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We value your complaints

Dashen Bank is always keen to listen to its customers and share their
sentiments to improve its way of interaction, service, and product
offerings, and ensure customer satisfaction. Hence, with us, your
complaints, feedback, and opinions are treated as opportunities and
embraced with both hands.

What is a complaint?

A complaintis any expression of customers’ dissatisfaction with the Bank’s
products, services, and employees, ranging from a slight objection from
the customer who had to wait for his telephone call to a face-to-face
complaint lodged with a responsible person of the Bank and a formal
written complaint by the customer claiming to have experienced
incompetent and improper conduct from the Bank’s staff while engaging
with the Bank.
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How can I file my complaint?

Whenever you want to file your complaints:

Q Contact our 24/7 contact centre at 6333
Q Call +251928 777 770 or +251 925 666 677 or +251 11170 4527

o Visit in person the nearest branch or the Bank’s Complaints
Management Division found at 4 Kilo Building on the first floor
around Abrehot Library

Contact us through our official social media platforms:

4 https://t.me/DashenBankEthiopia

f https://www.facebook.com/Dashen
BankOfficial
' ‘ ‘: : X https://x.com/BankDashen
S

https://www.linkedin.com/compan
y/dashen-bank-official-page

https://www.instagram.com/dashe
nbankofficial/

info@dashenbanksc.com
https://dashenbanksc.com

Mail your case to P.O.Box: 12752

Use the QR codes found at our Branches and ATMS

Use our Suggestion Boxes found at all branches
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Remember

We regret to decline your complaints under one of the following
conditions,

A

A

A

A

If the case is already under investigation by the Bank or another legal
body,

If the case has already been resolved by the Bank, the NBE, or the court,
If the case is out of the Bank’s responsibility and mandate,

If the required information, evidence, and documents do not
sufficiently support the case.

When to complain? '.I.IHEH

You can file your complaints:

A

A

A

A

A

A

A

A

Whenever you feel dissatisfied with our services, products, and
employees,

When you observe any fraud acts, errors, and unethical practices and
behaviours,

Whenever you feel the service quality is inferior or experience unfair
treatment from our employees,

Whenever you feel the Bank charges excessively or charges fees not
disclosed in the contractual agreement,

When you experience late delivery of service and products beyond the
Standard Service Delivery Time or the promised time,

When you experience account closure without your knowledge and
consent and unauthorized transactions,

Any other issues that may cause financial, physical, or emotional harm
to you.

Whenever you noticed any personal or financial information change
without your consent and knowledge.
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In this respect, the following products can be the source of your
dissatisfaction and subject to complaints:

Both Conventional and
IFB Deposit products

Loan or Credit
Facilities

IFB Financing
Facilities

Other Financial
Contracts such as

= RTGS Service
» Check issuance
« CPO

Digital Banking
Products

* Dashen Bank Super
App & Mobile Plus
Services

» Dube Ale

= Buy-Now- Pay latter
schemes

« ATM and PoS Services
Payment Cards

International Banking
Services

» Foreign Currency
Exchanges

* Trade Finances

* [nternational
Money Transfers
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How does the Bank handle
my Complaint?

Dashen Bank has established an
independent unit to handle vyour
complaints fairly and impartially and a
Complaints Decision-Making Committee
comprised of Executive Management
membersto examine complex1ssues and

A \We accept your complaint,

A Acknowledge that your complaint is accepted within 24 hours,
A We review and assess your complaint,

A \Weinvestigate the matter,

A \We provide resolutions within 10 business days,

A \We Inform you of the decisions and outcome of the
investigation,

A \We file each case for future reference and improvement.
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What if the Bank’s decision is unacceptable
toyou?

The Bank makes decisions based on concrete and tangible facts, available
information, and documents. However, the Bank’s decision does not

necessarily mean final and binding to you yet you have the right to reject
the decisions passed by the Bank. In this case:

A The Bank will provide you with all the necessary documents and the
processes followed to resolve the matter and advise you to take the

case to the NBE for further investigation and resolution within two
business days.

4 Moreover, if we fail to resolve your case within ten business days you
also have the right to take your case to the NBE.

o
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Our guiding principles in dealing with your
complaints

78\ Customer centricity @ Accessibility

i) ..
Accountability Confidentiality

R Transparency Fairness

Hence, to ensure our guiding principles are always intact,

S8 % " @

We always We We We We
Listen to you Empathize Apologize React Act Now

What Governs our Complaints Management

Practice?

4 All relevant laws and commercial codes of the FDRE,

4 The Consumer Protection Law of Ethiopia 2010,

4 Trade Competition and Consumers’ Protection Proclamation 2013,

4 Directives and rules passed by the National Bank of Ethiopia (NBE)
including the Financial Consumer Protection Directive of
FCP-01-2020,

4 Applicable Corporate Policies and Procedures of Dashen Bank.
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Beware!

As a financial consumer, always know
your rights and obligations.

Your Rights include but are not limited to

A

A

A
A

A

The right to have access to clear and accurate information,

The right to make an informed decision on using financial
products and services,

The right to be treated fairly and equitably,

The right to the privacy and protection of financial and personal
data,

The right to seek and receive redress for your grievance.

Your Obligations

A

A

A

To present and disclose truthful, accurate, and up-to-date
information and documents,

To safeguard all sensitive financial information such as account
number, telephone number, password, and all financial tools and
applications.

The responsibility to report any form of unethical practices
including, fraud, errors, and other practices that cause financial,
physical, psychological, and emotional losses to you as well as the
Bank.

Dashen Bank
Always One Step Ahead!
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Al Nt
P45 ANHLPTP NEATYT NTA HYE PAS PI AAD-!

LAY N7 NAARYT AAMME NILLPCNTFD $NYh PPCHE AL NINFE 9921 PLFPFe
ANTETE YAN AMDPNAS 0D&TY AAMT LALHI® HNEEL ®CME 1@< NAE HIL
ERIANRT MEFTYT ATIOIME €ANVEPY NADLET NAANRTTY AChT AY&SCPTS
UALHIP A7L CIP8 9292 PF AMYTT NIPELA M MLt 997F DY ALY ANTERT ANMEYE
$LTPY ALIST RTLADANT® ALA AYSMEPAT:

&

PLF IEIM?

N&AY YA £ ANT&C ADADLLT 7AN, (NS P& T9AT £INEF NN DC NTLE T
@ATINC NNTR TAIANT AAMM Ye%: NYA PCHFTE NAGTEE AL NANA NODPLAN
QL9 NRU-&I U1 NO9YEMI® 90DNET (DN 99PN I77TDI° ALY TACNF AM*t
(DB, Y (@<
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P43 AN A1&TFT MPLN ATFAAL?

)
-

[
o

£24/7 M¢ T90NATY 6333 AL NODLDA

NhAR *MCF +251 928 777 770 OLI° +251 925 666 677 DL
+251 11 170 4527

AGT N AMNCET Nt MRUET ANAMN NOTE NN ¥R 17 £P NNTN
Pt ANTRLC PE AEA OLI° NAPGNLP NINT eNTN PCIYBALE NAhA
NS AHU AAAT STHIEDY R NODIDAYE

NN @TINME TPUNER FANC IR T

4 https://t.me/DashenBankEthiopia

f https://www.facebook.com/Dashen
BankOfficial

X https://x.com/BankDashen

https://www.linkedin.com/compan
y/dashen-bank-official-page

in

https://www.instagram.com/dashe
nbankofficial/

info@dashenbanksc.com

https://dashenbanksc.com

N7.A.€MC 12752

NUATR PCYBLEFE N7 A ERI° AL 299THEY © QR P&FY NODM$IPE
NUAP $CYBLLTFTY NOITFE 0LTNEF ANT2PT (DNSE, AMEF:
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$&IP ANPLP TPHE NIPCADE Lot AL $92NF NLPYE

$LFP NN DL NAFTRE N R N7R DLI° LA NTFIFDI° £428 N9INT &C&
Nt &+ M&rd STAMO NPYE

SPLNEY 9P&T T&L AMDPNAT AGDADCADCS @A ACDAMYT N7 NAMY SAAD:
Ny 0L9° &% NNYN NAMYE YALYT @68 NPIE

PN MDLBE TINEE P6FPT NNE U3t $I7LLNET $I9LNLS PF ANTE

N7 PEFPY ALPNAD: £FAA::

APLF RNFL UBFPT ME =

Y eTTFm?

A

A

A

A

A

A

A

A

N7 NOEPCNTO AIANAET: eNYh PPCHFE N¢TRF AL LNTE ALY
RINNPTY ACNF NATTHE

PIPERNCNC LT AR S PANGC NLLATT RV NAT-PINC $LINMk
EFDI° LT AL MIPPrE

NNYN NAGEPF AL NADE N1-9°NNC @6 PG $ATIN NACE A78 UG ALTNT
299N ALSH NNTPA MLI° NDMADPF NOFYFDG° LHE

N$LFP NAAAT ANMM YLk AL ENTE ALPY APCE RLINT AIANAT Mk
TALAA NAD NADF LH:

MhdA NTINPT NAL DLI° ANPL® NNT @A D6 PAIANNT NEL: DAL
0L9° TFTFMI ALY+ & NNYN NTMeR NITYZTDIP LH:

N7 NAPMME@ MLNT YANANAT (DAL LH DLI° ANANNEY AGDDLRT® PA
NTINAPT LH NAET PHI? AAAT AL MIPPTE

NUA AN OLI° SA ADDPEPE ALPLEP STNEDT 99VF DI 81+ AN KYPNPA
NATPA LHE

NACNP AL SIVHN NAG OLI° ANART® EUY NIBFE T+ ALANTA P92F4
TCFDI® AL T&L NNYNK NILLIMIPPH NITYEDIP L Hbi

PCIPY ANTN NIIPLAN AT&FLAPE MDETY AY&2NMP (DMEP &FAA::




A

BA7 9n

Dashen Bank

NHYU A& 292NTAY 17N AT APCTP (DTNS AT &FAN:

NN MDLNFST NOAL-1R
TPIgsR YANT

NLC APCNT AN+ T

P&EFA N7 AMAN T

A7 N7R (TC AT AE PPNLA
TAN AT

L.k AA
ALY £ATPE N2A & Rd.A

A@-AAN $I7HAN (DAL
AT (RtAIP) AT PALE
ML 99AEF (7°N)

?h&e NCF

NOAL-IR $4.L£47N A T

IAP-R$& NTR RIACFT

L@EE PYHS ANAN AT
ANODERRE AN, 7L
AA T

GATP-rP& Y PA

AA T

A £N7NC AMARETE NOA
?99,0DY 605 T
= ACEE, BN AA AT

= 9Eh ANA YT
" ATk



A
ﬂ BN7 30

Dashen Bank

N 430N A1+ 10 P LHD-?

&7 7R 18 NAATTE AT SFA SRINEF $&T ANTRLC N&EA AAD:: NHUP NTEMLI9¢
NtAL @NANAN NPT T28%F AL $TNEDY $$P&T ALt T NADADCIDC @Az AFAAE PIZFA
NYNG NETET AECT PNt $PLT DA% AP NIYE AAD<: $P&T AEPHIP 292NTADY ALt
gntAa:

A PPy MPNA:
A PCIPY NN TPNAD AGU N 24 A+ DN 99¢IN6B, (DAM*TE
A PCFPY ANIPAIPE AJPCADEG KL+ HNB, 99 L¢AN:

A 9PASR (DCBPFE TINCEPHY MDALT NIILL N8R AL MAP JPCIDG
ansd7:

A N10F2¢ 96 ONM @A AL MLUNT NTIAD 6t AL D&+ MDAMYTE
A NN STONIOY A3 APGT APEND NRUE T7ADP:

A &P (DHIHE ADLLYT GDAA ThIFF 990DANGES NNYNH AIATIAT AL AR
A&THT ITAAL AITLEN 844 HYE NIFhEC T95C::
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NeZNhT 263 AL N PAAL O A}

NAPNAD-N?

7N TRNEE NPy MEEPFE T9NCEPT AL NADADCPH TN 10 ADT DA3 AFAAR
£FAA: BUTYE D& APGND N7 LANL DT DA A7 PNA ARLLETP:: NTT SANL DT D2
PIPLPNAT NPT DL &P NN NATTRE NYER NYh NTPMMAT U NeN AN

GPCADG-@Y AMES @Mz AL (DLLN NATA:-

NN NPeF AdFt %8t AL PHNTA®Y &+ NODARET NAALD @Az AL AGDLLN
LTFADANFFDY DCEPFE 9CFDIR RLYF NT&R JC TeeFrvr $ATOY I9NLEPF
NIYMEPC TP NATTRS Nhb® NYR NNA AY&FLAPT NUAT NG ¢+ DN

£I& PRCIA:
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NEYNEF $¢F APLH Y&+ AL &MY N7A NHYU NFF THCHSY MDCETF NN &nthAA:

£YNE7 £97NA @ gAY

TMLLYT PNLINT TAMC MNLYT

AR &rh et

DCEFFY QR K78 P HI:
- ﬂ =@ o
¢ ® A @ %
UALHP ANYY Usdg $LF d.MY PPARI VTI@Y NN,
AEQIPPMPFAY O PY NEMNPT RYAMAY YAN AUFE
RY¢RAY T8 PCTPY AYTINGAY

AYAAY

N$LF APLH LT+ e h+ATT 7H UIF

R H1NEATY

A NYNEE TLINT TEFDIR 97NL UNTE YNFE

A QAFTRE AT MNP U 20102

A Q78 MELCE NOYFT MNP APS 2013

A 94.6,670N TMPILPF MNP DADLE FCP-01-2020 AL Are T YATTRE Nebod-® N7A
@DADLLE &Y VLPFE

A NFGAL A RRNATY N7 7ANS PANGC LT
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AL AL P4L47N AIART TMPIL UALRP NI
MN*YE  LFPY MIPPM LO%R: LFPY LOM:
MNTPIP 2ANNSG!

@-N+P e+mNe 10!

A NIVEOP VLH NARS ThAAT (DLB 9995 +E

A 2170 RAETY MIANA ALAT NODEES Ot AL T0DALT @A SODONTE
a $APPYP ALAP NANATTS &TYRYT PODLH MLI° SODVANAE

a TVEOP KLV NARP &UT $17HAN-1R (DLBP TLNM R+ PODMNPE

a NP LT MALT ARLNNP T9VEDIP AL 1T NAG NA SADMYPE PITNTr::

AL&LFPI NN EDM-!

A 009TE: ThAATET 0PFR (DLBPTE TINCEPTTY PCNE

& NZANPE NATNNTLLTTE AAN AT DC TS T PAT DY AYL %AN *MC: PLA&
PAT PNAR 2MC AU 28.8+A N7h MDIANF ®AFY NMNP TLAMC LLH:
AAA AANNT® AAAL D AL NIMEE

A NNk DC NOLLCPT DNTINC NADMIL U BT A ANAT $ATPATY
NATANGCE 201N NUET TANGE N&ETT RITERNCNC LCLTHE Ao TI 1T
1 ACAPY ARAR: ANARS N1-ANEE NAG ASIAM: 292FA LCLFTY NOP*
LODR::

247 N7Th
UALHI™ AL ACTRE $8a)|









