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What you will need:

* Have all relevant bank details - your account number, card,
policy or investment number (please remember for security
reasons never send this information to us by email)

¢ Tell us how you think the problem should be resolved

* Provide photocopies of any relevant supporting paperwork,
keeping the originals for your own records
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Let your usual contact know

We need to know the nature of your complaint and your
viewpoint as to how you think the problem should be
resolved. We will then try to resolve your issue quickly.

You can do this by:

» Contacting your Personal Relationship Manager, Business
Manager or a member of our Customer Service team

* Calling into our branch

* Telephoning us using the number shown on your statement

» Writing to us at the address shown on your statement

Our Promise:

As soon as we have received your complaint we will
respond to it as quickly as we can, usually by the end of
the next working day. If we cannot respond within this
time (for example, we may need to refer your complaint
to a specialist areal), we will write to you within 5 working
days, to either:

* Tell you what we have done to resolve the problem, or
» Acknowledge your complaint and let you know when you can

expect a full response. We will also let you know how to contact
the person or team dealing with your case.

We always aim to resolve your complaint at this stage.
However, if for any reason you are still not happy,
then please see Step 2 for what to do next.
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Follow up with our Customer
Care Team

To do this you can:

» Ask the person you raised the complaint with, to do this for
you, or

e Write fo:
Customer Service Manager, Lloyds TSB, Al Wasl Rd, Opposite
Safa Park, Jumeira, P.O Box 3766, Dubai

e Email:
information@lloydstsb.ae
For the attention of:
Customer Service. If contacting us by email, do not include any
of your account details, or

Call us at: +971 4 342 2000

Our Promise:
* We will follow up the facts

» We will respond to you within 5 working days or, if it will take
longer, tell you when you can expect a full response.

* We will let you know our final response within 8 weeks from
when you first contacted us about your complaint.

If for any reason you are still dissatisfied with our final
response, or if we have not issued our final response within
8 weeks from you first raising the complaint, then you can
ask for an appointment with the Regional Manager.

Please see Step 3 for what to do next.
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Contact the Regional Manager

If you remain dissatisfied:

* You can refer your case to the Regional Manager for review. You
may contact the Regional Manager by email or telephone (see
Step 2 for contact details).

Our Promise:

* Our Customer Care team will give your contact details to the
Regional Manager. They will also provide the Regional Manager
with all the information on your case

* You will have an appointment with the Regional Manager
within 1 week.

We value your custom and want to resolve your complaint for
you. The Regional Manager will only consider your complaint
once you have tried to resolve it through Steps 1 & 2.




