oSlgiall (solsuis aalleo ayl dlogll wibgll elil 5
Consumer Complaints Handling Mechanism NB05\\

c

lislgguuo
g 839allles Llelg cilosall Jiaaly plsll LisSlgiue sojis ugejile ¢ai « ilasell ikgll clill La
il (o0 dosdall culajidally Jololl e yaly pé cllgiuall lgus wgsy Sill ailitiudllg )slill catllsll

nylys ol syl Jola e g Juadl JSudn doscall soSudll dalleal oxga (jbad celial Jius

fsosuull oo Lo

silaall Gibgll clill lgosay dosa of alio ge uSlgiuall Lay pe e S of gadd puei oe 6)le oSl
b ileall bl cligll go lyla o (i ol ypil of Gulelll of apdeill calls ell g2y [Slghue clida,
il catllaall

Ll calaiio

doaall Culgisg aloaall

oLl sl

ag_.l.F::J.l-I dli‘io_IJL! . . I . II L!l . e II

calaaillg r°9—U-UJ|

dudyguuill / dumagyill dnuidll

hluadll Juanig daniuwell calegasaoll

(Bpiileoll cileall 33ag « JLailll jSyo « gopall) (uslginmall Juail balai

duagiaillg godll

e Sl sl J1a o agiglsilt / pgilalyial oo pueill ol lySlgiue e Uy Tguw polll liles sal

il ulgiall upla

Juailll jSyo
(Aol Y£ o o) YEVY i on o
+ATAYEAEYVLE S o

cx@nbo.om clloell dosal igyisdl sypdl
www.nbo.om liedgo JUA o

(6aaiadl dupell culjlol / yloc) Eg).éﬂ &roa


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

S ouslgiuall (sglsiis go Jolali cays

csolsudull &1s] plai Jul o lglai ey « odlel Lgull jLitall (solSuil ulgis ¢po Sl JAIa (o (soSulr ali aic
Ligad

wsoSull eapall pagll lgs jgSie lusl Jauell Joonall psailm pd) Lle puas duai dluy aliiw

Jal Spadi Gloj Joaa pagi i « sgsuill ggig copall / Juailll jSpo JUa (po dlauall (sgsuidl e Ly
soSudl

sl Jié o pSeo Juslgill piuw « &u8bal cilegles ] dalall of « cudgll (o sjo Sl daball @l a
Lysd Jausall Jgonoll pSailn | 8pnad duai @by Juyl e« sgSuiull Ja sy

ilaall Sibagll cligll Jsls @SlgSii géy dyays

cligll 8)ls] ] @SlgSuls ga) @S] o « @SilSuire Jal dugh lag solll Gyaiwl of Jall ye aly ySi @l 13]

ayllill 4Tl Bag ilasell ikgll
Joc plil 5 ;o 4isT sgsuiull Ja (s32i / psdall Jall ye yal) pé - Jodll sotuall

oo Sl
aaell Joiy :dlalall

830all (uunaig elloell dupai elyil- dosall slspiwl pao

batool@nbo.om
+ UTA YEVYAYVT -kl Caila

(oa ViV -a Vi ) idedd dlela

5 JUla Jodll (sgimall I lgas) sey pSlgSus / pSilolaal s of Cuysai sgag pac @lla ,a - iilill  soluall

doxall slsjinl o o padall Jall e yaly ue of . Jac ol

VERE
UJg_mJ.oll s alall

63gall (puunig edloell aupad eyl uud)

saidhm@nbo.om



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

+ ATA YEVVAYYE -l Caila
(ua\/;% -ET‘:~~ )dAzj\ Sle b

ileall ($jsadl il Gl pSlgsuls gap wagjig yaly pe wulj bo
piiall agiall of ¢ Jall e Lal) oSi @l Jbo La Gilasll $jSyall clidl Sl @Slgsi gé) o Gall Lag syl

Joc pgi 30 ugiac o Silgill jlially id 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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