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First Women Bank Ltd.

Complaint Lodgment/Resolution Procedure
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Dear Customer,

We thank you for being our valued customer.
In order to send complaints or to provide us
with your valuable feedback on our services
and products, you can contact us through
any of the following channels:

Phone :
Call us at 021-111-11-3925 & 0331-3925111

Branches :

Fill out the complaint form available at all branches
and hand it over to the Branch Operations Manager
or use the Drop Box placed at all branches nationwide.

Mail :
The letter should be addressed to:

Complaint Management Unit,
Marketing & Service Quality Division,

Head Office, S.T.5.M Foundation Building,
CL/10/20/2, Beaumont Road,Civil Lines,
Off Dr. Ziauddin Ahmed Road,

Karachi — 75530

Email :
Email us at: complaint. management@fwbl.com.pk

Fax:
Fax us on 021-35657756

Website:
www.fwbl.com.pk

Kindly provide us the following information along with your complaint:

e Customer Name

e Customer C.N.I.C.

® Branch Name

e Account/Debit Card Number

e Postal Address

® Contact details along with any supporting documents

Steps
e Acknowledgement of the complaint within 48 hours.
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e Complainant shall be provided with a ‘Reference Number' through on-

call, SMS and e-mail to help track their complaint. Rest assured
problems and complaints will be swiftly and efficiently resolved.

e Our Customer Support team will get in touch with the complainant

for more details.
e We will reply to complaints within 07 working days.
In case the matter requires further investigation an
interim response will be sent.In any case, the complaint
must be disposed of within 15 days.However, the fraud-
related cases the final reply to the complainant must be
issued within 30 days from the lodgment of the complaint.
Note:
Depending on the complexity and involvement of external
stakeholders or factors which are beyond our control, there is a
possibility that the resolution of such cases may take longer than
the stipulated time.Upon resolution of the issue, we inform the
Complainant of the status and mark the complaint as
closed/resolved as the case may be.

Thank you,
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Empowering the Nation Together

First Women Bank Ltd.



