Details of Complaint:

You may continue on an additional sheet if required.

Signature:
Date:
Please return to:

Niamh Richardson, Company Complaints Manager
KBC Homeloans, Sandwith Street, Dublin 2.
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These arrangements are in addition to your right to make
a complaint to the Financial Services Ombudsman’s
Bureau. The Ombudsman may be contacted at:

Financial Services Ombudsman's Bureau

3rd Floor, Lincoln House, Lincoln Place,Dublin 2

Lo Call: 1890 88 20 90 Tel: 016620899 Fax: 016620890
Email: enquiries@financialombudsman.ie

Web: www.financialombudsman.ie

How do you bring your complaint before
the Ombudsman?

* You must first bring the matter to the attention of the
bank, building society or finance house concerned.

* If you do not get satisfaction you should write to
the Ombudsman. If the matter comes within his Terms
of Reference he will direct you to write to a
designated person at Head Office who will try to resolve
your complaint.

* If the complaint is still not resolved to your satisfaction,
you may refer the matter back to the Ombudsman who
will then carry out a full investigation into your case and
give his ruling in due course.

* Whatever recommendation the Ombudsman makes is
binding on the institution concerned, but you are free to
accept or reject it. However, if you do accept the
Ombudsman’s recommendation, you do so in full and final
settlement of the subject matter of the complaint.

The services of the Ombudsman are provided totally free of
charge to the customer.

All complaints are dealt with in the strictest confidence by
the Ombudsman’s Office.

This is an information leaflet. It is not intended to be
a legally binding document nor is it an interpretation
of legislation.

KBC Bank Ireland plc t/a KBC Homeloans is regulated by the Financial Regulator.
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Delivering

Quality Customer Service

Comments and Complaints

KBC Homeloans is committed to providing a quality and
professional service to all of our clients and their
representatives.

We aim to provide an efficient and courteous service.
We welcome suggestions which will help us to respond
to the needs of our customers and to improve the service
we deliver.

Customer Charter

The Customer Charter outlines the standards of service
you can expect in your dealings with us.

The Customer Complaints Procedure

Overleaf you will find details of the manner in which we will
address your concerns if you are not happy with the service

you received from us.
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Customer Charter — Key Principles

Quality Service Standards

We are committed to delivering the best possible
service to our customers, and to adhere to the relevant
consumer legislation.

Courtesy and Timeliness

You are at all times entitled to be served with courtesy,
sensitivity and the minimum delay.

Equality and Diversity

We will deal with you in a fair and open manner irrespective
of race, gender, socio-economic status, language, disability
and/or other social attributes.

Information

We will provide information in various formats that is clear,
timely and accurate.

Complaints and Appeals

You may make a complaint if our service falls short of what
you consider acceptable.

All complaints will be dealt with promptly and in an objective
and courteous manner.
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Making a Complaint

* If you are not satisfied with the service you receive from
KBC Homeloans, you should make your complaint as
soon as possible.

* You can do this by asking to speak to the relevant
Department Manager. Where possible, he or she will try
to rectify the situation without delay.You can also ask for
your complaint to be escalated to Niamh Richardson, our
Company Complaints Manager.

* If you do not obtain a satisfactory result, or if for any
reason you would prefer not to complain at the time,
you should make your complaint in writing using the
form attached.

* All complaints will be investigated fairly and impartially.

The Consumer Protection Code requires us to attempt to
investigate and resolve a complaint within 40 business days
of receipt. However we generally respond to all complaints
within 10 working days.

Where it is necessary to consult others, or if the complexity
of the matter requires more time, a revised response time
and a progress report will be issued.

Complaint Form

Please complete all sections of this form using block letters

Your Details

Name:

Address:

Mortgage account no:

Daytime telephone number:

Date of incident:
KBC Homeloans Department:

Name of official you dealt with:
(if known)



