Principles of protecting clients
of finance companies

Principles and responsibilities
• Treating fairly and equitably

Ijarah deals fairly and honestly with clients at all stages of dealing with Ijarah. We
are committed to fulfilling our obligations under the financing regulations, bylaws
and instructions issued by SAMA as well as applying the best international practices
to safeguard the rights of customers. Ijara also pays special attention to low-income,
education, elderly and special needs customers by offering products and services that
meet their needs and provide appropriate services at an affordable cost.

• Disclosure and Transparency

Ijarah is keen to update the product information and services provided to customers
so that they are well informed, and the information is accurate and not misleading and
can be easily accessed and understood. This also includes clarifying the rights and
responsibilities of each party, details of prices, services and commissions charged by
Ijarah, fines, termination mechanism and the consequences.

• Financial Education and Awareness

Ijara is committed to spreading the financial culture and knowledge among its customers to help make the right decision on products or services that are appropriate to
their needs.

• Fraud Protection

Ijarah applies the maximum control and security measures to monitor and follow up on
financing operations through clear procedures and regulations against any potential
fraud or illegal use.

• Privacy Protection

Ijara protects customers’ financial and personal information and maintains their privacy. It only uses the information within specific, regular and professional purposes
and upon the customer’s knowledge, approval, and according to SAMA regulations in
this regard.

2

• Mutual responsibilities

At Ijarah, we work on raising the level of knowledge and appropriate training for our
employees in order to enhance mutual responsibilities through awareness programs
and education, including the responsibilities and values that Ijarah upholds such as:
· Honesty when providing information:
Ijarah asks its customers to provide complete and accurate information when
filling out an application for any product or service. Ijarah also firmly urges its
customers not to provide any false, misleading or incomplete information, and
update information when needed.
· Read all information provided by Ijarah:
Ijarah clearly informs customers to carefully read all details of the obligations
upon obtaining the product, and makes sure that the customer understands
these obligations and the ability to abide by the conditions.
· Ask questions:
In the event that any clause or term in the financing agreement or any other
documents is not clear, the customer has the right to inquire and ask questions,
and will be answered by a leasing officer in a clear professional manner that will
help the customer to make the appropriate decision.
· Verifying data of the financing agreement:
We ensure that the issued version of the financing agreement include all basic information, including but not limited to, personal data, amount of funding,
annual percentage rate, summary of the financing agreement, as well as the
additions of the agreement, such as the repayment schedule and the attached
declarations.
· Use of the product according terms and conditions:
Ijarah clarifies to the client that the product should be used only in accordance
with the terms and conditions associated with it, after making sure that it is
fully understood.

3

Main commitments
· Customer’s financial difficulties:
The customer should contact Ijarah to seek advice in case of financial difficulties, or in the case of not being able to meet the obligations of the product, and
Ijarah will discuss the options available to the customer and within his financial
situation.

Without prejudice to the provisions of financing regulations and instructions issued by
SAMA, Ijarah supports the general principles of customer protection.

· Update information:
Ijarah requires its customers to update their personal information including
contact details, phone numbers, mail address and e-mail. The customer is responsible for the consequences of failing to provide Ijarah with the updated
information. Using addresses not related to the client may lead to the disclosure
of the customer’s financial information.

•

Ijarah provides the updated terms and conditions of the product or services provided to the customer through a brochure containing the terms and conditions,
or through other channels available to Ijarah and has been already added on the
company’s website. It also encourages the client to read terms and conditions
before starting the relationship.

•

Ijarah Includes terms, conditions and application forms with cautionary statements clearly stating the possible consequences that the customer may incur
when using the rental product contrary to the conditions agreed upon in the application form.

•

Including all terms and conditions in the application form for obtaining the product or financial service that the customer will fill in Arabic clearly and not misleading and provide a copy in English upon the client’s request.

•

Ijarah will notify the customer of any changes in the terms and conditions within
at least (30) working days before making any changes. Ijarah will also clarify the
customer’s right to object, its duration and procedures.

•

Ijarah allows the customer to object if he/she does not agree to the change in
terms and conditions by notifying Ijarah with the objection within (10) working
days after receiving the notice of the changes.

· Forms:
The customer should review all the information written in the forms to ensure
the correctness of the information and avoid any wrong data. Ijarah will also ensure that the customer must be aware that his/her signature in the form means
approving the content of the form.
· Do not disclose your personal information:
Ijarah confirms on the client’s responsibility to not disclose any personal or financial information to any party other than Ijarah.
· Monthly payments:
Ijarah makes sure that the client is paying the monthly installments in its due
date. Late payments can increase in the burden and can be considered as a
breach of the contract.
· Maintaining the responsibilities before the official authorities:
Ijarah assures that the client should maintain the leased asset and assert responsibility for any misuse before the official authorities.
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Terms and conditions:

5

Fees, commissions and pricing

Advertising and Marketing Communication

Ijarah does not make any change in fees and commissions to be paid by the customer
after signing the financing agreement, including fees and commissions related to external service providers.

• Ijarah Company relies on communicating with customers using at least two means of
communication preferred by customers, including, but not limited to, e-mail, registered
mail address, SMS and Phone. Ijarah uses its main channels (branches - website) as
well as the public communications channels to promote products and services through
advertising and marketing methods that are suitable for the target segment, and in
line with the regulations, rules and instructions issued by SAMA.

• Data protection and confidentiality
Ijarah follows SAMA’s instructions on customer collection controls and procedures that
prohibit:
1.

2.

3.
4.

Any contact with relatives, neighbors, colleagues or friends or visit to his/her
place of business for the purpose of requesting or transmitting information about
the creditworthiness of the client.
Any communication (written or verbal) to the Client by transmitting incorrect
information about the consequences of default on their obligations with Ijarah
Finance.
Any communication with the defaulting client using envelopes written on it
words that contain information to collect debts.
Any violation of the confidentiality of the customer information, conflicts of interest, and professional values.

• Ijarah makes sure that the notice sent does not contain personal information
belonging to other customers when sending notice or advertising to more than one
client by e-mail or any other means of communications.
• Ijarah makes sure that the promotional materials that include a promotional price
indicate the expiry date of these prices and the end of the offer (subjected to terms
and conditions)
• Ijarah makes sure that ads with abbreviated symbols (eg. APR) are explicitly explained.
• No marketing material for a rental product that carries inappropriate risk for
individuals under the age of 18.
• We give customers the right to refuse receiving ads.
• Ijarah makes sure that its advertisement materials are within the professional level,
not misleading, and clear. Also, no ads can be in harm to the interests or reputation of
other companies or to the financing sector.
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Before or at the conclusion of the financing agreement
1- Ijarah has a suitable system in which it can get the necessary information about
customers to assess their needs of the product and services and provide offers
according to the needs of each client.

6- Ijarah assures to disclose to its customers, prior to the conclusion of the contract,
the procedures for dealing with the financing agreement in the event of the death
of the customer who has been granted the financing product.

2- Ijarah provides advice and consultations to customers in the selecting products or
services that fit their needs.

7- Before the conclusion of the financing agreement, Ijarah discloses to its customers
any insurance coverage and the beneficiary of that coverage, as well as the division
of compensation in the event of damage to the leased asset so the customer is
enabled to decide whether to obtain the product or not.

3- Ijarah provides the customer with a copy of the financing agreement before signing
it and granting him/her a suitable period to review upon request.
4- Ijarah obtains the client’s request through any of the secured means of communication before granting new financing. In the event of an amendment or increase in
the financing agreement, Ijarah signs a new financing agreement or adds a supplement to the existing agreement.
5- Before concluding the financing agreement, Ijarah will disclose to its customers
everything related to the required product and service, for example:
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•

Fees, commissions, administrative fees and annual percentage rate.

•

The repayment period of financing.

•

Procedures to terminate the financing agreement.

•

Early repayment procedures.

•

Obligations and commitment of each party according to the agreement.

•

Right of withdrawal procedures

•

Any item the company may amend after the activation of the agreement.

•

Any condition or restriction that results in damages to the client’s interest.

•

Complaint handling procedures.

8- Ijarah notifies the applicant with the rejection reasons within a maximum period of
(5) days in case Ijarah refuses the client’s request for the financial product or any
service provided.
9- Ijarah provides each contracting party with a copy of the financing agreement and all
its additions not later than (10) working days after the conclusion of the Agreement.
10- Ijarah examines the customer’s credit record after his approval to verify his/her
financial creditworthiness and documenting it in the finance file. It also records the
customer’s credit information after his approval with SIMAH in accordance with the
rules and regulations and instructions and updating that information during dealing
with the customer.
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After the conclusion of the financing agreement
• Ijarah issues a letter of clearance to the customer and updates his/her credit record
with SIMAH in case the customer repays the full amount of the finance and submits
all necessary documents within a maximum period of (7) working days from the due
date of payment.

Mistakes and complaints

• Ijarah provides the customer with a free statement of operations (electronic or hard
copy) on a quarterly basis, showing the payments made and the remaining payments
in the case of the client’s request. This includes any additional costs in the event of
default or early repayment of funding.

• Ijarah handles mistakes happened to the customer or other customers who have
been subjected to the same mistake in the event that Ijarah discovered this mistake,
or if it was notified of the mistake as a result of a customer complaint or claim. In this
case, it completes the procedure within (60) working days from the date of occurrence,
and contacts all affected customers to inform them of the fault and the corrective
actions taken.

• Ijarah and its representatives are keen according to the financing agreement not to
take any illegal procedures to recover the amounts due to the company.

• Ijarah will return any amounts collected due to a mistake to the affected account
without delay and without waiting for a claim.

Complaints

General Terms

1.

Ijarah has put the complaint mechanism in a clear place in the company HQ, in its
branches, in the website, and provided a copy to customers in case they wish to
receive it in writing. The complaint escalation mechanism was also included to
other parties if the client did not accept the settlement made.

2.

Provide the customer with the complaint number and contact details to follow up
on the complaint.

3.

The client shall be replied within a period not exceeding (5) working days from
receiving the complaint in full details.

4.

Documenting the channel used to communicate with the complainant and
keep records.

• Ijarah takes humanitarian aspects into consideration when dealing with clients who
have emergency financial difficulties.
• Ijarah puts the working hours in the main entrance of the branch and in the website
and opens and closes according to the hours announced.
• Ijarah does not discriminate against customers when dealing, selling or using
any product.
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For complaints and suggestions, please call the unified number 920033800
send a message to the: complaints@ijarah.sa

www.ijarah.sa

