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Onboarding FAQs
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Account Opening
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What is the eligibility criteria to open an Al Hilal
account?

You must be at least 18 years old to open a savings
account, and at least 21 years old to open a
current account. For those below 18, accounts

will have to be opened by a natural parent.

An account opened by the father will have full
functionality. An account opened by the mother,
under the grantor principle of Shariah will be
considered as a conditional gift account; the child
will only be able to receive and send funds from/to
mother.
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What documents do | need to open a child’s
account and how do | do it?

Parents who want to onboard their child need to
keep their Emirates ID (EID), Passport and Birth
Certificate handy as these are the only things
required for onboarding.
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When is my account activated?

If you are a UAE PASS onboarded customer, you
get your active account and virtual card instantly.
Otherwise, your account will be activated upon
delivery of your debit card. Please ensure you have
your Emirates ID on you so that the courier can
verify your identity.
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ID Verification
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How long does the verification take?

You will be notified within 48 hours (or 2 working
days) after submitting the application.

aci(Jac Logl gl) delw 48 ggac (a ellail aiiw
cnll ogaag

Why are my EID and passport not getting verified?

Make sure the passport and the EID are
mentioning the same nationality. Dual nationality
is currently not being accepted.

jlgag diilloyl Liiga o (Gaaill aaiy ol 1lol

?§m
digall ag paulljlga (4 duuindl gl go A5l
He dagajoll dinindl gV laudi Ca diiljloyl
I dlgido




ALHILALO L1l 211

Why should | declare FATCA/CRS tax details?

If you are either born in the USA or are a resident
or a citizen or a tax payer of the USA then FATCA
declaration is mandatory as per Central Bank UAE
(CBUAE) rules. If you fall under any of the above-
mentioned, this feature will be available to you
shortly.

If you are a tax payer in any other country then
CRS declaration is mandatory as per CBUAE rules.

If you are a citizen of the UAE then there are no
personal tax obligations required.
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What should | do if | forgot my passcode?

You can reset your passcode by clicking on the
Forgot passcode on the login page. If you are

in the app and want to change your passcode
then you can find that option in the More section
under your Account tab.
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Why do | provide so many consents and who are
the third parties?

The consents provide us with the mandatory
information required to process your application
and enable us to share relevant promotional
content from our marketing partners with you. You
may choose how you want to be contacted on the

app.
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UAE PASS
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What is the advantage of onboarding through
UAE PASS?

UAE PASS allows easy and convenient onboarding
due to the following:

1. UAE nationals do not need to provide any
documents.

2. GCC nationals and other expats only need to
scan their passport.

3. Successfully onboarded customers get an
account with no debit restrictions and an active
virtual debit card instantly to start funding and
spending.

4. The physical card will be delivered once you
have registered through the app.
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Debit Cards
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How do | get a physical card?

Physical debit cards will be delivered upon
successful completion of account opening. You
will be able to select a time and preferred location
for the delivery. If you are a UAE PASS onboarded
customer your account will be active otherwise
your account will be activated post successful
delivery of the debit card and physical verification
of Emirates ID.
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What should | do if my card has been lost or
stolen?

You can block your debit card temporarily via
the application. If you want to block your card
permanently and request for a new one, please
contact us via our live chat or call centre.
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What if the fingerprint cannot be validated during
card delivery?

Fingerprint authentication is mandatory to
activate your banking account and to enjoy the
full services that we have to offer.

;Li_'i'T(\_Lnx‘Jl doni lc daalnaoll podi od gl 1Alo
fddlhul Jungi

dyygpn 6ghh A aum\l damt oIaATul daslnadl

dloaall Jolay aladllg apnodl ebbun Jicail
doldaall

Transfer & Payments
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Can | use any debit card for top-up?

Yes, any UAE-issued debit card can be used. The
app will not accept credit cards or international
cards. Please note, the top-up using other UAE
bank debit card option is available only once and
the allowed amount is between AED 500 and AED
50,000.
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Is there any limit for self transfer?

There is no limit for self transfer.
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Is the Standing Order functionality available in the
Al Hilal App?

Standing Order (recurring payments) for
customers are not available in our app,
however only CBUAE and Court requests will be
accommodated manually.
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Can | transfer funds without adding beneficiary?

Yes, customer will be allowed to transfer funds
directly with or without adding beneficiary.
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What is the limit within which | can transfer

without authentication?

You can transfer less than or equal to AED
50K without authentication if it is an added

beneficiary.
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Can | enter Account number to transfer to my old

AHB account?

No, similar to any other domestic transfer, you
would need to enter IBAN to initiate a fund transfer
to existing Al Hilal Bank accounts.
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Can | proceed without adding beneficiary address
for international fund transfer?

No, as the beneficiary address for international
transfers is mandated by CBUAE.
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Debit Card Limit Table
Debit Card .
Default Limits Adults (Age 21 & above) Teen (Age 13 to 21) Kids (Age below 13)
ATM Withdrawal Limit AED 50,000 AED 5,000 AED 100
POS Purchase Limit AED 250,000 AED 100,000 AED 100
Online Transaction Limit AED 100,000 AED 50,000 AED 100
Debit Card .
Maximum Limits* Adults (Age 21 & above) Teen (Age 13 to 21) Kids (Age below 13)
ATM Withdrawal Limit AED 50,000 AED 25,000 AED 10,000
POS Purchase Limit AED 1,000,000 AED 250,000 AED 25,000
Online Transaction Limit AED 250,000 AED 100,000 AED 25,000
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Opening & Functionalities/Child Account
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What documents do | need to open an account
for my child?

You are required to submit the Passport, Emirates
ID and valid Birth Certificate (English or Arabic)
details on the app. Your documents will undergo
verification.
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What parental controls can | set?

Parent controls are as follows:

® Allow or limit access to the Marketplace.

® Allow or limit access to virtual card.

® Debit Card limits across ATM, purchase (POS)
transactions and e-commerce transactions.

® Allow or discontinue e-commerce and
international transactions.

® Freeze/unfreeze the card and change pin.
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How can | block my child's access?

You can go to the Family tab, select the child
and then settings to see the permissions. This
will only be available after onboarding the child.
Permissions for the Marketplace and virtual card
are also available during onboarding.
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Does my child need to have a device?

If you would like your child to access the
Marketplace or the bank account then setup the
app on your child's device. However, to initiate
account opening you will need a different device.
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How do | setup the app on my child’s device?

QR code should be used on the child's device
(which should be a different device than the
parent’s) to setup the app. QR code will contain
secure information to authenticate the child’s
identity.
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I want my wife to manage my child’s account.
What is the process?

Only the parent who opened the child’'s account
can manage the account.
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How do | change or set my child's card PIN?

Click on the Family tab, select the child for
whom the PIN needs to be changed and click on
"Change PIN".
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How do | block my child’s card?

Click on the Family tab, select the child whose
card needs to be blocked and use the "Freeze
Card" option to temporarily block the card.
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How will | know when my child uses the card?

All transaction alerts for children’s transactions
are sent to parent. In addition, you can access the
transaction details on the app under the Accounts
tab to see all transactions.
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Can | transfer on behalf of my child?

No, you cannot transfer from your child’s account.
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Can | pay utility bills on behalf of my child?

No, you cannot pay bills from your child’s account.

S ldh go dlill AloaAll pilgd aas iiso) Ja
celldih b go pilgall gas elildol gul Al

Can | add my beneficiaries to my child’s account?

No, you cannot add beneficiaries for your child.
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Can | restrict my child’s permission to make a
transfer/payment?

Yes, you can restrict your child from doing transfer
or payment.
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What is default/maximum transfer limit for a child
account?

Pre-defined daily transfer limit is AED 250K and
payment is limit AED 50K.
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Can a child/teen request access to allow funds
transfer/telecom payment, if the same is blocked
by the parent?

Yes, a child can request through the app for
parent to approve the transfer access - for which
the parent will receive the PUSH notification a
push notification. Another way is for the parent
to go on their child/teen account tab and allow
access directly from there.
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Can a child/teen account opened by a mother
allow funds transfer to other beneficiary?

No, for child/teen accounts opened by a mother
and transferring funds to anyone other than the
mother (the Grantor) will not be allowed.
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You can dispute the transaction either by
contacting us on a live chat or by calling our
contact centre, who will log the complaint.
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How do | look for a product on the Al Hilal Digital
Marketplace?

Navigation is easy on the Marketplace. Select the
category, or use the search engine to find the
product you are looking for.
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I'm not able to find a product. What should | do?

We try and offer the latest products available in
the market. However, if by any chance, we do not
have a product you desire on our Al Hilal Digital
Marketplace, then please let us know and we will
try and get it for you. Please call Customer Support
at 600 522 229 or use the live chat on the mobile
application from Saturday till Friday 8am — 8pm.
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I've never done this before, How do | place an
order?

Placing an order on the Al Hilal Digital Marketplace

is easy.

1. Search for the product you want to buy.

2. Add it to the cart by clicking on the cart icon.

3. Repeat steps 1 and 2 if you want multiple
products.

4. After you're done shopping, click on View Cart in
the top right corner.

5. Review your cart and checkout.

6. Fill the required details and choose your
preferred payment method.

7. Place Order.

That's it! You will receive an email confirming your

order along with your order#.
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What are my options to pay for an order?

You may use your Credit Card, Debit Card or
redeem your TouchPoints.
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What cards do you accept?

Our payment gateway accepts almost all kinds of
Credit/Debit Cards. Visa, Mastercard & Amex.
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How do | check the status of my order?

Go to the “More” tab, then go to "My Order”, select
the order thatis in “Pending” status, and you will
see all the details.

? - &g L.}o 34 1 I - i .- ] . -)
'"gr!lb" L_;J! L@Al p_l ,"A_'U_Q“" Lug_u dovc (_,J! A1l
6LoQ SHuwg "(Jleo” 650G 4 9o GMI cllhlliAlg

30% Cashback offer FAQ
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Are all Al Hilal customers eligible?

No, the offer is valid for new Al Hilal customers who
onboard between 1st August to 30th September.
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Will | be eligible for all the transactions made on
my debit card?

Yes, all retail, point-of-sale, and online purchases
will be considered. Exclusions are transactions at
exchange houses, cash withdrawals, government
spends and balance transfers. In addition,
transactions of reversals, refusals, or disputed
purchases during the promotion period will be
excluded from the qualifying spending.
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How long is the offer valid?

The offer is valid from 1st August 2022 to 30th
September 2022 (both dates inclusive).
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Is my child eligible to earn the cashback offer?

This promotion is only valid for adults of 18 years
and above.
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When will the cashback be credited, and to which
account?

All eligible customers will be receiving the
cashback on 31st October. The cashback will be
credited to your account; if you have more than
one account, it will be credited to the Current
Account. Al Hilal bank account must be active and
valid at the time of eligibility computation for the
cashback.
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Account Deletion Details
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How can | delete my Marketplace account, close
my Al Hilal Bank account, or finance products?

You can delete your Marketplace account, close
your Al Hilal Bank account, or finance products, by
following one of the three steps listed below:
Visiting the nearest Al Hilal Bank branch
Calling our Customer Support at 600 522 229
Contacting us via live chat on the Al Hilal Digital
banking App
Please note your personal and account data, as

well as any credit card and financing data, will be
retained securely for five years from the date of

you deleting/closing your account. Post this period,

all data will be deleted.
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Frequently Asked Questions:
Al Hilal Cashback Credit Card
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How do | earn Cashback on my Al Hilal
Platinum Cashback credit card?

5% and 3% flat will be given on the selected
merchant category of your choice for all eligible
domestic & international transactions. 1%
Cashback will be given for all other retail spends.

The category options for 5% selection are as follows:
- Supermarket/Grocery

« Fuel

+ International Spends

+ Dining

The category options for 3% selection are as follows:
- Supermarket/Grocery

- Fuel

- International Spends

- Dining

- Education

1% Cashback:
All other retail transactions.

Note: Irrespective of the selection of International
Spend category (Under 5% or 3%), countries listed
by Master Card under EEA will be awarded with 1%
Cashback only.
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What is the income eligibility to apply for Al
Hilal Cashback credit card?

Your monthly income should be a minimum of AED
5000.
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How do | check my Cashback earned?

The Cashback amount will be displayed on Al Hilal
digital app for all eligible transactions done with
Cashback credit card. The Cashback earned for
previous months will be available in the app under
life time earning.
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Can | change/update my preferred Cashback
merchant categories free of charge?

Yes, it is free to change the preferred Cashback
merchant category for up to two times in a
calendar year (January to December). However, if
a customer is changing more than twice in a year
then they will have to bear a charge of AED 25 for
each new update in the same year.
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How can | change the preferred Cashback
category?

Preferred Cashback category can be easily
changed from App, by clicking on the setting icon
in the Cashback section or from "Manage your
card” option.
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When will the change of preferred Cashback
category be applied?

New preferred Cashback category will be
applicable on transactions performed from the st
of the following calendar month.

For Example: If the preferred Cashback category
is updated in September 2022, then the new
updated categories will be applicable on
transactions done from 1st October 2022.
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Will | get Cashback on all transactions using
Cashback card?

Yes, you get Cashback on all retail transactions
except government spends and bank charges/
fees. In addition, Utility bill payment, balance
transfer, cash advance, Easy payment plan (EPP)
using Al Hilal Digital app are not considered for
Cashback.
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What is the annual fee for the Cashback
card?

Currently, Al Hilal Cashback credit card is a free for
lifetime credit card

S ALl ddlin gl Sgiuwll aull ga Lo
Sdyilaifull

dalhg La Juall go dulaiil e aaill slaiwyl dalhg Wi
OuAll gao diilho duiladll




ALHILALO L1l 211

Is there a maximum amount | can earn every
month?

You can earn maximum of up to AED SO0 every
month based on your transactions. There is

no Minimum spend required to be eligible for
Cashback.
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When will | receive the Cashback to my credit
card?

The eligible Cashback for a specific month will
automatically be credited to your credit card on
or before 15th of the following month. This will
be added to your available limit of your credit
card and you can utilise the amount from the
Cashback credit card.
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What happens to the Cashback that | have
earned in case the transaction is reversed?

Any complete or partial reversal of transactions
will result in the withdrawal of Cashback awarded
for the particular transaction. The reversal will

be adjusted against eligible Cashback for future
transactions or directly debited from the credit
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Frequently Asked Questions: sdcilinll dliwll

eGift Card
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Can | return an eGift card after purchasing it?

All eGift cards cannot be refunded or exchanged
for cash once purchased.
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