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BELHASA GLOBAL EXCHANGE

Licensed by of the BAE

to full transparency regarding all charges
associated with your transaction. This
includes clear disclosure of fees, exchange
rates, terms and conditions, and any
additional costs.
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e Privacy and Security: You have the right
to expect that your personal and financial
information will be handled with the
highest level of security and in accordance
with all applicable privacy regulations.
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e Complaint Resolution: If you face any
issues or have concerns, you have the right
to a prompt and fair resolution process.
You may reach our Customer Service
Team by calling 043368825 or emailing
us at complaints@bgex.ae.
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e Cancellation and Refund Policies: You
have the right to cancel your transaction
within the timeframe defined in our terms
and conditions and to receive a refund as
per the applicable policy.
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o Legal Compliance: You have the right to
expect that our services are conducted in
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strict compliance with all laws, g A Oaall o yom g SO gl (&5 )
regulations, and industry standards Basall Ay jall il slay)
governing remittance and currency

exchange in the UAE.

e Consumer Education: You have the
right to access complete and clear
information about our services helping
you make informed and responsible
financial decisions.
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Escalation of Complaints
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We are committed to resolving your complaints
within 30 calendar days through our established
complaint channels. If we are unable to meet your

expectations, you have the right to escalate your | | Aliiue allae Gyual
complaint to Sanadak, the independent

Ombudsman Unit.
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Sanadak is an impartial and independent entity
created under the supervision of the Central Bank
of the UAE to assist with the resolution of
unresolved  financial complaints between
consumers and licensed financial institutions.
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e Acts independently to ensure impartiality
and fairness.

e Serves as a last resort when internal
complaint mechanisms have been
exhausted.
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Before Escalating to Sanadak, Customers
Should:
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o First raise the complaint with Belhasa
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o Ensure the complaint is not a duplicate of do g ye gl By e Cal (&3 ) e XU o
an existing one. (ETNA

o Confirm the matter is not currently being
heard in court.
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o Verify the complaint is against a financial
institution licensed by the Central Bank of
the UAE.
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Sanadak Contact Details
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e Location: Ground floor, Emirates Institute
of Finance building, Abu Dhabi
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e Office Hours:
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o Monday to Thursday: 8:30 AM —
3:30 PM
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o Friday: 8:30 AM —-11:30 AM
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e Email: info@sanadak.gov.ae (S y e
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e Website: www.sanadak.gov.ae/en (S Y ad gl e

www.sanadak.gov.ae/en

Page 2 of 2

Consumer Rights




