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ABCIB Complaint Handling Policy and Procedures
Meeting and exceeding our clients' expectations is the most important part of our business. There may,
however, be occasions when something goes wrong that leaves you dissatisfied. If this happens, please
let us know and we will do everything we can to resolve any problems or difficulties. Our aim is to always
resolve such matters as soon as we can and to your satisfaction.

Making a complaint
If something has gone wrong, please let us know by contacting any of the following:


Your ABCIB Relationship Manager or ABCIB contact on UK Tel: (44) (20) 7776 4000; or



Writing to the Head of Compliance, ABC International Bank PLC, Arab Banking Corporation House
1-5 Moorgate, London EC2R 6AB : email : LondonRegCompliance@bank-abc.com

The person you contact will note the details of your complaint and then ensure that this is dealt with in
line with our complaints procedure described below.
How we handle your complaint
Step 1
The person at ABCIB that you contact with details of your complaint will always aim to resolve the issue
as soon as possible. On receipt of your complaint we will acknowledge it in writing. If the issue can be
resolved by the end of the third business day after receiving your complaint, we will provide you with
written confirmation.
Step 2
Complaints relating to payments in or out of your account, including complaints about making or
receiving payments on your accounts with ABCIB:



We have 15 days to resolve these complaints. We’ll send you our final response as soon as
we’ve completed our investigation.
If there are exceptional circumstances we may take longer than 15 days to investigate your
complaint, we’ll however resolve all payment complaints within 35 days. These may be
extended to 35 business days where an answer cannot be provided due to reasons outside of
direct control of the Bank.

For all other complaints, if for whatever reason we need to investigate further and we cannot resolve
your complaint by the end of the third business day, we will:


Acknowledge your complaint and provide you with guidance as to when we anticipate coming back
to you



Provide you with contact details or confirmation of who is handling your complaint



Keep in contact with you to update you as to the progress in investigating your complaint
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Send you a final response as soon as we can



If at the end of 8 weeks, your complaint is still unresolved it will move to step 3.

Step 3
If at the end of 8 weeks, your complaint is still unresolved, we will send you a written response to
explain why we are not able to send you a final response and let you know when we expect to be able
to provide you with a final response.
When we send you a final response either resolving the complaint within 8 weeks (step 2) or letting you
know that it will take a little longer (step 3), we will also tell you whether you are eligible to refer your
complaint to the Financial Ombudsman Service for further review.
The Financial Ombudsman Service is an independent body that can review your case impartially and
make a final decision on banking or other financial disputes, where you have made a complaint and you
remain dissatisfied or we have been unable to resolve it.
If you want to ask the Financial Ombudsman Service to review your complaint, you need to do this
within six months of the date of our final response letter. The Financial Ombudsman Service will not
consider a request for review until 8 weeks after you made your initial complaint, if you have not
received a final response from us.
Information on whether you are able to refer your complaint and whether the nature of your complaint
is something that the Financial Ombudsman Service can deal with, can be obtained by contacting them
using the details below:
The Financial Ombudsman Service
Exchange Tower
London E14 9SR
Telephone: 0800.023.4567 (or +44.20.7964.0500 if calling from outside the UK)
Email: complaint.info@financial-ombudsman.org.uk
For further information, you can visit the Financial Ombudsman Service website at www.financialombudsman.org.uk.
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