Complaints guide
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Noor Capital is committed to providing
high quality services to all its clients, in
order to achieve its vision of excellence. It
is also committed to dealing with all
complaints received from our clients in
accordance with best practices, and
considers it a key entry point for the
process of development and improvement
of the processes and services provided.
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1. In the event of a complaint or
suggestion with any of Noor
Capital’s clients, he can submit
what he has through one of the
following means:

e The presence of the client in
person for the company or his
representative with an official
power of attorney.

e Send an email to
ops@noorcapital.ae from the
client's email registered with
the company or call the
company number 04-279 5400

e Telephone call and the client's
identity is confirmed by asking
some special questions such as
date of birth, registered email
and account number.

e Through the instant chat portal
on the company's website

e The complaint is registered and
given a serial number.
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2. The complaint is registered and
given a serial number.
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. The client is informed of the

complaint number for follow-up.
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. The time period depends on the
nature and merits of the
complaint. Usually, it may take 3 to
5 working days to respond to the
complaint after collecting all the
information related to the
complaint.
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. In the event that the complaint is
complex, and has different
overlaps, the period of verification
of its merits may increase and
therefore the response needs to
exceed 5 working days, in which
case the client is informed of the
need for more time to respond.
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. The client receives confirmation of

receipt of the complaint by e-mail
with an explanation of the party
concerned with the complaints and
methods of communicating with
them by e-mail or phone.
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. The necessary measures are taken
if the complaint is proven correct,
in accordance with the procedures
and policies in force in the
company.
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