We in Al Baraka Islamic Bank, Bahrain, prioritize our customers'
satisfaction and pledge to deliver transparent and equitable
services. This document explains the rights and privileges
accorded to our retail banking clients. Our aim is to ensure
customers possess a comprehensive understanding of their
entitlements and the mechanisms in place to address any
grievances, disputes, misselling or misleading marketing that
may arise throughout while conducting any banking journey.

We are committed to informing you well in advance, at least 30
calendar days, of any changes/alterations to our terms and
conditions, fees and charges, profit rates, or service offerings
that may impact your banking relationship. Notifications
regarding such changes will be disseminated through various
channels such as email, social media, digital applications, bank
official website, or SMS. We encourage you to promptly review
these notifications and reach out to our customer service team
should you require any clarification or have inquiries.

Should a dispute arise, we are committed to resolving it
equitably and promptly. You retain the right to lodge a dispute
pertaining to any facet of your banking transactions or services.
Our dedicated dispute resolution team will conduct a thorough
investigation into your concerns and furnish you with a
response. We offer multiple convenient channels for customers
to raise their concerns, including visiting our branches,
contacting our call center, or utilizing our user-friendly digital
app.

e Debit Card: The customer must file the dispute within 45
calendar days from the date of the transaction. Once the
dispute is filed, the acquirer bank, which is the bank that
processes the debit card transaction, has 6 calendar days to
provide a response to the customer.

Credit Card: The customer can claim the transactions within
the Mastercard timeframe 90 — 120 depend on the
transaction type. the chargeback process consists of
multiple steps with specific timeframes. The normal process
cycle lasts 45 calendar days, and if the transaction is
rejected, it may proceed to pre-arbitration, which adds
another 30 calendar days. In the event of a lack of response
from the customer being filed against, the case may be
automatically rejected after 10 days in the pre-compliance
stage, and Dispute Resolution Management will make their
decision accordingly.
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e AIB ATM Transactions: Customers are advised to
immediately report any dispute or concern relating to a
transaction performed via the Bank ATM network as soon
as possible, starting from the date of the transaction itself.
The resolution process typically takes 2 to 5 working days,
taking into considerations the various factors such as the
location of the ATM where the transaction occurred, i.e.,
onsite or offsite ATM.

Local ATM Network/Benefit Pay Transactions: We highly
encourage customers to take immediate action and report
any dispute or concern arising from a transaction
performed on other local banks ATMs or using Benefit Pay
Mobile App as soon as possible, from the date of the
transaction itself to enable us to investigate and resolve the
issue at the earliest. The customer must file the dispute
within 45 calendar days from the date of the transaction.
Once the dispute is filed, the acquirer bank, which is the
bank that processes the debit card transaction, has 6
calendar days to provide a response to the customer.

Should the resolution process necessitate additional time, we
will ensure you are kept abreast of the progress.

We have implemented a robust procedure for handling
complaints to ensure timely redressal of your concerns. Please
refer to the provided link for detailed information regarding our
effective complaint management protocol. Customer Inquiries
and Complaints Procedure.

Should you suspect or encounter instances of mis-selling of
financial products, we implore you to promptly notify us. We
have instituted processes to investigate such matters diligently
and undertake appropriate actions to address any potential
misconduct.

We recognize the significance of reliable banking services. In
the event of system failures, disruptions, or unavailability of our
banking platforms, we are committed to rectifying the issue
expeditiously and minimizing resultant inconveniences. You
will be duly notified of such incidents and kept apprised of the
progress until resolution or may reach out to us for inquiries.

Safeguarding your financial information and assets s
paramount to us. In the unfortunate event of a security breach
or fraudulent activity, we have instituted security measures to
mitigate risks and safeguard your interests. Should you suspect
any unauthorized transactions or fraudulent activities, please
report them immediately to our customer service team.
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https://albaraka.bh/getmedia/2a123d63-ae2e-43f0-a34d-4b8dd80c5c3d/Customer-Inquiries-and-Complaints-Procedure_2.pdf
https://albaraka.bh/getmedia/2a123d63-ae2e-43f0-a34d-4b8dd80c5c3d/Customer-Inquiries-and-Complaints-Procedure_2.pdf
https://albaraka.bh/getmedia/2a123d63-ae2e-43f0-a34d-4b8dd80c5c3d/Customer-Inquiries-and-Complaints-Procedure_2.pdf
https://albaraka.bh/getmedia/2a123d63-ae2e-43f0-a34d-4b8dd80c5c3d/Customer-Inquiries-and-Complaints-Procedure_2.pdf

Fraudulent Transactions: In the unfortunate event of
suspicious, unauthorized, or fraudulent transaction on your
debit or credit card, we prioritize your protection and will
take immediate action to address the issue. It is essential to
immediately and upon discovery to report such
transactions to our Customer Service team or Call Center.
Liability Protection: As a customer, you have certain rights
and protections in cases of fraudulent transactions on your
debit or credit card. Depending on the applicable laws and
regulations governing the card usage and scheme provider
(i.e., MasterCard or Visa), you may have limited liability for
unauthorized charges if you report them in a timely
manner. We will provide you with the necessary guidance
and assist in resolving any fraudulent activity on your card.
Card Replacement: If your debit or credit card is lost, stolen,
or compromised due to a security breach, we will promptly
replace it to ensure the security of your account. Please
report the loss or theft of your card to our Customer Service
team or Call Center immediately.

Account Monitoring: We employ advanced security
measures to detect and prevent fraudulent activities, as
much as possible, on your debit or credit card. Our systems
continuously monitor transactions to detect any suspicious
or unusual patterns. In cases where potential fraud is
suspected/detected, we may contact you to verify the
transactions or take appropriate action to protect your
account by blocking your card or account. Failure to
establish contact with you will not deter any action from our
end.

Fraud Prevention Education: We are committed to
providing you with information to help you protect yourself
from debit and credit card fraud. This may include alerts,
tips on safe card usage, secure online transactions, and how
to recognize and report phishing attempts or other
fraudulent activities.

Dispute Resolution for Fraudulent Charges: If you notice
unauthorized charges or suspect fraudulent activity on your
debit or credit card, you have the right to dispute those
transactions. We will guide you through the dispute
resolution process, investigate the matter thoroughly, and
work towards a fair and timely resolution.

24/7 Card Support: Our customer service team is available
24/7 to assist you with any card-related concerns, including
reporting fraud, blocking or canceling cards, and providing
guidance on card security best practices.

Credit Decision: In the event of denying vyour
credit/financing application, we undertake to furnish you
with a clear explanation of the underlying reasons, as
stipulated by regulatory requirements. While we are
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obliged by regulatory directives/requirements, we shall do
our utmost to consider your application positively.

Delay in Approval: We endeavor to process credit and
financing applications in a timely manner. Should delays
occur, we will communicate the reasons and provide
regular updates until a decision is reached. Exceptional
requests may require more time from our end, we shall
keep you abreast of the status of your request.

Unclear Terms and Conditions: We are committed to
providing transparent and easily understandable terms and
conditions for our credit and financing products. Should you
require further clarification or have inquiries regarding the
terms, please do not hesitate to reach out to our customer
service team.

Unfair Practice: We adhere strictly to fair banking practices
and comply with applicable regulations. Should you suspect
any unfair practices, kindly bring them to our attention, and
we will undertake a thorough investigation into the matter.
Installments: We are committed to providing you with
transparent and precise information regarding installment
plans for financed assets or services. The Bank is committed
to provide you a clear and accurate details about the
number of installments, payment amounts, due dates, and
any associated fees or charges. In some of our products,
future installments may be subject to change and
amendment in accordance with applicable rates. Any
change in installments amounts will be communicated in
advance to you.

Rate: We understand the importance of providing you with
comprehensive information about the applicable profit
rates for our financing products. We are dedicated to
offering clear and concise details about the profit rate, as
well as any factors that may influence the rate over the
financing period.

Period: We are dedicated to clearly communicating the
duration of the financing agreement, allowing you to plan
your repayments and financial commitments accordingly.
Financed Assets/Services: Our commitment is to provide
you with precise and comprehensive information pertaining
to the assets or services being financed. This includes
furnishing you with detailed specifications, features, offers
and outlining any additional aspects or terms related to the
commodity that the bank will acquire on your behalf.

Early Settlement: We recognize your right to inquire about
options for early settlement of the financing agreement.
We are committed to providing you with the necessary
information pertaining to the process, requirements, and
any applicable fees or adjustments associated with early
settlement. Additionally, we will also address the insurance
refund related to your finance and ensure that you receive
the relevant details.
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You have the right to privacy and the protection of your
personal and financial information in accordance with
applicable laws and regulations. We are committed to
maintaining the confidentiality and security of your data.
Additionally, you have the right to withdraw your consent
related to benefit or E-KYC processes. If you wish to withdraw
your consent, please inform us, and we will provide you with
the necessary assistance to proceed accordingly.

o Truthful Representation: The Bank should accurately
represent their products, services, and offers in advertising
materials without using deceptive or misleading language
or visuals.

Clear Disclosures: We will provide clear and prominent
disclosures in advertisements, including all relevant terms,
conditions, fees, and limitations associated with the
advertised products or services.

Fair Comparison: Any comparisons made in advertising will
be fair, factual, and based on objective criteria. We shall not
disparage competitors or misrepresent their offerings.

No False Claims: We will refrain from making false or
unsubstantiated claims about the benefits, features, or
performance of our products or services in advertisements.
No Bait-and-Switch Tactics: The Bank will not engage in
bait-and-switch tactics, where we advertise a product or
service at a certain price or with certain features but then
attempt to sell a different product or service at a higher
price or with different terms.

Clarity in Pricing: Pricing information in our advertisements
will be clear, accurate, and not misleading. We shall disclose
all fees, charges, and conditions associated with the
advertised products or services.

Protection for Vulnerable Customers: Particular care will
be taken to ensure that advertising does not exploit or
mislead vulnerable or financially inexperienced customers,
such as the elderly or individuals with limited financial
literacy.

Regulatory Compliance: The Bank will comply with all
applicable laws, regulations, and industry standards
governing advertising practices, including those set forth by
regulatory authorities such as the Central Bank of Bahrain,
Ministry of Industry and Commerce, etc.

Recourse for Misleading Advertising: Customers who
believe they have been misled by may lodge their complaint
with the bank or relevant regulatory authorities.

You have the right to access information about your accounts,
transactions, fees, and other relevant banking services
promptly and conveniently.
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You have the right to access fair and efficient mechanisms for
resolving disputes or complaints, including the ability to
escalate issues to regulatory authorities if necessary.
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Call Center +973 13 300 400 (24/7) Juai¥l K s

Report Lost or Stolen Card +973 13 300 400 (24/7) A5yl o 33588 daadl e & 3LY)
+973 13 300 400 (24/7)

Suggestions\inquiry customer_care@albaraka.bh Sl [ il 3
+973 13 300 400 (24/7)

Complaints complaints@albaraka.bh S

Fraud +973 13 300 400 (24/7) Jlaay)

Whistleblowing whistleblowing@albaraka.bh Glallaall e &30y

Al Barakat Rewards rewards@albaraka.bh Sl el

Data Privacy DPS@albaraka.bh Glilal) dun gad

The above rights aim to ensure that you are treated fairly,
protected, and empowered to make informed decisions about
your banking transactions and dealings.
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