where you come first

UBL UAE Customer Service Charter

This Customer Service Charter outlines our intent and service commitment to our customers.

Our Commitment: At UBL UAE, we are committed to delivering banking services that are fair, transparent, professional, and customer-centric. We strive
to provide an exceptional banking experience while complying with Consumer Protection Regulation and Standards issued by the Central Bank of the UAE.

Fairness Treatment: We are committed to:

= Treating every customer with fairness, dignity, courtesy, and respect.

] Ensuring products and services are suitable for customer’s needs.

= Providing equal service without discrimination.

] Acting Honestly and professionally in every interaction.

Transparency: We will:

= Provide clear, accurate, and understandable information.

= Clearly disclose fees, charges, profit rates, interest rates, risks, and
terms & conditions.

] Notify customers of any significant changes to product or services in
accordance with applicable regulations.

] Avoid misleading or deceptive marketing practices.

Professional Service: our employees will:

= Serve customers professionally and courteously.

= Maintain confidentiality at all times.

= Respond promptly to customer enquiries.

. Continuously improve their knowledge and service capabilities.

Accessibility: We provide multiple channels including:

= Branches

= Contact Centre

= Email

. Mobile Banking

. Internet Banking

. Website

We are committed to supporting people of Determination by providing
accessible banking services.

600-533-335 B www.ubldigital.com

Privacy & Confidentiality

UBL UAE protects customer information through robust security controls and complies
with all applicable UAE laws regarding confidentiality and data protection.

Customer Complaint Handling Process

We UBL UAE is committed to handling complaints fairly, objectively, consistently and

efficiently. Customer may submit complaints through multiple channels including but

not limited to branches, Contact Centre, Email, Mobile Banking, Internet Banking and

website.

Complaint Handling Process:

e Complaintis recorded in the Bank’s Complaint Management system.

*  We aim to acknowledge complaints and provide you with unique reference number
within 1 business day.

*  We will endeavor to resolve complaints within 5 working days, and in case follow-up
is required with third-parties, then it may take up to 15 working days.

Complaints or Feedback

Call us at: 600 533 335 (+971600533335 from outside UAE)
Email us at: ContactUBL@ublint.com
Write to us: UBL Service & Quality, P.O. Box 1367, Dubai — UAE

Or visit any of our Six branches in UAE.
To further support complaint resolution needs, you can also contact Sandak:

Website: https://sanadak.gov.ae
Phone: 800SANADAK (800 72 623 25)
Email: info@sanadak.gov.ae
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