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Transaction type

O ATM withdrawal transaction

0O ATM deposit transaction

O Purchase transaction or e-commerce transaction

O Transfer through electronic wallet for an individual or merchant
O Transfer through InstaPay to an individual or merchant

Dispute nature

O I did not authorize or participate in the transaction (my card was in my
possession when the fraudulent transaction took place)

O Transaction deducted although rejected by merchant
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O I paid for the transaction by other means (Cash/another card) (Enclosed
is the copy of the receipt issued by the merchant establishment evidencing

direct settlement)

OThere is difference between the transaction currency and the statement
currency and attached is a copy of the original voucher showing the correct
currency

O The amount of the transaction is incorrect, | was charged EGP ()
| should have been charged EGP () (Enclosed is a copy of my
charge slip)

0O Only one transaction was authorized by me but the account was
debited more than once

O The above transaction relates to goods/services which | ordered but not
yet received. (Enclosed is a copy of my correspondence with the merchant
establishment enquiring about the delivery of the goods/services)

O The goods that | purchased are not as described (Enclosed is a copy of

my letter/email to the merchant establishment)

O Merchant didn’t process a refund (Enclosed is the refund proof)

O Requested cash amount was not received from the ATM

O Requested cash amount from the ATM was not fully received, only part
of it was received

O The required amount has not been deposited through the ATM

O The full amount was not deposited through the ATM, only part of the
required amount was deposited

O Amount was not transferred successfully and is not reflected to the
beneficiary side (InstaPay - E-wallet)

O Transfer by mistake to wallet/account/mobile wallet/InstaPay email.
Include the beneficiary national ID, name, instant payment address, phone

number (if available)
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O Transfer done but beneficiary has no wallet, please include the beneficiary

national ID (if available)

0 Others
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Customer decleration

The customer s liable for any transaction in which the Personal Identification
Number (PIN) code was inserted successfully whilst performing a
transaction.

In case of wrong/incorrect transfers, we would attempt to initiate a good
faith trial with no guarantees of receiving a reply from the acquirer side.
The customer cannot dispute a transaction after 45 days for wallet
transactions, 45 days for InstaPay, 75 days for Point of Sale (POS) transactions
and 100 days for deposit/withdrawal transaction of processing it.
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The customer understands and accepts that the bank shall retain all
records and documents related to the transaction and any associated
dispute for a period consistent with the requirements set forth under
applicable anti-money laundering requlations, including but not limited
to, retaining transaction details, correspondence, and supporting
documentation even if the dispute has been resolved.

I hereby apply for the request described herein and confirm that | have
read, understood and hereby agree to FABMISR S.A.E. general terms
and conditions for cards (Version 1.0 - May 2022), | also agree to all
fees and charges which have been made available to me and can be
found on the Bank’s website www.fabmisr.com.eg, | request FABMISR
S.AE to investigate this matter and credit my account held at the Bank in
case the dispute is accepted.

Communication language

- Arabic
- English

Available channels to receive the dispute form

- FABMISR branches
- Contact Center for individuals on 16555
- Contact Center for corporate on 15551

- Website (www.fabmisr.com.eq)/Document center

Complaints

Submit complaints by calling our 24-hour contact center at 16555 or
submit a written complaint at any branch. In case the bank does not
respond within @ maximum of 15 working days from the date of receipt
of the complaint, except for transactions with external parties where it
takes longer to examine and the customer will be informed in a timely
manner of the expected period of response to the complaint. The
borrowing issuance applicant/client has the right to refer to the Central
Bank of Eqypt. In case the customer notifies the bank in writing within
15 working days that he does not accept the response to the complaint
submitted by him/her, the bank will reconsider the response and examine
the complaint again and the final response within 15 working days, and
in case the customer does not do so, it will be considered an implicit
acceptance of the response. In case the customer does not accept
the response by the bank to the complaint, the client has the right to
escalate the complaint to the Central Bank of Eqypt.

Customer Signature
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For Bank Use Only

Bank staff name

Bank staff name

Date

Branch manager name

Branch manager signature

Date
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