
htpetiph  Ywnwlwpdwu L YnudphYunwhu
hpwyhbwlubiph hwpedwu gnpdpupwgutipp:

2. Ywunuubph  Uwywwwlu £ uwhdwub)
Cuybtipnipjwu ghpdntubinypjwu W
wofuwwnwyhgubiph  Jwppwagdh
swihwupoubpp'  ninnwd  Culbpnuyegywu  pwpp
hwdpwyh  &Gnppbpdwup UL wwhwwudwup,
hwéwfunpnubiph  htwn  hwpwpbpnyeniuubpnid
quunwhnigjwt  pwpépwgdwup,  Cuybpniypjwu
wpryntuwybin gnpdniutiniejwu hpwlwuwgdwun:

(wyunthbwn'

punhwunip

3. Luybpnipyuu Ywpguwunuu ' «4wplnpp
D't Gu», npp Gupwnpnd £ wnwybugnyuu
hwéwlunpnwytuwnpnu Ujn
Uwwwnwyny vkup.

gnpdtijwné:

e quwhwwnd Gup hwéwfunpnutiph
dwidwuwyp b wouwnn uywuwpyb] wpwg L

npwynd’ ghunwygbing, np upwug wwhwugubpp

pwywpwpnup  «ESEU»  wwywhnjwgpwlwu
puybtipniypjwu hhduwywu bywwnwyu k,

e ghwnnwygnud  Gup, np  hwbwfunpnu
wdbuwywplnp wudu k Cuybpnrejwu

Jnipwpwuginip wi2fuwnwlygh hwdwn,

e wwwhnynw Gup unyuwudwu npwy pninp
hwbwfunpnubphtu uywuwpybpu' wulwfu upwug
uywuwnlnn wofuwwnwlghg,

e wwhnynwd Gup hwéwfunpnubpp'
Cuybipnipjwu  wpwdwnpnipjwt  wwly  gunuynn
wuduwlywu nyjuiutph ywownwwunie)niup,
tup pwpapnpwy
Sdwnwjnyeyniuubp' aqubiiny gbipwquughk
hwéwlunpnubiph uwywubihpubipp,

e wwywhnynw bGup wwwwujuwlwwnne L
hnquuwp  JbGpwpbpdniup.  JdGp wpdbipubipp
ytunpnunw dbp hwéwhunpnu t,

e wwwhnyntd

1. The Code of Business Ethics (hereinafter
referred to as the Code) defines the business
approaches of EFES ICJSC (hereinafter referred to
as the Company), its general standards of
communication with customers, procedures for

managing queues and conflict resolution.

2. The objective of the Code is to outline the
common standards of the Company’s activities
and the conduct of its employees aimed at gaining
and maintaining the good name of the Company,
strengthening trust in relationships with its
customers, and conducting Company’s productive

activities.

3. The Company’s motto is “It’s All about
YOU!” which
centericity. For that purpose, we:

implies the utmost customer-

e value the customers’ time and strive to
provide timely and high-quality services, conscious
of the fact that satisfying our customers’ needs is
the main objective of EFES Insurance company;

e recognize the customer as the most
significant person for each employee of the
Company;

e ensure consistent quality to each
customer, regardless of which employee provides
the required services;
of customers’

e ensure the protection

personal data in possession of the Company;

e ensure high quality services striving to
exceed customers’ expectations;

¢ have responsible and caring attitude: our
customers are at the center of our values;
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wwwhnybiin wuhwwnwlwu dninbignid,

e hwpqwupny bGup Ybpwpbpynd pninp
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o offer solutions most suitable to each
specific situation, ensuring a tailored individual

approach;

e treat all our customers with respect and
address them with utmost courtesy regardless of
age or sex, etc.;

e speak to each customer in a polite and
calm manner;

e maintain  friendly and  considerate
treatment of all customers regardless of one’s

own state of mind and emotions.

qLNhtu 2. UUMrLEEPLIUSPL BY ANYURAUSPL FNPONRLENRE3NRL
CHAPTER 2: MARKETING AND ADVERTISING ACTIVITIES

4. Cuytpniegywu  dwppbihuqwjhu
ghponwutinueniup - hpduynd L
uljgpniupubiph Ypui.

e dwppbphuquipt U gnjuqgnwihu
hwnnpnwygnieiniup  hwéwfunpnutiph  hbwn
hwdwwwwwujuwunw £ << opbuunpnypjwu

hGunlyw|

wwhwueubphu, Cuybipnipjwu ubipphu
hpwywlwu wywnbph,
e dwpptiphuqujht 2thnudp

hwuwpwynigjwu htn wbwnp L |huh hunwy,
pwhwughy W hwéwfunpnwytuwpnu,

e gnjwqnuwjhu gnpdnwubinie)niul
wupnywwnbh E wuboinnipjwu,
swihwquugnipjwu (ophuwl' Fake Review,
Like W wyj),
nbntywunynipjwu dwwnnigdwt dhongny,

e dwppbphuquipt U gnjuqgnwihu
gnpontutinigjwlu pupwgpnd  ogunwgnpdynn

wunpnanipjwt  Ywd phph

nbuwgpnieniuutpnud/|ntuwuwpubpnid
dtdwhwuwlubph Ywd tpGluwubiph
dwutwygnipniup  enyjwwnpynd £ dhwju
upwug (dunnubiph/ophtwlwu
fubwdwwjubiph) hwdwdwjuniejwdp,
Gupwlw sk
wqqwiht b Ypnuwlwu
4

e hpwwwpwydwu
wwwnbpwaqy,

4. The marketing activities of the
Company are based on the following
principles:

e marketing and advertising

communication with customers complies with
the requirements of RA legislation, and the
internal regulations of the Company;

e marketing communication with the
public must be clear, transparent and
customer-centered.

e advertising  through

exaggeration (e.g. Fake Reviews, Like, etc.),

inaccuracy,

ambiguous or incomplete information is

unacceptable;

¢ the involvement of adults or children in
video and photo shootings used in marketing
and advertising is allowed only with their
(including where relevant, the parents’ or
legal guardians') consent;

e information inciting war, national and
religious animosity and promulgating other



Ro2uwdwup hpwhpnn L ppbinpGu wwuwndbh
wj| plunypubip pwpngnn, Y&nd U sunnigywd
nbinGYywunynipiniup,

e Swnw)niejntubiph dwupu
qnyugnuih U dwppbiphuquihu
wmbntywuwnynyeiniup  wbwnp £ duwydnph nt
wwhwwup Ywyniu W uwnwhtip
hwpwpbipnieiniuutin hwéwfunpnutiph htwn:

5. Cuytpnieiniup Jdwppbighuquwjhu
ghponwutinuejwu dhongny uwwwwly £ nunw

Cuytpnrejwu
wnnnniyuinubinh
wwinowb ubplwjwgnudp, unp
hwéwfunpnutiph ubipgpwynwip W
Jwéwnpubph fupwunuip:

wuwwhnybi ontywynwd

dwnuwjnipjntuutipp W
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criminally liable actions, as well as fake and

unverified information, is not subject to
publication;

o advertising and marketing information
pertaining to services must establish and
maitain lasting and trustworthy relationships

with customers.

5. Through marketing, the Company aims
to ensure: the proper presentation of the
Company’s services and products in the
market; attraction of new customers; and
promotion of sales.

LNk 3. KUTNMFHULSU UL LCLEKULNR USULHUNASLED
CHAPTER 3: COMMON STANDARDS OF COMMUNICATION

6. Lwbwflunpnubtiph
ddwdwuunipniup nwwnw £ puybpnyejuu
dwuhu dwwnigywéd  dwnuwjniejniuutinh
punhwunyp  npwyhg  Gubind,  wyupupt’
huswhuh YGpwpbpdniup Gu unwgb), hus Gu
wnbubip nu ub, hus Gu qqugb] wjgbnyejuu
pupwgpnLy: Lwbwlunpnubiph
wnwwynpnintuu wuwwhnjwgpwywu
puytGpnipjwt  Jdwuhtu hwéwfu hhdudwd £
Gupwghunwlygwlwu wnwwynpnipntuubiph
Jpw: Bpb hwbéwlunpnhu sGu oqub quub
Ywd sGUu  ninnnpnb)
dwulwgbunh dnun, www tw nwwnd §

wnw9ohu

hwdwwwwnwufuwu

punhwuniyp uwywuwpydwu npwyh, wy ny L
wnjjw|  wfuwnwygh dwulwghunwywu
hdwnniejniuutipp:  Ubp  wojuwwnwyhgubipp
Cuytpniejwu htin 2thdwu wnweohu ghdu Gu,

L wyn 2thnudp whinp £ (hup hwéwfunpnh
hwdwp wnwyb] hwébh: Wn wywubwnny

hwéwfunpnh htiwn hwnnpnwygytihu

6. The majority of customers perceive the
Company based on the overall quality of the
services provided i.e., how they were treated,
what they witnessed and heard, what they felt
during  their first
impressions about an insurance company are
based
perceptions. If customers are not assisted in
guided
they

visit. Customers’

often on nearly subconscious

locating or are not towards

appropriate  specialists, form an
impression not about the professional skills of
the particular employee, but about the quality
of the overall service. Our employees are the
first line of communication with the Company
and this communication must be most
pleasant for the customer. For this reason,
while communicating with the customer, it is

necessary to:
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wuhpwdtiownn L.
e othnuwip uluby hwjtiptu, bt

hwéwfunpnp hwnnpnwlygdwu wy |Ggnt sh
puwnti,

efunutii hwughuwn, pwpuwgwlwd UL
Juunwh' dwjuh  pwpdpngniup  dby  wnu
guiop wwhbGiny  hwbwfunpnh  &dwjup
pwpdpnipjniupg,

ehwpgul  hwéwfunpnhu.  «huswb’u
nhutd Abg»,

o Ywinpwunwywdnipjwdp
wwwwufuwub| hwéwfunpnh hustgpwd pninp

hwpgtiphu:

/. Cuytpnigyniup Ywnnignud |
hwpwpbpnyejniuubpp  hwdwfunpnubph hbw'
hhduytiin hwpquwuph, uunwhnipjwu,

wpryntuwybinn hwdwagnpdwygnipjwu ypw:

8. Uupnypuwnpbih £ Juplwpbilby wy)
$huwtuwywu Ywqdwybpwnipjwup'
Guwynpbiny pwgwuwlwu  YGpwpbpdniup
uywnnnh dnun $htwtvwlwu hwdwywngh W
npw Ywpgqwynpnwiutiph tjuundwdp:

9. Cuybipnieiniup sh Ywpnn
swihwquiughiguy  pp Ynndhg  dwwnnigynn
dwnuwjniejntuliiph Ywplinpnyeyniup'
wnpwdwnpbiny yting, ns hwywuwnp
nbnGywunynipiniu:

10. Upusk  wwjdwuwagpph  Yupnudp

hwnnpnwygniejwt pupwgpnid wuhpwdbion
E hwéwfunpnht  pwuwydnp  wwpqupwub
htuwppppnn dwnwjniejwu punypep, twlwu
wwjdwuubipp, ubipyuwywgub)
dwdwuwyhg ogwnytint L hp wyn hpwyniuph
pupwgwywngh YGpuwipbipjuwy, bt
hwldwdwju <wjwunwuph Lwupwwbnnyepjwu
opGupubiph, Uuw hpwynitp nup  nyYw
wwpdwuwgph  2powtwlubpnid  oqunybi
dunwdtint dwdwuwyhg: Uwwhnjwagpnypjuu

duinwdbnt
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e start the communication in the
Armenian language, unless the customer has
chosen another language of communication;

e speak in a quiet, friendly and confident
manner by keeping your voice a pitch lower
than that of the customer;

e ask the customer, “How should |
address you?”;

o eagerly answer all questions raised by

the customer.

7. The Company builds its relationships
with customers based on respect, trust, and
productive cooperation.

8. It is unacceptable to discredit another

financial organization, thereby forming a
negative impression in the consumer about
the financial system and its regulations as a
whole.

9. The Company cannot exaggerate the
significance of its services through provision

of false or unreliable information.

10. Prior to the conclusion of the contract,
it is necessary, during communication with
the customer, to verbally explain: the nature
and essential terms and conditions of the
service they are interested in; and inform
them about their right to and procedure for
deliberation if, according to the RA legislation,
they are entitled to time for deliberation
within the given contract. While presenting
insurance terms and conditions, prior to the

conclusion of the contract, it is necessary to



uuuuuuuuuu

wwjdwuubph  ubpyujugdwu  dwdwuwy'
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hGunmlwupubpp U wpnnnynh  wy fwlwu
wwjdwuubpp:  Lwjupwu  wywydwuwagph
Yupnwp  hwbéwfunpnhu  pudbngnd  k

huwpwynpnieiniu bW pwjwpwp  dwdwuwy
wwjdwuwgph npnypUbphu  dwunpwluw|nt
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wnbntlwgynid £ pnunuwihtu dwnwjniejniuhg
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1. Mwpdwuwgph Yupdwt nbwpnid
wwdwuwghpp b

wwjdwuwagpht Yhg wuwydwuutipp wbinp £
UGpwnbt  wwwhnjwgpnypjwu  wGuwyp,

nuwup b (Ywud)
wuwywhnjwgpwybwph  Jébwpdwu
wwwhnjwnph JGpwpbpjw|, puswbu twl
wwywhnjwgpywd  wudh  (wudwlg) UL
2whwnnip YGpwpbipju ndjwiutin, pugnighy
thwuwnwpnpbp wwhwuoybint nbupnd' usnud
hwowfunpnh - Ynndhg  hp
wwnpwwlwuntginwutbpp sywwmwnbnt Yud ng
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GUpwnwun,
buwnap,
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present in detail the details of the insurance
product (the sum insured; deductible amount,
if applicable; the insurance premium; the
payment procedure; the risks insured citing
examples of events subject to indemnity and
presenting frequently encountered exclusions
from the cover; the steps to be taken by the
customer in case of insurance accident; the
procedure and process for receiving the
indemnity; and the consequences of not
paying the premiums and other relevant
terms of the product. Prior to the conclusion
of the contract, the customer should be
provided an opportunity and sufficient time to
familiarize themselves with the provisions of
the contract. The customer is to be informed
about available discounts and bonuses, and
their right to waive access to bonus services.

the
and

11. When concluding a contract,
the
conditions attached thereto must include:

insurance contract and terms
insurance type, class and(or) subclass; the
procedure for premium payment; data on the
insured, as well as on the insured person(s)
and beneficiary; if additional documents are
the

or

required - a notice thereon;

of
improper performance by the customer of

consequences non-performance
their obligations; information on the right to
have time for deliberation; and data for
identification of conditions (if applicable)
which are an inseparable part of the contract.

If the insurance contract stipulates that the
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npnd,  hwwnigdw

e Uonuw hwunnigdwt npnadwu dwuht,

*  wwwhnjwagpnypjwt  wwjdwuwgnh
hwdwpp b hwwnnigdwu nhdnwp hwdwnp,

e wwwhnwnph,  wwywhnjwgpjwsd
wudh, 2whwnnth yGpwpbipjw) ndjwiubp,

e nhdnwwuwnth wmyjwiutnp,
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terms of the contract can be unilaterally
amended by the Company, the procedures
and timeframes for informing the consumer
in advance thereon, as well as the right of the
insured to immediately terminate the contract
in case of irreconcilability with the given
amendment, shall be outlined.

12. During the validity of the contract, the
Company must provide to the customer at the
time of making a claim for insurance
compensation: a document, in hard or soft
copy, the receipt of the
compensation and the attached
documents; and the decision on compensation
within 5 working days from the day of the
the

decision on compensation shall contain at

confirming
claim

adoption of the decision. Moreover,

least the following information:

e a note pertaining to the compensation
decision;

* the insurance contract number and the
compensation claim number;

e data on the insured, the insured
person, and the beneficiary;

e the claimant’s data;

e the date of the accident, the date of its

notification;

e the amount claimed; the sum to be
compensated; and the amount of the sum
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the
rejection,

rejected  (if

(substantiation)

applicable);
of
reference to the corresponding paragraph(s)

reason
including

of the insurance contract and/or terms and
conditions;

e the method and timeframe for paying
the compensation;

e in the case of a decreasing sum
insured, its final balance;

e a contact person’s phone number
through  which
additional

the claimant can obtain
the
pertaining to their compensation;

information on decision

e Other information and conditions.

13.
must be provided to the customer via postal

The decision on indemnity
communication or, if the consumer desires,
via the consumer’s active email address or
another means of communication. In addition,
the insurance company cannot direct the
consumer in selecting a method of notification
or limit the means of notification, unless

specified otherwise by law or other legal acts.

14.
expire, the Company shall notify the insured

If the contract is about to

(including the insured persons) 5 working
days before the expiration of the contract, and
if the contract has expired due to the
depletion of the sum insured defined by the
insurance contract — within 2 working days
from the day of the depletion of the sum
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hwjin  quint

e Oguwagnpdti funuwygwlwu,
thwnwpowlwt  Ywd dwpgnuwjht  pwnbip
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insured. The present paragraph excludes the
contracts that expire due to the emergence of
certain conditions (e.g. if the assistance
insurance contract expires on the day of the
return to the country of residence, etc.).
Customer notifications can be sent via emall

or other means of communication.

15.
customers, it is unacceptable to:

During communication with the

e use colloquial, diminutive or jargon
words (e.g. “enker” /dude/, “kyanq” /love/,
/darling/, /cutie/,
/brother/, “anushik” /sweetie/, etc);

“jan” “aZiZ” “yexbayr”

e come to work in bright (evening) make-
up and manicure (this especially applies to
those employees who are in direct contact

with customers);

o excessively use perfume: heavy

fragrances only repel those near you;

e come to work unshaved: only groomed
beards are acceptable;

e unnecessarily use negating expressions
(e.g. “I do not know”, “I cannot”, “You are
wrong”, “l will not do that”, “Refer to the



«Hdbp  hwdwwwuwnwujuwtu  pwduhu  Yud
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corresponding department or bank”, “You
can terminate your contract”, etc.);

e express displeasure with respect to the
content of the customer’s questions;

e discuss in customers’ presence issues
irrelevant to the subject-matter.

ALNhhu 4. KdUBAUNMTD <6S UNGNEU <UNMIULUSNhU
CHAPTER 4: FACE-TO-FACE COMMUNICATION WITH THE CUSTOMER

16. Cuybpniejwu woluwwnwygh
Ywd gnpdwwih  Ynndhg 2wnpdnidubiph
lbqypu’ dbuwnbiphu W dhdhlywyhu
whpwwbinbp, Ywpnn £ fwlwunptu
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othnwip: Mwwh hwéwlunpnh htwn 2thybhu
wuhpwdtioun k.

e Jwuqub] Ywd uuwnb] hwbwhunpnhu
ntd wn nby,

e hwuwnwwb]  wbunnulwu Yuw'
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ninnntejntup gnyg ww| dtnph pwg wthny, wyg
ns @b dwuwnny:

17. Lwbwfunpnh

htin  wnbipbu
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16.Company employees’ or agents’
knowledge of body language can significantly
ease face-to-face communication with the
customer. Hence, while communicating with

the customer, it is necessary to:

e stand or sit face-to-face with the
customer,

e maintain eye contact while putting
aside current work; it is a sign of neglect and
indifference not to look at the customer while
conversing;

o greet the customer with a slight,
natural smile displaying readiness to service
them;

e maintain a friendly facial expression
during the entire span of service provision;

e use open gestures: a straight posture,
hands with open palms spread apart, etc.;

o guide the way to the customer with an
open palm and not with a finger.

17.During  face-to-face communication
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with the customer, it is unacceptable to:

e speak to each other in a loud voice in
the customer's presence;

e discuss the customer or look at them
appraisingly and judging;

o express discontent with anything in the
through  sighs
displeased facial expressions;

customer’s presence, or

e kiss or embrace the customer, even if
close, friendly relations have been established
with them;

o greet colleagues with hugs and kisses
in the customer’s presence;

e have informal telephone conversations
in the customer’s presence;

e address each other with nicknames, in
the customer’s presence.

qALNhhu 5. <UTNPHIULLUSNRU <GNUluNUNY
CHAPTER 5: TELEPHONE COMMUNICATION

18. Unwohu othnidp, nnp
hwéwfunpnubpp unynpwpwp niGund Gu
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19. <Gnwfunuwquug punniubijhu
wuhpwdtiown L.
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e htinwfunuwquwughu wwuunwufuwub
hwughun dwjund’ wulwiu gpwnqwénipjwu

wuwnhdwuhg Ywd uwywuwupwhnwd
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18. The first contact that customers usually
have with an insurance company is over the
telephone. The impression from telephone
communication can greatly facilitate formation
of positive opinion of the company.

19. While answering a call, it is necessary
to:

e pick up the phone after a maximum of
three rings;

e answer the phone in a calm voice,
regardless of the level of busyness or the
number of customers waiting in the reception
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area,;

e keep your voice a pitch lower than that
of the customer;

e answer in a calm and friendly voice by

saying, “Efes Insurance, (Taguhi) s
speaking”;
e show with your voice that you

understand the caller;

e if to answer the customer’s question
you have to keep them waiting for about 1-2
minutes, say, “l need 1-2 minutes to answer
your question. Would you mind waiting? Or
you may wish to provide a phone number,
and | will call you back in 1-2 minutes, if it’s
more convenient for you”;

e if you need more time, say to the

customer, “Please, provide your phone
number, | shall call you back (for example, in
5 minutes)”;

e adhere to the time you indicated for
calling back;

e if the customer is reluctant to provide a
phone number, tell them, “Would you mind
calling back in 5-10 minutes? | will gladly
answer your questions”.

20.

phone s

The employee who answers the
finding
communicating to the customer a solution to

responsible  for and

the issue raised by the latter.

21. If during that time the employee has to
leave their workplace for any reason, it is
necessary to inform the employee who
replaces them about the expected call and its
nature. If the solution to the issue is found,
the replacing colleague must be informed

about it, or otherwise, the employee must
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hand over the case to the replacing colleague
telling them the essence of the issue and the
steps taken. After returning to the workplace,
it is necessary to inquire about the course of
the case - whether the issue has been
resolved or not.

22.1f you are tasked with resolving an
issue and communicating it to the customer, it
is necessary to call the customer and tell them
in a friendly voice, “Hello! (Taguhi) from
EFES is speaking. (Ruzanna) asked me to

advise you that (tell them the answer to
the issue)”. You must end the conversation

with, “Thank you. Good-bye.”

23.While making the call, it is necessary
to:

e introduce yourself by saying: “(Taguhi)
is speaking to you from EFES”;

e indicate the purpose of your call;

e end the conversation by saying, “Thank
you. Good-bye.”

24.When making a phone «call, it is
unacceptable to:

o start answering the call with “Hello”,
“Yes”,

prescribed by the service standards;

“Yep” or with other words not

” 11

¢ end the call with “So long”,
“Take care” or other words not prescribed by

Bye-bye”,

the service standards; or

speak in an angry or harsh tone;

speak too quickly;

speak too slowly;

interrupt or rush the interlocutor.

14
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Tnip ghnb’p, np.

v bGpp uwthnnp ybipgubijhu dwyunnw Gu,
dwjup hugnud £ wybih pwpthwdpnyn,

v Gpp UGpYujwbwihu wuntup YGpohuu
GU wunud, quugwhwnpnnu wju hhond ,

v Gpp Upnud Gu wunwip, qwugqwhwpnnu
wunud £ uwlb pp wunup, b wudhowwbu
uintindynid £ thnfupdpnudwu dpuninpun,

v hwéwfunpnh hwdwp 2wwn hwébh ,
Gpp 2thybhu wpunwuwund Bu Upw wuniup
(Qwuhwgwd dwpnnt hwdwp hwébh £ ubg
ubithwlwu wuntup):

Do you know that?

v when you smile while picking up the
phone, your voice sounds more friendly;

v when you introduce yourself by
indicating your name at the end, the caller
remembers it;

v when you indicate your name, the
caller indicates theirs, thus establishing an
atmosphere of mutual understanding;

v it is very pleasant for the customer
when their name is uttered during the
communication (people are pleased to hear

their own name).

YLNhhu 6. KUBULNALTILENP UNMUUUCUNRU CLUGMNRG-3UL GrUUBL3UVUNRY
CHAPTER 6: PROVISION OF SERVICES TO CUSTOMERS IN THE COMPANY OFFICE
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25.In the Company, services are provided
to customers Monday to Thursday from 9:00-
18:00, and Friday from 09:00-17:00.

26.
employee at the reception who does the

The customer is greeted by the

following:
1) raises their head and establishes eye
contact, putting aside current work;

2) smiles and greets the customer by
saying, “How do you do?”;

3) asks
simultaneously to take a seat in the waiting

customers who come in
area,;

4) invites the customer to have a seat and
asks them whether they have an appointment
or not;

5) if the customer has an appointment,
finds the

employee can serve the customer;

out whether corresponding
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6) if the employee is free, guides the
visitor to them;

7) if the customer does not have an
appointment and if it is impossible at the
moment to serve the customer, provides the
customer with an option to either wait
(indicating the approximate waiting time) or
visit later (making an appointment for the
customer for a time and day convenient for
the latter);

8) if there is a first time visitor to the
Company, the employee at the reception asks
with a smile “Can | be of any help to you?”.

e if the
compensation claim, it is necessary to invite
them to have a seat and guide them through

customer wants to make

the corresponding steps;

e if not, it is necessary to answer their
questions and provide them with informational
materials about the Company. Moreover, the
provided information must be as clear and
comprehensible as possible, without any
terminology pertaining to narrow areas of
expertise.

27.When the

Company's office, it is unacceptable to:

serving client in the

e discuss the customer’s looks in another
customer’s presence;

o have lengthy telephone conversations
in the customer’s presence;

e drink, eat or chew, including a chewing
gum, in the customer’s presence;
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e speak on personal matters with the
customer or with each other.

28. Company employees must listen
attentiveley to what they are told by the
customer and answer the customer’s

questions. If the customer is speaking a
foreign language, it is necessary to speak the
language (English or Russian) spoken by the
customer; in case of lack of language
proficiency, employees should ask a colleague
with the required skills to attend to ensure

efficient communication with the customer.

29.
concerns. By listening to them

Help the customer express their
attentiveley
and asking in-depth questions, the employee
providing services encourages the customer
to express their concerns. For example, “That
is important. Would you mind providing more
details?”, “When and how did it happen?”

30.
for the customer, which implies that you
should:

e while listening to the customer, put

You must be an active listener

aside any other work, e.g.  writing or

arranging documents;

o listen patiently until the customer fully
expresses themselves; interrupt the customer
only if clarifications are needed;

e take into consideration the customer’s
tone of voice and words that reveal their
needs;

e take into consideration the customer’s



npnup Ywpnn Gu hnpb| upw qqugdniupubinh
dwupu (oppuwy hwbwfunpnp  uwjnud  k
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futnhpp,

e ytipwdlwybpwbi| hwbwhunpnh wuwdp
U hwpgub, wpnyn’p 6hown bp hwulwgb:
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movements that reveal their emotions (e.g.
whether the customer is looking down, or
smiling while you speak);

e ask questions and make sure you have

completely  understood the customer’s
problem;

e reformulate what the customer has said
and ask whether you have understood them

correctly.

ALNhh 7. K<UBULNPTLEND <BMEh LUNUJUrNRU
CHAPTER 7: MANAGEMENT OF CUSTOMERS' QUEUE

31. Splwpwunle
wuhwpdwpnieyniuutp hwéwfunpnutipp dnwn
Ywpnn Gu uwnbndt| wnwwynpnyginu, np
hptug dwdwuwyp sh quwhwwynd Ywd np
wwwhnjwgpwywu
woluwwnwupp Jwu L wwuwdnpwd ni
Ywqdwybpwywd:

32.  Ugfuwwwlgh nbtipp Yuplnp £
hwéwfunpnutiph htpeh gnjugndp Ywufubnt
U Yuwnwywnpbint hwpgnw: Unnpl pipdwd Gu
hpwyhéwlubph npn2
oppuwyubip L npwug wpryniwwybinn Nddwu
aubin:

Gt hwbwfunpnh htyp funuwlgnipyut
pupwgpmd wy hwéwpnpn fnwpigpmd E
hGppp U YJuwbqumd Gud  Gupmd
panmbwpwtmd  wpnbt uwywuwplynn
hwéwpinpnh Ynnpphti, Jud dhowdipmd k
funuwlgnipyuitip, wuhpwdbnp L.

uywubp b owy

puybpnipjwu

mnwpwoywod

e Gpynwph  hGn  wnbunnuiwu  Yuw
wwhwwubin® 6ok «Lbkpbghp, Tnip
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unwuwnt nbwpnd dwywnw| W swpniuwlyb)
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e Fugwuwywu wwwwuluwuh nbwpnid
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31. The customer, when obliged to wait for
a long time or face any other discomfort, can
form an impression that their time is not
valued or that the operations of the Company
are poorly planned and organized.

32.An employee’s role is important in
preventing the formation of customers’ queue
and its management. Below are examples of
different common situations and the ways of
their resolution.

If during a conversation with the
customer, another customer cuts in line
and stands or sits in the reception area
next to the customer that is already being
served, or interferes with  the
conversation, it is necessary to:

e by maintaining eye contact with both
customers, clarify by saying, “Excuse me,
have you come together?”. In case of an
affirmative reply, smile and continue the
service;

e in case of a negative reply, excuse



ubpnnnueiniu fuunpb wnwohu hwéwfunpnhg'
wmbunnwywt Yww hwuwmwwnbing dhowdinwd
hwéwlunpnh  hbw, pwpjugwlwd wnnuny
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dhowdwnwd hwbwfunpnp htiwn sywuquh,
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o UUnpwnwnuuw wnwohu
hwéwfunpnhu, dwyww] L wpniuwyb
funuwygnip)niup:

UVhwdwdwtiwl &pYyni hwbwpinpnp
uywuwpydwtn nbypmd (dh hwéwpunpnh
htyp wnbpbu b J&Y wy; hwéwpinpnh hbp
vhwdwdwtwly htnwpinuwqutqgh dhgongny)

wuhpwdtiyp E'

e nhub] wnwohtu hwbwlunpnht' wubny
«bbiptgbp, btu wbwp L  wwwwuluwubd
hGnwfunuwquwughu», ybipguby
htnwfunuwihnnp, nnonub quugwhwpnnht'
punniuyjwéd utnwunwnwubphu
hwlwwwwwufuw, hGnwfunuwjhu
funuwygnipjwt  pupwgpnd  wwhwwub|

wmbunnwywt  Yww wnwoht  hwbwfunpnp
htwn,
e Utinphu

(wofuwwnwyghg) nbwpnid, wub|’ «Uju ywhhu
Gu hwbwfunpn GJd  uwywuwpynid», b

hGnwfunuwqwugh

wwwwufuwup (et hwpgp hpwunwy sk, tw
hupp Ywnwownlh wybih nip quuqwhwnby),

wpwgq wwjdwuwynnyty unnhg
quwugwhuwpbiint  dwupt U wunpunwnuw|
hwéwfunpnhu,

e nnpuhg hGnwfunuwqwugh
(hwéwfunpnhg)  ntiwpnd  ubp  hwpgp U

dnuinwynpwwbiu  hwownyb funuwygnipjuu
wnunnnipyniup: Gpb funuwygnie)niup Yunlh 1

pnwbhg wwlwu, wwwwuluwub] hwpghu:
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yourself to the first customer, and by
establishing eye contact with the intervened
customer, say in a friendly tone, “Please, wait
until | finish the conversation with the

customer. Thank you”.

e not to proceed with providing the
service until the intervened customer steps
back;

e turn to the first customer, smile and
continue the conversation.

If two customers are being served
simultaneously (face-to-face and over the
phone), it is necessary to:

e address the first customer by saying,
“Excuse me, | must answer the phone”, pick
up the phone, greet the caller according to
the adopted standards. During the telephone
conversation, maintain eye contact with the
first customer;

e in case of an internal call (from an
employee), say, “l am serving a customer
right now”, listen to the reply (if the issue is
not urgent, the employee themselves will
suggest calling back later), quickly arrange for
an additional phone call and return to the
customer,

e in case of an external phone call (from
a customer), listen to the issue and estimate
the approximate duration of the conversation.
If the conversation is likely to last less than 1
minute, the the

answer question.  If
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Gpb funuwygnieniup Yunuh wybh Gpluwp,
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conversation is likely to last longer, say,
“Excuse me, | am speaking to a customer at
the moment. Please,

leave your phone

number, | will call you back in 5-10 minutes”;

e if the caller is reluctant to leave a
phone number, it is necessary to say, “Would
you mind calling back in 5-10 minutes? |
would be more than happy to answer your
questions”.

Interruption of communication with the
Customer

If, for serving a customer, it is necessary
the
customer, “l have to leave for 2-3 minutes to

to temporarily leave, you must tell
obtain a full answer to your question. Would
you mind waiting? Thank you.” Once you
return, smile by saying: “Thank you for
waiting” and advise the answer. Make sure
that the customer has understood you, and, if

necessary, answer their additional questions.

ALNhhlu 8. UNLBSLPLUSU3PL PLUYPBAULULENh CUNGNRU
CHAPTER 8: CONFLICT RESOLUTION

dywwgbp, wubnd’  «Sunphwlwinyejniu
uwwubint hwdwp» L hwnnpnbp
wwwwufuwup: <wdnqybip, np hwbwfunpnp
hwulwgty £ a&bg, wuhpwdbonnyejwu
nbwpnu  wwwwuluwubp upw |pwgnighy
hwpgtippu:

33. Cuybpnipjwu wouwnwyhgubipp
dwdwuwl wn dwdwuwy unhyjwsé Gu
(huntd gnnob| ng utnwunwnwu
hpwyhbwyubpnud: Ldwu nbwpbpnd

wuhpwdbon £ wwhwwub) sbGgqnp Yhgywdp,
ogwnuwagnndt| swuduwynpwd pwnbin, gnuw
dwjuh nnu W hwwuwpwlyonjwd
yGpwpbpdniup  nn9  pupwgpnd:  Uwnnpl
ptipjwé Gu lnwpwdywd hpwyphbwlyubph npng
oppuwyubip L npwug wpryniwwybivn Nddwu
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33.
employees have to act under non-standard

From time to time, Company

circumstances. In such cases, it is necessary

to maintain a neutral demeanor, use
impersonalized words, speak in a restrained
voice and display a balanced attitude during
the whole situation. Below are some examples
of common situations and ways to deal with

them effectively.
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Scenario 1
If a customer expresses  discontent or
indignation due to some reason regarding
the Company, it is necessary to apply “the
of

situation” in the following pattern:

technique resolution of a complex

Step 1: Making opening remarks

Say you are sorry, “l am sorry for any

inconvenience caused”.

Step 2: Hearing out
Let the customer express their anger, do
not interrupt them;

While hearing out the customer, maintain
eye contact and affirmatively nod your head,
expressing your agreement and sympathy;

Tell
frustrated. | assure you that to understand the

“l

them, understand, you are
essence of the issue is as important for me as
for you”.

Step 3: Analyzing

Ask questions to find out the details of
their
questions, for example, “Did | understand you
then the

customer’s words regarding their complaint;

complaint, including clarifying

correctly...?”, briefly restate

At the end, summarize once more the
customer’s issue to understand each other
correctly.

Step 4: Suggesting and coordinating a
plan of actions

o |If possible, suggest several options to
resolve the issue: use expressions, such as:
“You can proceed this way (solution options)”,



wpwnwhwjnniniuubp' «Ywpnn Gup wjuwbu
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“If this appeals to you, we can...”;

If the customer declines all the suggested
options, tell them, “I suggest we discuss the
issue once more” (start with Step 2).

Step 5: Concluding
Thank the customer, “Thank you for
expressing your complaint. Your opinion is

important to us”.

Situation 2
The customer is furiuos and you cannont
control/resolve the situation:

Maintain an open expression of the face, a
calm voice and eye contact with the customer;

o Tell them, “I am sorry, this issue is
above my competence. Would you mind
waiting for a minute? | will call my manager”;

Approach the manager, describe the
situation to them;

e If it is impossible to approach the
the
immediately return to the customer and say,

manager and describe situation,
“I am sorry, right now my manager is busy.
Would you mind waiting a little bit? The

manager will be here in a few minutes”;

o If the
inappropriately, tell them in a quiet and

customer behaves

confident voice, “Please, calm down, or else |
will have to call security”.

34.During conflicts, t is unacceptable to:
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e draw conclusions and exclude positive
outcome to the issue until you hear the
customer’s opinion;

e say: “Right now it is inconvenient to
speak about that”;

e say: “It is your fault”, “It is beacuse of
you” or “It is your mistake”;

e give negative reasoning, such as, “That
is not done here” or “l am sorry, but we
cannot help you”, “That is how we do it
here”;

e answer the questions beyond your
competence;

e raise your voice at the customer;

e argue or disagree with the customer;
e ignore the customer;
e personally insult the customer;

e physically touch the customer.

Tnip ghnb’p, np.

v-Lnp  hwéwfunpy - gpwdtip  Ytighg
wmwul wugqwd wybh pwuy  Uunnd, pwu
wpnbu nwd hwéwfunpnhu ywhwwubn,

v Uhwju dbYy gnh hwéwfunpnu  wyn
dwuhtu wwwdnud £ Lu 5 hngnt,

v Ukl ndgnh hwéwfunpnu wyn dwuhu
wwwdnud £ dninwynpwwbiu 20 hngnt,

v Upwju 30 Jwpywu £ wbuwp
hwéwfunpnhtu Ywpdhp Ywqgdbint hwdwp:

Do you know that?

v It is six to ten times more expensive to
attract a new customer than to keep an
existing customer;

v Merely 1 pleased customer speaks of
this to 5 others;

v 1 displeased customer speaks of this to
approximately 20 others;

v It takes the customer only 30 seconds
to form an opinion.

LNkt 9. TPNhU CUBUNMILENP LES ELBUSMNLU3PL LUWUULUSrNkE3UU R
CHAPTER 9: COMMUNICATION WITH CUSTOMERS VIA ELECTRONIC
CORRESPONDENCE

35. Cuytpnieyniut - wwwhnynw L
hwéwfunpnutph hGwn  2thybint  punhwunip
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35.
common

The
electronic

Company provides a

platform for
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communication with customers via the email
address info@efes.am the main goal of which
is the coordinated communication of service,
with
existing and potential customers. It helps

marketing, and sales departments

increase the speed of answers to inquiries

and the circulation of information, and

and accessible
the

customers.

ensures convenient

communication  between Company's
the

address,

employees and Besides

official email
with
conducted via employees’ email addresses,
chat

the

applied thereto (paragraph 37 of the Code).

Company’s

communication customers is also

website and notifications sent to

customers: same requirements are

36.
transactions fail due to electronic devices or

If, while using any system, some

the electronic communication with customers
is interrupted, the Company must take all
necessary, legitimate measures to recover
proper system operation and to protect
customers’ personal data.

37.In contrast to face-to face or telephone
communication, the customer does not see
your smile and does not hear your friendly
while via  email.

voice communicating

Therefore, while using electronic
communication it is necessary to ensure the
maximum friendly and balanced, patient and
responsible demeanor to make the customer

(user) feel that you are ready to answer to all
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wwwwufuwuhg,

o bLipb hwéwfunpnh hwpghu
wwwwufuwubint  hwdwp  wuhpwdbipn |

hubnpdwghw thuwnpb| Ywd upw hwnpgp nnipu
E QAGp  hpwydwunigjwt  opowtwlubphg U
wbwp L Yuwuwpbp nput hwybyw| Gonnud,
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their questions and do your best to resolve
their issue. For that, it is necessary to:

e respond to the customers’s email as
soon as possible;

e address them, during the span of the
correspondence (in chats, in  public
notification texts) in the most respectful and
courteous manner;

e ask the customer, “How should |
address you?”;

e use the customer’s name not more
than 3-4 times during the communication;

e if the answer to the customer’s
question is posted on the Company website,
you can provide them the corresponding link
only if it is a suitable option for the customer;
the customer’s
questions in a business communication style,
at the

pertaining to narrow areas of expertise;

e write answers to

same time avoiding terminology
e use the “Reply all” feature while

sending emails of similar content to several
customers;

e make sure that the customer has
understood you correctly, and is satisfied with
your answer;

e if it is necessary to search for some
the
question or if their question is beyond your

information to answer customer’s

competence and you have to make additional
clarifications, advise, “l need 5-10 minutes to



wwwwufuwub.  «AGp  hwpghu  G2gphwn
wwwwufuwubint hwdwnp hud wuhpwdtion §
5-10 pnwb, Ywpn'n BJd Akg gpb) phs htunny,

e Lipt hwbéwhunpnh hwdwp hwpdwp
Yihuh, Yupbih £ wnwownyty wpwdwnnt
hnwiunuwhwdwp' quugh dhongn Upw
hwpghtu ywwuwnwufuwubint hwdwp,

e [unuwlygnipiniut  wywpunbing  wnwy
Gyt wprynp hwdwfunpnh dnun  duwghb Gu
wuhwulwuwih hwpgbp, Yupbh b hwpgub)
«Miph2 pusn™] Ywpnn Gd Qg oqubp Ywd

«Gpti  niubip wjl  hwngtp, uhpny
Yuwwnwufuwubid,
e hwbwfunpnh hwpghu

wwwwufuwubing hbwn 2unphwlwnientu
hwjwnub), jwy op dwnpt,

e bpb LGYwnpnUwhu hwnnpnwygniejwu
wywpwhg hbwn ulwwb] tGp hwpg, nphu
sh  wnpdb, wuhpwdbion |

hwowfunpnh Uowd
htinwfunuwhwdwpny, ok quugh twwwnwyp

wwwnwufuwu
quugwhuwpbi

U ywwnwufuwu nw| pwg duwgwd hwnpghu,

e bpt Uwdwlwgpnpjwtu pupwgpnid
wnwowgt £ Ynudjhlinwiht - ppwydhbud,
wuhpwdbtionn £ Yhpwnb| unyt Ywunuubpny
uwhdwuywd «pwpn hpwypbwyh hwppdwu
nbGuuhlwu»,

e LiGYwnpnuwjhu hwnnpnwygntejwu
pninn adubpnud wwhwwub thoun
owpwnpywd, Ghoin  YGunwnpngjudp L
ninnugpnijwdp  gpwgbin  junup  (uw
unyuwbiu qywynwd k CuybGpnypjwu
wpndbuhnuw| phdh dwuht),

e LiGYwnpnuwjhu
UwdwYwapnipniuubpnid wwhwwub
wwwwd EGYunpnuwihu unnpwgpnie)nLu:

38. Lwbwlunpnutph  htiwn gpwynp
othdwl pupwgpnid wuenywunpbh k.
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obtain the correct answer to your question.
Would you mind my responding to you a little
later?”

e if it is convenient for the customer, you
may suggest providing a phone number to
answer their question through a phone call;

e before ending the conversation, clarify
whether the customer has any unanswered
questions. You can ask, “Is there anything
else | can help you with?” or “If you have any
other questions, | will be more than happy to
answer them”;
the  customer’s

question, thank them and wish them a good

o after answering
day;

e if after electronic communication, you
have noticed a question left unanswered, it is
necessary to call the phone number indicated
by the customer, advise the purpose of the
call and give an answer to the question;

.

o if during the
conflict situation has emerged, it is necessary

correspondence, a

to implement the “technique of resolving a
complex situation” defined by the Code;

e maintain a well-formulated, correctly
punctuated and correctly spelled literate

speech in all the forms of electronic

communication (this also testifies to the

Company’s professional team);

e maintain a proper electronic signature
in electronic correspondence.

38.
with customers, it is not acceptable to:

During written communication



e hwéwfunpnh  htwn  EGYwnpnuwjhu
Uwdwlwgpniejwu  dwdwuwly ogunwgnndb|
dwpgnhuwjhu, ng gnpduwlwu
wpwnwhwjwnnipniuubp' OK, Bye U wyu,

e hwbwlunpnht  wwwwujuwub| «nip
ufuw| hwulwgwp», «Gu Yplund Gd Lu dby
wuqwur, «Ns, winwbiu sk» b wy dfunmwywu
unyupuy  bipb
hwéwlunpnu hpnp ufjuw] £ hwulwgb| npuk
pwu,

wpwnwhwjinnieniuubnny,

e wphwdwphwlwu
npuunpb];  bwdwwgpnipjwu
sujwwnwufuwub,
wwwwufuwub] bwdwlyubphu,

e Wwuwwufuwub|

Ytipwpbpdniup
pupwgpnd’
nipwgnwiubipny
owin hwlyhpt,
wpwdwnpb] ptph  wbnGlwwunynyentt Yuwd
ElGYwnpnuw)hu Uwdwyp (Swunigdwu
nbipuwnn) dwupwptinub| wybnpn
nbinGywwnynipjudp’ J6& nbipunbpny:
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e use jargon, or informal expressions,
such as “OK”, “Bye”, etc.;

e reply to the customer by saying, “You
understood me incorrectly”, “l repeat once
more”, “No, it is not like that” and other
negating expressions, even if the customer
has indeed misunderstood something;

o display dismissive treatment during the
correspondence, by not replying, or replying
to correspondence with delay;

o give very brief answers, provide
incomplete information or overload the email
(notification text) with excessive information

containing long texts.

LNkt 10. KUBURLNMTILENPL <PUGETS SULL
CHAPTER 10: FAREWELLING CUSTOMERS

39.<wbwfunpnutipht hpwdbpn  wnwihu
wuhpwdtioun k.

1) dyww| L hwunwwnb] wnbunnuywu
Yww (wntpbu hwnnpnwygdwu nbiwpntd),

2) wuhpwdbonniejwu nGwpntd
wbntywgub] hwbéwlunpnht upw  hGunwqw
w)gbnejwu opjw U dwdh dwuh,

3) hpwdbtpwn  ww|  uppwihp  Yepwny
wubiiny (gpbny) «Gunphwlwnipntu:
Swnbiunipintu»:
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39.While farewelling customers it is
necessary to:
1) smile and establish eye contact (in case

of face-to-face communication);

2) if necessary, advise the customer about

the date and time of their next visit;

3) farewell in a pleasant manner, saying
(or writing): “Thank you. Goodbye”.
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