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Dear customer, kindly refer to the bank first and wait for the response before
submitting a complaint to the Central Bank of Egypt.

You can file a complaint through any of the following channels:

e Contact the bank’s call center at: 19336 and choose the number (9) given that all
calls are recorded for reference.

e Visit the bank’s website www.nbk.com/egypt

e Send an email to: customersprotectionrights@nbk.com.eg

e Visit the nearest branch, fill out the complaint form and hand it over to the
customer service employee or place it in the complaints box.

e (Contact the Customers Protection Rights Unit by visiting the Bank’s headquarters.

e Scan the QR code located at all bank branches to evaluate the service.

e The complaint tracking number will be sent to you through an SMS or email and
a bank representative will inform you of the period required to investigate the
complaint within a maximum of two working days.

e You must keep the complaint reference number in order to follow up on your
complaint.

e Please note that your complaint will be responded to within 15 working days of
receipt (In the case of complaints related to transactions with external parties,
the investigation may take more than 15 working days. In this case, we will
contact you to notify you of the period required to investigate and respond.)

e The bank may refer all or part of the complaint to another bank if the subject of
the complaint is located under total, partial or joint responsibility with another
bank.

e In case that you are not satisfied with the bank'’s response to your complaint,
the complainant must return to the bank with a written objection within a
maximum of 15 working days from the date of receiving the bank’s response.
Otherwise, after no objection, the bank’s response is considered accepted. In
this case you will be notified with the tracking number of your objection within
a maximum of two working days.

e The bank will reconsider the complaint in case of receiving the objection of the
complainant within the specified period and provide a final response to the
complainant within maximum of 15 working days from date of receipt of the
objection.

Declaration

e The complainant acknowledges that if the subject of the complaint
falls under total or joint liability with another bank, NBK-Egypt
has the right to refer all or part of the complaint to that bank, in
accordance with the regulations and procedures issued by the
Central Bank of Egypt.

e The complainant acknowledges that he/she has received a copy of
the dated signed complaint.

e The complainant acknowledges that all the information he/she
has provided is true, precise and bears full responsibility for the
inaccuracy of any such information.
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