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Complaint Form
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We apologize to you if there is any difficulty in obtaining any of the services provided by the bank or with any of its employees or through the procedures followed, and we hope that you
will fill out the following form and submit it to the bank, and we will consider your complaint and respond to it as soon as possible, as shown in this form, and the complaint will be dealt
with with the utmost confidentiality and credibility

Complaint Reference Number @l Gl ody
*The Number is fullfileed by the bank official Clidl Jghune @y e @3, elain] on *
Date and Time ] —/-- ] wenn] e <39l 9 gyl
Reason for Complaint S9Sid!
*You can choose one or more reasons AT 9wy Caan Hlas] oSen *
Quality of service or product Yes [ No [J oy e @d\gi dousl 89>
Refusal to provide service or product Yes [ No [J oy 0 e @:;dle dousdl s (yad)
Negligence, error or any unsatisfactory . 2 Dol b aliall of Uasdll ol puaicd!
. . . ) Yes [ No [ oy 0 e AR ]

behavior when dealing with complainants Syadl @de go Jaladll dis (5250
Prsblemfs with citi'sclos.ing act:al return S Aulad)] 5l Yunn e zlasYl Slio

rates or fees or fines imposed on _ o s L .
Yes No [ oy | o3 EW | Slalyadl gf |
providing or canceling any service or e I u‘ )’d .3 ‘a}w)
Tia 9l dods- Sl =3

product -

Terms and conditions for providing service - .
Yes [J No [ oy 0 e gl ol dodsdl @uuss o819 bog
or product [ 2 o o9 2o
The period required to receive or cancel . ol Sleusdl o (6T Ak &y Buke!

) Yes [l No [J oy 0 e T«

any of the services or products ela] of Clitial!
Mechanism for dealing with complaints Yes [ No [J oy 0 e SgSdl ao Joladl 447
Introductory or marketing materials and Autsgaudd! ol duds yaidl ol &illy Slgall
v & Yes [ No O 0y O e elosadll o) iyadll Al 2lg)

brochures for products or services Olousdl o Glxial)
Any procedures or decisions that the

complainant sees as conflicting with the B Al v A
Yes [ No [ oy [ e Oledadl gl Aball I3yl gall 5)laj)
relevant laws or instructions and controls o J 018l go o2y

] | Sldl e 8 | Jaslguall
issued by the Central Bank S3Syedl elidl e 8ysball Laslgually

Complaint Data g5l Wbl
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New Complaint Yes (@ No 0y [0 e Bl oS
Objection to the
Bank's Response ) idly Je 2lis]
(The reference number of Yes [B@No oy [end el @)l g o)
the previous complaint is (Al (Sl
clarified)
Escalation of a
Complaint Type Previous Complaint | e ssSad b oSl g5
(The reference number of Yes [B@No oy [end el @)l g o)
the previous complaint is (Al (Sl
clarified)
If you answer “yes”, please indicate the © (_"gJ\ L)l g o ¢ "o S A §
channel used to submit the complain S9Sidl @) Lgaldseiu)
Branch g
Department concerned with the complaint .. .
. N 9SMJ‘ L doaad! 8ylaYl
(The details of the name of the person responsible for the Central Department 4:\_)5).,4 LDL)! S 55 g ‘5 , ‘. e .DJ:.)}?]
complaint are clarified if possible) ( 2e 08 dyieoll pual deolBS 25 %)
Service Provider dods pdie
IZ;Z[;::Ct or service subject to the aSad) ol o il




Has a complaint been filed previously in

attachments, if any)

M|Q

Referance Number:
@l 03yl XN PR N an
the same regard Yes [ENo 0V es OLadl s § S9S 0485 (Baw J
(The reference number of the previous complaintis | (0Sal O dsluadl (SoSal) ammpall 8,1 5,83 @y )
mentioned ifpossible) T
The party receiving the previous complaint A Ldl (55 pMliw] dg=>
Complaint Detailes oSl Jao 3
Attachments details: 1oladyall Juolas
Are there any attachments to the .
. SoSall wladye uarg
complaint? (Please state the nature of the Yes LB No 0y o ] e Azse Jo

(@i O Slasyall dualo 4S5 slony)

Customer Data

Bank Customer Yes [ No [ e [] pad iy Jaos
Account number (if applicable) (429 0)) Dl 03
Branch/Service Provider Name douzdl pude / §,0)) e
Individuals m 0 31,30
Complainant classification Companies m 0O O SsSdl puie Caninal
Others : Oy
Full Name Bl
For customers with disabilities, you can contact the compliance officer at the branch for assistance in UL sl (3 8o lucal) &8I0 ALY Jgua] 490l oSao ol (5393 (3o Dlaal]
Himself el 0 Al
Client Agent (R 0 Jres SS9
) , Company . oL
Complainant's status Representative/Auth | @ . 8,5 pgie ] Jtes SsSall pude dase
or
Other: Sy
Personal identification number duasid! 3b>3 o)
Name of the company/institution . - iy .
representative authorized to submit the iy o2sholl duball [ AS4) Jins o
complaint sSa)
Commercial Registration Number Sl Joxudl 03y
Telephone Number gl 03y
Mobile Number Jgemall LSl 03y
Email G d !
Correspondence Address Olyall Olgie
Contact Address uolgtdl O)lgag]
Phone Number Bl 03y
Mobile Number Jgeonall Ll 03)
Preferred means of communication Email B9ASIY) ! Waiall Juolgidl Ay
Contact Address Juolgidl Olgie




Complaint handling mechanism

PREXPORRETEN|

Dear Customer, We strive to provide better service, so if you wish to submit any complaints
or suggestions regarding any of the services or products provided by the bank or any of its
employees or the procedures followed by the bank, we are fully prepared to receive your
complaints through any of the following means before going to any external party
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* Contact the Customer Service Center on 19320, noting that calls are recorded for reference
when needed
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* Visit the bank's website

il (39 IV gl B35 *

* Visit the nearest bank branch and fill out the complaints form and hand it over to the
customer service employee or put it in the complaints box
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* Send a fax with the complaint to number 27934101 (202)

(202) 2793410163) Je g5l ,uSB Jlayl *

* Contact the Customer Rights Protection Unit via email
Customer.right.protection@IDBE.COM.EG or on 01023199922
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01023199922 @3, e 9! Customer.right.protection@IDBE.COM.EG

* The bank's social media sites

il sloxxl bolgidl @lge *

\Within two working days - maximum - from the date of registering the complaint, the bank’s
representatives will notify you of the complaint reference number in the appropriate manner
deemed appropriate by the bank, while informing you of the period required to examine the
complaint.
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Please note that your complaint will be responded to within 15 business days of receiving the
complaint. In the case of complaints related to transactions with external parties, the
examination may take more than 15 business days. In this case, you will be contacted to
notify you of the period required for the study and response.
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You must keep the reference number of the complaint in order to follow up on your
complaint through the following communication channels:

*Customer Service Center on 19320

*Visit the nearest branch

*Customer Rights Protection Unit email Customer.right.protection@IDBE.COM.EG
*Customer Rights Protection Unit phone number

01023199922
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01023199922

The bank may refer all or part of the complaint to another bank, if the subject of the
complaint is It is subject to full, partial or joint liability with another bank.
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IIn case you are not satisfied with the bank's response to your complaint, the complainant
must return to the bank and notify it in writing within 15 business days from the date of
receiving the bank's response at most (otherwise, failure to object shall be deemed
acceptance of the bank's response).
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Iin this case, the bank official will, within two business days - at most - from the date of
registering the objection, provide you with a statement indicating receipt of your objection
with the same reference number accompanied by the date of submission.
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The bank will reconsider the complaint in the event that it receives the complainant's
notification of non-acceptance of the bank's response to the complainant of non-acceptance
of the response within the specified period and the final response within 15 business days
from the date of receipt of the objection notification

Acknowledgement
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|t acknowledge that in the event that the subject of the complaint falls under the
total or joint responsibility with another bank, the Industrial Development Bank has
the right to refer all or part of the complaint under examination to the other bank,
in accordance with the procedures and controls contained in the instructions for the
mechanism for dealing with complaints issued by the Central Bank of Egypt.
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|l acknowledge that all the information | have provided is correct and true, and | bear
full responsibility for any inaccuracy of any of this information or data.
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I acknowledge receipt of a copy of the submitted complaint.

Aadioll (§5Sa (yo e (2l 3]

Name
Date A/ e ]
Signature bl




