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Frequently Asked Questions (FAQS)

Credit CardIssuance

Question-1 Isthe cardissuer permitted toissue a credit card without receiving a request from the customer?

No, The cardissuer may notissue a credit card unless it has received a documented request from the

Answer-1
swe customer.

Whatis the timeframe within which the card issuer must notify the customer of the acceptance orrejection of

Question-2 NS application?

The cardissuer must notify the customer via SMS within three (3) business days of the acceptance or
Answer-2 rejection of the credit card application. The rejection notice mustinclude the reasons for the rejection and
the procedure for submitting an objection.

Question-3 Isthe cardissuer permitted toreissue a credit card?

The cardissuer may reissue a credit card provided that the customeris notified via SMS and enabled to
acceptorreject thereissued card. The customer shall be deemed to have agreed toitsissuance if no
Answer-3 objectionisraised within (14) days from the date of notification, orupon activation of the card. The reissued
card must have the same category, terms, conditions, fees, and charges as the original card, except where
thereissuanceis based onthe customer’srequest to upgrade or downgrade the card category.

Question-4 Isit permissible to issue a supplementary credit card to a person other than the customer?

Yes, The cardissuer may issue a supplementary credit card uponreceiving a documented request from
the customer. The card issuerisresponsible for the process of recognizing and verifying the identity
and information of the supplementary Credit Cardholder, in addition to notifying the customer of any
transactions made through this card.

Answer-4

Question-5 Isthe cardissuer permitted toissue a credit card to customers under the age of (18) Hijri years?

No, The cardissuer may notissue a credit card to customers under the age of (18) Hijri years, except where the

Answer-5 : . . . .
cardis asupplementary cardissuedin accordance with Article (6) of the Rules.
Emirates NBD, Branch, Commercial Registration No. 1010191741~ CR Unified Number 7001460414 7001460414 sl Yol 1560l 0541 - 1010191741 5Ll doud] 05) . ibgll s Gllodl el 46
P.O.Box 8166, Telephone: 011282 5555 0112825555 :wile 8166:u.go
National Address: 8152, King Fahd Road, AIMuhammadiyah District, Unit 1, Riyadh 12363 - 4380 4380-12363 oI p6) 6309 durasoll-200 elloll Gipb 81521 ibgll glgiell
www.emiratesnbd.com.sa www.emiratesnbd.com.sa
Certified with the Certificate number1/150. Licensed and Regulated by SAMA. .&ag2ul s j5pl bl Bluilg &Y 421059.1/150 (yaus) pop la) yaso
Tax ID Number 300000609300003 300000609300003 _ypuall asl

2/6



unibgll crus wiljbb Ul iy
Emirates NBD

Credit Card Fees and Charges

If the fees, charges, or benefits of the credit card are amended, does the customer have the right to cancel

LEEe-¢ the card and recover the annual fees after deducting the fees for the period used?

Yes, the customer has theright to cancel the credit card and recover the annual fees after deducting the fees
Answer-6 forthe period used, provided this is done within (14) days from the date of receiving the notification of the
amendments to the terms and conditions of card use, including fees, charges, and benefits.

Isthe cardissuer permitted to charge late payment fees if the customer pays only the minimum amount due
during the grace period?

Question-7

No, the card issuer may not charge late payment fees as long as the customer makes the payment within the

S specified grace period, evenif the payment is limited to only the minimum amount due.

Isthe cardissuer permitted to charge international purchase transaction fees on cash withdrawals made

Cesiien- outside the Kingdom of Saudi Arabia?

No, the card issuer may not charge international purchase transaction fees on cash withdrawals made

A outside the Kingdom; only the fee specific to the transaction (Cash Withdrawal Fees) applies.

Isthe cardissuer permitted to increase the agreed-upon term cost with the customer as a result of the

Qs customer’s delinquency or default?

No, the cardissuer may not increase the agreed-upon term cost with the customer as aresult of the

Answer-9 Customer’s delinquency or default.

(O hBRI[OMN s the cardissuer permitted to charge the annual fee for the credit card before itis activated by the customer?

Answer-10 No, the card issuer may not charge the annual fee for the credit card until the customer activates the card.

Question-11 What types of transactions is the card issuer permitted to charge international purchase transaction fees for?

Payment transactions made with the credit card for online stores and point-of-sale (POS) terminals when the

Answer-11 merchantis located outside Saudi Arabia.

Is the cardissuer permitted to charge a daily profit margin on cash withdrawals, transfers, and E-wallet
recharge?

Question-12

No, the card issuer may not charge a daily profit margin on cash withdrawals, transfers, or E-wallet recharges.
Answer-12 The Rules stipulate that the cardholder must be granted a grace period of no less than (25) days from the
account statementissuance date, during which no term costs or additional fees may be charged.

(ONERIHBIKIN Are digital payment companies and Digital Banks treated the same in terms of recharge fees?

No, thereis a difference in how fees are calculated based on the type of transaction, as follows:
1. E-walletrecharges using a credit card are free of charge.

Answer-13 L . . .
2. Digital Bank account recharges using a credit card are considered transfers, rather thanrecharges, and the
fees specifiedin the Rules apply.
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Payment of the Credit Card Amount Due

(ONER iR \\Vhat is the period during which the customer can pay the amount due without incurring any fees or charges?

The cardissuer must grant the customer a grace period of no less than (25) days from the account statement
Answer-14 issuance date to pay the amount due in accordance with the agreed payment arrangements without
incurring any fees or charges.

(ORI S the cardissuer permitted to force the customer to pay only the minimum amount due?

The cardissueris prohibited from forcing the customer to pay only the minimum amount due; the cardissuer
Answer-15 must also make all payment options available to the customer, including the option to pay the fullamount
due.

Credit Card Account Statement

(OISl \\Vhen must the monthly credit card account statement be sent?

The cardissuer must provide the customer with the monthly credit card account statement at least (25) days
Answer-16 before the due date. The customer must be notified via SMS uponitsissuance, including the amount due, the

minimum payment, and the due date.

Whatis the timeframe within which the customer may submit an objection against an errorin the account
statement?

The customer may submit an objection to the account statement within (30) days from the date of
Answer-17 notification of itsissuance. The card issuer must explain the objection mechanism and the deadline within the

Question-17

account statement.

Is there a specific timeframe that the cardissuer must comply with when resolving an objection against an

Question-18 errorinthe account statement?

The objectionresolution timeframe must not exceed (90) days from the date the objectionis deemed
Answer-18 complete. The cardissuer may extend this period to (120) days from the date of objection completionif
necessary, provided that the customeris notified.

Does the customer have the right to submit an objection against the result of the cardissuer’s resolution of an
objection to the account statement?

Question-19

The customer has the right to submit an objection against the result of the card issuer’s resolution of the
Answer-19 complaint. The card issuer must explain the mechanism for objecting to the result and escalation when
providing the customer with the results of its objection study.

Isthe cardissuer permitted to charge the customer for financial transactions under objection before the

Question-20 objectionis resolved?

No, the card issuer may not charge the customer for financial transactions under objection unless the

Answer-20 L S
objectionis provento beinvalid.
Emirates NBD, Branch, Commercial Registration No. 1010191741~ CR Unified Number 7001460414 7001460414 sl Yol 1560l 0541 - 1010191741 5Ll doud] 05) . ibgll s Gllodl el 46
P.O.Box 8166, Telephone: 011282 5555 0112825555 :wile 8166:u.go
National Address: 8152, King Fahd Road, AIMuhammadiyah District, Unit 1, Riyadh 12363 - 4380 4380-12363 oI p6) 6309 durasoll-200 elloll Gipb 81521 ibgll glgiell
www.emiratesnbd.com.sa www.emiratesnbd.com.sa
Certified with the Certificate number1/150. Licensed and Regulated by SAMA. .&ag2ul s j5pl bl Bluilg &Y 421059.1/150 (yaus) pop la) yaso
Tax ID Number 300000609300003 300000609300003 _ypuall asl

4/6



unibgll crus wiljbb Ul iy
Emirates NBD

Other

(OIS EYAN |S the cardissuerrequired to notify the customerin case of any amendments to the credit card agreement?

Yes, the card issuer must notify the customervia SMS atleast (30) days prior to any changesin the terms and

Answer-21 conditions of use of the credit card.

Does the customer have the right to cancel the credit card before the annual fee is due without incurring any
charges?

Yes, the cardissuer must notify the customervia SMS at least (14) days prior to the due date of the annual fees.
Answer-22 . . : . ' ;
During this period, the customer may cancel the card withoutincurring any fees.

Isthe cardissuer permitted to amend the terms and conditions related to the promotional benefits of the
credit card before their specified expiration date?

Question-22

Question-23

No, the card issuer may not make any amendments to the terms and conditions related to the promotional

A2 benefitsincludedinthe credit card agreement prior to the expiration of the specified promotional period.

What are the obligations of the card issuer uponreceiving a customer’s report of alost or stolen credit card,

Question-24 orunauthorized use?

The cardissuer must suspend the credit card immediately upon receiving the customer’s report of loss, theft,
orunauthorized use of the card, and notify the customervia SMS, providing them with a reference number to
Answer-24 follow up on the status of the report. The card issuer must also suspend the transaction amount resulting from
the unauthorized use, and the cardissueris responsible for credit card operations after the customer’s report
has beenreceived.

The Rulesrequire the use of SMSin several instances when notifying the customer. What if the customer
wishes to receive notifications through other authenticated channels instead of SMS?

Question-25

SMSis the primary channel that must be used by the card issuer to notify the customerregarding financial
transactions made with the credit card and certainrelated actions. Additional authenticated channels may
be used alongside SMS, provided that this is based on a documented request from the customer. However,
such additional channels do not substitute for SMS notifications.

Answer-25

Are E-walletrecharge transactions using a credit card subject to the maximum limit for cash withdrawals

Question-26 specified in the Rules?

Yes, E-wallet recharge transactions are subject to the maximum limit for cash withdrawals specified in the

AR Rules, which shall not exceed 30% of the card’s credit limit.

(ONESlhEYVAl \\/hen is the cardissuer permitted to consider the customer as beingin default?

The customeris considered defaulted if he does not pay the minimum amount for more than (90) consecutive
days. Inthis case, the cardissuer may suspend the use of the credit card and communicate with the customer

Answer-27 . . .
to collect the amount due, provided that appropriate solutions are offered to settle the amount before
proceeding withlegal actions.
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