.6

ﻭﺫﻟﻚ ﻋﻠﻰ ﻣﻮﺍﻗﻌﻬﻢ ﺍﻻﻟﻜﺘﺮﻭﻧﻴﺔ ﺧﻼﻝ ﻳﻮﻣﻲ ﻋﻤﻞ ﻓﻰ

ﺍﻟﻌﻤﻴﻞ ﺍﻟﺰﻳﺎﺩﺓ ﻓﻰ ﺍﻟﺮﺳﻮﻡ ﺃﻭ ﺍﻟﺮﺳﻮﻡ ﺍﻟﺠﺪﻳﺪﺓ ،ﻳﺠﺐ ﻋﻠﻰ

ﺍﻟﻤﺮﺧﺺ ﻟﻪ ﻣﻨﺢ ﺍﻟﻌﻤﻴﻞ ﺍﻟﺨﻴﺎﺭ ﻹﻧﻬﺎء ﺍﻟﻌﻼﻗﺔ ﺧﻼﻝ )(15

.3

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺃﻥ ﻳﺆﻛﺪﻭﺍ ﺇﺳﺘﻼﻡ ﺷﻜﺎﻭﻱ ﺍﻟﻌﻤﻼء

ﺣﺎﻝ ﺗﻐﻴﻴﺮﻫﺎ .ﻛﻤﺎ ﻳﺘﻮﺟﺐ ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺍﻹﺷﺎﺭﺓ ﺍﻟﻰ

ﻳﻮﻣﺎ ﻣﻦ ﺗﺎﺭﻳﺦ ﺗﻄﺒﻴﻖ ﺍﻟﺮﺳﻮﻡ .ﻭﺇﺫﺍ ﻟﻢ ﻳﻘﻢ ﺍﻟﻌﻤﻴﻞ

.4

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺃﻥ ﻳﻘﻮﻣﻮﺍ ﺑﺎﻟﺮﺩ ﻋﻠﻰ ﺷﻜﻮﻯ ﺍﻟﻌﻤﻴﻞ

ﻣﻘﺎﺭﻧﺔ ﻛﻴﻔﻴﺔ ﺗﻐﻴﻴﺮ ﺍﻟﻤﻌﺪﻝ ﺍﻟﺠﺪﻳﺪ .

ﺫﻟﻚ ﻗﺒﻮﻝ ﺿﻤﻨﻲ ﺑﺎﻟﺮﺳﻮﻡ ﺍﻟﺠﺪﻳﺪﺓ ﺃﻭ ﺑﺎﻟﺰﻳﺎﺩﺓ ﺍﻟﺘﻲ

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺗﺤﺪﻳﺚ ﻣﻌﺪﻻﺕ ﺍﻟﻔﻮﺍﺋﺪ  /ﺍﻟﺮﺑﺤﻴﺔ

ﻧﺴﺐ ﺍﻟﻔﺎﺋﺪﺓ  /ﺍﻟﺮﺑﺤﻴﺔ ﺍﻟﻘﺪﻳﻤﺔ ﻛﻲ ﻳﺘﻤﻜﻦ ﺍﻟﻌﻤﻼء ﻣﻦ

ﻩ .ﺍﻹﻗﺮﺍﺽ  /ﺍﻟﺘﻤﻮﻳﻞ
.1

ﻳﺠﺐ ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻪ ﺃﻥ ﻳﻘﻮﻡ ﺑﺘﻘﻴﻴﻢ ﺍﻟﻌﻤﻴﻞ ﻣﻦ ﺣﻴﺚ

ﺑﺈﻧﻬﺎء ﺍﻟﻌﻼﻗﺔ ﺧﻼﻝ ﺗﻠﻚ ﺍﻟﻤﺪﺓ ﺍﻟﻤﺤﺪﺩﺓ ،ﻓﺴﻮﻑ ﻳﻌﺘﺒﺮ

.4

.2

.3
ﻭ .ﺍﻟﺮﺳﻮﻡ
.1

ﻋﻠﻰ ﺍﻟﻤﻜﺸﻮﻑ )ﺃﻭ ﺃﻱ ﻧﻮﻉ ﺁﺧﺮ ﻣﻦ ﺍﻟﺘﺴﻬﻴﻼﺕ( ﺧﺎﺿﻌﺎ
ﻟﻠﺴﺪﺍﺩ ﻋﻨﺪ ﻃﻠﺐ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ .

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺍﻻﻣﺘﺜﺎﻝ ﺑﺘﺸﺮﻳﻌﺎﺕ ﺍﻟﻤﺼﺮﻑ ﺍﻟﻤﺮﻛﺰﻱ
ﻓﻰ ﻣﺎ ﻳﺘﻌﻠﻖ ﺑﺎﻟﻘﺮﻭﺽ ﺍﻻﺳﺘﻬﻼﻛﻴﺔ .

ﺑﺼﺪﺩ ﺷﺮﺍﺋﻬﺎ ،ﺑﻤﺎ ﻓﻰ ﺫﻟﻚ :

 oﺭﺳﻮﻡ ﺍﻹﺩﺍﺭﺓ /ﺍﻟﺘﺮﺗﻴﺒﺎﺕ

 oﺭﺳﻮﻡ ﺍﻟﺴﺪﺍﺩ ﺍﻟﻤﺒﻜﺮ

 oﻣﻌﺪﻻﺕ ﺍﻟﻔﻮﺍﺋﺪ  /ﺍﻟﺮﺑﺤﻴﺔ ﺍﻟﻤﻔﺮﻭﺿﺔ ﻋﻨﺪ ﺍﻟﺘﺨﻠﻒ
ﻋﻦ ﺍﻟﺴﺪﺍﺩ

 oﺍﻟﺘﺄﻣﻴﻦ
.2

.6

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺍﻟﺬﻳﻦ ﻟﻬﻢ ﻣﻮﺍﻗﻊ ﺍﻟﻜﺘﺮﻭﻧﻴﺔ ﻧﺸﺮ

ﻟﻤﻮﺍﺻﻠﺔ ﺍﻟﺸﻜﻮﻯ ﺑﻤﺎ ﻓﻰ ﺫﻟﻚ ،ﺇﺫﺍ ﻛﺎﻥ ﻣﻨﺎﺳﺒﺎﹰ ،ﺇﺣﺎﻟﺔ

ﺍﻟﺮﺳﻮﻡ ﻋﻠﻰ ﻣﻮﺍﻗﻌﻬﺎ ﺍﻻﻟﻜﺘﺮﻭﻧﻴﺔ .

ﺍﻟﺸﻜﻮﻯ ﺇﻟﻰ ﺇﺩﺍﺭﺓ ﺍﻟﻤﺘﺎﺑﻌﺔ ﺑﺎﻟﻤﺼﺮﻑ ﺍﻟﻤﺮﻛﺰﻱ .

ﺯ .ﺍﻟﻤﺼﺎﻋﺐ ﺍﻟﻤﺎﻟﻴﺔ
.1

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺍﻟﺴﻌﻲ ﺩﺍﺋﻤﺎ ﻟﻤﻨﺎﻗﺸﺔ ﺍﻟﻤﺼﺎﻋﺐ

ﺍﻟﻤﺎﻟﻴﺔ ﻣﻊ ﺍﻟﻌﻤﻼء ﻗﺒﻞ ﺍﺗﺨﺎﺫ ﺍﻟﻘﺮﺍﺭ ﺑﺎﻟﻠﺠﻮء ﺇﻟﻰ ﺍﻹﺟﺮﺍءﺍﺕ

.2

.3

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺃﻥ ﻳﻠﺠﺌﻮﺍ ﻭﺣﺴﺐ ﺍﻹﻣﻜﺎﻥ ﺇﻟﻰ

ﺗﺮﺗﻴﺒﺎﺕ ﺑﺪﻳﻠﺔ ﺗﺴﺎﻋﺪ ﺍﻟﻌﻤﻼء ﻋﻠﻰ ﺗﺠﺎﻭﺯ ﺍﻟﻤﺼﺎﻋﺐ ﻓﻰ

ﺍﻟﺴﺪﺍﺩ .

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺃﻥ ﻳﻘﺪﻣﻮﺍ ﻟﻠﻌﻤﻼء ﺍﻟﺤﺪ ﺍﻷﺩﻧﻰ ﻣﻦ
ﺍﻹﺭﺷﺎﺩ ﺑﺨﺼﻮﺹ ﻣﺸﺎﻛﻞ ﺍﻟﺪﻳﻮﻥ .

ﺡ .ﺍﻟﺸﻜﺎﻭﻯ
.1

ﻳﺠﺐ ﺃﻥ ﻳﺘﻮﻓﺮ ﻟﺪﻯ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺇﺟﺮﺍءﺍﺕ ﺭﺳﻤﻴﺔ

ﺍﻟﻘﻨﻮﺍﺕ ﺍﻟﺘﺎﻟﻴﺔ – ﻣﺜﻼ :

ﻳﺠﺐ ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺃﻥ ﻳﻘﻮﻣﻮﺍ ﺑﺘﻌﻴﻴﻦ ﻣﻮﻇﻒ

ﺗﻠﻚ ﺍﻹﺟﺮﺍءﺍﺕ ﺇﻟﻰ ﺍﻟﻤﺼﺮﻑ ﺍﻟﻤﺮﻛﺰﻱ .ﻭﻋﻼﻭﺓ ﻋﻠﻰ ﺫﻟﻚ،

ﻋﻠﻰ ﺍﻟﻤﺰﻳﺪ ﻣﻦ ﻣﻌﻠﻮﻣﺎﺕ ﺑﺸﺄﻥ ﺍﻟﺮﺳﻮﻡ ﻣﻦ ﺧﻼﻝ
 oﺍﻻﺗﺼﺎﻝ ﺑﻬﻮﺍﺗﻒ ﺍﻟﻤﺴﺎﻋﺪﺓ

ﻓﺮﺽ ﺭﺳﻮﻡ ﺟﺪﻳﺪﺓ ﻗﺒﻞ ﺃﻥ ﺗﻄﺒﻖ ﺍﻟﺮﺳﻮﻡ ،ﻭﺇﺫﺍ ﺭﻓﺾ

.6

ﻋﻠﻴﻬﻢ ﺃﻥ ﻳﻌﺮﺿﻮﺍ ﺍﻟﺨﻴﺎﺭﺍﺕ ﺍﻟﻤﺘﺎﺣﺔ ﺃﻣﺎﻡ ﺍﻟﻌﻤﻴﻞ

.1

ﻋﻠﻰ ﻣﻮﻇﻒ ﺷﻜﺎﻭﻯ ﺍﻟﻌﻤﻼء )ﻭﺍﻟﺬﻯ ﻗﺪ ﻳﻜﻮﻥ ﻧﻔﺲ

ﻣﻮﻇﻒ ﺍﻟﻤﺘﺎﺑﻌﺔ ﺑﺎﻟﻤﺮﺧﺺ ﻟﻪ( ﺃﻥ ﻳﺮﺍﻗﺐ ﺍﻣﺘﺜﺎﻝ ﺍﻟﻤﺮﺧﺺ
ﻟﻪ ﻟﻸﺣﻜﺎﻡ ﺍﻟﻮﺍﺭﺩﻩ ﻓﻰ ﻫﺬﺍ ﺍﻟﻤﻴﺜﺎﻕ .

.2

ﻳﺠﻮﺯ ﻟﻠﻤﺼﺮﻑ ﺍﻟﻤﺮﻛﺰﻱ ،ﻣﻦ ﺣﻴﻦ ﻷﺧﺮ ،ﺍﻟﻄﻠﺐ ﻣﻦ

ﻣﻮﻇﻒ ﺍﻟﻤﺘﺎﺑﻌﺔ ﺭﻓﻊ ﺗﻘﺮﻳﺮ ﺑﺸﺄﻥ ﻣﺪﻯ ﺍﻟﺘﺰﺍﻡ ﺍﻟﻤﺮﺧﺺ
ﻟﻪ ﺑﺄﺣﻜﺎﻡ ﻫﺬﺍ ﺍﻟﻤﻴﺜﺎﻕ .

.3

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻪ ﺗﻄﺒﻴﻖ ﺃﺣﻜﺎﻡ ﻫﺬﺍ ﺍﻟﻤﻴﺜﺎﻕ ﻭﺍﻟﺘﺄﻛﺪ ﻣﻦ

.4

ﻳﺠﺐ ﺗﻮﻓﻴﺮ ﻧﺴﺦ ﻋﻦ ﻫﺬﺍ ﺍﻟﻤﻴﺜﺎﻕ ﻟﻠﻌﻤﻼء ،ﻛﻤﺎ ﻳﺠﺐ

.5

ﺃﻥ ﻛﺎﻓﺔ ﻣﻮﻇﻴﻔﻬﻢ ﻋﻠﻰ ﻋﻠﻢ ﻭﺩﺍﺭﻳﺔ ﺑﺄﺣﻜﺎﻡ ﻫﺬﺍ ﺍﻟﻤﻴﺜﺎﻕ.

ﺍﻹﻋﻼﻥ ﻓﻰ ﻛﻞ ﺍﻟﻔﺮﻭﻉ ﻭﻋﻠﻰ ﺍﻟﻤﻮﺍﻗﻊ ﺍﻻﻟﻜﺘﺮﻭﻧﻴﺔ ﻋﻦ
ﺗﻮﻓﺮ ﻧﺴﺦ ﻋﻦ ﺍﻟﻤﻴﺜﺎﻕ .

ﻳﻘﻮﻡ ﻣﺼﺮﻑ ﺍﻟﺒﺤﺮﻳﻦ ﺍﻟﻤﺮﻛﺰﻱ ﺃﻳﻀﹰﺎ ﺑﻨﺸﺮ ﻧﺴﺨﺔ ﻣﻦ
ﻫﺬﺍ ﺍﻟﻤﻴﺜﺎﻕ ﻋﻠﻰ ﻣﻮﻗﻌﻪ ﺍﻻﻟﻜﺘﺮﻭﻧﻲ .

ﻟﺸﻜﺎﻭﻯ ﺍﻟﻌﻤﻼء ،ﻭﺗﻌﻤﻴﻢ ﻋﻨﺎﻭﻳﻦ ﺍﻻﺗﺼﺎﻝ ﺑﻪ ﻟﺪﻯ ﻛﺎﻓﺔ

ﻱ .ﺇﺧﻼء ﺍﻟﻤﺴﺌﻮﻟﻴﺔ

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺇﺑﻼﻍ ﺍﻟﻌﻤﻼء ﺑﺈﺟﺮﺍءﺍﺕ ﺗﻘﺪﻳﻢ

ﻭﺗﺨﻀﻊ ﺍﻷﺣﻜﺎﻡ ﺍﻟﻤﺪﺭﺟﺔ ﻓﻴﻪ ﺍﻟﻰ ﻗﻮﺍﻋﺪ ﺍﻟﺪﻟﻴﻞ ﺍﻹﺭﺷﺎﺩﻱ ﻟﻤﺼﺮﻑ

ﺍﻟﻔﺮﻭﻉ .

.2

ﻓﻰ ﺣﺎﻝ ﻋﺪﻡ ﺗﻤﻜﻦ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﻣﻦ ﺗﺴﻮﻳﺔ ﺍﻟﺸﻜﻮﻯ،

ﻁ .ﺍﻟﻤﺮﺍﻗﺒﺔ

ﺍﻟﻘﺎﻧﻮﻧﻴﺔ .

 oﺍﻟﺒﺤﺚ ﻓﻰ ﺍﻟﻤﻮﻗﻊ ﺍﻻﻟﻜﺘﺮﻭﻧﻲ ،ﻭ/ﺃﻭ

.3

ﺑﺸﺄﻥ ﺍﻟﻤﻨﺘﺠﺎﺕ ﻭﺍﻟﺨﺪﻣﺎﺕ ﺍﻟﺘﻲ ﺗﻘﺪﻡ ﺇﻟﻰ ﺍﻟﻌﻤﻼء.

ﻳﺠﺐ ﺗﺰﻭﻳﺪ ﺍﻟﻌﻤﻼء ﺃﻳﻀﹰﺎ ﺑﻤﻌﻠﻮﻣﺎﺕ ﻋﻦ ﻭﺳﺎﺋﻞ ﺍﻟﺤﺼﻮﻝ

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺇﺑﻼﻍ ﺍﻟﻌﻤﻼء ﺑﺮﻓﻊ ﺃﻱ ﻣﻦ ﺍﻟﺮﺳﻮﻡ ﺍﻭ

ﻟﻤﻮﺍﺻﻠﺔ ﺍﻟﺸﻜﻮﻯ ﺿﻤﻦ ﺇﻃﺎﺭ ﺍﻟﻤﺮﺧﺺ ﻟﻪ .

.5

ﻟﻠﺘﻌﺎﻣﻞ ﻣﻊ ﺷﻜﺎﻭﻱ ﺍﻟﻌﻤﻼء ﻣﻊ ﺿﺮﻭﺭﺓ ﺗﻘﺪﻳﻢ ﻧﺴﺨﺔ ﻣﻦ

 oﺍﻻﺳﺘﻔﺴﺎﺭ ﻟﺪﻯ ﺍﻟﻤﻮﻇﻔﻴﻦ

ﺇﺫﺍ ﻟﻢ ﻳﻘﺘﻨﻊ ﺍﻟﻌﻤﻴﻞ ﺑﺮﺩ ﺍﻟﻤﺮﺧﺺ ﻟﻪ ،ﻳﺘﻮﺟﺐ ﻋﻠﻰ

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺍﻟﺘﺤﻘﻖ ﻣﻦ ﺃﻥ ﻛﺎﻓﺔ ﺍﻟﺮﺳﻮﻡ ﻣﺒﺮﺭﺓ

ﻳﺠﺐ ﺃﻥ ﻳﺘﻢ ﺗﺰﻭﻳﺪ ﺍﻟﻌﻤﻼء ﺑﺘﻔﺎﺻﻴﻞ ﻋﻦ ﺃﻳﺔ ﺭﺳﻮﻡ
)ﻣﻄﺒﻘﺔ ﺃﻭ ﻗﺪ ﺗﻄﺒﻖ( ﻋﻠﻰ ﺍﻟﻤﻨﺘﺞ ﺃﻭ ﺍﻟﺨﺪﻣﺔ ﺍﻟﺘﻰ ﻫﻢ

.5

ﺍﻟﺘﻲ ﺳﺘﺘﻌﺎﻣﻞ ﻓﻴﻬﺎ ﺍﻟﺸﻜﻮﻯ .

ﺍﻟﻤﺮﺧﺺ ﻟﻪ ﺗﻮﺟﻴﻪ ﺍﻟﻌﻤﻴﻞ ﺇﻟﻰ ﺍﻟﺴﺒﻴﻞ ﺍﻟﺬﻱ ﻳﺘﺨﺬﻩ

ﻓﻴﻪ ﺍﻟﻌﻤﻴﻞ .

ﺍﻻﺋﺘﻤﺎﻧﻴﺔ ،ﻭﺫﻟﻚ ﻣﻦ ﺧﻼﻝ ﺍﻟﺘﻌﺮﻑ ﻋﻠﻰ ﻇﺮﻭﻓﻪ ﺍﻟﻤﺎﻟﻴﻪ

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﺃﻥ ﻳﻮﺿﺤﻮﺍ ﻟﻠﻌﻤﻴﻞ ﺇﻥ ﻛﺎﻥ ﺍﻟﺴﺤﺐ

ﻋﻠﻰ ﺍﻟﻤﺮﺧﺺ ﻟﻬﻢ ﻟﻔﺖ ﻋﻨﺎﻳﺔ ﺍﻟﻌﻤﻼء ﺑﺸﺄﻥ ﺃﻳﺔ ﺭﺳﻮﻡ

ﻛﺘﺎﺑﺔ ﺧﻼﻝ ) (4ﺃﺳﺎﺑﻴﻊ ﻣﻦ ﺗﺎﺭﻳﺦ ﺍﻹﺷﻌﺎﺭ ﺍﻟﺨﻄﻲ ﻟﻠﻌﻤﻴﻞ
ﺑﺈﺳﺘﻼﻡ ﺷﻜﻮﺍﻩ ،ﻣﻮﺿﺤﺎ ﻣﻮﻗﻔﻬﺎ ﻣﻦ ﺍﻟﺸﻜﻮﻯ ﻭﺍﻟﻄﺮﻳﻘﺔ

ﻗﺒﻞ ﺗﻘﺪﻳﻢ ﺃﻱ ﻣﻨﺘﺞ ﺃﻭ ﺧﺪﻣﺔ ،ﻭﻛﺬﻟﻚ ﺃﻱ ﻭﻗﺖ ﻳﺴﺘﻔﺴﺮ

ﻗﺪﺭﺗﻪ ﻋﻠﻰ ﺍﻟﺴﺪﺍﺩ ﻗﺒﻞ ﺗﻘﺪﻳﻢ ﺃﻱ ﻧﻮﻉ ﻣﻦ ﺍﻟﺘﺴﻬﻴﻼﺕ
ﺍﻟﻘﺎﺋﻤﺔ .

ﻃﺮﺃﺕ ﻋﻠﻴﻬﺎ .

ﻛﺘﺎﺑﺔ ﺧﻼﻝ ) (5ﺃﻳﺎﻡ ﻋﻤﻞ ﻣﻦ ﺍﺳﺘﻼﻡ ﺍﻟﺸﻜﻮﻯ .

ﺍﻟﺸﻜﺎﻭﻯ ،ﻣﻊ ﺿﺮﻭﺭﺓ ﺗﻮﻓﻴﺮ ﻣﻨﺸﻮﺭ ﻳﺤﺪﺩ ﻓﻴﻪ ﺇﺟﺮﺍءﺍﺕ
ﺗﻘﺪﻳﻢ ﺗﻠﻚ ﺍﻟﺸﻜﺎﻭﻯ .

ﻟﺘﻔﺎﺩﻱ ﺃﻱ ﻟﺒﺲ ،ﻟﻦ ﻳﻜﻮﻥ ﻟﻬﺬﺍ ﺍﻟﻤﻴﺜﺎﻕ ﺃﻱ ﺗﺒﻌﺎﺕ ﻗﺎﻧﻮﻧﻴﺔ،

ﺍﻟﺒﺤﺮﻳﻦ ﺍﻟﻤﺮﻛﺰﻱ.

CODE OF BEST PRACTICE ON
CONSUMER CREDIT AND CHARGING
Complaints Officer: Salim Al Tehmazi - Direct Line: 17787230 - Email: stehmazi@bahraincredit.com.bh

A. ABOUT THIS CODE
1. This Code has been prepared jointly by the
Banker’s Society of Bahrain (“BSB”) and the
Central Bank of Bahrain (“Central Bank” or
“CBB”). It sets out minimum standards for
retail banks and financing companies
(thereafter referred to as Central Bank
licensees or Licensees) to follow when
providing credit and other services on which
fees and/or interest (profit margin in case of
Shari’a compliant financing) are payable by
personal customers in the Kingdom of Bahrain.
2. This Code applies where any Central Bank
licensee provides to a consumer:
• Loans, overdrafts, etc.
• Any other type of financial
product creating a creditor debtor relationship (including
Shari’a compliant credit facilities
of all types).
• Any other financial service for
which a Central Bank licensee
charges a fee.
3. Adherence to this Code is mandatory for all
Central Bank licensees.
4. Consumers are encouraged to inform the
Central Bank where they believe there has been
non-compliance with the Code.

B. PRINCIPAL COMMITMENTS
The overriding duty of all Central Bank licensees is
to act fairly, responsibly and reasonably in their
dealings with consumers. The four overriding
principal commitments are:

• Licensees should make sure that
all advertising and promotional
literature relating to consumer
loans, credit and charging is clear
and not misleading in any way.
• Licensees should give clear
information and provide clear
documentation about products
and services they offer, including
the application procedures, terms
& conditions, interest/profit
rates and breakdown of charges
that apply.
• Licensees should provide their
customers with regular
statements, at least every six
months. Any changes to
interest/profit rates, charges or
terms and conditions should be
intimated in writing (i.e., by
letter or electronically) prior to
the change. It is the duty of the
consumer to inform the bank of
changes in contact address
immediately.
• Licensees should deal
sympathetically with cases of
genuine financial difficulty and
treat all customer personal
information as private and
confidential.

C. HELPING THE CUSTOMER CHOOSE A
PRODUCT WHICH MEETS THEIR NEEDS
For each new (or potentially new) customer,
licensees should:

• Give transparent and factual
information on the key features
and benefits of the product(s)
the customer is interested in.
• Advise customers on the various
delivery channels of products
(e.g. through the internet, over
the phone, in different branches,
etc.) and tell customers how they
can find out more about such
products.
• Once a product is selected by a
customer, the licensee will inform
the customer of applicable
details and the criteria for
provision of such a product.

D. INTEREST /PROFIT RATES
1. Licensees must inform consumers when they
are contemplating buying a product or at any
time they ask how and where they can find
information about interest/profit rates. For
example:
• by looking at the notices in the
branch (or branches);
• by looking on the website,
and/or
• by asking staff
5. Licensees must provide consumers with written
information about the initial interest rates that
apply to their loan when such interest is
payable, as well as the notification of changes.
Shari’a compliant institutions must provide
consumers with written information on
equivalent forms of charging (such as “profit
rates” etc.), and references to obligations

6.

7.

8.

9.

concerning “interest/profit rates” in this Code
shall be construed accordingly.
A licensee must give a full explanation of how
the interest (profit margin in case of Shari’a
compliant financing) is calculated.
Licensees must publicise in branches, on
websites and in their schedule of charges the
annual percentage rate (APR) and bring this to
the attention of new customers.
Licensees must inform customers of any
changes to interest/profit rates in an effective
manner before they take effect.
When interest/profit rates change, licensees
must update this information on their websites
within two working days. Licensees must also
advise the old rate so that customers can
compare how the new rate has changed.

E. LENDING/ FINANCING
1. Before a licensee makes a loan or provides any
other form of credit, it must assess whether the
customer will be able to repay, given its
knowledge of the customer’s current
circumstances.
2. If an overdraft (or any other type of facility) is
repayable “on demand”, licensees should make
this clear to the customer.
3. Licensees should comply with Central Bank
rules on consumer finance.

F. CHARGES
1. Customers must be given details of any charges
that apply (or may apply) to the product or
service they are intending to purchase,
including:
• Administration / arrangement
fees.
• Pre-payment charges.
• Default interest rates.
• Insurance
2. Customers must also be given information on
where to find out about charges, for example:

3.

4.

5.

6.

• Phoning the helpline;
• Looking at the website, and/or
• Asking staff
If a licensee increases any charges or introduces
a new charge, it must inform the customer
before the charge take effect. If the customer
does not accept the increase or new charge,
the licensee should give the customer the
option of terminating the relationship within
15 days of application of the charge. If the
consumer does not terminate the relationship
within this time, it will be deemed as accepted.
Licensees should advise customers of any
charges both before a product or service is
provided and at any time the customer asks.
Licensees should ensure that all charges are
justifiable for the service and products
provided to customers.
Licensees that have web sites should publicise
their charges on their site.

G. FINANCIAL DIFFICULTIES
1. Licensees should always endeavour to discuss
financial difficulties with their customers before
taking legal proceedings.
2. Where possible, licensees should consider
alternative arrangements to enable customers
to overcome their repayment difficulties.
3. Licensees should provide customers with a
minimal level of counselling on debt problems.

H. COMPLAINTS
1. Licensees must have in place a formal customer
complaints procedures and a copy of this
should be submitted to the Central Bank.
Moreover, licensees should appoint a customer
complaints officer and publicise his/her contact
details at all branches.
2. Licensees must inform customers of the
complaints procedures and should provide a
written leaflet outlining the procedures.
3. Licensees should acknowledge in writing

customer complaints received in writing within
5 working days of receipt.
4. Within 4 weeks of written acknowledgement to
the customer, licensees should respond in
writing explaining their position and how they
propose to deal with the complaint.
5. If a customer is not satisfied with a licensee’s
response, the licensee should advise the
customer on how to take the complaint further
within the organisation.
6. In the event that they are unable to resolve a
complaint, licensees must outline the options
that are open to that customer to pursue the
matter further, including, where appropriate,
referring the matter to the Compliance
Directorate at the Central Bank.

I. MONITORING
1. The customer complaints officer (who may be
the same person as the Compliance Officer)
should also monitor the licensee’s adherence
to this Code.
2. The Central Bank may, from time to time, ask
the Compliance Officer to report on the
licensee’s record of adherence to the Code.
3. Licensees should implement this Code and
ensure that their staff are fully familiar with it.
4. Copies of the Code should be made available
to customers and notices should be displayed
in all branches and on websites explaining that
copies of the Code are available.
5. The Central Bank will also display a copy of this
Code on its own website.

J. DISCLAIMER
For the avoidance of doubt, this Code shall not have
any legal implications, and the provisions therein
shall be subject to the rules of the CBB Rulebook.

