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DISCLOSURE & TRANSPARENCY

General Terms:

Introduction and Ownership:

Services are provided by Hadi Express Exchange, referred to as "our," "we," or "us." These
Terms & Conditions govern the use of our services accessible through all our branches.
We reserve the right to modify these Terms of Service at our discretion, replacing any
previous terms and conditions.

Entire Agreement:
These Terms & Conditions constitute the complete agreement between you and us
regarding their subject matter, superseding all prior agreements.

WARNING - Acceptance of Terms:

By using our services at branches, you acknowledge and agree to abide by these Terms
& Conditions, including regulations governing your physical location and applicable
laws.

Engagement of Affiliates:

Hadi Express Exchange may enlist affiliates, subsidiaries, agents, or subcontractors to
fulfill our obligations.

WARNING - Communication and Contact:

If there are any aspects of these Terms & Conditions that are unclear, please contact us at
customercare@hadiexchange.ae. We may share your information with our employees,
officers, agents, or service providers as necessary for the purposes outlined herein or as
required by law.

ID Update Requirement:

Once registered, customers must update their ID details upon expiry.

Use of Official Documents:

Hadi Express Exchange strictly uses official documents for all customer transactions.

WARNING - Limitation of Liability:

We are not liable for damages resulting from events beyond our control, such as Acts of
God, failure of telecommunication lines, civil unrest, war, industrial action, or lockouts.

Processing and Business Days:

Transfer orders will be processed on the sender's or receiver's business day in their
respective countries. If a day is not a Business Day, the Payment Order will be considered
received on the next Business Day.
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Registration Process:

Eligibility Requirement:

Eligibility to use our services requires a minimum age of 18 years.

Documents for KYC Procedure:

As part of our Know Your Customer (KYC) procedure, the following documents are
required: Emirates ID; or Passport with valid visa; or GCC National ID for GCC nationals.

Information Collection:

Hadi Express Exchange will collect and record the following information, including but
not limited to: full name, date of birth, residential address, mobile phone number, ID
details, profession, expected annual activity, beneficiary details, email address, etc.

Customer Onboarding Restrictions:

Hadi Express Exchange reserves the right to restrict customer onboarding due to legal
restrictions imposed by the law. However, we ensure fair and equal treatment to all
customers.

Identity Verification and Updates:

Customers must provide valid, accurate, current, and complete proof of identity and
promptly update personal information as necessary.

WARNING - Use of Customer Data:

Hadi Express Exchange may use your data for communication related to transactions,
promotions, and marketing of our products and services. You have the option to opt out
of promotional and marketing communications. Contact wus at
customercare@hadieexchange.ae to opt out.

Use of Service:

A) Remittance:

e Hadi Express Exchange will disclose service charges, conversion rates, and
estimated transfer times before processing the remittance transaction. However,
actual delivery times may vary due to factors beyond our control.

e Certain countries may incur correspondent or intermediary charges, which will be
deducted at the receiving end.

e Customers will receive a draft receipt to verify transaction details provided to us.
By signing the receipt, customers confirm the accuracy, authenticity, and legality
of the transaction details.
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Hadi Express Exchange reserves the right to use intermediary banks and financial
institutions to execute transfers in any country of its choosing.

Transactions made via cheque or direct transfer to our account are subject to
cheque clearance and subsequent crediting to our bank account.

If a provided cheque is rejected for any reason, the customer agrees to settle the
total amount in cash, including any currency rate variations and associated
charges. Failure to resolve the issue may lead to cancellation of the transaction
without notice, and Hadi Express Exchange reserves the right to pursue legal
action to recover related claims.

Hadi Express Exchange shall not be liable for any direct, special, indirect, or
consequential damages, including loss of use or profits, due to transaction delays
preventing completion.

B) Forex Buy/Sell Services:

Once currency is bought or sold, it can only be reversed through a new transaction
at prevailing market rates.

Please verify your transaction amount before leaving the counter and obtain a
receipt. Hadi Express Exchange and its employees are not liable for any
subsequent claims or discrepancies.

Hadi Express Exchange reserves the right to reclaim any overpaid amounts due to
errors or oversights.

C) WPS Services:

Hadi Express Exchange is not responsible for errors or omissions in details
provided by employers for salary processing.

While efforts will be made to rectify errors or omissions, Hadi Express Exchange
shall not be liable for delays or losses resulting from employer negligence. Hadi
Express Exchange shall not be held responsible for fines, license non-renewals, or
visa issues faced by employers due to delays in salary processing.

We process salary files as received from employers and ensure uploading salaries
to respective payroll cards. Customer or beneficiary queries may require
documentation, such as fund source or transaction purpose.

Hadi Express Exchange collaborates with third parties for payroll card issuance.
While we endeavor to resolve delays, we are not liable beyond our reasonable
control.

Hadi Express Exchange disclaims responsibility for theft or fraud involving payroll
cards. Cardholders are solely responsible for card security.

Hadi Express Exchange never solicits passwords, login credentials, OTPs, or any
information used for identity authentication from customers or third parties, to
prevent fraud.
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e The WPS agreement with Hadi Express Exchange automatically renews annually.
Customers must notify us three months in advance at respective branch to cancel
the agreement.

e In case of lost or stolen cards or unauthorized transactions, customers should
promptly contact branches or notify customercare@hadiexchange.ae.

D) Allied Products:

e Hadi Express Exchange offers allied services involving third-party agents to
facilitate utility payments, bill payments, government payments etc., and will make
every effort to ensure smooth transaction execution.

e Hadi Express Exchange is not responsible for delays caused by third-party agents
or factors beyond our control.

Cancellation & Refund Process:

Cancellation Rights:

You have the right to cancel a money transfer within 14 days from the transaction date
by visiting the nearest Hadi Express Exchange branch. This right is not applicable if the
amount has already been disbursed to the recipient or beneficiary account. If not
disbursed, the refund to the customer will be processed at the prevailing market buying
rate or transaction rate, whichever is lower, excluding sending charges. Any deductions
from the beneficiary bank, cancellation fees, or other expenses will be deducted from the
refund.

Cancellation Process:

To initiate the cancellation process, the remitter must visit our branches with the original
transaction receipt.

Rejected Transactions and Unclaimed Funds:

If any transaction is rejected and returned to Hadi Express Exchange's account, we will
notify the customer. If we are unable to contact the customer, the funds will be treated
as unclaimed, and the refund of unclaimed funds will follow regulatory guidelines.

Refund Method:

Refunds will be processed using the same method as the original transfer mode received
from the customer.

Amendments or Re-issuance:

Any amendments or re-issuance of a remittance transaction requested by the customer
for any reason will be subject to our standard charges and settlement of any applicable
rate differences.
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Recall of Funds:

If the payment has already been credited to the recipient's bank account and the sender
requests a recall of the funds, we will make reasonable efforts to recover them. However,
Hadi Express Exchange cannot guarantee successful cancellation under these
circumstances.

Dispute & Complaint Management:

Complaints, Queries, Feedback, and Fraud Incidents:

Any complaints, queries, feedback on our services, or reports of fraud can be
communicated through our official email address customercare@hadiexchange.ae.

Transaction-related Complaints:

Complaints related to transactions must be lodged within a maximum of fourteen (14)
days from the transaction date. We will endeavor to resolve any issues with services
provided by third parties by coordinating with the respective service provider. Hadi
Express Exchange acts as an agent and bears no liability for related services; the third
party is fully responsible for fulfilling its service under its terms and conditions.

Receipt Confirmation:

Upon receipt and registration of a customer complaint in our system, confirmation will
be sent to the customer within two (2) business days via SMS or email.

Resolution of Complaints:

Hadi Express Exchange aims to resolve complaints within a reasonable period, generally
not exceeding ten (10) business days.

Delay in Resolution:

If a complaint cannot be resolved within ten (10) business days, Hadi Express Exchange
will provide the customer with reasonable justifications for the delay.
Financial Crime Regulations:

Hadi Express Exchange shall not be liable for any transaction delays due to financial crime
regulations.

Erroneous or Omitted Information:

Hadi Express Exchange shall not be liable for any errors or omissions in information
provided by the customer for a transaction, including cases where funds are credited to
the wrong destination. However, we always act in the best interest of the customer and
will make every effort to recover funds by coordinating with our correspondent partners.

Sanadak (Ombudsman unit for the UAE):
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If the customer is not satisfied with the resolution provided by our customercare , they
may reach out to SANADAK(Ombudsman unit for the UAE)
@ https://sanadak.gov.ae/en/ (Sanadak is mandated to act with impartiality, fairness,
and transparency to resolve complaints between consumers and Licensed Financial
Institutions (LFI) and Insurance Companies).

Rates & Fees:

Display of Rates and Charges:

Hadi Express Exchange displays the rates and charges of offered products to customers
on the branch rate board and website, updating them as necessary.

Fluctuation in Exchange Rates:

Exchange rates specified during the service may fluctuate periodically in line with
international exchange rate market fluctuations.

Disclosure of Charges and Rates:

Hadi Express Exchange ensures transparency by stating applicable service charges and
transfer/exchange rates before executing any transaction. Customers should confirm
these charges and rates before finalizing the transaction by signing the transaction
receipt.

Receiving Entity Charges:

In cases where receiving entities impose additional costs, Hadi Express Exchange
disclaims liability for deductions made by the receiving correspondent bank during
transaction cancellation or refund processes.

Recipient's Bank Charges:

Hadi Express Exchange bears no responsibility for charges imposed by the recipient's
bank upon receipt of funds into the recipient's bank account. Customers should directly
contact the recipient's bank for information regarding any applicable transaction charges.

Monitoring and Rectifying Errors:

Hadi Express Exchange diligently monitors for errors or omissions. If an exchange rate
error occurs due to staff input error not reflecting prevailing market rates, any excess
amount will be refunded to the customer.

Termination:

Non-provision of Required Details:
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Hadi Express Exchange reserves the right to terminate these Terms and Conditions or
suspend our services to you if you fail to provide us with all necessary details required
to perform a Payment Transaction.

Legal Compliance:

We may terminate these Terms and Conditions or suspend our services immediately if it
becomes unlawful for us to continue providing our services to you, as required by law,
court order, governmental or regulatory body authorization.

Material Breach or Suspected Crime:

Hadi Express Exchange may terminate these Terms and Conditions or suspend our
services to you following a material breach of any of these terms, or if we have
reasonable grounds to suspect any crime, fraud, fraudulent activity, or money laundering
by you.

Customer Data Protection:

Purpose of Data Collection:

Hadi Express Exchange is authorized to collect customer information for specified,
explicit, and legitimate purposes as mandated by law, in order to offer various services.

Limitation on Data Use:

Customer Data will not be disclosed, made available, or used for purposes other than
those established for legitimate business needs at Hadi Express Exchange.

Consent and Communication Preferences:

As required by applicable law, Hadi Express Exchange will obtain consent from customers
and inform them about the usage of their data, providing options to opt-in or opt-out of
all marketing and advertising communications.

Data Retention Policy:

Customer Data such as transaction vouchers and relevant documents will be retained for
a minimum of 5 years at Hadi Express Exchange, and will not be kept longer than
necessary unless required by legal obligations.

Reporting Misuse or Compromise:

If customers suspect misuse or compromise of their data, they are encouraged to
promptly inform us at customercare@hadiexchange.ae.

Confidentiality and Disclosure:

Hadi Express Exchange will not disclose customers' confidential information to any third
party unless mandated by applicable law or regulation within or outside the region.
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Data Protection and Confidentiality Responsibility:

Hadi Express Exchange assumes responsibility for protecting customer data and ensuring
confidentiality, whether held internally or by third parties. Disclosure of data will only
occur to relevant law enforcement authorities, both domestically and internationally.

Market & Business Conducts:

Customer Focus and Integrity:
Hadi Express Exchange prioritizes customer focus, fairness, and conducts itself with
integrity, always operating in an honest, competent, and transparent manner.

Accuracy and Completeness of Advertising:

All advertising information on products and services at Hadi Express Exchange branches,
through marketing collaterals, print media, radio, and social media, will be accurate,
precise, and accompanied by comprehensive details.

Prohibition of Unfair Advertising Practices:

Hadi Express Exchange strictly prohibits the promotion of unfair, incomplete, deceptive,
or misleading advertising in any form.

Reqgulatory Compliance in Advertising and Sales:

Hadi Express Exchange adheres to all regulatory obligations when engaging in the
advertising and sale of products and services.
Avoidance of Undue Pressure:

Hadi Express Exchange does not apply undue pressure or coercion on customers to
purchase any financial product or service.

Conflict of Interest:

Clear Communication and Authentic Documents:

Information provided by customers must be clearly communicated, and all documents
provided must be authentic at Hadi Express Exchange.

Customer Responsibility to Review Documents:

Customers at Hadi Express Exchange are required to carefully read all documents
provided by branches when obtaining any service or product, identifying any fees,
commissions, or other obligations. Customers should retain copies of these documents.

Clarification of Terms and Conditions:
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If customers do not understand any conditions or procedures related to the desired
product or service at Hadi Express Exchange, they should seek clarification from the
branch staff to make informed decisions.

Updating Customer Information:

Customers must update their ID details, transaction information, or other documents at
Hadi Express Exchange when requested by the branch or in case of any changes.

Security and Communication Channels:

Hadi Express Exchange communicates with customers solely through official channels.
Customers should never share passwords, login credentials, OTP, or any information used
for identity authentication with third parties to prevent fraud.

Limitation of Liability:

Hadi Express Exchange shall not be liable to customers for loss of profits, operations,
data, contracts, anticipated savings, market shares, goodwill, or increased costs arising
from the use of our services through the branches.

Prohibited Use of Services:

Customers agree not to use Hadi Express Exchange services for prohibited or illegal
purposes and accept responsibility for such actions.

Resolution of Conflicts of Interest:

In case of conflicts of interest due to technical glitches or other reasons beyond control,
Hadi Express Exchange will make reasonable efforts to resolve concerns or update
customers with relevant actions to mitigate such scenarios.

Prevention of Conflicts of Interest Among Staff:

Hadi Express Exchange takes measures to ensure that its staff do not offer, solicit, accept,
or receive any gifts or rewards (monetary or otherwise) that may conflict with their duties
related to customer interactions.

Anti Bribery & Corruption:

Hadi Express Exchange is abiding by the initiative of UAE regulators on Anti Bribery &
Corruption.

Governing Law & Jurisdiction:

Governing Law and Dispute Resolution:

These Terms and Conditions shall be governed by and construed in accordance with the
laws & regulation of the United Arab Emirates. Any disputes arising under these Terms
and Conditions shall be resolved by the courts in United Arab Emirates.

Language of Communication:
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All communications between Hadi Express Exchange and you shall be conducted in the
English language. In the event of any translation of these Terms and Conditions into
another language, the English version shall prevail.
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