Escalation Resolution

In the unlikely event that your
query takes longer to resolve,
we will communicate the results
within seven business days.

Contact Our Support Team
For relevant queries or status of tickets e-mail
support@bitco.co.za or call 087 135 0000.

Please quote your unique ticket number when
following up on your query.

Escalation and Ticket Numbers
Queries should first be escalated to the
senior support supervisor/ manager.

Support
Escalatio
Process

Escalation Feedback

We will acknowledge receipt
of your submission and provide
feedback within one business
day. We aim to resolve queries
and provide feedback within
three business days.

Please ensure that a ticket has been
logged before escalating. Escalations
will be invalid if no ticket number is
quoted.

Management Escalation

Should you feel that we have not
addressed the matter to your
satisfaction you may escalate
further to om@bitco.co.za.

Director Escalation

Escalate further to md@bitco.co.za
if you have followed the previous
steps and there has been no

resolution. Please include all info Escalation Info R ired
relating to your query. Scalation [nto Require

Escalation Feedback Please submit the following with your escalation.

We will acknowledge receipt of * Subject of the email: A company name

your submission and provide and ticket number for your escalation.
feedback within one business day. e The body of the email: A brief description as to
We aim to resolve these matters why your escalation is required.

within three business days. In the e A contact number.

event that your query takes longer
to resolve, we will communicate the
results within three business days.

*Kindly note that all the BitCo Executives have full insight into all the steps of the escalation path and are there to ensure your
escalation is dealt with appropriately.

Service and Support

Please ensure that you are familiar with our escalation and complaints procedure as well as how queries are
prioritised. We endeavour to provide the best customer service. The escalation process has been designed
to ensure that we meet your expectations and you receive a customer experience that you deserve.

GET IN TOUCH

bitco.co.za I 0
087 135 0000
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