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1 Objective of Our Complaint Management 
The satisfaction of our customers is our top priority. For this reason, it is important to us to give you the 

opportunity to address your concerns to us. For this purpose, we maintain a complaints department 

and have defined measures for complaint management.  

The objective of our complaint management is to ensure that facts are dealt with appropriately and 

promptly. Incoming complaints are dealt with in accordance with our complaint management 

guidelines. In order to be able to resolve recurring complaints on an ongoing basis, these are 

evaluated and, if necessary, appropriate measures are taken to eliminate them. This is to ensure a 

high level of customer satisfaction and high-quality processes. 

2 Complaint Handling Procedure 
1. All customers and potential customers (e.g. individuals, organizations or companies) who have 

been affected by North Channel Bank GmbH & Co. KG’s activities may submit complaints.  

 

2. The central complaints management of North Channel Bank GmbH & Co. KG is responsible for the 

handling of complaints. Complaints can be submitted to the bank either electronically, in writing, orally, 

or personally. To do this, you can either contact the complaints department directly or your relationship 

manager. 

 

Complaints submitted electronically may be sent to the following e-mail address:  

Beschwerdestelle@northchannelbank.de 

 

For written and personal complaints, please contact us at the following address:  

North Channel Bank GmbH & Co. KG  

Complaint Management 

Erthalstraße 1 

55118 Mainz 

 

Complaints by telephone can be submitted using the following phone number:  

+49 (0) 6131 / 66 93-292 

 

Complaints submitted by fax may be sent to the following fax number: 

+49 (0) 6131 / 66 93-295 
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3. The following information is required to process the complaint:  

- Full details of the complainant (address, telephone number, e-mail address if applicable) 

- Detailed description of the situation 

- Definition of the complaint objective to be achieved (e.g. troubleshooting, improvement of the 

service, clarification of differences of opinion) 

- Copy of the documents necessary for understanding the facts (if available)  

 

4. The complainant will receive an acknowledgement of receipt. Depending on the complexity of the 

complaint, a reply will be sent within a reasonable period of time after the receipt of the complaint has 

been confirmed. If the complaint can be concluded, the complainant will receive a reply instead of the 

acknowledgement of receipt. 

 

5. If the bank does not accept the complainant's complaint in its entirety, the complainant will receive 

an understandable explanation. 

3 Out-of-court dispute resolution 
Customers have the following out-of-court options: 

• Customers may address a complaint to the contact point specified by the Bank in its “List of 

Prices and Services”. The Bank will answer complaints in an appropriate manner; where 

payment services contracts are concerned, it will do so in text form (e.g. by letter, telefax or 

email). 

•  In addition, customers may make complaints at any time in writing or orally on the record to 

the German Federal Financial Supervisory Authority (Bundesanstalt für 

Finanzdienstleistungsaufsicht – BaFin), Graurheindorfer Strasse 108, 53117 Bonn, about 

breaches by the Bank of the German Payment Services Supervision Act 

(Zahlungsdiensteaufsichtsgesetz – ZAG), Sections 675c –676c of the German Civil Code 

(Bürgerliches Gesetzbuch – BGB) or Article 248 of the Act Introducing the German Civil Code 

(Einführungsgesetz zum Bürgerlichen Gesetzbuch – EGBGB).  

• The European Commission has set up a European Online Dispute Resolution (ODR) Platform 

at http://ec.europa.eu/consumers/odr/. Consumers can use the ODR Platform for out-of-court 

resolution of a dispute arising from online contracts with a company domiciled in the EU. 

4 Other 
1. The handling of complaints is free of charge.  

2. These principles are reviewed regularly. 


