CUSTOMER SERVICE CHARTER

The Customer Service Charter defines our
commitment to engage with you in a more
meaningful way by adopting best practices with
respect to responsible customer service.

The Charter defines our service commitments,
whilst promoting engaged customer participation
and feedback.

Our Commitment to you

Customer First

e We endeavor to put your needs first and provide
you with excellent service

e We will treat you with courtesy, respect and be
polite in all our interactions with you

e We will provide you with prompt, friendly, and
efficient customer service

e We will strive to build a healthy and long term
relationship with you by listening and identifying
your financial needs

Innovative

e We aim to offer innovative, agile and creative
solutions to make your banking experience
convenient

e We will provide you with convenient banking
solutions and consistent service across all
channels

Trusted

e We are committed towards maintaining the
privacy and confidentiality of your personal and
financial information

e We undertake to be transparent about our fees
and charges
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Responsive

e We will ensure to settle and resolve all your
enquiries and requests in a clear, efficient and
timely manner

e We will listen to your feedback and suggestions
and offer solutions that serve your needs and
enhance your experience with us

What we expect from our Customers

e Respect our employees and treat them with
courtesy

e Provide required information in a timely manner
when requested

e Provide any supporting documents required to
complete a service if requested

e Inform us immediately of any changes to
information provided, or in case of error

Contact Us

No matter how you connect with us, our team will
be glad to appropriately route your suggestions or
feedback and ensure your concerns are immediately
addressed.

Contact Centre- Just call 600 575 556 from within
the UAE or +971 600 575 556 from abroad.

In person: Find the most conveniently located
branch by following this link:
https://www.cbd.ae/general/branch-atm-locator

Write to us:

e Email us on customercare@chd.ae

e Contact Us through our website -
cbd.ae/general/contact-us

e Online Banking - Log in using your Online
Banking credentials and select “Messages”
from the top navigation panel

¢ Mobile Banking Application - Log in using your
Online Banking credentials and select “Contact
Us” from the “Products and Services” option on
the application menu. You can then send us the
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relevant feedback by selecting inquiry,
suggestion or complaint.

Complaints Handling

We are committed to settle and resolve all issues,
inquiries and complaints by providing you with a
“Service Promise” that matches global standards on
complaints handling and resolution.

Please click here for details:
https://www.cbd.ae/general/service-promise
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