ENB UAE Classification: Public

ENB’s Customer Service

Charter
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Our Commitment | We at ENB are committed to providing our | sLdsJls 1S LM Lo b Ogarile @Iay\wlwldu@um Sl Lialll
valued and loyal customers with the best of | (zw o> Wjglnis ol egilades @b @ olaxll Jiashy
services that meet or exceed their | pedg sleiwl Dleall deus @udd jule (pusd) plal
expectations. We strive to constantly improve | ,kadly Deall (e 555 28185 3l I e el (3 Wdkee
our customer service delivery standards and to | axex> § ddlasdl (o A3 923y A o LI bl bas! 3
support our customers in their journey by | Wil
creating a customer-centric culture and looking
into your financial needs with speed and
utmost transparency in all our dealings.
Our Customer Service Pillars L3ac dodz lewlud
Pillar (1) Know your Product: In order to provide high- | @39l ddle Dlae dous 4dg3 Jal oy elmiie e CBya (1) yg=eadl
quality customer service, the bank’s staff | Wlxie puexd L 0gd el bge G 0950 o oo
should have a well understanding of all our R PR ENY
products and services.
1Pillar (I1) Know your customer: The bank’s staff needs | 2ol 089 Mlaall d8,m0 Il clidl galbge zlizy tillies Coycl (2) yg=all
to know the customers and understand their | ¢S U1 Dlaall bl Caxiuas dodos J=l ope Joadl dabog
behavior which can help to deal with their | bug> $bad Jdbs dslisb egilrlizl go doladl (3 sl o
needs professionally and do our utmost g
efforts to meet them.
Pillar (I11) A collaborative Staff: The bank’s staff must | G9bs @48 il salbge Jom O o 10539 laall 5550l (3) sg=sdl
work as a collaborative team to meet el Loy Al
customer satisfaction.
Pillar (1V) Be Responsive: The Bank’s staff will respond | ¢bhluaicl e 5)52)l 3,0b cldl sabge poirw tbglaxio oS (4) Hy>oJ!
promptly to your inquiries through the Bank’s | .&db doldl 39 ATV wally wasle)l wleds M= e
phone and E-mail services. The Bank will | o «cdlall e Buxag dads Ologlae @iy Ebdl pgiiw
provide accurate and up-to-date information DUandl gl 3Vl asdl e blaxl
upon request, keeping waiting time to a
minimum
Pillar (V) Be Respectful: Respect for the customer is a | Lo eDaadl dous dhyww!ﬁw\w o fiona oS (5) sg=all
vital component of our customer service, it | gate Obgiws J) Jgwog)l e lid) delun OF oSy
can help the bank to reach superior levels of deeadl g LidMe g Dlaall 43y25 (10
customer experience and our relationship
with the customer.
Pillar (VI) Build a long-lasting relationship: The Bank | wdldbgb @dle cbo JI ¢lidl Coug 1l dbgl d8Me <lo (6) yg=all
aims at building long-lasting relationships for | egedsy @gy e Llasdly dileJl IMs o Doall 7lal
the benefit of the customers through care, b33 jolaty Loy
retaining their loyalty, and serving them
beyond their expectations.
Pillar (VI1) Welcoming Customer’s Opinion: customer qbﬁmwﬂbM\MQT%:M\@ﬁWﬂl (7) Lo==aJl
should feel welcome to provide his opinion, | &) Lol aSas Gu bieds ) aillasdleg ail>1 5319
suggestions, and feedback to improve our @wu\;pynymw)ﬁg@ﬂ%wwg&a
service, raise a complaint, and will find a quick el Loy
and satisfactory solution to the issue with
appropriate actions for customer’s
satisfaction.
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ENB UAE Classification: Public

Complaints Management
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As one of our customers, you have the right to make a complaint
to seek an explanation or justification from the bank on any of
your interactions with ENB within the following areas:

=  Products and Services offered by ENB and its staff.

=  Transactions performed

=  Bank statements that you are entitled to receive

=  Fees and Charges

= Servicing Channels & customer touchpoints (Branch, Contact
Centre, ENB Website, and Facebook)

= System performance including your experience using our
ATMs.

= |ssues related to Shari’a rulings & their adherence

= |ssues relating to Compliance & Central Bank.

=  Promotional/ Marketing campaigns & their materials.

= Recovery of financial facility Instalments

= Qutstanding payments (if any)

= Privacy of your Data and any possible breaches.

= Security of your transaction with the bank

= Orany other experience you were not satisfied with and fell
short of your expectations.

Making Your Complaint
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You can raise/register a complaint in the following manner:

= Visiting our Branch during branch working hours and lodging
your complaint with one of our customer service
representatives, or through the Complaint Box in the Branch.

= Phone Banking (+97126269995)

= By email complaint@nileinuae.com or through Internet and
Mobile Banking

= Through our website.

Once your complaint is logged, you will receive an SMS sent to your
mobile number registered with us and will provide you with your
complaints’ reference number.

Your complaint will be acknowledged by one of our complaints
handling personnel within 3 working days.

Based on our discussion with you to understand you better and the
nature of the issue, an estimated timeline of the complaint resolution
will be provided.

All calls will be made to you on recorded lines.

We will endeavor to resolve your complaint within 7 working days.
However, due to unavoidable circumstances where we exceed the
agreed timeline, our staff will contact you to explain the reasons for
our delay and agree with you on a new timeline.

Once your complaint has been investigated, our staff will contact you
to officially explain to you the resolution and confirm with you the
closure of your complaint. The closure of your complaint will be
followed by an SMS to your mobile number with us.
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Escalation of your complaint to the Central Bank(SANADAK) , if

required
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If you are not satisfied with the resolution provided or if your
complaint remains unresolved after the stipulated response time,
you may escalate your concern to the Central Bank of the UAE
(SANADAK).

You can escalate complaints in light of any of the following

conditions:

= You are not satisfied with our final decision.

= EL Nilein Bank, Abu Dhabi (ENB) did not provide you with a
solution within 30 working days of submitting your complaint.

=  ENBrefuses to accept your complaint.
If ENB does not comply with the above procedures and
timetables, you can escalate your complaint to SANADAK
through:

= their website: www.sanadak.gov.ae.

= Orvisit Sanadak Center:

= Sanadak Unit — Emirates Financial Institute Building — Ground
Floor — Sultan Bin Zayed the First Street — Abu Dhabi.

Working hours:

Monday to Thursday 08:30 am to 03:30
Friday 08:30 AM to 11:30 AM

= info@sanadak.gov.ae

= 8007262325

Their complaint submission process is outlined in the
link(https://www.sanadak.gov.ae/en/make-a-complaint/complaint-
submission-process/# )
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