To resolve your claim or complaint, we recommend the following procedure:

A claim or complaint may be filed by any client of UniCredit Bank a.s. (hereinafter just the “Bank”). 

A claim or complaint may be filed in person at any branch of the Bank, but preferably at the branch maintaining your account. 

Any branch officer – but preferably your personal banker – can receive your claim or complaint. 

The branch officer will provide you with all necessary information concerning the filing and settling of a claim or complaint. 

The branch officer will inform you about the procedure the Bank will follow in resolving your claim or complaint, the time period within which the Bank will send you a reply, the manner in which you can ask for information about the way of settling your claim or complaint, as well as additional ways of settling it.
Settling your claim or complaint will be easier if you attach the relevant documents that will need to be examined.

You can also file a claim or complaint by using the Claims and Complaints form and sending it to the following correspondence address of the Bank: 
UniCredit Bank a.s.
Customer Satisfaction Division
Na Příkopě 858/20
P.O. Box 421
113 80  Prague 1

or by e-mail delivered to the address: reklamace@unicreditgroup.cz 
UniCredit Bank a.s. guarantees to settle a claim or complaint within a maximum of 30 days’ time. In especially complicated cases, the time for resolving a claim or complaint may be extended.

The Bank will inform its client in writing about the result of examining a claim or complaint, and it will always state the justification for the decision taken.[image: image1][image: image2][image: image3]
