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Copyright statement
©United Gulf Bank B.S.C. (c) 2024

Unless explicitly stated otherwise, all rights including those in copyright in the content of
this document are owned by or controlled for these purposes by United Gulf Bank B.S.C.
(c) (UGB, the Bank)

Except as otherwise expressly permitted, the contents of this document may not be
copied, reproduced, republished, downloaded, posted, broadcast or transmitted in any
way without first obtaining the written approval of UGB’s Chief Executive Officer or
Corporate Secretary.

The Chief Compliance Officer of UGB is responsible for maintaining a record of all written
permissions.
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Introduction

The Central Bank of Bahrain (CBB)’s rulebook - Volumes 1 requires banks in
Bahrain to ‘have appropriate customer complaints handling procedures and
systems for effective handling of complaints made by customers.’t Customer
complaints procedures have to be documented appropriately and customers have
to be informed of their availability.? These include setting out in writing:

(a) The procedures and policies for:

e Receiving and acknowledging complaints.

e Investigating complaints.

e Responding to complaints within appropriate time limits.
e Recording information about complaints.

e |dentifying recurring system failure issues.

(b) The types of remedies available for resolving complaints and

(c) The organizational reporting structure for the complaints handling function.?

The objective of this policy and procedure (PPM) is to document United Gulf Bank
B.S.C. (c¢) (UGB, the Bank)’s complaint resolution procedures and make these
transparent and easily accessible. A copy of this PPM is available in the ‘Investor
Relations’ Section on the Bank’s website www.ugbbh.com®, so that it is accessible
to all customers and UGB staff. The PPM is approved by UGB’s Board of
Directors and is reviewed once in two years.

Scope

The scope of the Module encompasses complaints and disputes raised by UGB’s
customers and vendors. It also includes grievances for parties using UGB’s
brokerage services. This complaints policy is limited to UGB’s products and
services offered in the Kingdom of Bahrain. It does not include the Bank’s
subsidiaries or associates who have in place their own dispute resolution channels,
practices and policies.

1BC9.1.1 — CBB Rulebook, Volume 1

2BC9.1.2
#BC9.2.1
4BC9.2.2
>BC9.2.2
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4,

1)

Definitions
A customer complaint includes:

Contravening or failing to comply with any instruction given by the client, or any
agreement or mandate entered into with the client.

Delay in the execution of instruction or any agreement or mandate entered into
with the client.

Acting dishonestly, negligently or recklessly.
Treating the client or vendor unreasonably or unfairly; or

Breaching confidentiality rules of the customer thereby contravening the data
privacy laws of the Kingdom of Bahrain.®

For the purposes of this PPM, the term ‘complaint’, ‘dispute’, and ‘grievance’ are
used inter-changeably.

The Complaints Officer
UGB’s Chief Compliance Officer (CCO) is the designated Complaints Officer of the
Bank.

Guiding Principles

UGB is committed to ensuring that the following principles are incorporated in the
fair, prompt and effective handling and resolution of complaints.

Visibility” - This refers to the process of informing customers and other parties
aware of how and where to complain. The ‘Investor Relations’ section has a sub-
section on Dispute Resolution which informs the client/investor about the Bank’s
procedures for handling complaints. This contains details of how and where to
lodge a complaint.

® Section 9.2.2 - Market Rules of the Bahrain Bourse

’BC9.3.2
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2)

3)

4)

Accessibility® — The Bank’s complaint lodging process on its website is easily and
readily accessible to all clients. This provides information and assistance related to
making and resolving a complaint, providing a copy of the dispute resolution
procedures and providing supporting information.

Clients/ investors have the flexibility of lodging a complaint on the website through
the email ID : complaints@ugbbah.com or by writing to the Chief Compliance
Officer at UGB Tower, Diplomatic Area, PO Box 5964, Manama, Kingdom of
Bahrain. Complaints can be dealt with in either English or Arabic, to ensure that
the special needs of certain customers are addressed. Should customers require
help or support in interpreting the complaints procedure, they can contact the
Chief Compliance Officer.1°

Responsiveness!! - The Bank will ensure the acknowledgment of all complaints
either through email or in writing within five working days of receipt'2. They will
be addressed promptly and courteously!® in chronological order i.e. complaints
will be investigated serially in order of the date that they were lodged. If the
complaint involves a court of law or an enquiry from a regulatory authority or is of
an urgent nature, it will then be addressed earlier with higher priority.

The complainant will be kept informed of the progress of the complaint!* by
adhering to the Bank’s internal timeframe of thirty working days for resolution. In
the event that further details or supporting documentation from the complainant
is required to address the issue, this will be directly communicated to the
complainant by the complaints officer.

Objectivity, Efficiency & Impartiality’>~ The Bank confirms that all cases are
handled with complete compilation of facts and free of bias. The general
principles of objectivity in the complaints handling process include openness,
impartiality, accessibility, completeness, equitability, sensitivity, objectivity for
personnel, confidentiality, transparency in charges and accountability.’® It will be
customer focused.

The complaints process will be separated from the disciplinary process and
complete confidentiality will be maintained at all times. The Bank ensures that

8BC9.3.3

°BC9.3.4,BC9.3.5
©BC9.3.6,BC9.3.7
11BC9.3.10,BC9.3.11

12BC9.5.1

¥BC9.3.12
BC9.3.13
1>BC9.3.16
*BC9.3.17
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adequate systems and controls are put in place in order for it to identify and
remedy any recurring or systemic problems identified from the complaints.

5) Confidentiality — The process will ensure confidentiality for customers/ vendors
who made the complaint as well as for staff who may be cited in the complaint. In
order to validate and authenticate the identity of the complainant, he/she will be
asked to share documents concerning personal data. The Bank assures
complainants that in accordance with the requirements of the Personal Data
Protection Law of the Kingdom of Bahrain, such data will be kept secure and
protected against unintentional or unauthorised disclosure or access, accidental
loss, unauthorised alteration, tampering and corruption, or any other form of
processing.

Under the PDPL, customers and vendors have the right to access or correct any
information the Bank collects and processes or request that personal data be
deleted, blocked or corrected. The Bank shall process such request free of any
charges, if accepted, within a period of 15 days provided that this request is
compliant with Bahrain Laws and CBB regulations. The CBB'’s rules specify a
minimum record retention period for five years from the date when the
transaction was completed.!” It should be noted that for brokerage transactions
where UGB acts as the intermediary, all relevant books and other information, as
may be required by the CBB and/the Bahrain Bourse, should be kept for a
minimum of 10 years.!®

5. Internal Dispute Resolution Process and Redress of Complaints. 1°

UGB’s Board of Directors has specifically designated the Chief Compliance Officer
to ensure accountability for reporting on actions and decisions with respects to
grievances. The CCO is a senior staff who by the nature of her responsibilities is
independent of the parties to the complaint, 2° as she reports directly to the Board
Audit Committee. The CCO also has direct access to the Chief Executive Officer
(CEO) who is the final authority in resolving a complaint. The Bank has an
established and approved business continuity process whereby the Complaints
Officer can still receive complaints through the same means outlined in the
document. In cases where the CCO is unable to respond, the Head of Operations
will be notified, and he will serve as a temporary backup 2.

70M6.2.1
18 MIR4.6.2
9BC9.4
20B8C9.1.3
21BC9.4.1 (f)
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1)

2)

3)

4)

5)

UGB Staff who receive any complaints addressed to them directly, should keep the
matter confidential and immediately forward all letters and other supporting
documents related to the complaint to the CCO. In her absence, this matter
should be communicated to the Chief Audit Executive and Corporate Secretary, as
he has access to the email address complaints@ugbbah.com.

The following processes will be followed for the receipt and recording of
complaints?%

Complaints addressed by external parties to UGB staff, should be forwarded to the
CCO in person or via email for investigation and resolution. The CCO has a direct
reporting line to the Board Audit Committee and has access to the Chairman of the
Board of Directors for AML related purposes and issues. This ensures that
complaints are handled by a senior member of management with no conflict of
interest.

Complaints received through the complaints@ugbbah.com or through the post,
will be recorded in an electronic complaints register maintained by the CCO titled
‘Complaints Register’. Details with respect to the date of receipt, the name of
complainant, reference # of the letter (if applicable), the substance of the
complaint, the status of the complaint (i.e. Open/closed), a scanned copy of the
actual email/letter and any other feedback received from the complainant will be
maintained.

The entire set of correspondence will be maintained in digital format in a secured
path under the Compliance Folder in Publish. .

The CCO will acknowledge all complaints received through forms (online), e-mail or
in writing, by writing to the customer along with a reference number within five
working days of receipt of the complaint.?®> The complainant will be provided
contact details, key particulars of the complaints handling procedures and a
statement that a copy of the policy and procedures and the complaints handling
process will free of any charges on the complainant.

Internal Audit will be informed of all complaints and will be consulted for
assistance during the investigation. The legitimacy of the complaint will be
determined at the initial stage with their assistance, to ensure that the claim is
genuine and not submitted due to malicious intent on the part of the complainant.

2BC9.4.1,
2BC9.5.1

Date of Last Review: November 2021 Date of Current Review: May 2024
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6) Appropriate investigation of the complaint will be conducted by the CCO after
reviewing all material facts along with underlying evidence, relevant
correspondence and documents. Upon determination of facts, a written report
will be compiled and submitted to the CEO within two weeks of receiving the
complaint. This will explain the Bank’s position and a recommendation as to how
the complaint should be dealt with. Any delays in meeting the deadlines will be
communicated to the CEO along with an appropriate explanation as to the reasons
for the delay. All instances of non co-operation by the department or employees
of UGB whose assistance / feedback is required to solve the complaint, will also be
escalated immediately to the CEO.

7) The above report will be the basis of an appropriate decision making process in
relation to the response to a client grievance. The decision will be approved by the
CEO within three weeks from the date of receipt of the complaint.

6. Timely response on complaints

A response will be sent to customer in writing, within four weeks of receiving the
complaint explaining the Bank’s position and how the complaint will be dealt with.
Clear terms of redress will be explained if applicable?*. The Bank will comply with
the terms of redress if accepted by the complainant.?®> The means of
communication can be electronic and/or through courier. A copy of the letter will
also be stored electronically in the customer’s file and in the Complaints Register.

7. Redress

The final response to the complaint will include the Bank’s proposals for any
redress if deemed necessary and appropriate to resolve any grievances. The Bank's
position on this matter will be outlined clearly to the complainant including any
steps that will require to be taken by the complainant.

If the Bank deems Redress in the form of compensation as appropriate in resolving
the complaint, UGB will provide the complainant with fair compensation and will
comply with the terms of compensation made to the complainant if the redress is
accepted.

*BC9.5.2,BC9.5.3
»BC9.5.4
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If the bank deems that redress be in a form other than compensation (e.g. Apology
letter), is appropriate in resolving the grievance, it will provide the redress as soon
as practicable?®.

Redress in any of the above noted forms will have to be accepted by the
complainant for it to be valid. Should a compliant not be satisfied please refer to
section 8 “unresolved complaints”.

Unresolved Complaints

A customer’s complaint is deemed to be unresolved if the complainant is not
satisfied with the resolution proposed by UGB. In such cases, the customer has the
right to approach the Consumer Protection Unit at the CBB. This can be done by
accessing the online complaint form on https://www.cbb.gov.bh/consumer-
information/#icomplaint.?’

An application for initiating an investigation with the CBB can only be made by the
complainant upon demonstrating that:

. An attempt has been made to resolve the matter through the Bank’s internal
dispute resolution procedure, but the matter has not been resolved to the
satisfaction of both parties.

. Every effort has been made by the Bank to resolve the complaint in an amicable
manner.

. The complainant must forward the complaint to the Consumer Protection Unit at
the CBB within 30 calendar days from the date of receiving the Bank’s final
response.

Unresolved Complaints lodged with the Bahrain Bourse

Unresolved complaints pertaining to the brokerage function of UGB and involving
trading of securities on the Bahrain Bourse, can be escalated to the Bourse if the
grievance is lodged within 6 months of receipt by the complainant of the response
from UGB and within 12 months of the conduct by the Bank.?®

2. Grievances which are lodged subsequent to the period referred to above will be

considered by the Bourse, provided that the failure to lodge the complaint within
the relevant period was through no fault of the client.

6BC9.5.5
7 BC9.3.15
28 Section 9.3 — Market Rules of the Bahrain Bourse
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3. The Bahrain Bourse may request UGB and the complainant to provide copies of all
relevant correspondence and documentation that is required to review the
complaint. The Bourse will also send a copy of the complaint to the Capital
markets Supervision Directorates of the CBB for information and will submit a
report of the final resolution of the complaint.?®

It should be noted that the following complaints and disputes cannot be brought

before the Bahrain Bourse:

e Commercial decisions not related to market transactions

e Pricing policies and other policies such as interest rates and fees

e Cases under investigation by any law enforcement agency, including cases
where allegations of fraud or criminal activity have been made and where the
matter has been referred to the police for investigation

e Complaints that are more than 6 months old after UGB’s final reply

e Complaints that have been settled privately between UGB and the
complainant

e Cases which have been subject to a court hearing and for which a court
judgement and/or order has been passed.

4. To initiate an investigation of a dispute and to require the Bourse to resolve the
dispute, the complainant must complete forms given by the Bourse and submit the
same along with the factors for the case and evidence in support of the claims
made by the complainant.

5. A final reply is a letter of other written document issued by UGB to the
complainant, which expressly states that it is the Bank’s final replay and which
expressly informs the complainant that if he/she disagrees with UGB, he/she can
contact BHB for assistance within 6 months from the date of the said letter of or
other written document.3®

Every effort will be taken by the Bank to ensure that the number of unresolved
complaints referred to the CBB / Bahrain Bourse are minimized and that recurring
system failures are identified, investigated and remedied.3!

The Bank is also committed to co-operating with regulatory authorities and
providing them with all relevant data, materials, documents and correspondence

2 Section 9.3.4 — Market Rules of the Bahrain Bourse

30 Section 9.6.2 — Market Rules of the Bahrain Bourse
31BC9.5.4
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related to the complaint, upon a written request made by the regulatory
authorities. A copy of the report compiled by the Bank upon conclusion of its
investigation into the dispute first raised to it by the complainant in full, the
grounds of its decision and other supporting information will also be provided.

10. Follow Up

In conjunction with other Department Heads, the CCO will ensure that adequate
systems and controls are put in place for assisting the Bank to identify and remedy
any recurring or systemic problems identified from complaints. The Dispute and
Resolution Policy will be reviewed and updated at least once every two years or as
and when there are significant changes to the policies. This ensures that there is
continuous improvement of the complaints handling process.3?

11. Record Retention

In line with regulatory requirements the bank will adhere to maintaining records
on

(a) The identity of the complainant;

(b) The substance of the complaint;

(c) The status of the complaint, including whether resolved or not, and whether
redress was provided. This will be kept for a minimum retention period for five
years from the date when the transaction was completed. It should be noted that
for brokerage transactions where UGB acts as the intermediary, all relevant books
and other information, as may be required by the CBB and/the Bahrain Bourse,
should be kept for a minimum of 10 years.

The requirements to keep protect and process personal data will be upheld in line
with the requirements of the Laws of the Kingdom of Bahrain and regulatory
rules.33

12. Quarterly Reporting

External Reporting:
In accordance with the CBB’s requirements, a quarterly report will be submitted to
the CBB’s Consumer Protection Unit (complaint@cbb.gov.bh) within 20 days after
the end of the quarter. The report will summarise:

(a) The number of complaints received;

32BC9.3.17
3BC9.6.1
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(b) The substance of the complaints;

(c) The number of days it took UGB to acknowledge and to respond to the complaints;
and

(d) The status of the complaint, including whether resolved or not, and whether
redress was provided.3*

In the event there are no complaints received during the quarter, a ‘nil’ report will
be submitted by the CCO to the CBB’s Consumer Protection Unit. Copies of these
will be saved in the regulatory register.

Internal Reporting:

The CCO’s report to the BAC should contain a section on Customer Complaints
containing the above-mentioned details. In the event there are no complaints
received during the quarter, this should be reported as ‘nil’.

3B8C9.7.1,9.7.2

Date of Last Review: November 2021 Date of Current Review: May 2024




Complaints & Dispute Resolution Policy Page 13 of 17

Appendix 1: Text of the disclosure on UGB’s website

Dispute & Complaints Resolution

In accordance with the Central Bank of Bahrain’s Dispute Resolution rules, United Gulf
Bank B.S.C.(c)’s Board of Directors has designated the Bank’s Chief Compliance Officer
(CCO) as the Bank’s Complaints Officer to investigate and handle all complaints, disputes
or grievances that customers or vendors might have.

If you have a complaint or grievance, the first step is to contact the Complaints Officer on
the email ID complaints@ugbbah.com. All complaints will be acknowledged in writing
within five working days of receipt. You will be provided with the Bank’s complaints
handling procedures free of charge.

The Bank will make every effort to resolve your complaint / grievance within four weeks
of receiving the complaint. You will be advised of the Bank’s position, the steps taken for
the resolution of the complaint and the terms of redress if applicable. If unforeseen
circumstances prevent the resolution within four weeks, you will be informed of the same
along with a revised timeframe for the resolution.

If you envisage any conflict of interest with your complaint being handled by the
Complaints officer then please direct your complaint inclusive of all material facts to the
attention of the Bank’s Chief Executive Officer.

Submit a Complaint

complaints@ugbbah.com

The Chief Compliance Officer
United Gulf Bank B.S.C. (c)
UGB Tower, Diplomatic Area
Manama, Kingdom of Bahrain
Tel: +973 17 532688

Fax: +973 17 533137

Date of Last Review: November 2021 Date of Current Review: May 2024
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Version Control

Version | Date Issued | Date of last | Originator/ | Reason for Issue / Re-Issue
# Board Modified By
Approval
1 August 10 October | Compliance | e Introduction of Module DRA by
2010 2010 the CBB
2 April 2013 14 May | Compliance | e Update of new rules during the
2013 period 2010 - 2013
3 March 2015 | 9 March | Compliance | e Update of new rules during the
2015 period 2013 - 2015
4 November 10 Compliance | e Bi-annual review;
2016 November e Reference is also made to the
2016 CBB’s quarterly consolidated
report on complaints.
5 July 2017 13 August | Compliance | e Addition of regulatory rules
2017
6 April 2019 14 May | Compliance | ¢ Removal of CBB Rulebook Volume
2019 6 references to reflect the fact
that the Bank is a closed
shareholding company

e Acknowledgement of complaints
within 5 working days

e Changing the process to having
the Chief Compliance Officer as
the single complaints officer.

7 November |9 Compliance | e References have been added to
2021 November Bahrain’s Personal Data
2021 Protection Law.

e The time limit for
acknowledgements, resolution
and unresolved complaints to be
escalated to the CBB’s Consumer
Protection Unit have been
incorporated.

e Addition of the section of
unresolved complaints raised with
the Bahrain Bourse, based on new

Date of Last Review: November 2021
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rules issued in 2019.

e Retention period for completed
transactions  and brokerage
transactions have been added.

8 April 2024 Compliance | e Inclusion of the process of
maintaining an electronic register
of complaints.

e Expansion of the scope to limit
the policy to only the Bank’s
operations.

e Adding the role of internal audit
in investigating complaints /
disputes.

e Documenting the need to validate
the legitimacy of complaints.

e Including the internal reporting
process of notifying the BAC of
any customer complaints.
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