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Liitlgguuo
g 839allles Llelg cilosall Jiasly plsll liySlgiue sojis ugojile (i « ilasell kgl cligll La
lilié o dostall culagidally Jolall e yal) pé cllgimall lgia wesy Lill @lidiudlg 8yl cudllsll

nylys ol 53l Jola e aully Juaal JSuds doscoll sosuidll dalleal 03ga ()bad cligl Jimus

oSl Lo Lo

ilaell il clidll lgosa) doss of aiie e (uSlgiuall Ly pac e S of gad pei e 8)le oSl
b iloall iball il go clyla o (T olin sl of Sulaill of apsgill cull ll G2y (slgiuo lidua,
il cadllaadl

clidl calaiio

doaall cilgisg Calosall

Uil sl

ag-.l.)mu dliio_lJL! - . . | l_.l. . e ”

cldaillg rog.u.l)ﬂ

hluwadll Juanig adaiuwell culegasall

(Bpiibuall calepiall 83ag « JLaill jSpo « gopall) cuslgimall Juail bolai

duagiaillg ol

T 595l pAT LauS
o STl el JUa oo 081980 / agilalyial ye jueill plysl LuSlgiue e lhuung Igu jodll liles sal

Ul clgiall i

Juaidll j5y0
# , .
#® # .

cx@nbo.om clloell dosal igusddl sypll
www.nbo.om liedgo JUA o

(Baioll el cililodll / vloc) gojall gaon


mailto:cx@nbo.om
http://www.nbo.om/

SosSlginall (solsils go Jolai cays

csalsuill 3)ls] plai Jla o lghauui @y « ollel lgal] jLivall solSuidll cilgia (o ST Jls (o (oSl Lali sie
Laad

sosuiull easall @iyl lgs jgSi0 lips] Jauwall Jgeaoll psailn pd) Lle sppas dpai ) Haliiu

Jal Spadi Gloj Jgaa pagi e « sosuill ggig copall / Juailll jSypo JUa (po dlauall (sgsuidl e 2l
soSuudl

ayh il o esSlgsi Ja g lidan

sal Jid go pSeo Jalgill piyw « 438ba] Giloglen Ll dalall of « cudgll o sujo Gl dalall dlls L4
anagill cliyll Lakgo

Ligsl Jauall Jganall pSaile ) épuad dpai by Juy) piuw « oSl o 30

ilaell Sibgll clidl Jals pSlgSuis pd) dyaus
Lisll 8)ls] M slgSiis @ty pSI b « pSilsibio Jal dighs g polll Gl of Jall e Lualy oS3 ol 13]
Uil 10 Waag ilasll ikgll

Joc pll 5 o sl sgsuiall Ja (5321 / padall Jall e yaly e - Jodll sgiamall

oo Sl
aaell Joiy :dlalall

63gall (puunig clloell &ipai cljil- dosall slspiwul pao
batool@nbo.om

#Ht # #

# # # B # #

5 JUs Jodll soiumall LIl lges) ey pSlgSih / pSiloleal s of cusai sg29 pac dlla é - 1ilill (sgiuall

doxall slsjil pao o padall Jall ye yaly ue of . Jac pli

fuo Sl
UJQ.D!J.OJ' a1 ralall

63gall juuuaig clloell diyai :.Ij.'i'l gu)
saidhm@nbo.om

+# #


mailto:batool@nbo.om
mailto:saidhm@nbo.om

# # # # I

ileell Sjspall il Ll pSlgsuis pap waéyig yaly pe lj bo
paiiall ajisall of ¢ Jall e Wal) ySi @l Jb a Gilaell SiSpall clidl Gl @SlgSid ga) o Gall LAy psgal

.Jnmlogg30tJQMﬁﬁx9ﬁx;ﬂeﬂ|ﬂﬂﬂu lilss oo

Commitment

In National Bank of Oman, we are committed to provide our valued consumers with the best services. In
the rare and unfortunate event that a consumer is not satisfied with results or recommended solutions
in addressing complaint, the bank will do its best, to address them swiftly and proactively to prevent
them from recurring.

What is a Complaint?

A complaint is a verbal or written expression of dissatisfaction by consumers on a product or a service
provided by NBO. As a consumer, you have the right to seek clarification, feedback, or justification on
any of your experiences with NBO within the following areas:

Bank Products

Services and Servicing Channels

System performance

Shari’a compliance related issues

Fees & Charges

Promotional/ Marketing activities

Outstanding payments and Installment Collections

Consumer touch points (Branches, Call Centre, Direct Sales Unit)
Security and privacy

How to file a complaint?
We have made it easy and simple for our valued consumers to voice their concerns/complaints. You can
raise your concerns/complaints/provide feedback through the following channels:

Call Center
e Call Center: 24 770000 (24 Hours)
e Fax: +96824942704

Consumer Service Email cx@nbo.om
Through our website www.nbo.om
All Branches (Oman/UAE)

How do we handle consumer complaints?
Once a complaint is received through any of our complaints’ channels indicated above, the same is
logged through our Complaints Management System.
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Once registered you will receive an SMS in your registered mobile number with your complaints’
reference number.

Based on the logged complaint through call center/branches and category of the complaint an
estimated timeline of the complaint resolution can be provided

Our aim is to resolve your complaint in a timely manner.

In the event more time is required, or additional information is required, the banks staff will contact you
to express the same.

Once the complaint is resolved an SMS will be sent to your registered mobile.

How to escalate your complaint within NBO:
If you were not satisfied with the resolution or it is taking too long to resolve your issue, you have the
right to escalate this to NBO management as per the following:

Level (1)- Not satisfied with the resolution provided / Complaint resolution exceeded 5 working days

To whom?

Ms. Batool Al Ajmi

Service Recovery Manager
batool@nbo.om

Tel: +968 2477 8276

Working hours: (07:30 am - 03.00 pm)

Level (2)- In case there is no update or resolution of your concern/complaint after escalating to level (1)
within 5 working days. Or not satisfied with the resolution provided by the Service Recovery Manager

To whom?

Mr. Said Al Marhoobi

Head of Consumer Experience Division
saidhm@nbo.om

Tel: +968 2477 8274

Working hours: (07:30 am - 03.00 pm)

Still not satisfied and want to escalate to Central Bank of Oman

You also have the right to escalate your complaint to the Central Bank of Oman in case you were not
satisfied with the resolution/suggestion, or if we do not provide you with a final resolution within 30
working days.
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