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We are committed to delivering services in a manner that
is Fair, transparent, and responsible, in Full alignment with
the Consumer Protection Regulotions ond Stondords
issued by the Central Bank of the UAE.

Our services are designed to be clear, accessible, and
easy to understond, enabling you to maoke informed
Financial decisions with confidence. We conduct all our
dealings with integrity, professionalism, ond due care,
placing your interests ot the center of everything we do

Through our Customer Charter—our Formal commitment
to you—we aim to uphold the highest stondards of
customer service ond ensure thot your rights as o
consumer are respected and protected ot all times.

We are committed to communicating with you in a clear,
Fair, and non-misleading manner, providing timely and
accurate information regarding our products, services,
Eerms, conditions, and associated risks.

We octively listen to your Feedoock ond are committed to
continuous  improvement  of our products, services, ond
processes. We strive to meet your needs not only ot the point
of service, but Ehroughout your entire relationship with us
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Consumer Rights and Responsibilities

Consumers Rights

Right to Fair Treatment: Customers must be treated
Fairly, honestly, and without discrimination.

Right to Transparency: Clean, accurote, ond timely inFormation
must be provided to enoble informed decisions.

Right to Choice: Customers con choose suitable
products/services based on their needs.

Right to Data Privacy: Personal data must be protected

ond processed in accordaonce with applicable regulations.

Right to Redress: Customers can submit complaints and
receive timely resolution.

Consumers Responsibilities

Provide Accurate Information: Customers must provide
complete and accurate information.

Understond Terms: Customers must understond and
comply with terms and conditions.

Review Documents: Customers must revieuw documents
before signing.

Monitor Accounts: Customers must monitor accounts
ond report issues promptly.

Protect Data: Customers must safeguard their personal
and financial data.

JsSleiuall allgguiuog Ggan
osslaiuall §9a
uaigjgagdaljigdliaes ploleialldloleociny.dlalelidloleall 0 Gall

1 dgll 094 61839 davlgilogleo g 1a8i 1 oy:drala I I-0¢g-ll
Gpiiuocillpéslail pSailcnwliall

drwliall ciloaall gl ealaiiall jLuisl J-oleiall G Luisyl -6 Gl
aibolisy

Lasg Lavialleng dna il Uil dlas (1ol dlas -6 G Al
ey JgoealldalAilll

Lodalleo lc Jgnallg sglsaillaa4i Joleiall §oy:0 il 6 Gl
wwliallcadgll

uSlaiuall esllgguio
dlolS wilogleo a 11487 J oleiall ,lc w1 oy:d 6163 il oglen 0 1a6i
daidng

Lo oljilMllg plSollig Ing il ama Joleiall Lle c1ay:dng il ama
216gill J16 wilaiiwall deslyo iny:ealaiiwall dedlyo
ljgo Jsbito i ¢jc gAbAlIg cabilunall delio ciny bl deilio

dulallg duna il bl dalas winy -ealill] dilan



Code of Fair Treatment of Customers
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We are committed to Fostering trust and long-term
relationships with our customers. We prioritize Fair,
Eransparent, and responsible treatment in line with UAE
Central Bank Consumer Protection stondards.

Ethical Conduct
We oct with integrity, Fairness, professionalism, and
without undue pressure on customers.

Transparency
We provide clear, accurate, and accessible information
on products, risks, Fees, and terms.

Equality oand Respect
Al customers are treated equally with dignity ond
respect without discrimination.

Privacy ond Data Protection
Customer dota is protected and only shared with
consent or when required by low.

Customer Complaints
Complaints are handled Fairly, promptly, ond used to
improve services.

Products and Services
Products are designed responsibly, transparently, ond
aligned with customenr needs.

Service Stondards
We ensure consistent and reliable service delivery.

Errors and Omissions
Errors are corrected promptly ond preventive measures
are implemented.

Customer Education
We promote Financial literacy ond awareness to support
inFormed decisions.

How you can help us
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You con help us provide a quality service thaot meets
your needs, if you or your support person:

« Provide us with complete and accurate information
about your situation.

» Provide us with Feedback about our service and how
we can improve.

 Tell us when things are going well with your service os
well os when they may not be.

How you can provide Feedback
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At Al Ain Finance we strive to provide the best
support possible and want to make sure we get it
right ond ensure that the customer service
standards ore maintoined, aond customers
haove a pleasant experience.

You can provide Feedback to us by:

» Talking to Relationship Manager

« Email us ot Complaints@alainfinance.ae

e Call us on +971 2 445 5771

« Complete the Form online on available ot Customer
Feedback & Issue Reporting

For general queries you may contoct us on
infFo@alainfinance.ae or call us on +971 2 445 5771
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Complaints Management and Resolution

At Al Ain Finance PJSC, we treat complaints with the utmost
importance and view them as o voluoble opportunity to
enhance our products, services, and customer experience.
We are committed to resolving complaints in a monner that
is Fair, Eransparent, ond timely, in line with the Consumer
Protection Regulations issued by the Central Bonk of the
URE.
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We are committed to:

» Taking immediote and appropriote action in cases involving
potential risk of harm, neglect, or misconduct

» Acknowledging receipt of your complaint ond providing a
unique reference Number within two (2) business days

» Contocting you within two (2) business days to confirm
receipt ond discuss your complaint, where necessary

» Resolving 90% of complaints within Fifteen (15) business
days From the dote of receipt; more complex complaints
may require additional time

» Keeping you regularly infFormed of the progress and status
of your complaint

* Engoging with you (or your authorized representative)
ond, where required, requesting additional infFormation to
ensure a thorough and Fair investigotion

Escalation Process
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IF you are not satisfied with the resolution of your
complaint, you may escalate the matter to:
Chief Executive Officer (CEO)

Al Ain Finance PJSC

5th Floor, OFfice #504, Dusit Thoni Complex
OFfices Building, Sulton Bin Zayed the First Street
P.O. Box 40283, Abu Dhaobi, United Arab Emirates
Business Hours: 08:00 AM - 05:00 PM

Telephone: +971 2 445 5771

Email: infFo@aloinfinonce.oe

Website: www.aloinfinance.oe

IF you remain dissatisfied with our Final response, or if we do
not meet the above commitments, you may escalate your
complaint to the Ombudsman Unit (“Sanadak™), established
by the Central Bank of the UAE:

« Toll-Free: 800 726 2325

» UWebsite: wwuw.sanodok.gov.oe

Sl loaeni psisay (sgsaill dalleo (e pSlh) pac Jb 0
Su6iill Guyijl

o-0.ub Jrgaill pell @S pb

U ©wgd 20230504 pd) LiiSo ol Gillall

JoVIulj oy Yol gyl iilSoll ko

daniall dyyell oyl 15g)i 40283 i o

£l 05:00 - [5lun 08.00 : Jaell cileLu

+971 2 445 5771 ([ ilall

inFo@alainfinance.oe 194\l ay pll
wwuw.alainfinance.ce 1934l gdgall

Lioljill pac Jo 0 gi wAlaill Jall g aslvy pac jhaiwl Jb o
daguwi 6399 LI sgSidl 3 eini o SiSoy .oalcl 69 S2all J pleall
dyyell LoVl Wynal delill "Eaiw” dyisolilg d1opnall cilejliall
SJSpall aniall

800 726 2325 Lilaall aayll e

www.sonadok.gov.oe LI9JiSIVl @dgall e

yaiwall gruill Lioljill

Our Commitment to Continuous Improvement

We analyze complaint trends and Feedback to continuously
improve our processes, controls, ond customer experience,
ensuring alignment with regulotory expectations and best
practices.

Wi ey §J93 JS iy Lay d nijoll wibilwlg sglsidl J iy og &i
JUioMl ooy Lay puoleiall dyjnig LLLo.IoJlg Liilelya] (i



