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Customer Inquiries and Complaints Procedures

Our aim is to find a fair and timely solution that
puts our customers first. If you have
inquires/complaints about AlB's products and/or
services, the following will guide you on various
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ways to raise your inquires/complaints and have
them addressed promptly.

1. The Hotline:

Please contact

The Contact Centre is available to answer
your questions and/or inquiries, including
those related to assisting you in filling
your complaint.

2. Talk to the people at your nearest
Branch or Service Centre:

Our customer service representatives at
each branch assist our customers with
questions, suggestions, and complaints. If
the person you speak to is not able to
resolve your concern to your satisfaction,
please speak directly to the Branch
Manager, who has the authority to resolve
the majority of problems that arise.

3. Make a complaint through the
“Complaints Officer”:

If the Branch Manager has been unable to
resolve your complaint satisfactorily, you
may open a formal complaint, which will
be handled by the “Complaint’s officer”
of the bank.
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How to make a written complaint 4 % (g glS ol SliCay i
Complaints should be made in writing through A0 ol il o) JNA (e Ay 1S (5 KA apa8 Cany

one of the following channels:

1. Online Form:You can completethe (e (5 Sal #3000 US| cliSay 1o AN e 1

online complaints form on Al Baraka’s Al ey ad g
website
2. Complaints E-mail/Telephone: AL A g SN w2
Telephone: sailell
3. By Post: Kindly post it to the following o)sill e Wil oa i 1udl @k oo 4
address: QAL
Complaint Officer (CC), ((CC) s <all J g
AlBaraka Tower, Bahrain Bay, o) il A<, o
P.O. Box 1882, 1882 « .=
Manama, Kingdom of Bahrain. Lol Alea cdabiall
P.leas.e remember to take the postal _service il 5y Uy Ty ) endl e Litfat) i o8
time into account for our response time. Al 32l
Expected timeline to address your 1l gl g lilutlaia Atil B gial) a3 < gl

requirement and complaints:

Unless otherwise prescribed by the CBB, the i cclldcada e g 38 pall cpoaall (o joan analle
following general guidelines will be followed (5 il e o)l (et Lad 00l dalad) cilalis yY) ¢ Ll
regarding responses to issues and sCleled) /
Complaints/Allegations:

a. The bank will investigate the & <l ludiul/s all & sty Gl oo |
complaints\inquiries as soon as possible .dac ali 5 (e 43 alig (Sae S5
and shall get back to you within 5 working
days.

b. Incase the compliant requires more time, (x lu <&l da 4 Y Gl Ja 4 @
the bank will update the customer and )l b Cosu 5 el Jaaall jUad) adis (24l
provide a resolution within 4 weeks. ,@\,‘Lui 4 =t A

If you are not satisfied with the provided il J8 (0 adiall puddll/dall e Gial ) oS5 &1 1Y)
solution/explanation, you may escalate your cp sl cijeas - eSleal) dlan 2a 5 aa Jocal 5ill SliSasd
compliant to the Customer Protection Unit - L) (e gy 30 st 8 5 Sl
Central Bank of Bahrain (CBB) within 30 days i

from our response.
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