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We build partnerships with our customers that last a lifetime. .auolcio o dawly dldile clit LIl Juall dino allhil

To be the number one Shariah-compliant digital Islamic bank olsal go (galgiall Goall apnall JUAll ga Juall Wmo ggal al
of choice in the UAE, and a constantly innovating, financially gc éaniall dujell dljloyl dlgy La glolciall JgUl drorunll deypill
successful organisation of the highest integrity, respected by dai wbwislg aalill llall puaiillg gpoiwall JIainllg Maaill Giph
our customers, by our competitors and by the community. clguw an le Jlaclll gainog duudliog dilolcio o J5 plyinlg

We greet others with a genuine smile diaidn dolum il ANl Judiml
We listen to and acknowledge the needs of others oliinyll Galiar aaililhio) clagllg guAll dlabing I elaiunll
courteously and professionally dialyinnlig

We take ownership of the needs of others and see them laiuli go Aslillg guAatll dlalinl ploiayl
through to resolution dtilso] yuaci ddjjh wpnillg dilol paco Jolcillg giAalll paai
We are acknowledgeable, honest and reliable litle paslaicl

We dress professionally and presentably rakhall g

We do the right thing even when no one is looking. .dildy ellia gai ol glg Lin daanll dayhib Llillacd S G
We protect our people and honour our commitments. Ailoljill qig litdalhgoy oiai
We strive to be the best every day. .09 J5 jadll (Grdnil el

We value our collective diversity. Lilolei gulwl plyinal Cdu liflaldi caaci lodo

We do things right every time. .Lliadl ddyail 4y pgdi lo J5 jadi
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If you have any positive feedback, suggestions or
complaints, feel free to:

Call us on 600 522 229
Chat with us on the Al Hilal Bank app

Email us on contactus@alhilalbank.ae

Our Customer Care team is always ready to help.

As your banking partner, giving you complete and efficient
control over your finances is imperative. While we strive to
avoid any issues, it is also possible that problems may arise. In
that case, you can always count on our Customer Care team
to resolve your issues as quickly as possible.

A complaint is an expression of dissatisfaction from customers, either
in writing or verbal, on any of our products, services or employee
behaviours.

A suggestion, inquiry or feedback about the Bank's products and
services will not be considered as a complaint, will be directed to the
concerned teams to review and respond to customers.

Call the Al Hilal Bank Contact Centre on 600 522 229/+971 600 522 229

Send an email to complaints@alhilalbank.ae

We take customer complaints very seriously. Our aim is to always
resolve issues at the first point of contact. However, in cases where a
detailed analysis is needed, the complaint will be escalated to our
dedicated team who will ensure that the matter is resolved and the
outcome is communicated properly to the customer.

When a complaint is escalated, the Complaint Department will:
Registration: Register your complaint.

Acknowledgment: Send you an SMS and email to your registered
contact information with the reference number.

Investigation: Investigate the incident and escalate it to the respective
department for resolution.

Resolution: Contact you to inform you with the resolution and decision
taken.

We aim to resolve all complaints within 48 working hours. However, if
the issue is complex and requires further investigation or approvals, the
process might take longer. In such cases, the customer will be kept
up-to-date accordingly.

We always tend to resolve all complaints to our customers satisfaction.
If you feel that you are still not satisfied with the result or the manner in
which your complaint was handled, you may refer the matter to
Sanadak.
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Established in 2023 by the Central Bank of the UAE, Sanadak is an
independent Ombudsman Unit catering to the consumers of Licensed
Financial Institutions (LFIs) and Insurance Companies for the
resolution of complaints. It will provide an independent process to
resolve complaints between consumers, LFIs and Insurance
Companies that have not reached an amicable settlement through
their internal processes in accordance with the regulations set by the
Central Bank of the UAE.

Ground floor, Emirates Institute of Finance, E25, P15/A, Abu Dhabi,
United Arab Emirates

Contact Center: 800SANADAK (800 72 623 25)

Email: info@sanadak.gov.ae

Website: sanadak.gov.ae
https://twitter.com/SanadakUAE
https://www.instagram.com/sanadakuae
https://www.linkedin.com/company/sanadakuae
https://www.youtube.com/@SanadakUAE

https://www.facebook.com/SanadakUAE
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Al Hilal Bank PJSC is licensed and regulated by the Central Bank of the United Arab Emirates and by the Securities and
Commodities Authority under license 601035, to practice the activity of Promotion.
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Proudly part of the ADCB Group

ADCB




