Notice No. : CBUAE/BIS/2024/1346

Date 5 March 2024

Class. Restricted

To : All Financial Institutions and
Insurance Companies operating
in the UAE

Subject Launch Announcement:

Sanadak — An__independent
Ombudsman __Unit _for _the
resolution of financial and
insurance complaints

After greetings,

The Central Bank of the UAE wishes to inform
you of the launch of Sanadak on 7 March 2024,
pursuant to the Decretal Federal Law No. 14 of
2018 Regarding the Central Bank &
Organization of Financial Institutions and
Activities and its amendments. Sanadak is an
independent Ombudsman Unit catering to the
consumers of Licensed Financial Institutions
(LFIs) and Insurance Companies for the
resolution of complaints.

Sanadak will provide an independent process to
resolve complaints between consumers, LFIs
and Insurance Companies that have not reached
an amicable settlement through their internal
processes.

Sanadak will provide a new path for financial
and insurance complaint resolution, different
than the mechanisms applied by the judiciary
system and assumes the duties of the Consumers
Happiness Center provided by the Central
Bank’s Consumer Protection Department and
Insurance Dispute Resolution Committee.

Sanadak acts with impartiality, independence,
fairness, and transparency to resolve financial
and insurance complaints.
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Sanadak requests all LFIs and Insurance
Companies to review all relevant documents,
letters and contracts to reflect Sanadak’s role
and responsibilities and also inform consumers
of this change.

Sanadak recognizes the critical role LFIs and
Insurance Companies play in maintaining
efficiency and trust within the financial and
insurance services sector. Collaboration is
pivotal to ensure compliance with regulations
and the effective resolution of complaints, as
well as the overall efficiency and integrity of our
financial ecosystem.

Sanadak’s office is located on the ground floor
of the Emirates Institute of Finance building in
Abu Dhabi. Office hours are from 8:30 AM to
3:30 PM, Monday to Thursday, and from 8:30
AM to 11:30 AM on Friday. If you have any
enquiries about Sanadak, please contact us via
e-mail:

gl nsia gl 2Ll iy
CENTRAL BANK OF THE U.A.E.

Caldll S 5 & g Al gl el s
Leiblaa 5 Leilait aia 3l Azl jay Al yall
13g2 OiSlgiuuall &30 5 "L Baaadl Bas )

LSl dali (3 o ulall ) sall ey Lt oy
e Baliall 84 ad ) el S 5 g Al
cileadl gUad b 488 5 3:LS) (he Jle (5 5iane
Jaall 138 A& 3l sl o) Al 5 4l
Aalat U JalSH JELY) Gl 8 (5 50 Cale 5a
5o laSl) Gind g o Sl Jad Alled il as

ollall AUl ALl dal 3l

Jgxe (e ()Y G A Nt e oy
e Jee el w gl 4 Jld ey
delull i lalia 8:30 deludl (e & Melai”
Aol as comedd) Y Y (e c2lasa 3:30
asnlal_ia 11:30 del ) s Bl a2 8:30
i J e Gl ladind gl aSal il 1) daaall

(s A 2l e Uae Jual 53l (o>

Info@sanadak.gov.ae

Sanadak looks forward
collaborating with you.

to working and

Yours faithfully,
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Ahmed Saeed Al Qamzi
Assistant Governor for Banking and Insurance Supervision
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