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Terms and Conditions for Bill Payment Services

Scope and Applicability

These Terms and Conditions (“Terms”) apply to Bill Payment Services (as defined
hereinafter) offered by Mashregbank psc or Mashreq Allslami, the Islamic window
of Mashregbank psc (“Mashreq” or the “Bank”) through Digital Channels (as
defined hereinafter).

These Terms are in addition to any other terms and conditions including those
stipulated by the Bank from time to time on its website and terms and conditions
pertaining to other products, services or offers provided by the Bank. Inthe event
of any conflict between any of these Terms and the terms and conditions
specified for the other products, services or offers, the terms and conditions
specified for the other products, services or offers shall prevail.

The Bank may at any time, at its sole discretion and determination, waive
compliance with any of these Terms and such waiver shall not prejudice the Bank’s
right and benefits in any of the remaining Terms including the Bank’s rights to

enforce such Terms.

Use of the Bill Payment Services constitutes acceptance of these Terms as

amended from time to time.
Definitions
For the purposes of these Terms only, the following definitions shall applu:

“Account” means the Customer’s savings or current account maintained with the
Bank in the United Arab Emirates or where permitted by the Bank a credit card
issued by the Bank, and designated for bill payment(s).

“Business Day” means a day (other than Sunday or a public holiday in the UAE) on

which banks are open for the conduct of business in the UAE.

“BillPayment Services” means the services enabling the Customer to initiate bill
payments to Billers through the Digital Channels.

“Biller” means any utility, merchant, government authority, transport operator, or

service provider made available on the Digital Channels for bill payment.

“Customer” means an individual or entity maintaining an Account with the Bank

and authorized to use the Digital Channels.

Mashregbank PSC s regulated by the Central Bank of the United Arab Emirates.
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“Customer Consent” means the Customer’s express confirmation authorizing

execution of a Payment Instruction for Bill Payment Services.

“Digital Channels” means Mashreq Mobile, Mashreq Online and any other
electronic or digital channel designed by the Bank from time to time.

“Payment Instruction” means an electronic instruction issued by the Customer
through Digital Channel for the purpose of execution of the billpayment to aBiller
from the designated Account (including where applicable a credit card issued by
the Bankin the UAE).

“Service Provider” means any third party engaged by the Bank, on a principal-to-
principal basis, to facilitate or support the Bill Payment Services.

“Transaction” means a bill payment processed or attempted pursuant to a
Payment Instruction.

“UAE” means United Arab Emirates.
Service Overview

Mashreq provides Bill Payment Services by facilitating electronic Payment
Instructions initiated by the Customer to Billers through the Digital Channels.

Mashreq acts solely as a payment facilitator and does not endorse, recommend,
verify, or guarantee any Biller or the goods or services provided by anyBiller.

Transactions are processed strictly based on information provided by the
Customer. Mashreq does not verify the accuracy, validity, or ownership of bill

details.

Execution of BillPayment Services is dependent on third-party systems operated
by Billers and/or Service Providers, over which Mashreqhas no control.

Customer Consent and Authorization

Byinitiating a Transaction, the Customer provides Customer Consent authorizing
Mashreq to debit the Account for the payment amount and applicable charges and
fees, and to process and share transaction-related data (including any personal
data required for payment processing) with Billers, Service Providers,

intermediaries, or regulators, as required to execute the Transaction.

Each Payment Instruction constitutes an irrevocable and unconditional authority

once submitted.

Mashreq will retain records of Customer Consent and Payment Instructions as

conclusive evidence of authorization.

Mashregbank PSCis regulated by the Central Bank of the United Arab Emirates.
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Customer Responsibilities

The Customer is solely responsible for the accuracy and completeness of bill and
Biller details, ensuring sufficient cleared funds in the Account, verifying
Transaction details prior to confirmation, and tracking Transaction status and

retaining reference numbers.

Mashreq shall not be responsible for non-execution or delayed execution arising

fromincorrect, incomplete, or late information provided by the Customer.
Fees and Charges

Billers may impose convenience fees, penalties, or service charges, which are

determined solely by the Biller.

All charges are exclusive of VAT or other applicable taxes unless expressly stated
otherwise.

DataProtection and Confidentiality

Mashreqprocesses Customer datain accordance with applicable UAE laws and the
Central Bank of the UAE Consumer Protection Standards.

Transaction data may be shared with Billers, Service Providers, intermediaries, or
regulators solely for lawful purposes relating to payment processing,
reconciliation, audit, and dispute resolution.

If the Customer does not consent to such processing or sharing, the relevant

Transaction should not be initiated.

For detailed information on how Mashreq collects, uses, and protects your data,
pleaserefer to the Mashreq Privacy Notice available on our website.

Refunds, Reversals, and Cancellations

Bill payments are generally final and non-refundable once successfully processed.
Non-refundable categories include, without limitation, telecom recharges and
prepaid cards, transport and toll payments (including SALIK and NOL), and

government fees, fines, permits, vouchers, and similar payments.

Refunds or reversals, where permitted, are subject solely to Biller approval and

processes and are not guaranteed by Mashreq.

Where a Transactionis rejected or returned by aBiller, the refunded amount (if any)
shallbe credited to the Account within 5 Business Days from the date of rejection

orreturn.

Mashregbank PSCis regulated by the Central Bank of the United Arab Emirates.
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Disputes and Complaints

Disputes and Complaints relating to bill amounts, penalties, refunds, or Biller

services must be raised directly with the relevant Biller.

Mashreq’s role is limited to providing Transaction confirmation and payment

evidence where available.

Complaints relating to Mashreq's execution of Bill Payment Services shall be

handledin accordance with Mashreq's grievance redressal procedures.
Compliance and Monitoring

All Transactions are subject to anti-money laundering, sanctions screening, and
fraud monitoring requirements. Mashreq may suspend, delay, reject, or reverse
Transactions to comply with applicable laws, regulations, requlatory directives, or
internal risk policies.

Mashreqmay request additional information from the Customer at any stage and
may withhold execution until suchinformationis provided. Attempts tomisuse the

service (including fraud) may result in account action and reporting to authorities.
Records andEvidence

Mashreqmay record, retain, and rely upon all electronic communications, Payment

Instructions, systemlogs, and Transaction records as conclusive evidence.

Such records may be disclosed to regulators, courts, auditors, or competent

authorities upon lawful request.
The Customer agrees not to dispute Mashreq's reliance on such records.
Liability and Indemnity

Mashreq shall not be liable for delays, failures, or errors caused by Billers, Service
Providers, or third-party systems, or for incorrect or incomplete information
provided by the Customer. Mashreq shall also not be liable for any delay, failure, or
inability to perform caused by events beyond its reasonable control, including
system failures, communication disruptions, regulatory actions, or force majeure

events.

Where liability cannot be excluded under UAE law, Mashreq’s liability shall be limited

to the amount of the affected Transaction.

The Customerirrevocably agrees toindemnify and hold Mashregharmless fromall
losses, claims, damages, costs, and expenses arising from any Payment

Instruction issued by or on behalf of the Customer, any incorrect, inaccurate, or

Mashregbank PSCis regulated by the Central Bank of the United Arab Emirates.
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unauthorised bill payment, or any dispute between the Customer and a Biller, and

this indemnity shall survive the termination of the BillPayment Services.

In no event shall the Bank be liable for any loss of profits or contracts or special,
indirect or consequential loss or damages suffered by the Customer.

This clause shall survive termination of the Bill Payment Services.
Shariah Compliance

Where the Customer maintains an Islamic banking relationship with Mashreq Al
Islami, all products, services, and transactions offered by Mashreq Al Islami are

governed by Shariah principles as determined by its Shariah Supervisory Board.

BillPayment Services are facilitative in nature and enable payments to third-party
Billers that are independent of Mashreq Al Islami. Mashreq Al Islami shall not be
responsible for, participate in, or be deemed a party to any underlying transaction

or service that may be non-Shariah-compliant.

The Customer bears sole responsibility for assessing the Shariah compliance of

goods or services paid for through the Bill Payment Services.

This clause shall survive termination of the Bill Payment Services.

Cooling Off Period

Inaccordance with the Consumer Protection Standardsissued by the CentralBank
of the UAE, Customers may, in certain cases, have a right to withdraw from or
cancel a financial product or service within five (5) Business Days from the date of
contracting (the “Cooling-Off Period”).

However, the Customer acknowledges and agrees that Bill Payment Services
involve the immediate execution of payment instructions to Billers upon
submission. Accordingly, once a Payment Instruction is submitted and processed,
the Customer waives any applicable Cooling-Off Period in respect of such

Transaction.

By initiating a Payment Instruction, the Customer expressly consents to the
immediate execution of the Transaction and acknowledges that such Transaction

cannot be cancelled, reversed or withdrawn once processed.

Changes to Terms and Conditions

Mashregbank PSCis regulated by the Central Bank of the United Arab Emirates.
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18.1  Mashreqmayamend these Terms from time to time. Such changes shallbe
communicated to the Customer at least sixty (60) calendar days in advance via
the Bank’s website, email, or other suitable communication channels.

18.2 If the Customer (a) does not agree to such changes the Customer may terminate
provision of BillPayment Services, without charge provided no outstanding
liabilities are due to the Bank at the time of termination.

18.3 Continueduse of the BillPayment Services constitutes acceptance of the

amendments.

19. Governing Law and Jurisdiction

191 These Terms, including any non-contractual obligations arising out of or in

connection with them, willbe governed by the laws of the UAE.

19.2  The Customer and the Bank agree to the exclusivejurisdiction of the courts of the
Emirate of Dubai("Dubai Courts") (excluding the DIFC Courts) to settle any dispute
arising out of or in connection with these Terms, provided that the Bank may bring
proceedings in any other jurisdiction (inside or outside the UAE) if it deems

appropriate.

Mashregbank PSCis regulated by the Central Bank of the United Arab Emirates.
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