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Customer Rights Protection

We sincerely apologize for any inconvenience or dissatisfaction arising
from or in connection with any of the products or services provided by the
Bank or any of its employees or the procedures followed by the Bank. So
if you have a complaint, you are kindly requested to fill in the following
form and submit it to the Bank. We shall investigate your complaint and
respond to it as soon as possible in the manner specified in this form. The
complaint shall be handled with the utmost confidentiality and credibility.
Complaint Information

Date of Complaint: / /20

Type of Complaint: 0 New complaint 0 Objection to the Bank’s response

Thebranch: ...
Complaint Reference Number: ..o

Customer Information

Are you a Bank customer? O Yes o No

Types of customers: O Individuals o Corporates

The complaint is submitted by: 0 Customer 0 Customer’s authorized representative
o Company’s authorized representative

FullName: ...
Personal ID (National ID / Passport / others): ...........ccccoeviiiiiiiininn..
Company Name (In case the customer is a company): ...............c.o.euees

Account Number (if any):
Mobile number: ..... ....Work/Home phone No.
E-mail: ................
Postal Address: ...........ooiiiiiiiiiiiiii
Please select your preferred method of communication:
O Mobile phone o Landline o E-mail o Post
complaint Details

Are there any attachments to the complaint? o Yes o No
We kindly request you to state and attach any supporting documents
related to your complaint (if any).

Customer Signature
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Important Tips

» Our Dear Customer, you are kindly requested to refer to the Bank and

wait for its response before submitting or escalating your complaint to the

Central Bank of Egypt.

» Providing high-quality products and excellent customer service is our top

priority, so if you want to make any complaints regarding any of the services

or products provided by the Bank or any of its employees or the

procedures followed by the Bank, we stand ready to receive your

complaints through any of the Bank’s complaint channels, including the

following:

I-Contact the Customer Call Center 24/7 on 1985]. For customers

outside Egypt, please contact +20221283100, noting that calls might be

recorded for future reference (If needed).

2-Send an email with your complaint to Customer Rights Protection

Dept. at the following email address:

cr.protection@faisalbank.com.eg.

3-Visit the nearest Bank’s branch and fill in the complaint form and deliver
it to the customer service representative or put it in the branch's
complaints box.

4-Send a fax with your complaint to the following fax number: 0237621650.

5-Visit the office of Customer Rights Protection Dept. located at the
following address: 149 El-Tahrir St., Galaa Square, Dokki, Giza (Faisal
Islamic Bank of Egypt, the third floor).

6-Send a letter with your complaint by post at the following address: 149
El-Tahrir St., Galaa Square, Dokki, Giza (Faisal Islamic Bank of Egypt,
Customer Rights Protection Dept.).

»The Bank’s representative shall, within a maximum of two working days

from the date of complaint registration, inform you about the complaint

reference number and the period required to investigate the complaint.

> Please keep the complaint reference number with you, by which you can

follow up on your complaint through any of following ways:

|-Contacting the Customer Call Center.

2-Sending an email to the Department of Customer Rights Protection.

3-Visiting the nearest Bank’s branch.

4-Visiting the office of Customer Rights Protection Dept.

» Your complaint will be responded to within |5 working days, starting
from the receiving date of the complaint.
> In the case of complaints related to external parties’ transactions, the
complaint investigation may take more than |5 working days. In this case,
the customer will be notified of the required period to investigate and respond.
»The Bank may refer all or part of the complaint to another bank, if the
subject matter of the complaint falls under total or joint liability with that bank.
> If you are not satisfied with the Bank’s response to your complaint, you
shall notify the Bank in writing within a maximum of 15 working days from
the date of receiving the response, stating the reasons for non-acceptance
of the response along with the complaint reference number. In case the
customer would not notify the Bank, then the complaint’s response will be
considered accepted.
» The Bank's representative shall, within a maximum of two working days
from the date of the objection, notify you of objection receipt along with
the same reference number at the date of submission.
The Bank shall review and investigate the complaint again and respond to
the customer within |5 working days from the date of receiving
notification of customer’s objection to the response during the set period.
=|, the undersigned, hereby declare that all information provided herein is
true and accurate, and | shall be fully responsible for any results which may
occur due to incorrect information. | also declare that the complaint is not
pending in court.
=| acknowledge that if the subject matter of the complaint falls under total
or joint liability with another bank, the Bank has the right to refer all or part
of the complaint to that bank in accordance with the procedures and
controls contained in the CBE’s instructions regarding the complaints
handling mechanism.
=| acknowledge the receipt of a copy of the complaint on the date | signed it.

CUStomMeEr NAME: ...ceuiviniiiiiniiiiiiiiiiiiiiiiiiiiiitettatatettttereresesesasasasasasnes
Complaint Date: .....ccoiuiiuiiiiiiiiiiiiiiiiiiiiiitiiieieiieieerieteteateeatenentenens

CUSLOMEr SINALUNE: c.ueuuiniiinirniiiiuieiiiiiiitientiittietaitetteatenceeacansancacsnnn
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