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Board of Directors’ Decision No. (8/1/2024) Concerning the Formation and Procedures
of the Grievances Resolution Committee to Appeal the Decisions and Administrative
Measures Issued Pursuant to Decretal Federal Law No. (48) of 2023 Concerning the

Organization of Insurance Operations

The Board of Directors,

Having perused Decretal Federal Law No. (14) of
2018 Regarding the Central Bank and Organization
of Financial Institutions and Activities, as amended;

Decretal Federal Law No. (48) of 2023 Concerning
the Organization of Insurance Operations;

The Central Bank Board of Directors’ Resolution
No. 106/8/2023 dated 25 December 2023
Concerning the Formation of a Grievances
Resolution Committee to Appeal the Decisions and
Administrative Measures Taken by the Central
Bank.

Based on the recommendation of the Governor and
the approval of the Board of Directors;

Has resolved the following;:

Article (1): Formation of the Grievances

Resolution Committee

1. The committee is formed by three members
or more from the Central Bank, consisting of
a chairman and two members or more with
insurance experience, whom will be
determined by the Governor.
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2. a.

A secretary will be appointed for the
committee, who shall report to the
chairman, and shall carry out the
following duties:

L prepare an agenda for the
committee’s work and send a
copy of the grievance
applications to the committee
members;

I1. notifying the applicant and the
Central Bank of the date of the

hearing and any additional
information required;
III.  communicate with the parties to

the grievance in accordance with
the Committee’s directions;

IV.  recording minutes of committee

meetings, decisions and
correspondence issued;
V. implementing the committee’s

decision in terms of inviting the
grievant and experts to appear
before the committee.

VI notifying the grievance’ parties
of the committee’s decision by
any legally acceptable means.

VIII. communicating with official

authorities and preparing letters;

[X.  any other tasks assigned to him
by the committee.

The Central Bank shall bear the
remuneration of the committee secretary
to be paid in accordance with the
applicable policies in this regard .
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Article (2): The Committee’s Jurisdiction

The Committee is responsible for
adjudicating grievances against
administrative decisions, measures and

penalties issued by the Central Bank in
accordance with the provisions of Decretal
Federal Law No. (48) 0f2023 Concerning the
Organization of Insurance Operations and the
decisions issued in implementation thereof.

In carrying out its work, the Committee may
examine, deliberate, hear opinions, seek the
assistance of experts and consultants -if it
deems that necessary-, examine documents
submitted by concerned parties, review
records and information that it deems
appropriate, and may conduct on-site
inspections, if necessary.
The following matters fall outside the
Committee’s jurisdiction:

a. 1njunctions and motions to suspend the
administrative decisions;

b. appeals submitted in front of courts of
law before the date of entry into force of
this decision, at any level of litigation;

c. grievances concerning decisions taken
prior to the effective date of Decretal
Federal Law No. (48) of 2023
Concerning the Organization of
Insurance Operations.

d. Policies, decisions, regulations,
directions and instructions issued by the
Central Bank.

e. Decisions issued by the Central Bank
pursuant to paragraph (2) of Article (41)
of the aforementioned decretal federal
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law, conceming establishing companies
or branches.

f.  Grievances that are subject to applicable
laws in the State, which are more
specific.

Article (3): Term of Membership

1.

The term of membership of the Committee
shall be four (4) years, renewable for a similar
period or periods. The Committee may be
reconstituted before or after the expiration of
its term by a decision of the Board of
Directors of the Central Bank.

In the event that the position of any member
becomes vacant for any reason before the
expiration of the membership term, a
successor shall be appointed for the
remainder of the membership term in the
same manner in which the previous member
was chosen.

The committee will continue to perform its
duties after the end of its term until a decision
is issued to reconstitute it or renew its
membership.

Article (4): The Committee’s Hearings

The Committee holds its hearings at least
twice a year to review its work. It also holds
its hearings when grievance requests are
submitted, or whenever the need arises at the
request of its chairman.

The chairman of the Committee decides on
all matters relating to the arrangements for
the Committee’s hearings, including setting
dates of meetings, agendas and notification to
the parties.
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When considering grievances, the Committee
may request an in-person hearing to consider
the matter and/or may only request the
submission and exchange of written requests
or memorandums between the parties. The in-
person hearing may be held using electronic
means, including remote communication
technology. The Committee chairman makes
the decision regarding form of the hearing.

The deliberations and decisions of the
Committee’s  hearings are considered
confidential and are not available to the
public or the media unless the chairman of the
Committee agrees to this.

The proceedings, deliberations and decisions
of the Committee meetings are recorded in
minutes, kept in a special register with the
Committee secretary, and signed by the chair
of the meeting and the attending members.

The Committee member must disclose any
conflict if there is an interest with any of the
parties, and in the event that a Committee
member has an interest with any of the parties
submitting the grievance request, the member
must not participate in the hearings in which
this request is being considered, and the
decision shall be issued unanimously by the
remaining the two members in this instance.

Article (5): Quorum and Voting on Committee’s
Decisions

Committee hearings shall be valid if two
members, including the Chairman, are
present.

If the chairman of the Committee is unable to
attend, he shall be replaced by one of the
Committee members, provided that the
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Committee’s decision shall be issued
unanimously by the two members in this case.

3. Each member of the Committee has one vote,
and the Committee’s decisions are issued by
a majority of the votes of the members
present. In the event of equal votes, the side
of the hearings chair shall prevail.

Article (6): Adjudicating Grievances

1. The Committee shall follow the means it
deems appropriate to adjudicate on the
grievance presented before it in a fair and
expeditious manner that ensures achieving
the purpose of establishing the Committee.

2. The grievance shall be submitted to the
secretariat of the Committee within (20)
twenty working days from the date of
notifying the concerned party of the decision
issued by the Central Bank.

3. The Committee decides to accept the
grievance in form if it is submitted in
fulfilment of the conditions and within the
legal period. Otherwise, it decides to deny it.

4. The Committee may assign the Central Bank
or the grievant to provide any additional
information, clarifications, documents or
supplementary written proofs regarding the
grievance and specify the period necessary
for that.

5. If the grievant is required to provide
information, clarifications, documents or
additional documents within a specified
period and fails to do so, then the Committee
will issue a decision to deny the grievance.
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The grievance must be submitted in
accordance with the application form
specified by the committee, accompanied by
all supporting documents and evidentiary
proofs and in accordance with the mechanism
specified in clauses from (1) to (5) of Article
(7) of this decision.

The grievant may appeal the committee’s
decision in front of the court of competent
jurisdiction within maximum period of (60)
days from the date of his/her notification of
the decision.

Article (7) Grievance requirements:

1s

to be presented to the Committee’s secretariat
in Arabic in (word) and (pdf) forms;

contains the name, address, capacity, email
and telephone number of the grievant;

contains the documents and evidentiary
proofs after translating them into Arabic by a
certified translation office in (pdf) form,
including the notification to inform the
grievant of the decision complained of;,

the reasons that grievant relies upon in (word)
and (pdf) forms;

proof of payment of prescribed fees;

The Committee Secretary shall send a copy of
the grievance application to the Committee
members;

The Committee secretary shall notify the
applicant and the Central Bank of the date of
the hearing and any additional information
requested, including the date the additional
information must be submitted;
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8. The chairman of the Committee applies the (asay g2 JSEIL 5 400 )2 Y sel g8l Liallh a5 (Gaday
procedural rules in a manner that ensures the (O8I

10.

empowerment of:

a.

the applicant may submit his grievance;

The Central Bank of the response;

the applicant may obtain the reports on
the basis of which the decision
complained of was issued -if the
committee accepts that-, taking into
account the confidential nature of this
information and reports and the necessity
of maintaining their confidentiality and
not disclosing them to any third party
without written approval from the
Central Bank.

the Committee may accept or reject the
grievance, in whole or in part, including, but
not limited to, reducing the amount of fines.

If the Committee concludes that the
reasons for the grievance submitted by
the grievant are substantiated, then it
may decide to accept the grievance in
whole, cancel or amend the decision
complained of, and return the full fees
paid by the complainant. It may accept
the grievance partially and decide what it
deems appropriate in this regard.

If the Committee finds that the reasons
for the grievance submitted by the
grievant are not substantiated, then the
Committee decides to deny the
grievance.
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Article (8): Notifications of the Committee’s
Decisions

The secretary of the committee must notify both the
complainant and the Central Bank of the committee’s
decision within (5) working days from the date of its
issuance.

Article (9): Fees

the following fees are charged for receiving
grievance requests from insurance companies and
practitioners of insurance related professions:

1. (10,000) ten thousand AED from insurance
companies;

2. (5,000) five thousand AED from practitioners
of insurance related professions.

Article (10): Committee Remuneration

The Central Bank shall bear the annual remuneration
of Committee members and to paid in accordance
with the applicable human resources policies in this
regard.

Article (11): Publication and Application
This decision shall come into force as of issuance and

shall be published in the Official Gazette in both
Arabic and English.
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