FREQUENTLY ASKED QUESTIONS ON GOOGLE PAY™ Cl

GENERAL

1.

What is Google Pay?
Google Pay is an easy, secure and fast mobile contactless payment solution that enables customers to make

purchases using eligible Android devices at Near Field Communication (NFC) compatible Point of Sale (POS)
terminals in stores, in apps, and on the web. Google Pay can be used everywhere contactless payments are accepted.

Where can | use Google Pay?

You can use Google Pay for in store payments where NFC payments are accepted. Google Pay is accepted anywhere
you see either of these symbols at checkout:

You can also use Google Pay for payments in participating in-app merchants and on participating websites whenever
you see the Buy with Google Pay button:

Buy with G Pay

Which devices are compatible with Google Pay?

Google Pay works on any Android devices running Android Lollipop 5.0 or higher.

For in-store payments, the devices will need to have Near Field Communication (NFC) capabilities and Host Card
Emulation (HCE) functions. You can make in-app or online payment

even if your device does not have NFC capabilities.

Which Citi Cards work with Google Pay?
All Citi Mastercard Credit Cards, issued by Citibank UAE are eligible for use on Google Pay.

What do | do if | have a Visa credit card issued by Citi?
Please reach out to the Citiphone team at +971 4 311 4000 to have your Citi Visa Credit Card converted to a Citi
Mastercard variant. You can then add the new Citi Mastercard Credit Card into Google Pay.

Why should | use Google Pay instead of my plastic credit card?

Google Pay makes checkout quick and easy by allowing you to make purchases using your eligible device. You will
continue to enjoy the same Citi Credit Card rewards and benefits.

Additionally, Google Pay protects your payment information with multiple layers of security to help keep your
account safe.

How does Google Pay work?

Google Pay uses Near Field Communication (NFC) to make contactless mobile payments. This ensures that Google
Pay will work everywhere contactless payment are accepted. Near Field Communication (NFC) enables devices in
close proximity to communicate without any physical contact. Payment transactions can be completed by simply
waving the NFC enabled device on contactless terminals.

Are there any charges to use Google Pay?
There are no charges for using Google Pay.

GETTING STARTED

9.

10.

1.

How can | setup my Citi Credit Cards (existing/ new) with Google Pay?

Open the Google Wallet™ app or download it on Google Play. Tap ‘Add to Wallet" and follow the instructions. Take a
picture of your card or enter the card details. Verify your card if needed. Then you're all set!l. Once verified your Citi
Credit Card is ready to use for Google Pay.

How long will it take me to activate a card in Google Pay?

The approval and activation process is generally instant. But it may take up to 15 minutes in some instances for your
request to be approved. If the card is not activated in Google Pay after that time, try removing the card and adding it
again. If this does not help, please call CitiPhone.

How can | set my Citi Credit Card as the default card in the Google Wallet app?

We strongly suggest you set Citi as your default card on the Google Wallet app.

Open the Google Wallet app, select the card that you wish to set as the default card and enable it as default for
contactless.
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12. I received an email alert from Citi that my payment information is linked to my Google Account. When is my
payment information linked to my Google Account?
Your payment information will be linked to your Google Account when you have successfully set up your card with
Google Pay. To view and manage the payment information you have on file with Google Pay, visit the Google
payments center, https://payments.google.com/

13. Can | setup the same Citi Credit Card to Google Pay on more than one device?
Yes, you can setup your Citi Credit Card on more than one device, up to a limit of 4 devices per card.

14. When | setup my Citi Credit Card on Google Pay, will both my primary and supplementary
cards be added automatically?
No, each card is treated separately for Google Pay

15. The image of my credit card in Google Wallet does not match that of my physical plastic card.
Is this an issue?
The Citi Credit Card displayed in Google Wallet may not always exactly match your physical card. You have added
your card successfully if you see the following elements:
« Citi®logo
+ Mastercard logo
« The last four digits of your card number

16. How do | remove my Citi Credit Card from Google Wallet?
You can remove your Citi Credit Card from the Google Pay service via the Google Wallet app. Alternatively, you can
remove a Citi Credit Card by calling CitiPhone. A CitiPhone banker may request additional information to identify
your card number in Google Wallet (device name, the last four digits of your digital card number in Google Wallet). Do
note that after you remove your card from Google Wallet, your plastic card will continue to work as usual.

SAEFTY

17. Is Google Pay safe?
Google Pay protects your payment info with multiple layers of security to help keep your account safe. Your actual
card number is never stored on your device. When you use your phone to pay in stores, Google Pay does not send
your actual credit card number with your payment. Instead, an encrypted Device Card Number (i.e. Virtual Account
Number, visible in the Google Pay app) is used to represent your card information so your real card details are never
shared with the merchants.

18. What is a Device Card Number or DPAN?
For enhanced security, your actual credit card number will never be stored on the phone or exposed to the merchant.
Your card number will instead be replaced by a unigue Device Card Number (i.e. Virtual Account Number, visible in
the Google Pay app). This Device Card Number will then be transmitted to merchants in place of your actual card
number for purchases.

19. Can I call CitiPhone to have my Citi Credit Card setup with Google Pay, remove my card, deactivate my card on
a particular device, or reactivate it in Google Wallet?
You cannot add your Citi Credit Card to Google Wallet through CitiPhone. However, a CitiPhone representative can
help you remove your card from, temporarily block it on your Android™ devices or reactivate it back
in Google Wallet.

20. What should I do if my device is lost or stolen?
If your phone is ever lost or stolen, you can find, lock and erase it using Find My Device,
https://www.google.com/android/find.

You may also contact us by calling CitiPhone to suspend or remove your cards from Google Pay. The Device Card
Number(s) of your Citi Credit Cards enrolled on Google Pay™ on the device will be blocked. You can continue to use
your cards via other channels.

21. What should I do if | lose my original physical card?
If your card is lost or stolen, please contact us immediately on CitiPhone. Your physical card will be blocked
immediately and that would stop transactions on that card (including on Google Pay). The Citi Credit Card will be
disabled on your Google Pay. You would need to register the replacement card once you receive it will need to add
the card to the Google Pay app.

22. What do | do if | want to change my Android device but it still has Citi Credit Cards in Google Wallet?
Make sure to remove all your cards from Google Wallet before you change your device.

23. Will my Google Pay information still be on my device if it is formatted?
No. Formatting your device will remove all payment cards registered on your device.

24. What will happen if | update my Google device?
Updating your device will not affect Google Pay operation or settings. If you experience any difficulties after updating
your device, please contact Google Support.



25.

26.
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Does Google Pay have access to my Citi accounts?
No. Google Pay does not have access to your Citi Credit Card accounts.

How do | keep my device and card details secure?

* Never leave your device unattended

+ Use passcode or fingerprint or Face ID recognition

« Change your device passcode if you are doubtful anyone else knows it

« Only register your own fingerprint and do not allow anyone else to add their fingerprints to your device

+ Please be aware of unsolicited messages asking you to reveal any personal or financial information, to allow
access to your devices or to install software.

« Contact us as soon as possible if you suspect any unauthorized use of your device, if it is lost/stolen, or if you
think your details have been compromised

+ Register for and use Find My Device, https://www.google.com/android/find.. This will allow you to find, lock and
delete details on your phone if it is lost or stolen

+ Make sure your contact details are up to date with us so we can get in touch with you quickly should we need to
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36.

Do | need to be connected to Wi-Fi or my cellular data network to use Google Pay?

You would need an internet connection to enroll cards / disable cards from Google Pay. To make Google Pay
transactions, you do not need to have a cellular data or Wi-Fi connection. Please note that Google Pay may require
you to periodically login to the app and connect to the internet with your device to keep the app active.

How do | pay with Google Pay?
To pay in stores, simply unlock your Android phone and hold it near the terminal until you see a blue check mark. You
do not even need to open the app.

To make most purchases in stores, you need to unlock your phone. You won't need to unlock it for certain small
payments, but you can only make a limited amount of locked transactions before your phone will ask you to unlock it.
For transactions above AED 300 authentication will be required.

How will | know a transaction was successful?

After completing a payment using Google Pay, payment confirmation will be displayed on your mobile screen.
Additionally, you will continue to receive transaction confirmation through Citi Alerts or SMS on your registered
mobile number.

I am unable to add/use my card on Google Pay. What should | do?
Please pay with your physical Citi Credit Card and contact CitiPhone for further assistance.

How do | return an item paid for with Google Pay?

You will be able to return merchandise that you purchased using Google Pay based on the store's return policy. Such
returns are treated in the same way as reqular card purchase refunds. If you return an item purchased via Google
Pay, the store may ask you to provide the original receipt, the last four digits of your digital card number in Google
Pay and/or require you to tap your phone on the payment terminal to reverse the transaction. You can find your
digital card number in Google Pay by selecting your Card in the Google Pay app and scrolling down to your card
details.

Why do | see a blue check mark on my Android device when the terminal in the shop says the payment has
been declined?

The blue check mark means that the Android device has passed the payment details to the terminal. Payment
declined could be due to a decline by the association or the bank for many reasons, e.g. insufficient funds.

The cashier asked for the last 4 digits of the card, but the transaction still did not go through.

What should | do?

When a merchant asks for the last four digits of the card, please provide the last four digits of the Device Account
Number, instead of the physical card. To find the last four digits of your Device Account Number for your Card, you
can find your digital card number in Google Pay by selecting your Card in the Google Pay app and scrolling down to
your card details

How do | dispute a charge?

Cancellation of a payment made with Google Pay is similar to that of a payment made with a plastic card. Please
contact the merchant to request cancellation/refund. If you wish to dispute a charge, please call CitiPhone or use the
"Write to Us" form at www.citibank.ae

Can | use Google Pay at an ATM?
No, you cannot.

Are there any transaction limits on Google Pay payments?
No there is no transaction limit for Google Pay payments, unless otherwise indicated/mandated in the territory of
use or by the bank providing the terminal services/ payment gateway (acquirer).



ACCOUNTS

cit
37. How much of the card’s credit limit can | use for Google Pay?
Your entire available credit limit is ready for you to use after the credit card has been added to the Google Pay, the
same way as with a reqular card, subjected to transaction limit of the terminal service provider.

38. Can | view my transaction history in Google Wallet app?
You can view the recent transactions made with your Citi Credit Cards via Google Pay in the Google Wallet app.
Simply tap on a Citi Credit Card in the app to see the recent Google Pay transactions made with that card.

39. How do | know if a transaction is a Google Pay transaction?
Google Pay transactions appearing on your statement, Citi Online via the Citi Mobile app will show the last four digits
of the DPAN used for payment.

40. What do | do if my card is renewed close to expiration or reissued due to damage, fraud or loss?
If a new Citi credit card is reissued to you as a result of card damage or is renewed close to expiration, then your card
information in Google Pay will be updated automatically. You will not need to add your new card to Google Pay when
you receive it.

Kindly note that this updating will not apply when your physical Citi credit card is replaced due to reported loss, theft,
fraud or unauthorized use. You will need to add the new replaced card to Google Pay.

41. How do | know if my card information in Google Pay has been updated?
You will receive an SMS/e-mail alert to notify you of the update.

42. Can | use Google Pay to pay for purchases after my card information has been automatically updated on
Google Pay for renewal & some reissue cases?
You can continue paying with Google Pay even without activating your reissued plastic Citi credit card but we
suggest you activate your reissued plastic card as soon as you receive it.

43. Will a Citi Credit Card work with Google Pay if the actual card has been closed or blocked?
No, if your actual Citi Credit Card has been closed or blocked, you will not be able to pay with Google Pay.

44, Will | still earn rewards on my card when | pay with Google Pay?
When you pay with Google Pay, you will earn the same reward points that you get on using your physical
Citi Credit Card.
If you require any additional assistance with your Citi Credit Cards or the details of your transaction, please contact
our Citiphone at +971 4 3114000.
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