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HOW TO MAKE
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IF YOU HAVE ACOMPLAINT OR ENCOUNTER A PROBLEM
RELATED T0 THE SERVICES PROVIDED BY THE BANK

If a problem occurs, it is generally easier to check the facts and come to a resolution at the point where the problem
originated. This may simply entail a quick telephone call or a visit to your branch or the office in question. Save yourself
valuable time by collecting all the relevant information before you make your initial contact:

If you are not satisfied with the response you get where the
problem originated, ask to speak with the manager,
supervisor or senior officer present.

They will have the authority to solve most problems
immediately. The sooner you contact the appropriate
parties; the sooner they can begin working

on a solution.
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WE'RE ALWAYS OPEN FOR YOUR COMMENTS




Tel: +383 (38) 230 000

www.teb-kos.com

Customer Care kujdesiklienteve@teb-kos.com
Facebook www.facebook.com/bankaTEB.sha
Intagram www.instagram.com/bankaTEB.sha

Step 2: Elevate the complaint

If your problem is not resolved to your satisfaction with your first
contact, we encourage you to elevate your complaint by telephone,
mail, or email to the appropriate center listed below:

Step 3: Contact Customer Care Department

If the issue is not resolved after consulting the call center or the
relevant branch, we encourage you to contact the Customer Care
Department at TEB SH.A. at the e-mail address:
customer.care@teb-kos.com.

You can also submit your complaint in person, by mail, through the
code scanning system (QR Code) located on all TEB bank branches

in Kosovo, through the Call Center, or by filling out the complaint form
electronically on the web at www.teb-kos.com.

"(How to file a complaint)" Customer care - TEB SHA (teb-kos.com)

Each complaint will be treated fairly and impartially by the Bank and
any information received by the Bank during the appeal process will
be treated and kept in strict condense and will be shared only with
personnel who need to be notified of the case, in order to handle the
complaint fairly and correctly.



WHAT HAPPENS NEXT?

Once we receive your complaint, the bank will provide Once we have completed our review, we will provide you the
an official acknowledgment of the receipt of your complaint  response regarding the outcome of the complaint resolution,
in writing - through an official letter; in an electronic form  depending the channel how your complaint was processed.
or by telephone (if that is your preference).

We aim to settle the matter as quickly and as fairly as possible,
typically within fifteen (15) days of complaint receipt. However,
some issues are quite complex and may require additional

time to find a solution. Nevertheless, we'll keep you fully informed
regarding details of your case throughout the process.
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WE PAY ATTENTION
TO EVERY DETAIL




Step 4: Right to appeal / Submit an Appeal

If the issue is not resolved to your satisfaction, by one of the TEB SH.A
centers listed above, you have a right to appeal against the resolution to:

a) Central Bank of the Republic of Kosovo Complaints Division of Users
of Financial Services

Central Bank of Kosovo Tel: 038 222 055
E-mail: ankesat@bgk-kos.org Address: Garibaldi str. no. 33, Pristina, Kosovo

b) Other public authority or alternative dispute resolution mechanism,
if relevant
¢) File a lawsuit in court
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Central Bank of Kosovo
Phone: 038 222 055 a
E-mail: ankesat@bgk-kos.org #
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COMPLAINTFORM oo

Fields marked with * (are mandatory)

HOW CAN WE CONTACT YOU

Phone: Contact our Call Center In writing: Submit your complaint through the system scanning
at +383 38 230 000 the code (QR Code) located in TEB bank branches

E-mail: Write to us Website: Complete and submit the Complaints Form online can
customer.care@treb-kos.com be found at the link www.teb-kos.com




COMMENTS/SUGGESTIONS®

(Describe the comment or suggestion you have about your dissatisfaction)

Our Customer Care Team will review your request promptly and respond within fifteen (15) days from the date of receipt of
the complaint. We do our best to meet this deadline; well, if for any reason we cannot give you an answer, you will be
notified by official e-mail or by phone. In line with our customer care framework, we will also give you the reason for the
delay and let you know when you can expect a response.
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Tel: +383 (0) 38 230 000
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