Frequently Asked Questions - Mobile Banking
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1. Why choose RAKBANK Mobile Banking?
RAKBANK Mobile Banking solution is designed to provide you seamless connectivity to the Bank through handheld device. You can
access the below services and more through RAKBANK Mobile Banking
e Check balances for all your Accounts, Loans/Finances, Credit Cards, Deposits or Investments
Open F@st S@ver Accounts, Amal Jood Savings Account, new Term Deposits, apply for a Prepaid Card or RAKBANK Credit Card
Check the last 10 transactions in your Account or Credit Card
Make utility payments for Etisalat, DU, DEWA, Salik, Prepaid Cards and transfer funds from your account to any bank in the world
Place request for the below and more:
» Cheque book, Advance against salary, Demand draft and Manager’s Cheque
 Credit Card Balance Transfer, Debit/Credit Card replacement, PIN re-issue and E-Statement registration
e Receive SMS notifications for Cheque Book Delivery, Cheque deposits, High Value Transactions > AED 50,000, Inward/Outward
Remittances, Returned Cheques, Salary Credits
»  Easy access to our website, social media and find a RAKBANK Branch or ATM near you

2. What devices are supported by RAKBANK Mobile Banking?
You can access Mobile Banking on below devices:
e iPhone
*  Android devices
e Blackberry devices
e Other Java enabled phones
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3. How do | activate Mobile Banking?
If you have a smart phone, you can download RAKBANK Mobile Banking Application from Apple App Store, Google Play, and
Blackberry App World or by accessing https://rakbank.ae/maobile/J2ME/ on any Java enabled smartphone.

After downloading please access the ‘Activate/New User’ link, enter the account or credit card number followed by the Mobile number.
Select either Phone Banking TIN or One Time Password. You can follow the on-screen instruction to setup the User ID and Password.
Your Mobile Banking will be activated once you have created the User ID and Password and have accepted the Terms & Conditions.

If you do not have a smart phone you can access RAKBANK Mobile Banking from any Etisalat mobile phone by dialing *169#. You
will be requested to enter the Account or Credit Card number followed by One Time Password. You can setup the User ID and
Password and accept the Terms & Conditions to activate.

If you have activated RAKBANK Mobile Banking through USSD you will be required to activate RAKBANK Mobile Application using
the activation process. However, if you have activated RAKBANK Mobile Banking Application you will automatically be activated
for USSD service provided you are registered for Mobile Banking Service.

You can register for RAKBANK Mobile Banking Application and/or Mobile Banking Service for two mobile numbers (primary &

secondary) through Online Banking or by visiting the nearest RAKBANK Branch

*  Mobile Banking Application is designed for browser enabled phones including iPhone, Blackberry, Android or other
phones supporting J2ME.

*  Mobile Banking Service is based on USSD (Unstructured Supplementary Service Data) platform provided by Etisalat. It is a
menu driven service which can be accessed by dialing *169# from any phone supported by Etisalat.

Post successful registration you will receive two SMS, one with “Download instructions” and the other containing the “One Time
Password” which will be used to activate Mobile Banking.

Please note the secondary mobile number provided during registration will only be used for Mobile Banking and will not be
updated for other correspondence with RAKBANK.
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How do | get RAKBANK Mobile Banking?
You can download RAKBANK Mobile Banking from Apple App Store, Google Play, Blackberry App World or by accessing
https:/[rakbank.ae/mobile/J2ME/ from any Java enabled smartphone.

You can also access RAKBANK Mobile Banking from any Etisalat mobile phone by dialing *169#.

How much will it cost me?
RAKBANK Mobile Banking is free of cost. The only cost that applies to you is the network usage levied by your service provider.

How do | add an additional mobile number for Mobile Banking?
You can add a secondary mobile number by accessing Requests option post login to Mobile Banking application/Mobile Banking
services. Alternatively, you can update the same at the time of registration through Online Banking or RAKBANK Branch.

Can | access the service 24/7?
Yes you can access the service anytime from anywhere.

Can | access RAKBANK Mobile Banking outside UAE?
You can use RAKBANK Mobile Banking application from any location that is supported by your service provider.

The Mobile Banking USSD service *169# can be accessed based on the location and country where you are.

Registration and Activation is only possible for mobile numbers registered with Etisalat & DU. You will not be able to register for
Mobile Banking with an international number.

Can | access RAKBANK Mobile Banking on any mobile device?

Mobile Banking Application
Application based Mobile Banking is supported by most smart phones including iPhone, Blackberry, Samsung, Nokia. All you need is
an active Data Package or a Wi-Fi connection.

Mobile Banking Service
USSD based mobile banking is available by dialing *169# from any phone having an Etisalat connection.

If you have DU phone which does not support any Data Package or Wi-Fi you will not be able to use Mobile Banking.

What do | do if my One Time Password/Activation Key has expired?

The One Time Password/Activation Key is valid for 15 minutes. In case your One Time Password/Activation has expired for new
activations, you can visit any of RAKBANK Branch and request for a new activation code. Alternatively, you can use your TIN
(Telephone Identification number) to activate the service. To create TIN, call 600 54 4049 from your registered mobile
number and choose option 4.

What do | do if | have forgotten my Login password?

In case you have forgotten your Login password, access Forgot Password option which is provided on the home page of Mobile
Banking application and follow the below steps:

e (lick/Select - Forgot Password option.

*  Enter your existing User ID, Account/Credit Card number followed by Primary Mobile Number.

e Select and enter Phone Banking TIN

e Post validation of your credentials as inputted by you, your password can be reset.

What do | do if | have forgotten my User ID?

In case you have forgotten your User ID, access Forgot User ID option which is provided on the home page of Mobile Banking

application and follow the below steps:

e (lick/Select - Forgot User ID option.

e Enter your Account/Credit Card number followed by Primary Mobile Number.

e Select and enter Phone Banking TIN

*  Post validation of credentials as inputted by you, your Mobile Banking User ID will be sent as SMS to your Primary Mobile
Number registered with the bank.

How do | unblock my service?

In case you have been locked out from RAKBANK Mobile Banking due to an incorrect password entered 3 times, you can call
our Phone banking on 04-2130000 or visit the branch to unblock your service. We recommend you keep your Debit/Credit
card and PIN handy.

I have two mobile phones, can | have access to Mobile Banking for my account on both my phones?

You can access Mobile Banking application using two devices (primary & secondary), provided your primary mobile
number is registered with the Bank. If you have activated Mobile Banking on one phone device you can call our phone
banking on 04-213 00 00 for assistance to activate the second device.
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What if | change my phone device?

Primary phone device

If you have changed or lost your primary phone device please call our Phone Banking on 04-2130000 for assistance to
“Detag” the old device.

Please download the application again on the new phone and select the “Activate/New User” option. Kindly enter the Account or
Credit Card number followed by the Mobile number, select and enter Phone Banking TIN and follow on-screen instructions.

You can then enter the existing User ID and Password and continue using the Mobile Banking service.

Secondary phone device
If you have changed or lost your secondary phone device please call our Phone Banking on 04-2130000 for assistance to
“Detag” the old device.

Please download the application again on the new phone and select the “Activate/New User” option and follow on-screen
instructions to activate your new secondary device.

Please note that the Mobile Banking Application will only work on the phone device that it was activated from. It will not work from
any other device that is not activated under your profile.

We recommend you keep your Debit/Credit card and PIN handy when calling Phone Banking on 04-2130000.

What if | delete my existing RAKBANK Mobile Banking application?
If you have deleted the existing RAKBANK Mobile Banking application, you can download the application from Apple App Store,
Google Play, Blackberry App World or by accessing https://rakbank.ae/mabile/J2ME/ from any Java enabled smartphone.

You can continue to login with your existing mobile device.

How do | download new version of RAKBANK Mobile Banking application?
If you haven’t downloaded the latest version of the application you will be prompted at the time of login to Mobile Banking.

You can upgrade the application from Apple App Store, Google Play, Blackberry App World or by accessing
https://rakbank.ae/maobile/J2ME/ from any Java enabled smartphone.

You can continue to login with your existing mobile device.

What if | lost my phone?
If you have lost your phone device please call our Phone Banking on 04-213 00 00 for assistance to temporarily block your Mobile
Banking access.

What happens if | permanently change my SIM card?

In case you change your Mobile Number permanently (i.e. New SIM card from service provider), we recommend that you:

e Call our Phone Banking on 04-213 00 00 to de-activate your old mobile number. Please keep your Debit/Credit card and
PIN handy.

e Visit our branch to update the new Mobile Number on our systems.

In case the existing SIM is damaged, what happens if the SIM is changed for the same mobile?
Changing your SIM card with the same mobile number will not disrupt access to Mobile Banking service. You can continue to use
the Mobile Banking service when your SIM card is replaced.

How do | cancel my registration for RAKBANK Mobile Banking?
You can cancel your registration from Online Banking by accessing Mobile Banking — Registration Request option or visiting any of
the branches. You can also block active Mobile Banking service by calling our phone banking on 04-213 00 00.
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Can my friend access his account using the RAKBANK Mobile Banking application installed on my phone?
This application is highly secure, personalized and will open only with credentials as set by you for mobile numbers and phone
device subscribed at the time of activation.

How secure is this application?
RAKBANK Mobile Banking service is highly secure. Application does not store any sensitive information or transaction logs on the
phone, which makes your RAKBANK Mobile Banking experience totally secure. Apart from this RAKBANK has other robust security
features built into the application. The RAKBANK Maobile Banking service is a ‘trusted’ application. Data exchange from this application is
encrypted based on best industry standards and dual factor authentication.
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RAKBANK’s Mobile Banking Services are available only at the discretion of
RAKBANK and subject to the Terms and Conditions governing the use of the
Mobile Banking Services and such services may be withdrawn or amended
at any time without notice. You are required to abide by the terms for
access to the Mobile Banking Services. By accessing the Mobile Banking
Services you indicate your acknowledgement and acceptances of the Terms
and Conditions. If you do not accept the Terms and Conditions relating to
the Mobile Banking Services, do not access and use the Mobile Banking
Services.
RAKBANK makes no representation or warranty of any kind, express, implied
or statutory regarding the Mobile Banking Services or the materials and
information contained or referred to on each page associated with the
Mobile Banking Services. Any advice or information received via the Mobile
Banking Services should not be relied upon without consulting primary or
more accurate or more up-to-date sources of information or specific advice
by RAKBANK.
The financial information, calculation and exchange rate data is presented
in certain cases in approximate or summary or simplified form and may
change over time. Reliance has been placed by the editors on certain
external statistical data, which, though believed to be correct, may not in
fact be accurate. RAKBANK accepts no liability for any loss or damage arising
directly or indirectly from action taken, or not taken, in reliance on material
or information contained on the Mobile Banking Services. In particular, no
warranty is given that the information, material or data is accurate, reliable
or up to date.
RAKBANK accepts no liability and will not be liable for any loss or damage
arising directly or indirectly (including special, incidental or consequential
loss or damage) from your use of the Mobile Banking Services, howsoever
arising, and including any loss, damage or expense arising from, but not
limited to, any defect, error, imperfection, fault, mistake or inaccuracy with
the Mobile Banking Services, its contents or associated services, or due to
any unavailability of the Mobile Banking Services or any part thereof or any
contents or associated services. RAKBANK does not warrant that the Mobile
Banking Services, any tools such as calculators, software, information,
content or Mobile services will be error-free or will meet any particular
criteria of accuracy, completeness, reliability, performance or quality.
Any hyperlinks from the Mobile Banking Services exist for reading and
information purposes and are for convenience only. RAKBANK accepts
no liability for any loss or damage arising directly or indirectly (including
consequential loss) from the accuracy or otherwise of materials or
information contained on the pages of such links or loss arising directly
or indirectly from defects with such links. The sources of data in many
cases is not RAKBANK, therefore such data may not be accurate. We
expressly disclaim all implied warranties, including, without limitation,
warranties of merchantability, title, and fitness for a particular purpose,
non-infringement, compatibility, security and accuracy. While we take all
reasonable precautions to prevent this, we do not warrant that the Mobile
Banking Services or any software available for download via the Mobile
Banking Services is free of viruses or destructive code.
Not all the services described in the Mobile Banking Services are available in
all geographical areas. You may not be eligible for all the services described.
Eligibility for any such services will be at the discretion of RAKBANK and
subject to applicable criteria and RAKBANK’s terms and conditions. All
contents of these Mobile Banking Services including, but not limited to the
text, graphics, links and sounds are the copyright of RAKBANK and may not
be copied, downloaded, distributed or published in any way without the
prior written consent of RAKBANK.

RAKBANK does not guarantee safety of any Transaction on the Mobile

Banking Services nor does RAKBANK warrant the privacy and/or security of

Transactions during internet transmission. The internet connection may not

be secured form of transmitting data and executing Financial Transactions.

Without derogating from the generality of the above, RAKBANK will not be

liable for:

. any interruption, malfunction, downtime or other failure of the
Mobile Banking Services or Mobile services, our systems, databases
or any of its components, for whatever reason;

. any loss or damage arising from your orders, investment decisions,
purchases or disposal of goods and services, including financial
instrument(s) or currency, from third parties, based on the
information provided on the Mobile Banking Services;

. any loss or damage with regard to customer data or other data
directly or indirectly caused by malfunction of our system, third
party systems, power failures, unlawful access to or theft of data,
computer viruses or destructive code on our system or third party
systems; programming defects or negligence on our part;

. any interruption, malfunction, downtime or other failure of goods
or services provided by third parties, including, without limitation,
third party systems such as the public switched telecommunication
service providers, internet service providers, electricity suppliers,
local authorities and certification authorities;

. any event over which we have no direct control.

These Mobile Banking Services comply with the prevailing laws of United

Arab Emirates, as applicable. RAKBANK controls and maintains these Mobile

Banking Services from the United Arab Emirates and RAKBANK makes no

representation that the material and information contained is appropriate

or available for use in other locations |/ jurisdictions. The law of United Arab

Emirates governs these Mobile Banking Services and any dispute shall be

subject to the exclusive jurisdiction of the Courts in Emirate of Ras Al-Khaimah.
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Transaction Limits

Mobile banking transfer of funds or payments must not exceed the Customer’s available balance in the Account on the day the transfer
is made. The Customer will not be able to transfer funds or make payments in excess of the daily Limit (in same and/or cross currency
transfers) as stipulated below. The daily Limit is the cumulative total of any number of Transactions. The Bank reserves its right to change
these Limits, and may amend them upon the request of the Customer and subsequent approval of the Bank. The Bank also reserves its
right to solely determine the relevant exchange rate for any determination as to whether a daily Limit has been breached in relation to

a cross currency transfer. If the Customer tries to transfer funds that exceed the daily Limit, the Bank will decline the Transaction request

and the Customer will receive a message stating that the entered amount exceeds the daily Limits.

Daily Limits

Transaction Type

Min. Amount

Max. Amount

Funds Transfer within Own RAKBANK Accounts AED 10 -
Funds Transfer to other RAKBANK Accounts AED 10 -
Funds Transfer within UAE AED 100 -
Funds Transfer outside UAE AED 100 -
Credit Card payments AED 10 -

Funds Transfer within Own RAKBANK Accounts in same currency

AED 1,000,000

Funds Transfer within Own RAKBANK Accounts in cross currency

AED 1,000,000

Funds Transfer within RAKBANK,UAE and outside UAE in same
currency transfers and cross currency transfers

MobileCash

1. What is MobileCash service?

- Normal Customer - AED 50,000
- Wealth Management/Business Customers - AED 100,000
Credit Card Payments
- Own RAKBANK Card Payment - AED 100,000
- Other RAKBANK Card Payment - AED 50,000
Go To Top

RAKBANK MobileCash service allows you to withdraw cash from any RAKBANK ATM without the need of a Debit Card. You can
withdraw cash for self or send a code to a beneficiary to withdraw the cash on your behalf.

2. Howdo | get MobileCash service?

To access MobileCash service you need to login to RAKBANK Mobile Banking. RAKBANK Mobile Banking application can be
downloaded from Apple App Store, Google Play and Blackberry App World. You can also access MobileCash service from any

Etisalat mobile phone by dialing *169#.

3. How does MobileCash service work?

MobileCash service is available for all RAKBANK Mobile Banking customers having an account with RAKBANK. The service can be
accessed using an iPhone, Android and Blackberry (OS version 7 and above) device.

You can create MobileCash request in a few easy steps:
* Login to RAKBANK Mobile Banking

* Choose Self Withdrawal or Beneficiary Withdrawal

e Select debit account and enter amount

* The code will be sent to the Mobile number entered

If you have selected self-withdrawal option then MobileCash code will be sent via SMS to your registered Mobile number with RAKBANK.

If Beneficiary withdrawal option is selected then the MobileCash code will be sent to the Beneficiary mobile number entered at
the time of beneficiary creation. In addition, an SMS notification with the Amount will be sent to the registered mobile number of

RAKBANK customer.
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The beneficiary having the MobileCash code can visit any RAKBANK ATM and press the ENTER button on the ATM to initiate a card
less transaction and select the MobileCash option.

Post selecting the Mobile Cash option on the ATM the beneficiary will be prompted to enter the Mobile Cash code followed by amount.

How long is the MobileCash code valid for?
MobileCash code is valid for only 24hrs from the time of request. You will have to re-initiate the request once the code has expired.

Do | require a code for Self Withdrawal?
Yes, for self-withdrawal option MobileCash code will be sent via SMS to your registered Mobile number with RAKBANK.

How much will MobileCash service cost me?
RAKBANK MobileCash service is free of cost. The only cost that applies to you is the network usage levied by your service provider
while accessing RAKBANK Mobile Banking.

What are the limits applicable for MobileCash?
You can withdraw a maximum of AED 5,000 per day using the Mobile Cash service. If the Mobile Cash has been cancelled the limit
will still be consumed.

MobileCash limits are exclusive to MobileCash cardless withdrawals and will not affect the limit on your debit card.

What do | do if my MobileCash code has expired?
If the code has expired, you will need to re-initiate MobileCash request through RAKBANK Mobile Banking.

How do | cancel a MobileCash withdrawal request?
You can delete pending cardless withdrawal request prior to MobileCash code expiry or cash being withdrawn from the ATM by
accessing Pending Transaction option under MobileCash through RAKBANK Mobile Banking.

Can | access MobileCash service if my RAKBANK debit card is blocked?
You can access RAKBANK MobileCash service and initiate cardless withdrawal from any RAKBANK ATMs even if your debit card
is blocked.

Can | add an international mobile number as a beneficiary?
Currently, MobileCash service is available for UAE mobile numbers only.

How do | know if the beneficiary has withdrawn the requested amount?
You will receive an SMS once the beneficiary has successfully withdrawn the amount you have requested through MobileCash.

How secure is MobileCash?
MaobileCash service is secure and can be accessed through Mobile Banking credentials as set by you. You will also receive SMS
confirmation for all MobileCash requests.

What happens if the request at ATM timed out or cash was not dispensed?

In case the transaction timed out or cash was not dispensed, you will have to re-initiate MobileCash through RAKBANK Mobile
Banking.

Is withdrawal amount put on hold when | place MobileCash request?

The amount will be debited only at the time of withdrawal and will not be placed on hold at the time of request.
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