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Complaints Handling Mechanism

General Terms and Conditions

wylaill (b gai eliy

ADCB

B

aole bopd g plaal

The compliant can not be submitted to CBE directly without returning to Abu
Dhabi Commercial Bank - Egypt and obtaining an official response to the
submitted compliant except in two cases:

1. Failure to respond permanently to the complaint submitted by him within
15 working days from the date of receiving the bank

2. The customer does not accept the final response of the bank to the subject
of the complaint.

The compliant will be answered in writing or electronically within 15 days
from the date of receiving , unless if your compliant related to external parties
, and you will be provided by the required time to check the compliant

The customer can escalate the compliant to CBE in case of that submitted
compliant is not replied within the agreed period.

In case of that customer does not accept the response of our bank, an
objection should be submitted in writing from any of our bank branch’s within
15 days from the date of receiving our response including the reasons for not
accepting , Noting that failure to object during the agreed period is
considered as acceptance from your side , and the bank has the right to
avoid/Reject any objection related by the expiry of the agreed period for that

In order to provide special banking experience , in case of that you notify the
bank of not accepting the response , the bank will reconsider and review the
compliant again and will provide final response within 15 working days from
the date of receiving the objection, for taking care of your transaction on our
part we will provide explain , reason and justification our response in case of
no amendment or change after reviewing the objection.

The customer has the right to escalate the compliant to CBE in case of the
final response to the submitted compliant is not accepted.

The terms will be applied for a compliant from any of digital solutions /
services providers related to our bank.
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Complaint channels

Calling the call center 16862 from inside Egypt or 0020238280700 (from
outside Egypt)

Register the complaint through the website adcb.com.eg through the special
item (contact us)

Submit the complaint through the branches by placing the complaint in the
box designated for that in each branch.

Attendance to the complaints department headquarters at the Abu Dhabi
Commercial Bank - Egypt (block no.68 & 70 first block- Banks Center -New
Cairo)
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According to the instructions of the Central Bank of Egypt, clients may not
submit their complaints to the Central Bank immediately before referring to
the bank concerned with studying the complaint and completing the
procedures outlined as follows: -

1- The customer has the right to submit a complaint to the Complaints
Department of the Abu Dhabi Commercial Bank - Egypt - or any of the
bank’s branches, through: the hotline, the website, and registering it with one
of the other methods provided or created by the bank.

2- The customer is provided within two working days of registering the
complaint with a reference number to be able to follow it easily, with the
possibility of following it through by calling the call center.

3-In the case of complaints related to transactions with third parties, the
checking may take more than 15 working days, in this case the bank will
contact direct with the customer to inform them with the period of the
response.

4- Bank committed to put a handling mechanism to know customer’s
satisfaction, Also put periodical following system to measure the quality of
handling the complaints that presented to the bank.

5- Bank committed to inform the complainant from llliterate for their right to
submit the complaint, assist them & clarify the mechanism to comply with it
and the specific timing frame.
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