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Utility payments Frequently Asked Questions & Answers
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1. Where do | go to do utility / bill payments?

ADIB offers convenient channels to do your Utility/ Bill
payment. You can login to the ADIB Mobile App or Online
Banking, IVR, Chat Banking & ATM network which are all
available 247/. You can also do your Utility/ Bill through
ADIB Direct platform for Business & Corporate or you can
visit any of conveniently located branches across UAE.
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2. What payments can | do using ADIB Channels?

You can do your Telecom Bills, Fines Payments, Utilities,
Transport, Takaful Payments, Zakat & welfare.
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3. How do | make payments using ADIB Digital
Channels?

If you are registered with ADIB Mobile App or Online
Banking and IVR and Chat banking, then simply follow the
steps below:
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Mobile App

Online Banking
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1. Login to Mobile App

2. Tap on Payment, and
then select type of
payment.

3. Select your existing
Beneficiary or add a new
one.

4. Tap on the Beneficiary
account, enter the
amount to pay and
follow the onscreen
instructions.

5. Confirm the details and
submit the payment.

. Login to Online Banking
. Tap on Payment, and

then select type of
payment.

. Select your existing

Beneficiary or add a new
one

. Click on the Beneficiary

account, enter the
amount to pay and
follow the onscreen
instructions

. Confirm the details and

submit the payment
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2. Select the language Pin Astal oAl Allaan 2

3. Select 5 For Payments
4. Select 1 For Utility Bill
Payment
5. Select bill type then
proceed to payment
Note: The Payment on
this channel is available
only for saved beneficiaries
in Mobile App.

. Select Main Menu >

Select Other Services
> Click on Utilities >
Select Utility provider

. Enter the requested info

in the screen.

. Payment successful.
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Chat Banking
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Enter Hi
. Select 3 for Transfers & Bill Payment
. Select 4 for Bill Payment
. Select the Biller / Bill
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then proceed.
6. Payment successful.
Note: The Payment on this channel is available only for
beneficiaries added by you in ADIB Mobile App.

. Enter the amount then select the account to pay from
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4. What are the Utilities & Bill payments available?
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How to register in ADIB Digital Channels:

« If you are not registered with ADIB Mobile App,
download ADIB Mobile App from Google Play or App
Store or Huawei App Gallery. Install the app and follow
the simple registration steps.

« For registering with the ADIB Online Banking, please
visit www.adib.ae, click on “Log in" on the top right
corner, click on “Personal Banking”, click on Sign Up,
and follow onscreen requirements to register.

For registering in IVR, please call on 600543216 (Local)
or on +97126100600 (International) then Select the
language, select 4 For pin set or reset, follow the simple
IVR instructions.

+ Forregistering in Chat Banking, please add ADIB contact
number 600543216 to your contact list in your device.
Open What's App Application the initiate new chat
by typing Hi, follow the instructions to complete the
registration.

othgll W) Nl duesl Wig ol Lo Jun will dyo)a
:o—o LI

U—o Wj ol o ilall g i »o6 U o (Aj o) 13] e

App Store gl Google Play (1o gl J_Lonijo 6w noll

Wlg_aA & yilg gunillve il o6 .Huawei App Galleryol
Ayl Jaa il

WO noll Yo wipiiyl e Ao pnoll Wloaa)l oo Jin il o
"Jdo_AaJl i i oole ) Gillg www.adib.ae 6)Lj O
MOLDOJILDLOAQ'JV'O_LCJ_QUIQL;I&JIN@IMQUJIQ_O
k")_'iJI Wlg_aAJl ELTlg M"Jun i ole § Sillg "dunA il

o @ lall e dopnoll WloaAall o6 Jun il o
bl ue of (Lilno) 600543216 od il ble JLnill
Uil 4 a2 o desell aa ol (Lidga) + 97126100600
Wloaal Wlosi &ilg w5l Pl (=i 6ale] of
Alay @ ilall e duopnoll

d_olal Loy ool duiina)l dora yoo Jin il)
] 600543216 Lol WYl LtAgll WL o JLnil Pd)
G adiol . jlan oe 63g-2goll JLnivl alan ojls
"Lingo" Al Gpa (e 63 a0 dalao Ialg wlwilg
Jo il JleAY ul ol & dilg

5. What are the charges to make a payment?

No charges are applicable to the customers to perform the
utility or charity payments through the digital channels
except for any fees imposed by relevant billers or service
providers. The bank may impose fees for the services in the
future as per the prevailing Schedule of Charges that time as
published on the ADIB's website or mobile application
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6. How can | check the status of my payment?

Payments are processed at same time of performing the
transaction. Once you perform the payment, a transaction
receipt will be shown to you. You may also see if the
balance in the bill provider account is updated.
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7. Willl receive a receipt or advice for the payment?

You will be able to download the receipt at the time of
submitting the transaction only.
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8. Dol need to add a beneficiary on the Mobile App
or Online Banking to send the money?

Yes, the beneficiary must be added to make the payment.
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9. Isitpossible to cancel a Payment afteritis already
submitted?

Once the payment is submitted, it is processed at the same
time. Accordingly, the payment may not be cancelled.
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Payment Dispute Policy:

« Once the Payment is submitted, ADIB cannot take
responsibility of cancellation, recall, and/or refund of
the amount.
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+  You may raise a dispute in case the amount is debited
from your bank account / Cards and didn'’t reflect on
Bill provider account.
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« If you wish to dispute a Payment, please call ADIB
on 600543216 (Local) or on +9716100600-2-
(International) or visit any branch to submit a Dispute
Request.
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«  Successful Dispute Requests may take up to 7 working
days to be processed and may require additional
information and/or a written request.
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10. What are the timings for payments?

The Utility / Bill payments are available 247/ through ADIB
Mobile App and Online Banking. which is subject to checks,
validations and scrutiny of the payment transaction and
may require additional information and time to process.
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11. What will happen if the payment is rejected?

If a payment is rejected due to applicable laws and
regulations and/or incorrect details, then the payment
amount will be credited back into your ADIB Bank account
within 3 working days.
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12. How do I request for a proof of payment' if | need
one?

For proof of payment, the following options are available
to you:

Transaction Receipt: at the time of completing the
transaction in the Mobile app or Internet Banking only.

+ Bank Statement: it will show all Account / Card
Transactions, and it will show the payment transaction
details like biller name and debited amount from
account.

+ Recent Payment option in Mobile App & Online
Banking (View Only)

Login to Mobile App / Online Banking and click on
‘Payments’. Scroll down till you see ‘Recent Payments’.
Tap on ‘The Transaction’ to see the transaction details.
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13. What are the contact details if the payment is
not received by the beneficiary or if there is any
other issue?

Please call on 600543216 (Local) or on +97126100600
(International).
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Abu Dhabi Islamic Bank Public Joint Stock Company is licensed
by the Central Bank of the UAE.
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