Sy

ADIB - Policy

\ =

«

= "' - ~ . & & 5

Responsible Marketing Policy

24 April 2023 2023 b 24

- 0ol wudsgsl Um0

United Arab Emirates

Baatiall Ay all <l jlaY)

onfidential




R e O LA | ADIB sl g
Document Name: Responsible Marketing Policy -
Table of Contents
OVERVIEW....cce ettt e ettt e e ettt e e e ettt e e e e as bt e e e e e aste e e e e e s sstee e e e e ans b ee e e e e anstaeeeeeannssaneeeannteneeeeannsneeeens 3
APPLICABILITY ..ottt ettt ettt s ettt s et s s et b ettt e s e st s s ss sttt ettt et et et e an e s e 3
POLICY OWNER........cuiuiuiiiiiiteteteteteset et ettt sttt ettt e s sttt et et b b s s s e s ss st bbb b et et et e s s e et s st et et e st esesenis 3
POLICY STATEMENT S, ..t ttttttettie ittt et e et e e e e e e e e e e e s s a et eeeeeaaeee e e st aaasas e besbaaeeeeeeaaaaeeeessaassssnsbeanssnneeaaens 3
RISKS AND CONTROLS. ...t ttttttttttiee e et et eei sttt ettt e e e e e e e st s st e e e et e aeaaaeeeeessaas bbb beasaeeeeeaaeaeeeseessansssasbbenneenees 3
[y (0] =l I (0] O T PP PPURTPPRP 3
APPENDIXES. ..ttt ittt ettt e e e et s e bbbt e et et e e e e e e e e s oo bbb —t bt e ettt e et e e e e e e e e e o bbb bbbt e e et aaaaaaeaaannn 3
B RER £ . Aale
PSR RTRRR Gaadail)
B et Al
B S e R ARt R ARttt ettt dalped)
oottt ettt ettt ettt e et et et et e et et et et et et et et e renanas byl guall g )
Qe — e e e e i ———e e e e e ———eeeeaaa——eeee e it —ereeeeiatteeeeeaia——eeeeeaaarereeeaatraeaeeaarrreeeeaaarreeans Lelel
USRS OPPPT -l
Policy Title and Code Joludl aclgdg dusall Jids
Page 2 of 8




—— ; — ™ a1 g i, mo
] — — - } ADIB 0 P Y - T—— ]

Document Name: Responsible Ma&eting Policy

Overview

Abu Dhabi Islamic Bank (‘the Group’, ‘ADIB’, ‘we’, ‘us’, ‘our’) acknowledges the importance of
customer-oriented marketing and to responsibly promote and communicate messages, products and services.
This Policy sets out the guiding principles for responsible marketing and is prepared in line with internal
laws and regulations, and according to national standards and industry best practice.

Applicability
Purpose

The Responsible Marketing Policy outlines ADIB’s commitment and responsibilities regarding the delivery
of high standard customer service in line with best practice, relevant laws, rules, and guidelines.

Scope
All employees shall abide by this Policy. These include temporary staff, agents, representative or contracted

employees (or equivalent) working in ADIB and/or any of its subsidiaries, branches, and affiliates (“ADIB
Personnel”).

Policy Owner

The strategic communication and marketing department as well as the customer excellence Departments
have ownership over this Policy, and together with the Executive Management, oversee and ensure adequate
implementation and adherence to its statements. The department actively engages with all channels and
business units within ADIB to ensure that responsible marketing requirements are properly understood and
implemented.

Reporting
The customer excellence department shall:

e Report on a quarterly basis to the CBUAE with all Consumer Complaints arising from external, internal, and
attempted frauds, as well as any apparent vulnerabilities in the security and online systems.

e Review and send requests for obtaining “No Objection Letter” from CBUAE, on a quarterly basis. This is
applicable for new and revised financial products and services that the Central Bank may prescribe as
requiring a “No Objection Letter”.

e Review on an annual basis all customer education and awareness programmes held by ADIB stakeholders
and submit a report to the CBUAE setting out past year’s educational and awareness activities and the
proposed programme for the coming year.

e Review on a monthly basis a random sample of conducted customers call backs/customer surveys/mystery
shopping. The findings will be collected in a report, documented, and made available for inspection as
required by the CBUAE.

Policy Statements
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Accountability

ADIB is committed to complying with all relevant laws and regulations. We align with the Consumer
Protection Regulation (Circular No. 8/2020) and the accompanying standards issued by the Central Bank of
the United Arab Emirates (CBUAE).

We also ensure that our products and services are aligned with CBUAE’s regulations by applying for “No
Objection Letter” from CBUAE before granting approval for all products and/or fees.

Fairness

ADIB is committed to providing fair and honest treatment to all customers based on ethical and behavioural
standards. We shall eliminate any forms of discrimination on the grounds of gender, income level, age, and
marital status.

Transparency

As a financial institution that abides by the Shari’a rules and principles, we strive to ensure complete
transparency and clarity. We shall provide customers with up-to-date, unbiased, accurate, sufficient, and
consistent information. We are committed to eliminate ambiguities and omissions across all communication
channels by using plain language and in a clear form.

Suitability

ADIB shall offer financial products and services appropriate to the needs of the customer and based on an
assessment of the customer’s financial circumstances and understanding. Innovation and technological
advancements are key aspects to us, thus we ensure the integration of innovative and digitalised aspects to
provide easier access to financial products and services and to minimise risks for consumers. We strive to
implement impact and risk assessments of all products and services and integrate them into product
development processes. Additionally, we prohibit practicing predatory financing that imposes unfair,
deceptive, or abusive terms and conditions on customers.

Privacy

ADIB shall respect and protect customers’ data privacy, which shall be used for specified, explicit, Sharia
compliant and legitimate business purposes. We are committed to complying with all aspects of the Data
Privacy Policy regarding customers’ personal data.

We strive to adopt adequate measures and protection mechanisms to constantly monitor our customer
deposits and savings and other similar financial assets. This includes protection against fraud,
embezzlement, or misuse, and taking the necessary action if any incident occurs, in accordance with the
relevant regulations and instructions.

Grievance
ADIB is committed to considering each complaint, and taking the measures and procedures necessary to
resolve the complaint fairly and effectively. We have put an appropriate mechanism in place for consumers
to easily submit their complaints with complete clarity and effectiveness.

Awareness
ADIB is committed to develop adequate programmes to educate consumers and the public and raise their
awareness to understand key risks and allow them to make appropriate and informed decisions. We are also
committed to fostering Shari’a principles and Islamic values relevant to the banking sector. When feasible,
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we will test the content and delivery of all customer education and awareness initiatives before
Customers/Public release, to ensure their adequacy.

Training for Employees

We are committed to providing training and educational sessions for our employees, in order to embrace
honesty, fairness, and professional manner towards all customers. The training is deemed to ensure
employees’ full understanding of their obligations regarding responsible marketing and all aspects related
to this Policy. In addition to conducting specific training on adequately assisting and serving vulnerable
groups.

Vulnerable Groups

ADIB is committed to ensuring vulnerable groups have access to financial services and products, and to
incorporate antidiscrimination principles. Vulnerable groups encompass low-income, Minority Groups,
People of Determination or any other disadvantaged groups. We shall provide suitable information regarding
financial product features, risks, and terms and conditions. We are also committed to proceeding with the
customer’s best interest and providing adequate solutions, in addition to avoiding over-indebtedness of
customers.

Risks and Controls

Operational Risk Management

The identification, assessment and monitoring of operational risk related to (Responsible Marketing
Policy) is undertaken as per the GORM Guidelines. In terms of Operational risk management tools; this
includes periodic risk identification, assessment, control testing as well as issues & actions identification
and tracking. In terms of Operational risk definition and coverage; this is in line with Basel definition
which is “the risk of loss resulting from inadequate or failed internal processes, people and systems or
from external events. ” This definition includes legal, compliance, information security and sharia’ risks.
Compliance

Compliance to this Policy may be verified through various methods, including but not limited to, periodic
walk-throughs, continuous monitoring, business tool reports, internal and external audits, and feedback to
the Policy owner. We ensure reporting and escalation of breaches to Conduct Risk Committee and
relevant business owners on a quarterly basis, and in line with the Compliance Incident Management
Policy.

Exceptions
There are no exceptions to this Policy.

Appendixes

Annex I: Acronyms

Acronym Definition
ADIB Abu Dhabi Islamic Bank
CBUAE Central Bank of the United Arab Emirates
UAE United Arab Emirates
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