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Corporate Customer Claims Handling
(further„Customer Claims Handling“)

jen „Zákazník“) v

Customer Claims Handling sets out main principles for the Bank‘s corporate customers (further referred to as 
„Customer“) claims and complaints handling in relation to the services provided by the Bank in the Czech Republic. 

I. Nále itosti stí nosti/reklamace 

   The Claim/complaint essentials 

Bance a slu bám 

The Bank considers a claim or complaint to be any Customer’s announcement expressing disagreement of the Customer 
to the Bank’s practise when providing a service to the Customer or any Customer‘s announcement informing the Bank of 
the problem which the Customer has encountered in relation to the Bank and provision of its Services to him.  Shall the 
quality, scope or price of the provided service been a subject to the claim, the provisions set out in this Customer Claims 
Handling will be applied irrespectively of the announcement label. 

The claim/complaint must contain information on Customer‘s identification (including Customer‘s contact details, 
including an address, tel. number etc.), an information identifying the Bank’s service to which the claim/complaint relates, 
and further a description of the case listing needed details and providing supporting evidence, if available. 

The claim/complaint must include information on the Customer‘s demands and expectations he has towards the Bank. 

    Form of a claim/complaint submission 

Stí nost/reklamaci Zákazník podává: 

 telefonicky
17:00 hod. na 225 436 030; 

 : na adrese Banky , Milevská 2095/5, 140 00 Praha 4 nebo  
e-mailem na adresu csd_czechrepublic@bnpparibas.com; 



The Customer submits a claim/complaint: 

 via telephone: through a Client Service Desk department (further referred to as „CSD“) on tel. number 
+420 225 436 030 from 9:00 till 17:00 p.m. CET during working days; 

 in writing: addressed to  or 
by emailing to csd_czechrepublic@bnpparibas.com; 

 in person at the Bank’s branch: in such case, the Customer will revert to the CSD department who will pass the 
claim/complaint for its resolution. 
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On Customer’s request, the Bank will announce the method of the claim/complaint resolution and will provide information 
on what Bank’s department will be in charge of its handling. 

     Terms and proces of information on claim/complaint resolution 

od

The Bank informs the Customer on acceptance of the claim/complaint within ten (10) business days since its receipt and 
further it will inform the Customer on its resolution by telehphone or in writing without undue delay, however at the 
latest within  fifteen (15) business days since the claim/complaint receipt. 

The day of claim/complaint receipt submitted in a manner stated above, is agreed as a day when the claim/complaint 
has been received by the Bank. The deadline for settling a claim/complaint is interrupted on the day on which the Bank 
asks the Customer to supplement further information or documents and continues from the day following the day on 
which the requested information or documents are delivered to the Bank.  The above stated timelines will be considered 
anew and will restart upon any significant amendment or provision of additional information or change of the 
claim/complaint content. 

Shall it not be possible to execute the claim/complaint in the above timelines (namely shall the nature 
of the claim/complaint depend on 3rd parties involved in its handling, etc.), the Bank will inform the Customer  on the 
claim/complaint handling resolution within thirty five (35) business days since the claim/complaint receipt. 

     Final provisions 

This Customer Claims Handling is effective and valid as of January 9th, 2026. 





qr9ab9x, http://www.finarbitr.cz/; 



 rue 
Taitbout, 75436 Paris Cedex 09, Francie 


s
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Shall the claim/complaint be rejected or shall the Customer not be satisfied with his claim/complaint handling according 
to this Customer Claims Handling, the Customer can turn to 

 the Corporate Banking Head in writing on the Bank’s address; 

 to the Financial Arbitrator of the Czech Republic; residing at Legerova 1581/69, 110 00 Praha 1, e-mail: 
arbitr@finarbitr.cz, data box ID: qr9ab9x, http://www.finarbitr.cz in case related to the payment instruction and 
electronic payment instruments; 



 to the French financial regulator: Autorité de contrôle prudentiel et de résolution (ACPR), residing at 61 rue 
Taitbout, 75436 Paris Cedex 09, France 

 line with 
the article 4.2 of the Czech Banking Association standards, number 19/2005 – Code of conduct between customers 
and banks. 

This Customer Claims Handling is a publicly available document and it is accessible in the Bank´s premises and on the 
Bank´s website. The Bank will publish changes to the Customer Claims Handling in a manner described in the previous 
sentence 
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V eobecná ustanovení 
BNP Paribas S.A.

pod , 
se sídlem Milevská 2095/5, 140 00 Praha 4, registrované pod 06325416 

General Provisions 
The Bank is identified as BNP Paribas S.A. residing at Paris, 16 Boulevard des Italiens, Post code 75009, France, Identification number 662042449
as registered with RCS Paris, represented in the Czech Republic through its registered branch , residing 
at Milevská 2095/5, 140 00 Praha 4, Identification Number 06325416 as registered with the Municipal Court in Prague, file No.: A 78303. 


