How to File a Complaint?

Email & PEC:

You can file a complaint by writing to one of our inboxes:
e Email address: reclami@n26.com
e PEC address: reclami@pec.n26.com

If possible, please write to us from the email address registered to your N26
account and include the following information:

A clear description of the complaint

The date the problem first occurred
Supporting documents and screenshots
Your preferred outcome

Any complaint formulated orally must be confirmed in writing on paper or other
durable medium.

Additional Information

A complete list of addresses is available on the mprint page of the N26 website.

Postal addresses:

If you are unable to contact via email or PEC, you can send a written complaint to

the following addresses, depending on your IBAN type:

How long does the complaint process take?

We will acknowledge the receipt of your complaint via email before commencing
our investigation1.

We will then respond to your complaint within the following deadlines:

e 15 working days from the receipt of the complaint if it concerns the use of
payment services2,

e 60 calendar days from the receipt of the complaint in the case of banking
and financial operations and services3.

Our goal is to send our final response as soon as possible. If we need further
information from you in order to respond to your complaint, we will contact you
directly via email or via the "Messages” feature of your N26 app. If we do not
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If you prefer to submit your complaint in a language other than Italian, you can
write to us at the following addresses:

Language E-mail

English complaints@n26.com

German beschwerden@n26.com

French litiges@n26.com

Spanish reclamaciones.es@n26.com (ES IBAN)

reclamaciones@n26.com (DE IBAN)

receive feedback from you, we will close the case. If we receive late feedback
from you, we will open a new case and provide you with a new reference
number.

'In France we have 10 working days to confirm the receipt of your complaint. For all other countries,
we aim to confirm the reception of your complaint within 2 working days.

%In exceptional situations the final response is sent within 35 working days. In Spain, the final
response for complaints regarding payment services must be sent within 30 business days.

* If you are a customer residing in a country other than France or Italy, the final response is sent
within 15 working days. If you reside in Spain the deadline is 30 calendar days. For Ireland the deadline
is 40 business days.

What happens if | do not agree with the outcome of the complaint or if | have not received a response within the

deadline?

If you are not satisfied with our conclusions and/or decision or have not received a response from us within the timeframes established by law, you may consider

escalating your case to an alternative disputes resolution body, such as:

Market (IBAN) Alternative Dispute Resolution Body Address

Italy® Arbitro Bancario Finanziario (ABF) La lista comprensiva degli indirizzi € presente sul sito ufficiale
(IT/DE IBAN) https://www.arbitrobancariofinanziario.it/abf dell'ABF

Germany & other Deutsche Bundesbank (German Federal Bank) Schlichtungsstelle bei der Deutschen Bundesbank

EU markets (DE) www.bundesbank.de Postfach 10 06 02, 60006 Frankfurt am Main

Bundesanstalt flir Finanzdienstleistungsaufsicht
(German Federal Financial Supervisory Authority)
www.bafin.de

Bundesanstalt firr Finanzdienstleistungsaufsicht (BaFin)
Graurheindorfer StraBe 108, 53117 Bonn

https://www.bde.es/

France (FR IBAN) Fédération Bancaire Frangaise Le médiateur aupres de la FBF
www.lemediateur.fbf.fr CS151
75422 Paris Cedex 09
Spain (ES IBAN) Banco de Espana - Departamento de Conducta de Entidades. Banco de Espaiia - Departamento de Conducta de Entidades.

Calle Alcala 48, 28014 Madrid

*The proceeding at the ABF fulfills the admissibility condition established by Legislative Decree no. 28/2010 regarding mandatory mediation obligations. Alternatively, before appealing to the judicial authority,
you can resort to one of the mediation bodies registered in the special register kept by the Ministry of Justice. The complete list of mediation bodies is available at: www.giustizia.it
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