Pay

®

Complaints Procedures Guide

At Payl0 B.S.C. Closed, customer satisfaction is our
highest priority. Should you have a complaint or feedback
about the services you have received, please use one of
the following channels to contact us:

Complaints Channels

e  Visit our website www.pay10.bh and submit
your feedback or complaint [Here].

e  Customers within Bahrain can call us at our
Customer Contact Centre available for 24 hours
on 8001 0010 or email wus at:
support@pay10.bh

° Merchant/ Partner within Bahrain can call their
Account Manager or call our Contact Centre
available for 24 hours on 8001 1010 or email us
at: merchantsupport@pay10.bh

e Merchants may also contact their Account
Manager

The complaints handling process is free of charge and
accessible to all customers, merchants, and partners.

Complaints may be submitted anonymously; however, our
ability to investigate and resolve the matter may be limited
to the information provided.

Complaints Acknowledgements

Your complaint within (5) working days. If we are unable to
provide an immediate solution, you will be provided with
an approximate time framework required to resolve the
matter and a Complaint reference number.

Step 2: You will receive a final written response from us on
your complaint within 30 working days.

Escalation of a Complaint
If you are not satisfied with the response you have received

by lodging your complaint through the channels provided
above, if you do not receive a response within the time

frame communicated, you may escalate the issue to the
Complaints Handling Officer
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Complaints Handling Procedure

Step 1: You will receive a written acknowledgement of your
complaint within (5) working days. If we are unable to
provide an immediate solution, you will be provided with
an approximate time framework required to resolve the
matter and a Complaint reference number.

Step 2: You will receive a final written response from us on
your complaint within 30 working days.

Escalation of a Complaint

If you are not satisfied with the response you have received
by lodging your complaint through the channels provided
above, if you do not receive a response within the time
frame communicated, you may escalate the issue to the
Complaints Handling Officer:

Email: complaints@pay10.bh

Letter: Send your complaint letters (preferably using the
Complaint Form) to us, addressed to our Complaints Officer
and Payten B.S.C.Closed, 2202, Building 1398, Block : 346,
Manama Sea Front

Unsatisfied Complaints

If you do not receive a reply from Pay10 within 30 days from
the Complaints Handling Officer, or you are not satisfied
with our final response, you have the right to submit your
complaint to the Central Bank of Bahrain (CBB), Consumer
Protection Unit, within 30 working days from the date of
receiving PAY10’s final response. You can submit your case
through CBB’s website: www.cbb.gov.bh.
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	إلكترونيًا
	راسلنا
	المنامة - البحرين
	في حالة عدم الرضا عن الرد
	إذا لـم تكـن راضيًـا على الحـل النهائــي، فلديك الحــق فــي تفديم الشكوى مباشــرة إلى مصــرف البحريــن المركــزي، وحــدة حمايــة المســتهلك، خلال 30 يــوم تقويمــي مــن تاريــخ اســتلام الــرد النهائــي

