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INFORMATIONS ON COMPLAINTS HANDLING 
 

Dear Customer! 

 
In view of the fact that Hungarian Export-Import Bank Private Limited Company (hereinafter 
referred to as "Eximbank Plc.") and Hungarian Export Credit Insurance Private Limited 
Company (hereinafter referred to as "MEHIB Plc.") (Eximbank Plc and MEHIB Plc. together 
hereinafter referred to as: "the Company" or "EXIM"), aims to ensure that you are satisfied in all 
respects with its services and administration, and this Information Notice is intended to assist 
you in submitting your complaint simply and efficiently to the forums that can contribute to its 
prompt resolution. 

 
As a matter of business practice, we will register, investigate, respond to and resolve all 
complaints about our services and administration. Please note that personal data provided 
when registering a complaint will be processed by the Company only in connection with the 
investigation of the complaint, for a period of time in accordance with the Company's data 
management standards, and will not be disclosed to third parties. We further inform you that 
pursuant to Section 6 (6) of Act CXII of 2011 on the Right of Informational Self-Determination 
and on Freedom of Information, in a case initiated at the request of the Customer, the consent 
of the Customer's representative or power of attorney to the processing of personal data 
provided by the Customer shall be presumed. 

 
Our complaints handling policy is summarised below. 

 
Customers may bring complaints to our attention by: 

Verbal Complaint 

If you believe that the procedure you are complaining about can be solved or easily remedied 
on the spot, or is based on a lack of information or a misunderstanding, you can complain in 
person or by telephone using the contact details below: 

Address: Budapest VI. district, Nagymező str. 46.-48. 

Opening hours: Monday-Friday 8.00 a.m. - 4.00 p.m.; 

Telephone: +36/1-374-9100 or +36/1-374-9200; Monday 08.00 a.m. - 8.00 p.m, Tuesday-

Friday 8 a.m. - 4.00 p.m, or answerphone: +36/1-374-9318 

 
If the Customer's Complaint is recorded, the Company will keep the audio recording for five 
years. The Company shall provide the Customer, upon his/her request, the possibility to listen 
back to the audio recording, and upon his/her request, shall provide a certified transcript or a 
copy of the audio recording (free of charge). 
A record of the complaint made verbally (if not immediately remedied) will be made, and a 
copy will be given/sent to the Customer. 
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Written Complaint 
 

If you wish to elaborate on your comments, or if your verbal complaint has not been resolved 
to your full satisfaction, you have the right to make a written complaint. We will provide you 
with a Complaint Form to provide all the necessary details, but we will also investigate your 
complaint by traditional means (mail, e-mail). To enable us to investigate your complaint and 
send you a response letter, please include at least the following information in your postal 
letter or email: name, address. The Complaint Form is attached as an annex to this Information 
Notice and is available at the Company's head office or can be downloaded from 
www.exim.hu.  
You may submit a written complaint to the Company: 

 
1. postal address: Budapest VI. district, Nagymező str. 46.-48; 

 
2. by e-mail to: panasz@exim.hu  

 
3. fax: +36/1-269-4476, +36/1-269-1198; or 

 
4. in person at Nagymező str. 46-48, Budapest VI. district, during the opening hours 

indicated in the description of the verbal complaint. 

 
If you send us a written complaint, please indicate "Complaint" in the subject field. 

 
Handling and investigating complaints 

 
In all cases, the complaint will be registered. Verbal Complaints will be investigated promptly 
and, where possible, remedied immediately. If you do not agree with the handling of the 
Complaint or if it is not possible to investigate the Complaint promptly, we will respond in 
writing within 30 calendar days of the date of your Complaint and within 5 working days of the 
date of your complaint about the Central Credit Information System (“Központi 
Hitelinformációs Rendszer”). We may need additional information from you in the course of 
investigating the Complaint. In this case, please respond to our request as soon as possible. 

 
The Company will not charge an extra fee for investigating the Complaint. The investigation of 
the Complaint shall be carried out taking into account all relevant circumstances. 

 
You can also start the complaint procedure in person or by proxy. The proxy must meet the 
requirements of Act CXXX of 2016 on the Code of Civil Procedure. A power of attorney form 
for the proxy is available on our website (www.exim.hu). 

 

 
The Register of Complaints 

 
The Company keeps a record of Customer Complaints and the measures taken to resolve and 
resolve them. 
The register contains the following data: 

 
a) the name of the Complainant (if the Complainant is not unknown); 
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b) the address/seat of the Complainant and, if necessary, his/her postal 

address (if the Complainant is not unknown); 

c) a description of the Complaint, event or fact which is the subject of the 
Complaint; 

d) the place, time and manner of submitting the complaint; 

e) the number of the contract concerned by the complaint; and depending on 
the case, the customer number; 

f) a description of the action taken to settle or resolve the complaint, and the 

reasons for refusal; 

g) the deadline for completion of the measure and the name of the person 

responsible for its implementation, and; 

h) the date of posting (or sent electronically) of the reply to the complaint. 

 
The complaint and the response will be kept by our Company for 5 years. 

 
Remedies 

 
If you do not accept the Company's response to your complaint, or if you consider that your 
complaint has not been handled properly by the Company, you have the following remedies: 

 

On your decision you may refer the matter: 

 

aa) To the Financial Arbitration Board (“Pénzügyi Békéltető Testület”) of the Central Bank of 
Hungary (correspondence address in general cases: Financial Arbitration Board 1525 Budapest, 
Pf. 172.; in cases related to settlement, contract modification: Financial Arbitration Board, 1539 
Budapest, Pf.: 670., phone: +36-80-203-776, e-mail: pbt@mnb.hu ), form available in Hungarian on 
its website: https://www.mnb.hu/letoltes/152-kerelem-helyes-elszamolas-megallapitasa-
targyaban05-18-2.pdf 

 

ab) Or bring an action before the competent court (in accordance with the provisions of the Act 
CXXX of 2016 on the Code of Civil Procedure). 

 
Furthermore in case of infringement of the Competition Act, at the Hungarian Competition 

Authority (“Gazdasági Versenyhivatal”) (postal address: 1534 Budapest Pf.: 958.), detailed 

informations: 

https://www.gvh.hu/fogyasztoknak/hogyan_fordulhat_a_gvh_hoz/panasz_es_bejelentes/panas

z_es_bejelentes 

 

The Company also publishes the Financial Navigator Booklet compiled by the MNB on financial 

complaints among its complaint handling documents on its website, with a hyperlink to the 

MNB website. 
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1. in the event of a dispute concerning the formation, validity, effects and termination of a 

contract, or a breach of contract and its effects 

 
Please inform our Company (in writing) of your recourse to legal remedies, if possible. 

 
Dear Customer! 

 
We hope that our information officer has answered all your questions about reporting 

complaints. If you require any further information, please do not hesitate to contact us using 

any of the contact details above. 

 
Eximbank Plc. 

MEHIB Plc. 

 

mailto:exim@exim.hu

