What is Sanadak?

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 safeguard ‘ & ' w
trust and confidence in the UAE’s financial field. s I I ol "w
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strengthen consumers’ trust and confidence.

Timely settlements At the heart of Sanadak’s operations is our
Our focus is on delivering timely resolutions for Commitment to fGir, impartial, Gnd tlmely

financial and insurance-related complaints.

resolution of financial and insurance
complaints within the UAE.’

Consistent settlement processes
We uphold consistent resolution standards,

ensuring fair and efficient complaint handling.

Consumer awareness
Our godl is to strengthen consumers’ awareness to info@sanadak.gov.ae | 8O0SANADAK (800 72 623 25) | X f @ @ in sanadakuce
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Eligibility criteria

We distinguish complaint types, ensuring each is navigated with

expertise and fairness through our resolution mechanism.

The provision of a service or product or an offer to provide a
service or product by the Licensed Financial Institution (LFI)

or Insurance Company.

A failure by the Licensed Financial Institution (LFI) or

In nce Company to provide a particular service or
product requested by the complainant, due to discrimination
based on family or socioeconomic status, gender, or

memibership in a minority group.

An alleged financial loss or harm to a complainant through
any deceptive, misleading, fraudulent, or unfair conduct by
or on behalf of an Licensed Financial Institution (LFI) or

Insurance Company.

Complaint
process

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

2 validated, the institution has 15 working days to draft a resolution
that aligns with the CBUAE’s regulations.

* For people of determination and elderly complainants only.

At Sanadak, we aim to deliver fair and
timely resolutions for financial and

insurance-related complaints.

If you are not satisfied with the
//\ resolution or it has not been addressed
S within 30 calender days, you can submit
a complaint to Sanadak.

;\ Our team will review
your file to verify if it

I
‘ complies with Sanadak’s

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

a\\\\s

requirements.

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

communication channels.
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