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Dear Customers,  

We make every effort to ensure that the services of ProCredit Bank JSC (hereinafter, the Bank) are 

convenient and accessible for every one of you. Every customer of our bank is welcome to contact 

us whenever you need to: we are always pleased to hear from you.  

If you wish to submit an appeal (a complaint or special request), you are welcome to use whichever 

of the following channels is most convenient for you:  

1) By official letter delivered to the Bank.  

You may send a written appeal to the Bank using the postal service. This letter should 

describe the subject of the appeal in detail, and may be addressed to the Chairman of the 

Management Board or to the head of the structural subdivision of the Bank whose powers 

include the resolution of issues raised in the appeal, at the official address of the Bank: 107-

A Peremohy Avenue, 03115 Kyiv, or the address of a branch of the Bank.  

The official letter must meet the requirements of the Law of Ukraine “On Citizens’ Appeals” 

(hereinafter, the Law), namely: the appeal must indicate the surname, name, patronymic, and 

place of residence of the citizen lodging the appeal (hereinafter, the Applicant(s)), set out the 

essential points of the issue, and include any relevant comments, suggestions, statements 

or complaints, requests or requirements. The written appeal must be signed and dated by 

the Applicant(s).  

2) By e-mail to the Bank’s e-mail address: ukr.cc@procredit-group.com 

 

3) Orally, by calling the Bank’s Contact Centre at 0 800 50 09 90 (in Ukraine), or +38044 590 

10 00 (from abroad). It is also possible to arrange a personal appointment with a manager 

of the Bank in accordance with the established schedule.  

 

4) During a personal visit to any branch of the Bank.  

The Customer may leave a written appeal at one of the Bank’s branches. A full list of 

branches, their addresses and opening hours, is available on the Bank’s official website 

https://en.procreditbank.com.ua/branches/. 

Provided that the Customer’s written appeal to the Bank corresponds to the requirements of the 

Law, it will be considered by the relevant department of the Bank, and an official response will be 

provided within the period prescribed by the Law, but not later than 30 calendar days from the 

recorded date of receipt of the appeal by the Bank. The response will be sent to the Customer’s 

postal address or communicated to the Customer via another permissible channel specified by the 

Customer (by phone, e-mail, etc.). If it is not possible to resolve the issues raised in the appeal 

within one month, the Bank may extend the period for consideration of the appeal, and such 

extension shall be notified to the Customer who submitted the appeal. Nonetheless, the total term 

for resolving the issues raised in the appeal may not exceed 45 days.  

https://www.procreditbank.com.ua/assets/Uploads/docs/schedule.pdf
https://www.procreditbank.com.ua/assets/Uploads/docs/schedule.pdf
https://www.procreditbank.com.ua/branches/
https://www.procreditbank.com.ua/branches/
https://en.procreditbank.com.ua/branches/
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The Customer may withdraw their appeal by contacting the Bank in the same manner as they sent 

the appeal. 

Appeals that are not subject to consideration and resolution are specified below:    

- written appeals without indication of the place of residence, not signed by the Applicant(s), 

or not allowing the Bank to identify the Applicant(s)  

- repeated appeals from the same Customer on the same issue, if the first one has been 

resolved on the merits of the case. 

Consideration of appeals at the Bank is carried out in accordance with the requirements of the Law 

of Ukraine “On Citizens’ Appeals”. 

You can also contact the National Bank of Ukraine. Detailed information is provided in the “Enquiries 

from Citizens” section of the website of the National Bank of Ukraine at 

https://bank.gov.ua/en/contacts/contacts-details . 

https://bank.gov.ua/en/contacts/contacts-details

