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CUSTOMER AWARENESS AND PROTECTION

Customer Rights

1. Check each term of the contracts signed with the Bank,
especially those associated with loans, accounts opening,
proxies, and letters of guarantee.

2. Refrain from signing any blank or incomplete document,

and make sure all information and amounts mentioned in

the document are complete and correct.

Receive a certified copy of the signed contracts.

4. Be informed about the amendments made on the products
and services at least one month in advance.

5. Be informed, at least two months in advance, if the Bank
intends to stop its operations, merge its activities with
another entity, or transfer part of its operations to it.

6. Be informed about the changes made on the interest rates
before they take effect.

7. Be informed about the interest rates and commissions
applicable to the services and products offered.

8. Withdraw the amounts from the account according to the
rules and procedures in effect, under "the terms and
conditions of opening and operating a bank account".

9. Be informed about the reasons in case of an account
closure, without the customer’s consent; knowing that the
Bank is entitled to immediately close or freeze any
account in case of detection of theft, fraud or based on
judicial orders.

10. The Bank has the right to close the account if its balance
remains "zero" for a period of 30 working days from the
date of opening.

11.Understand the implications of opening and operating a
bank account, to remain aware of the consequences of
misusing an account or a third party accessing it.

12.Recover any amount that is lost due to a technical error,
immediately and without even claiming it.

13.Receive information about the services and products, in a
clear, concise and easy-to-understand way.

14.Receive a periodic statement of account, as per the terms
and conditions and upon request.

15.Receive a decent and professional service that helps to
create an atmosphere of confidence, trust and appreciation.

16.Search for the most suitable product; compare between
similar products or services, requesting the most suitable
one or switching from one product to another easily and at
reasonable costs.

17.Submit complaints to the Bank regarding any service, loan
or transaction. Ask the Bank to explain the procedure of
the submission of the complaint and the time needed to
receive a feedback, as well as the procedure of filing the
complaint and presenting it to higher authorities if
unconvinced with the solutions proposed.
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Customer Duties

1. Provide accurate, complete and authentic information
when filling out forms for the Bank, and refrain from
providing any wrongful information.

2. Disclose all financial obligations when applying for a
product or service, while preserving the rights conferred by
the Banking Secrecy Law.

3. Provide the Bank with requested personal information and
update them on an ongoing basis and whenever requested.

4. Abide by the terms and conditions that apply to the service
or product used or consumed.

5. Notify immediately the Bank if unknown transactions are
detected on the account.

Customer Guidance

1. Refrain from providing any detail about the account or any
other banking or personal information, to any third party,
under any circumstance.

2. Refer to the Bank in order to identify the most appropriate
solutions when facing financial difficulties preventing the
payment of installments in time or the fulfillment of
obligations.

3. State in details the prerogatives granted to third parties
when granting official proxies to them for completing
banking or financial transactions. (Please refer to the
branch to receive a sample of the internal proxy as adopted
by Byblos Bank - Iraq)

How to Submit a Complaint

e Submit a complaint via www.byblosbank.iq, or by
contacting the Customer Service 24/7 on +961 1 205050
or +964 751 1205050.

* Submit a complaint through any branch or by sending a
letter to the Bank’s mailing box:

11-5605 Riad El Solh, Beirut, Lebanon

* Your complaint will be forwarded directly to the
competent authority at the headquarters; the content of
which will remain undisclosed to the staff and
management of the branch.

* Byblos Bank has a set of mechanisms to ensure complaints
are treated accurately and professionally.

e Submit a complaint to the Central Bank of Iraq if the Bank
fails to assist on providing a solution (support your
complaint with a proof of the Bank’s failure to assist),
or resort to the judiciary if not convinced with the solution
proposed by the Bank.
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