;Ve Q N B ¥l oS 20 5
A Complaints & Suggestions Form

il Al ol / ) 2 U8 Aliag 58I ) (5 )t s 188894 ) o (5l Jadly 2 — Qi sl o8 — () 5lal s p L 5 (ool 038 3n g o a4 1 — o 1 by

Branch: w4l Application number: illadl azse
Customer ID I deeall @8,

Applicant Information

QNB Client Yes [l axd No O ¥ losll Slas el Jiae
Applicant Type Corporate [l [LRlghe Individual [l 31,80 bl atde Cayiias
e e
Permanent residential address (preferably in Arabic language): (Al UL Lasy) 2asla) 2al5Y1 olsie
No,, street, City: e (ol (bl o)
Zip Code, country: Ayl laslall gy o3
Home Telephone: {Jillosads Proof of Identity’s no.: Apas il 3iaxi o8,
Mobile 1G9 A

Wsexll0sadill  E-mail address:
Phone:

Complaint/Suggestion Details A8/ goSadl Lo s

Objection to the bank's e el s, e Lalic! sl gss
Complaint Type: response to a previous a .. . New O A
. Ao (§55
complaint
Preferred means to communicate & follow up on the complaint: (GoSadl Anliag bolsild alnsll dlusl)
Mail O By E-mail address O ‘:_1}).15“ 0 Home number O (o2 Ogauls Mobile number O Jgemma Ogasls
Attachments related to the complaint O $sS5adl Aalaze iladye

The Applicant’s Approval

The Applicant hereby acknowledges to have received a copy of this request on the date of its ol vie Les Jaalls Leall & sa el g adle il o )5 (8 aldall 138 (g Adiass alus o 4y allal) pdie iy
signature for reference and necessary action.

It is agreed that within a maximum of two working days from the date of the Complaint's il callall 138 asia jUadls (5 Sl Jiaasd G )l (e = (sl 28K - (e sy IR Gl giaa o gl 43l e i) (e
submission, a bank representative shall notify the applicant of the complaint’s reference number (1 (3 (5 Sl aa jall W80 BlEAY) adle (pay 13 (5 K8 andl Ao O 32alls 423 e ¢(s S8l aa all
and inform him/her of the period required for investigating the complaint. It is therefore necessary L sSa Aalia 4K ADA
to maintain the complaint’s reference number through which the complaint may be followed-up.

The applicant declares that in the event where the complaint falls under full or joint liability with sl @lulls ¢ AT el xa AR5 o 2SN A g posal) Alilda a5 SN £ pnse g Bs Alla G adly (oS00 a2k &
another bank, QNB has the right to send all or part of the complaint to the concerned bank in  ae Jalxill Al ciladad 8 535150 oyl suall 5 lel yadl Wy @l i) @l ) (5583 o o a5l US Ala) 3
accordance with the procedures and regulations set forth in the Central Bank of Egypt directives L5 Sl il a3 paliall 5 s gl
for complaint handling.

Client’s Signature: bl adia adg5 Dater sl

General Conditions for Customer Rights Protection:

. The bank stresses the importance that the customer should carefully read the terms and conditions cAna Ao gl 3giall asen s Sl o Aedial) G jeanl leadll alSaly Loy il AAEA el il Jaenll o8 5550 o Gld) Xy @
of the services provided by the bank, as well as all contracts that have been entered with the Lol asil) U Gl o Gmsat (5T (pe L sla g Q) L gumg g Gl
customer to ensure that they are fully clear and do not contain any ambiguity or uncertainty prior
signing them.

o

. The customer has the right to inquire from the customer service employees about any confusion or ceSkaad) Aaxd ilh ga g lld g LSl g anall o 58 ol Man g " (msat sl G (5T e V) aeall Gay @
uncertainty “if any” regarding the terms and conditions of the service.
. The bank has displayed all the terms, conditions, fees and commissions of the banking services it sy by O el S 5y il e @lliy 4l A8 peadd) cilexdll Al ASaYly il WS £l il 6 e

provides on its website http://www.gnb.com.eg. Interest rates are also displayed on the screens 2 gl Ll 81 535 LS e pomall ailand e 5aiod il 0¥ ganll s il 5 pumall 28 (panaly &35 http://www.gnb.com.eg
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available at the branches for review prior to applying to any service or product.

. If the bank rejects the customer’s application for subscription to a service or product, the customer
has the right to receive back the original documents he has submitted for such subscription.
o The customer has the right within two days to request the cancellation of any inactivated service or

product (except depository products). In such case, the customer is entitled to refund any amounts
paid for the service and cancel any permanent instructions previously given by the customer in
connection with applying to the cancelled service.

o The customer has the right to perform transactions on his account through the means provided by
the bank. In this respect, the following should be respected:

1. The customer shall safely maintain all those means in such a manner that prevents other parties
from accessing them.

2. Where any of those means (e.g. PIN number, password, cards ... etc.) are lost, the bank shall be

immediately notified through calling the Contact Center or visiting the nearest branch. The customer
shall not be responsible (except where it is the customer’s fault or negligence) for any liabilities
arising from the use of any of those means after the date the bank has been notified of their loss or
theft. It is noteworthy that after the bank is informed by phone, a written notification signed by the
customer shall be submitted to the bank.

3. After the bank is notified in cases where the card is lost or the occurrence of account fraud, the
bank shall refund any debited amounts/fees unless it is proven that the transaction was authorized
by the customer, or an act of circumvention was carried out by the customer.

4. It is necessary to notify the bank/service provider immediately and without delay upon becoming
aware of any transaction involving theft, embezzlement, act of circumvention of accounts, or debited
transactions performed on debit or credit cards without the customer’s authorization. If the customer
does not comply with the above, the customer shall bear full responsibility for any transactions
carried out without his approval and the resulting commissions and expenses.

. In general, the customer shall be contacted via any means of communication maintained at the
bank (e.g. correspondence address, landline number, mobile number, SMS message, e-mail
address “if the customer signed an E-mail Authorization Form” ...etc. Accordingly, the bank
emphasizes to the customer the importance of providing accurate data and information to the bank
about the customer’s contact details for prompt and easy communication with the customer on one
hand and to maintain the confidentiality and safety of the customer’s data on the other hand.

. The bank notifies the customer of the necessity to update the customer’s contact details if any
change occurs.

. The customer has the right to submit a request for receiving paper copies of his bank account
statements against the payment of stipulated fees.

. Moreover, the customer has the right to request any detailed information about any account he

holds, or any transactions carried out on them within the last 5 years maximum.

Complaint Procedures and Customer Rights Protection
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As the bank is keen to protect its customers’ interests and rights, therefore, and prior to signing on this
application, the customer/guarantor should:
Accurately read all the terms and conditions, especially those related to the interest value and its nature
(fixed / variable) and the means of calculating it, as well as the due dates for the interest-bearing accounts.
Inquire from the competent employee about any confusion or uncertainty in any of the application’s terms.
The customer has the right to object if he did not receive the booklet attached to this application, which
includes a detailed statement of the nature of the accounts, their description and the mechanism of
withdrawal from them, especially accounts such as debit cards, e-wallet service, online banking service.
The customer has the right to submit a complaint to the bank in the event he objects to any banking
operation that has taken place on his account or if he suspects there is a fraud to his accounts or any of
his transactions with the bank according to the following details:
Firstly: - The client is entitled to submit his complain in several ways according to the following: -

. Complaints box found in the branches
Tablets found in some of the branches
Hotline at the contract center no.19700
Email: Quality.feedback@qnb.com.eg
Bank’s Website www.QNB.com.eq

. Quality Assurance Department / Central Unit for Customer service 5 Champollion Street -

Downtown - Cairo]

Secondly: - The Bank shall be complied to respond to the complaint (through writing or email) within
fifteen working days from the date of receiving it except for complains related to transactions with foreign
agencies where the client would be notified with the requested time to examine his complain.
Third:-Incase of the client’s non-acceptance to the Bank’s reply, He shall be entitled to notify the bank with
his reasons of objection within fifteen working days from the date of his notification of the bank’s reply
otherwise it would be considered as an acceptance by him to what was mentioned in the bank’s reply.
Fourth: If the customer objects to the bank reply, the bank shall re-examine the complaint and notify the
client of the final response
Fifth: The client has the right to escalate his complaint to the Central Bank of Egypt in case he objects the
Bank’s final reply or in case he did not receive any reply to his complaint.
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Actions taken/recommendations:
Enclosures if any:

Concerned Department:

Person in charge:
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Lais gyl alasead
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