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Sanadak, your trusted
support for financial and
insurance-related complaints

Sanadak is the first Ombudsman Unit in the
Middle East and North Africa (MENA) region,
created under the supervision of the Central
Bank of the UAE. Sanadak aims to resolve
financial and insurance-related complaints
through transparent, impartial, and timely
processes, seeking to safequard trust and
confidence in the UAE’s financial field.

We foster confidence

by taking an unbiased
approach to complaint
resolution between
consumers and Licensed
Financial Institutions (LFIs)
and Insurance Companies,
ensuring that every

voice is heard and every
complaint is addressed.



With a remarkable career spanning over 28
years, Fatma Al-Jabri is a renowned expert in
banking and risk management, having held key
leadership positions in number of global and
local banks, commercial and Islomic banks

in the UAE. She holds a Bachelor’s degree in
Business Science and an MBA in International
Business Law from the Sorbonne University.

As the Chairperson of the Board of Sanadak,
Fatma Al-Jabri leads Sanadak’s vision to
“establish a financial resolution ecosystem
built on trust, fair and efficient complaint
resolution mechanisms”.

Fatma Al-Jabri

Chairperson of Sanadak
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Independent and fair mechanisms
We provide access to an independent and fair

complaint resolution mechanism that aims to
strengthen consumers’ trust and confidence.
Vision

Establish a financial resolution ecosystem built on
trust and fair complaint resolution mechanisms.

Timely settlements
Our focus is on delivering timely resolutions for

financial and insurance-related complaints.

Mission
Provide accessible, expert support, and
resolve financial and insurance complaints

Consistent settlement processes
We uphold consistent resolution standards,
ensuring fair and efficient complaint handling.

with confidence and integrity.

Consumer awadreness

Our godl is to strengthen consumers’ awareness to

Values

Empowered: \We empower consumers with
fair complaint resolution mechanisms.

address their financial and insurance-related complaints.

Efficient: \We are dedicated to achieving
prompt and efficient resolutions of complaints.

Accessible: We ensure universal accessibility
to the process, irrespective of individuals’

backgrounds, abilities, or circumstances. Submit enquiries Submit complaints Escalate appeals

Submit enquiries related Submit complaints If you're not satisfied with the resolution
Integrity: \We uphold a strong moral and to a Licensed Financial related to a Licensed of your complaint, the decision can be
ethical code in all our decisions when resolving Institution (LFI) or Financial Institution (LFT) escalated to the Appeals Committee or to

financial and insurance-related complaints. Insurance Company. or Insurance Company. the Insurance Dispute Resolution Committee.



Eligibility
criteria

How do I know if I am eligible

to complain to Sanadak?

Are you submitting the complaint as a

You are not eligible
NO to make a complaint
to Sanadak.

Start natural person, sole proprietor, or a YES
small to medium-sized enterprise?
Sanadak’s dedication to fair complaint - ,
anadak will not accept
resolution ensures every financial submission of a complaint that | YES
. is dlready handled by a court.
and insurance consumer and small to o Is your financial or insurance complaint
. . . . i ?
medium-sized enterprise (SME) receives currently being handled by a court?
equitoble treatment. Complaints identical in
YES nature will not be
accepted by Sanadak.
Our expert team approaches each Have you previously submitted one or more NO
. . . . complaints on the same issue?
complaint with an impartial and balanced , ,
You must first submit
perspective, leveraging their extensive a complaint to your Licensed
Financial Institution (LFI)/ NO
knowledge and the Central Bank of the
, 9 . . Insurance Company. Did you submit an official complaint with
UAE’s requlations to obtain prompt and YES your Licensed Financial Institution (LFI)/

fair resolutions for all parties.

Insurance Company?

You need to wait at least

30 calendar days from the date

you submit a complaint to your
NO Licensed Financial Institution

Have 30 calendar days elapsed after (LFT)/Insurance Company.

the date you submitted the complaint,
and either no written response was YES
sent to you or you received a response
but you are not satisfied with it?




At Sanadak, we aim to deliver fair and
timely resolutions for financial and
insurance-related complaints.

o]
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Website or app Call center* In person

We will then approach the Licensed Financial Institution (LFI)
or Insurance Company to verify the details of your complaint.
Once validated, the institution has 30 calendar days to draft

a resolution that aligns with the CBUAE’s requlations.

*For people of determination and elderly complainants only.

You must register a complaint
with your Licensed Financial
Institution (LFI) or Insurance
Company.

This can be done online via the
Sanadak website or mobile
application, through the Sanadak
call center, or in person.

If you are not satisfied with the
resolution or it has not been

% addressed within 30 calendar
days, you can submit
a complaint to Sanadak.

Our team will review
your file to verify if it
complies with Sanadak’s
requirements.

If deemed appropriate,
we will notify you through
the portal and other
communication channels.



Attempt resolution with the Licensed Financial Institution (LFI)/
Insurance Company:

You should initially submit a complaint with the concerned Licensed Financial
Institution (LFI)/Insurance Company and wait 30 calendar days from receipt before
submitting the complaint to Sanadak.

HN

Submitting a complaint:
You must meet the complaint eligibility criteria as defined on the Sanadak website
and provide all requested information and documentation.

Licensed Financial Institution (LFI)/Insurance Company’s response/

g Informing on the decision:
Upon completing the review and validating the Licensed Financial Institution (LFI)/

Insurance Company’s response, Sanadak will issue the decision to all parties in writing.

ReSOIUtion process Case closed or moved to appeal:

If you accept the outcome, the case will be closed within 5 working days. If you or the
. . . L] Licensed Financial Institution (LFI)/Insurance Company is unha with the decision,
We follow a fair and impartial , oD o v gied .
either party may appeal to the Appeals Committee or Insurance Dispute Resolution

resolution process, thoroughly Committee (IDRC)

reV|e.W.|ng each Complcun.t Gnd Additional documents/Final decision:

prOVIdlﬂg open communication, Sanadak will contact you directly if there are any documents missing or
ensuring equitoble treatment for if your feedback is needed on the complaint. You will receive a written response

or the final decision regarding your complaint via the portal as well as

all pdrties involved. through SMS and email notifications.

&



Requlations

The *Establishment of an Ombudsman Unit for the
United Arab Emirates Reqgulation” provides a complaint
resolution mechanism for consumers of Licensed

Financial Institutions (LFIs) and Insurance Companies.

This requlation outlines the framework for the
resolution of complaints, governing the establishment
and operation of Sanadak, designed to be consistent
with the International Ombudsman Association’s Code
of Ethics and Standards of Practice.

Requlations for Licensed
Financial Institutions (LFIs)
and Insurance Companies

Sanadak recognizes the efforts made by banks, exchange and finance
companies, stored value facilities, retail payment services, and insurance
companies to serve consumers.

We promote open and transparent communication between Licensed
Financial Institutions (LFIs), Insurance Companies, and their customers,
as we believe clear dialogue is essential in resolving complaints and
building long-term relationships.

Our services are designed to support Licensed Financial Institutions
(LFIs) and Insurance Companies in navigating the complexities of
financial and insurance-related complaints with confidence and fairness.



Frequently asked questions
(FAQs) regarding Licensed
Financial Institutions (LFIs)
and Insurance Companies

What should I do before escalating a complaint to Sanadak?

Before escalating a complaint to Sanadak, you need to first raise the issue with the relevant
Licensed Financial Institution (LFI) or Insurance Company. To give it an opportunity to
resolve the matter, wait for a period of 30 calendar days. Make sure your complaint is not

a duplicate of another active complaint and that it is not currently being heard in a court of
law. Lastly, confirm that the entity you're submitting a complaint against is indeed a Licensed
Financial Institution or Insurance Company that is regulated by the Central Bank of the UAE.

Does Sanadak charge for submitting a complaint?
Complaints are free to submit for consumers. However, there is a charge for appealing the
determination by the appellant.

How is Sanadak related to the Insurance Dispute Resolution Committee?
The Insurance Dispute Resolution Committee resides within Sanadak and will continue to

have insurance disputes referred to them.

If I already have an ongoing complaint with the Central Bank’s
Consumer Protection Department or Insurance Dispute

Resolution Committee, what happens?

All ongoing complaints with the Central Bank’s Consumer Protection Department or
Insurance Dispute Resolution Committee will be transferred to Sanadak, with the same
Reference Number. You will be contacted with updates on your complaint by Sanadak.

Can the Appeals Fee be refunded?
Yes, the Appeals Fee can be refunded at the discretion of Sanadak. This typically occurs
when the determination of the complaint is in favor of the appellant.

How can I contact Sanadak for more information or assistance?

You can contact Sanadak through various channels, including:
- By phone at BO0SANADAK (800 72 623 25)

- By visiting our website: www.sanadak.gov.ae

- By visiting our office at:
SANADAK Unit - Emirates Institute of Finance Building - Ground Floor
Sultan Bin Zayed The First Street - Abu Dhabi

Is participation with Sanadak mandatory for Licensed Financial Institutions
(LFIs) and Insurance Companies?

All Financial Institutions and Insurance Companies licensed by the Central Bank

of the UAE are mandatorily under the jurisdiction of Sanadak.

Do Licensed Financial Institutions (LFIs) or Insurance Companies have to
inform Sanadak if a complaint has been lodged against them?

No, complaints submitted directly to Licensed Financial Institutions (LFIs) or
Insurance Companies are considered internal and outside Sanadak’s purview.
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