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a. Kindly attach the documents related to the complaint, if any

b. Reference to customer rights instructions that have been
circulated from the Central Bank of Egypt that address the
related parties who are responsible for complaints’ investigation,
particularly emphasizing on handling complaints fairly with

transparency and no discrimination

Thus, please find below the key channels related to complaints
handling in FABMISR.

c. Complaints process:

« Conducting a welcome call/ or sending an SMS after receiving
of the complaint through any channel to provide the complaint
serial number/reference number which must be retained by the
customer

* Investigation with all related parties
* Investigation with external parties if required

« Follow up with the customer through a text message

« When a final solution to the complaint is reached, the customer
is contacted through a call and the complaint is closed

d. Turnaround time for the complaint’s investigation:
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unless the investigation involved external parties
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* The complaint is free of charge service offered to the bank’s
customers or non-customers

« In case the customer objects to the complaint’s resolution,
he/she should notify FABMISR through digital channels or a
written request within 15 days maximum from informing him
with the bank’s reply, specifying rejection reasons

« In case customer does not provide any objection to complaint’s
resolution within 15 days maximum from informing him with
the bank’s reply, it will be considered accepted by the customer.
FABMISR has the right to accept the customer’s objection
only for valid reasons

* Or in case there is no answer after reviewing the complaint
again and the final response to the customer within 15 working
days accompanied by adequate and clear justifications, the
customer has the right to escalate the complaint to the Central
Bank of Egypt in case the customer does not accept the second
response from the bank

e. Available channels to receive your complaint:

o FABMISR branches (Written complaint)

* For personal banking customers, call the contact center at 16555.
For corporate customers, contact 15001

* FABMISR website (www.fabmisr.com.eg)

* Online banking/Mabile banking

For direct communication with customer rights unit please send
the complaint to the email CustomerCare@fabmisr.com.eg with
writing “complaint to customer rights” in the subject.

For terms and conditions please visit the bank’s website
www.fabmisr.com.eg.
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