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Customer Complaints Handling
Procedure

We at Procco Financial Services W.L.L. are
committed to providing quality services to
our customers. We encourage our
customers to immediately contact us if at
any stage they feel that our service levels
are not up to their expectations.

For any comments/clarifications, customers
may contact their normal point of contact
within the company or the concerned
department. If you are not satisfied with the
answers/clarifications, customers who wish
to file a complaint are advised to follow the
below procedure.

All complaints will be handled responsibly
and in an efficient, prompt, confidential, and
fair manner.

1. Filing Complaints

a. Please do not hesitate to contact us if
you need any assistance in filing a
complaint on telephone number +973
17567012.

Our working hours:

Sunday to Thursday: 8:00 am to 6:00
pm

b. You may download the Customer
Complaint Form from our website
www.procco.com. Alternatively, you
may call your point of contact within
Procco or Procco’'s Customer
Complaints Officer. At your request,
the form will be provided to you by
fax, email or registered mail.
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c. Please complete

the Customer
Complaint Form and send it to the
company through the following
means provided below:

Procco’s Office Address:
Procco Financial Services W.L.L.
Offices 401-403, 4™ Floor
Almoayyed Tower

Seef District, P.O. Box 18012
Manama, Kingdom of Bahrain

Customer Complaints Officer:
Ms. Fatema AL Moamen
Compliance Department

Procco Financial Services W.L.L.
Telephone: +973 17567012

Fax: +973 17564068

Email: compliance@procco.com

2. Receiving Complaints

a. Any Customer

b.

Complaint Form
received by the Company will be

assigned a complaint reference
number and registered in the
Customer  Complaints  Register
maintained by the Customer
Complaints Officer

After  receiving  your  signed
completed Customer Complaint
Form, our Customer Complaints
Officer will send you an

acknowledgment within 24 hours of
receipt of your complaint.

3. Handling Complaints

a. The complaint will be thoroughly

investigated and resolved by the

Customer Complaints Officer in
coordination with the Head of the
Department involved with the
complaint.
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b. Upon investigation of the complaint, Uly ol adiins oo S8l (andy Gadll 2y o

we will provide you with a written
statement within five (5) working days
of your complaint stating the
company’s position and indicating
how we propose to resolve your
complaint.

4. Escalation Channel

a. We will utilize all possible efforts to

resolve your complaints internally.
However, if you are still not satisfied
with our final response, you have the
right to escalate your complaint to the
Consumer Protection Unit at the
Central Bank of Bahrain (CBB) within
thirty (30) calendar days from the
date of Procco’s final response.

. You may complete the CBB's
complaint form provided in the
following links.

https://www.cbb.gov.bh/consumer-
information/

https://www.cbb.gov.bh/complaint-
form/
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