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A Guide to Making a Complaint

We are committed to providing our customers with the highest standard of service. If things do go wrong or you are unhappy with
the level of support or customer service you have received, please get in touch and we will endeavour to resolve the issue fairly
and quickly.

How do | make a complaint?

Credit Cards & Personal Loans

If you wish to make a complaint you can either contact us directly by phone on 0818 409 511 from 8am to 8pm Monday to Friday
(not including Bank Holidays) or from 8am to 2pm on Saturdays, through our website or outline your complaint to us in writing to:

Customer Advocate Office,
Avant Money,

PO Box 25,

Carrick On Shannon,

Co. Leitrim.

Mortgages

If you wish to make a complaint you can either contact us directly by phone on 0818 274 089 from 9am to 5:30pm Monday to Friday
(excluding Bank Holidays), through our website or outline your complaint to us in writing to:

Avant Money Mortgages Complaints,
PO Box 13192,

Maynooth,

Co. Kildare.

What is the process for dealing with my complaint?

We will attempt to resolve your complaint right away. If it cannot be resolved immediately, we will send you a written
acknowledgment within 5 business days and provide the name of the person dealing with the issue. We will fully investigate your
complaint and will provide you with updates at least every 20 business days.

If the complaint is not resolved within 40 business days, we will write to you with an update on when you can expect us to resolve
your complaint. Within 5 business days of the completion of the investigation we will write to you to let you know the outcome and
where applicable, the terms of any offer or settlement being made.

What can | do if | am not satisfied?

We endeavour to achieve a satisfactory outcome with our customers, but if you are not satisfied with how we handled your
complaint, or if eight weeks have passed since you first brought your complaint to our attention, you can refer the matter to the
Financial Services and Pensions Ombudsman using the contact details below.

Financial Services and Pensions Ombudsman,
3rd Floor,

Lincoln House,

Lincoln Place,

Dublin 2.

Phone: (01) 567 7000
Website: www.fspo.ie

Bankinter S.A., trading as Avant Money, is authorised by the Banco de Espafia in Spain and is regulated by the Central Bank of Ireland for consumer protection rules.

Bankinter S.A. Registered in Spain: Madrid Mercantile Register (Registro Mercantil de Madrid), Volume 1857, Folio 220, Page 9643. Registered office: P. de la Castellana 29, 28046, Madrid, Spain.
Registered Irish branch: Dublin Road, Carrick-On-Shannon, County Leitrim, no: 910258.
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