AU sl Gilelpa] Jads
Customer Complaints Procedures Guide

At BisB, customer satisfaction is a prime
concern.

The Bank not only believes that providing prompt and efficient
service is essential but also recognizes the right of its customers
to complaint. In fact, customer complaints are a valuable form of
feedback to improve its services and processes.

When we receive your complaint, it will be dealt with promptly,
effectively, and in a positive manner.

The Bank's complaints process is free of charge and accessible to
all customers, investors, depositors, and shareholders.”

e Call Us

Contact Centre: Call our contact centre team available 24 hours /
7 days, on +973 17515151.

Corporate Banking: Call your Relationship Manager or Call our
contact centre team available 24 hours / 7 days,

on +973 17515151.

e Visit Us
Branches: Visit any of BisB nearest Branches and speak with our
Customer Service Representatives or submit your Complaint Form.

* Complaints Forms can be found at our website as well as
branches.

¢ Write to Us
E-mail Us: Send your complaint to our Complaints Officer via
e-mail to the following: Complaints@bisb.com

Letters: Send your complaint letters to us, addressed to our Com-
plaints Officer and Bahrain Islamic Bank, P.O. Box 5240, Manama,
Kingdom of Bahrain.

Website: Submit your feedback / complaint via our website
complaints portal.
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¢ Social Media Platforms

You can also reach out to us via BisB’s Social Media
Platforms on:

@ Instagram:

@bahrainislamicbank

E] Facebook:

@bahrainislamicbank

E] LinkedIn:

Bahrain Islamic Bank - BisB

¢ Complaints Acknowledgements

All the complaints received will be acknowledged by writing to you
along with a reference number within 4 working days of receiving
the complaint.

In case you do not receive an acknowledgment within the said
period, please call our Contact Centre.

¢ Complaints Final Response (Resolution and Redress)

Following your complaints acknowledgment, the Bank will respond
in writing to your complaint within 4 weeks, explaining the position
and the Banks decision on how your complaint will be dealt with
and at any point you have the right to redress your complaint.

If you do not receive a resolution within the said period, please call
our Contact Centre.

¢ Unsatisfied Complaints:

If you are not satisfied with the Bank’s final response, you have the
right to submit your complaint case directly to the Central Bank
of Bahrain (CBB), Consumer Protection Unit, within 30 calendar
days from the date of receiving the Bank’s final response via the
following channels:

Website: Submit an online complaint form via:
https://www.bisb.com/en/customer-complaints

or
Telephone: Contact the Consumer Protection Office
on +973 17547789
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