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ANNUAL REPORT 2020

House construction savings bank of Kazakhstan JSC is 
the only bank in the country implementing the system of 
housing construction savings. The HCS system is focused 
on improvement of housing conditions of the people by 
attracting the funds of depositors to the housing construction 
deposits and granting housing loans to them.

DEPOSIT AND LOAN PORTFOLIO

KEY  
INDICATORS

AMOUNT OF CREDITS ISSUED FOR 
CONSTRUCTION AND HOUSING 
PURCHASE

1, 365 KZT
bln

credit
portfolio

INDICATOR AT THE END OF 2020
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INCOMES, EXPENSES AND NET PROFIT, 
KZT BLN

ASSETS, LIABILITIES AND EQUITY, KZT BLN

PROFITABILITY RATIOS, %

SHARE OF PARTICIPANTS OF THE HOUSING  
CONSTRUCTION SAVINGS SYSTEM COMPARED  
TO ECONOMICALLY ACTIVE POPULATION, % 

20%
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ADDRESS OF THE 
CHAIRMAN OF THE 
BOARD OF DIRECTORS 

I am glad to welcome you and present to your attention the annual 
report of the shareholder of Housing Construction Saving Bank 
‘House construction savings bank’ for the year 2020.

During the reporting year, the Bank successfully implemented the 
strategic and socially significant tasks assigned to it, including actively 
participating in the implementation of the state program ‘Nurly zher’ 
and its new direction – crediting the persons on the waiting list of the 
akimats within the framework of the pilot project ‘Shanyrak’.

Within the framework of the program ‘Nurly zher’, the Kazakhstan 
citizens were given 10,759 loans in the amount of 100 billion tenge 
at a reduced rate of 5% per annum. In alteration to this, 49 billion 
tenge was allocated to the Bank from the republican budget for the 
direction ‘Bakytty otbassy’. In 2020, 4,415 loans worth 46.7 billion 
tenge were issued using these funds to the large families and single-
parent families, as well as families raising children with disabilities. At 
the end of the reporting year, another 183 persons received approval 
for credit applications.

The Bank also achieved other key performance targets. In 2020, 
House construction savings bank of Kazakhstan JSC took the first 
place in the long-term deposits market with a 34% share. The 
share of participants in the housing construction savings system to 
the economically active population of the country increased and 
amounted to 20.3%. This indicator speaks about the development 
of the culture of accumulation among the people of Kazakhstan. At 
the end of 2020, the Bank is the leader in the market of loans issued 
for construction and housing purchase with a 58% share. In terms of 
assets, the Bank took the 6th place among 26 second-tier banks, and 
in terms of the amount of capital it holds the 4th line in the rating.

According to the Law ‘On Housing Construction Savings in the 
Republic of Kazakhstan’, the customers’ deposits in the housing 
construction saving bank are annually encouraged by a government 
premium (20% of the deposit amount, the maximum amount of 
the encouraged deposit is up to 200 MCIs), regardless of the form 
of ownership. At the end of 2020, 1,490,874 depositors of House 
construction savings bank of Kazakhstan JSC received a premium 
from the state for a total of 50.5 billion tenge.

Today, according to the conclusions of the international rating 
agencies Moody’s Investors Service (Ваа3) and Fitch Ratings (BBB), 
the Bank has all the best indicators among the RK STBs in terms of 
competitiveness and shows the best development results.

In 2021, the Bank will continue to develop the housing construction 
savings system in Kazakhstan with solving an important social task 
to improve the housing conditions of the population of the Republic 
and Kazakhstan.

Kind regards,
Kairbek Uskenbayev
Chairman of the Board of Directors 
House construction savings bank of Kazakhstan JSC

Dear Customers and Partners!

I am glad to welcome you and present to your attention the annual report of the shareholder of ‘House construction savings bank 
of Kazakhstan’ for the year 2020.

During the reporting year, the Bank successfully implemented the strategic and socially significant tasks assigned to it, including 
actively participating in the implementation of the state program ‘Nurly zher’ and its new direction – crediting the persons on the 
waiting list of the akimats within the framework of the pilot project ‘Shanyrak’.

In 2020, 

4,415 loans worth 
46.7 billion 
tenge

were issued using these funds to the large 
families and single-parent families, as 
well as families raising children 
with disabilities.
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KAIRBEK 
USKENBAYEV
Chairman 
of the Board of Directors 
House construction 
savings bank of 
Kazakhstan JSC
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ADDRESS OF THE 
CHAIRPERSON OF THE 
MANAGEMENT BOARD

According to the results of the past period, 
51,926 Kazakhstan citizens were able to 
celebrate housewarming with the help 
of House construction savings bank of 
Kazakhstan JSC. The year became a record 
year in the history of the Bank’s operations 
in terms of the number of issued loans. In 
total, House construction savings bank of 
Kazakhstan JSC customers received available 
loans in the amount of 609.4 billion tenge.

The great demand for our products is due 
to their availability, as well as the social 
orientation of the financial institution. An 
important role in this is played by the large 
index of public confidence in the Bank and the 
level of savings culture promoted by House 
construction savings bank of Kazakhstan JSC.

The level of savings culture promoted 
by House construction savings bank of 
Kazakhstan JSC among our citizens becomes 
higher from year to year. This is confirmed 
by 419,957 new deposits opened in 2020. 
In total, as of January 1, 2021, the Bank had 
1,862,410 active saving accounts with the 
total accumulated amount of 1,034 billion 
tenge.

In 2020, the Bank faced another important 
state task – the launch of the second stage 
of the program ‘Bakytty otbassy’ for the 

low-income families. The republican budget 
allocated 49 billion tenge to the Bank. In 
2020, 4,415 loans amounting to 46.7 billion 
tenge were issued using these funds to the 
large families and single-parent families, 
as well as families raising children with 
disabilities. At the end of the reporting year, 
another 183 persons received approval for 
credit applications.

We can say that we have coped with the task 
set before us by the state and the country’s 
president, Kassym-Jomart Tokayev. Now 
thousands of small Kazakhstan citizens will 
live in their own apartments, in warmth and 
safety.

Those citizens who did not meet the program 
‘Bakytty otbassy’ criteria could take part in 
the program ‘Nurly zher’. The Bank issued 
10,759 loans within the framework thereof.

In alteration to this, we have issued 2,362 
loans to the Kazakhstan servicemen. 
Especially for them, House construction 
savings bank of Kazakhstan JSC has been 
implementing during three consecutive years 
a separate housing program for which not a 
single tenge has been spent from the budget 
funds. The Bank used its own funds and the 
funds borrowed from the market – totalling 
about 152 billion tenge. During two years, 

8,959 servicemen were able to solve their 
housing issue with this money.

In alteration to individual social programs, 
the housing construction savings system 
in general allows any Kazakhstan citizen 
purchasing a house on affordable conditions; 
and it is important that the payments on 
loans granted by the Bank do not become a 
heavy burden on the family budget of citizens 
in the future. Depending on the term and 
amount of savings, the payment of credits is 
feasible for any category of customers. That 
is why the Bank has maintained for many 
years the lowest level of NPL (loans overdue 
for more than 90 days). At the end of 2020, 
the indicator was at the level of 0.16%, with 
an average bank level of 7%.

In accordance with the instructions of the 
head of state Kassym-Jomart Tokayev, 
Zhilstroysberbank of Kazakhstan JSC (a 
subsidiary of the Baiterek holding) changed 
its official name to House construction 
savings bank. Next year, the Bank will 
become a full-fledged development and 
support institution, which will centrally 
record, register and distribute the housing. 
To implement the set tasks, it is planned to 
transfer the existing priority system from the 
akimats to House construction savings bank 
of Kazakhstan JSC and create a ‘Housing 

Ladies and Gentlemen, Customers and Partners!

2020 was a landmark year for House construction savings bank of Kazakhstan JSC. It was a year of new settlements, activation of 
citizens’ savings and the start of a new direction of the state program ‘Nurly zher’ (pilot project ‘Shanyrak 5-10-20’). For the pur-
chase of housing at a rate of 5% (AEFR from 5.2%), with a minimum initial contribution of 10% and a loan term of up to 20 years 
for those on the waiting list of the akimats who were registered from 1986 to 2020. Within the framework of the program ‘Nurly 
zher’, the Kazakhstan citizens received 10,759 loans amounting to 100 billion tenge.
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Centre’, which will operate on the ‘one 
window’ principle for all citizens in need 
of housing. In this case, the citizens will no 
longer need to apply to several authorities 
in order to confirm their status in need of 
housing, stand in line, and then contact the 
Bank to obtain a loan.

The introduction of a CRM system in our 
call centre has significantly accelerated 
and improved the customer service in the 
Bank, which now allows communicating the 

customer in a single information space and in 
a short time.

We will continue our work on the 
implementation of the housing programs and 
digitalization of the processes so that every 
citizen of Kazakhstan in need of housing can 
purchase his/her Own Home. After all, the 
availability of housing is a factor of faith in 
the future, in one’s own state.

Best wishes, 

Lyazzat Ibragimova
Chairperson of the Management Board 
House construction savings bank 
of Kazakhstan JSC

LYAZZAT 
IBRAGIMOVA
Chairperson 
of the Management 
Board House 
construction savings 
bank of Kazakhstan JSC
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01 JANUARY
 ◾ A new member of the Management Board 

of the Bank was elected at the meeting 
of the Board of Directors of the Bank –  
Islambek Urumbayevich Kairbekov.

02 FEBRUARY
 ◾ A new service in the Internet banking 

– transfers between accounts – was 
introduced.

03 MARCH
 ◾ The acceptance of applications for 

the program ‘Provision of housing for 
military personnel and employees of 
special state bodies’ has begun.

 ◾ A joint project of the Akimat of Almaty 
City and the Bank ‘Almaty zhastary’ was 
launched for the categories of citizens 
who work in state municipal and 
republican organizations of Almaty City.

 ◾ The first deposit was opened by the 
operator of the contact centre through 
the Video Consultation service.

 ◾ On 20 March 2020, the international rating 
agency Fitch Ratings confirmed the Bank’s 
long-term issuer default ratings at ‘BBB-’. 
The outlook on the ratings is Stable.

04 APRIL
 ◾ The Bank received diplomas of 

finalists in the nominations ‘Best 
training program’ and ‘Best outbound 
team’ of the international competition 
‘Crystal Headset 2020’ among 
100 contact centres from Russia, 
Kazakhstan, and Belarus.

 ◾ We have started accepting the 
applications from the customers for a 
deferral of loans in connection with the 
introduction of the State of Emergency 
in the Republic of Kazakhstan.

 ◾ The ‘Video Call’ service was introduced 
on the Bank’s website for receiving the 
following services: opening a current 
account, changing details, changing 
the terms of a deposit, and dividing a 
deposit.

 ◾ The ‘Deferred Payment’ module has 
been launched in the Internet banking.

 ◾ The integration with the information 
system ‘Identification Data Exchange 
Centre’ of the RK NB KCIBS was 
implemented for the provision of 
remote banking services.

05 MAY
 ◾ A service for omnichannel E-mail, Push, 

SMS messages in the CRM system of  
House construction savings bank of 
Kazakhstan JSC was implemented.

 ◾ An agreement was signed between 
the Bank and the Eurasian Group on 
preferential credit (credit without an 
initial contribution) for employees of 
some enterprises of Eurasian Resources 
Group (ERG).

06 JUNE
 ◾ A new product – children’s deposit 

‘Arnau’ was launched (the interest rate 
for credit is 2% per annum, the minimum 
accumulation period for the deposit is 10 
years).

 ◾ Funds were received from the republican 
budget in the amount of 49 billion tenge 
for the implementation of the program 
‘Bakytty Otbassy’.

 ◾ A new type of service was introduced 
for submission of the documents for 
completing a loan through the Bank’s 
consultants.

2020
KEY EVENTS 
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07 JULY
 ◾ Since 1 July 2020, a new housing program 

for young families – ‘Zhas otbassy’ – has 
been launched (the credit rate is 6% per 
annum during the first two years, then it 
is reduced to 5%).

08 AUGUST
 ◾ On 4 August 2020, a branch of the Bank 

was opened in Turkestan City (since 
August 2020, there are 18 branches in the 
regional network of the Bank).

 ◾ We have started accepting the 
applications for participation in 
the State Program for housing and 
communal development ‘Nurly zher’ 
for 2020-2025 in the direction of ‘Credit 
for the participants of the pilot project 
‘Shanyrak’.

09 SEPTEMBER
 ◾ The first deposit was opened in the 

Internet bank and the ЖССБ24 mobile 
application.

 ◾ A service has been implemented for the 
customer to independently download the 
credit payment schedule as a separate 
document in the Internet banking.

 ◾ A new Chairman of the Board of Directors 
of the Bank was elected – the First Vice 
Minister of Industry and Infrastructure 
Development of the Republic and 
Kazakhstan Kairbek Uskenbayev.

10 OCTOBER
 ◾ An autumn real estate fair was held 

which is the best platform for the buyers 
and developers to meet (in compliance 
with all sanitary standards in connection 
with the coronavirus pandemic).

 ◾ A new joint program of the Bank and 
the construction company ‘BI Group’ has 
been launched, which allows purchasing 
the housing with a reduced initial 
contribution of 36% at 7% per annum 
(AEFR from 7.4%) with a further decrease 
in the rate without providing additional 
collateral.

11 NOVEMBER
 ◾ A cooperation agreement was signed 

between the Bank and the construction 
company ‘BI Group’ within the framework 
of the program ‘Shanyrak 5-10-20’.

 ◾ The functionality of the CRM system 
was launched for the employees of the 
Bank’s branches.

 ◾ By the resolution of the Board of Directors 
of the Bank, the new organizational 
structure of the Bank was approved 
(effective from January 5, 2021).

12 DECEMBER
 ◾ The services for the customer’s 

independent selection of a deposit on 
which the state premium will be awarded 
at the end of the year, as well as an 
independent consolidation of deposits 
by a depositor in the Internet banking or 
in the ЖССБ24 mobile application were 
implemented.

 ◾ On 20 December 2020, ‘Housing 
construction saving bank of Kazakhstan’ 
Joint-Stock Company was re-registered 
as ‘Otbasy bank’ Joint-Stock Company.

KEY EVENTS 
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ABOUT THE BANK

Otbasy bank JSC (the former name until 20 December 2020 was 
Zhilstroysberbank of Kazakhstan JSC) was established in 2003 
in order to improve and increase the efficiency of the long-term 
financing of housing construction and the development of the 
housing construction savings system aimed at improving the housing 
conditions of the population.

THE MAIN ACTIVITIES OF THE BANK ARE:

 ◾ acceptance of deposits for housing construction savings, 
opening and maintenance of depositors’ accounts;

 ◾ issuing the depositors with housing, preliminary housing and 
bridging housing loans in order to take measures to improve 
the housing conditions;

 ◾ accepting the deposits, opening and maintaining the bank 
accounts of depositors to accumulate the funds for the 
overhaul of the common property of the condominium and to 
grant housing loans to them.

RATINGS
Long-term rating on deposits in national currency: Ваа3
Short-term rating on deposits in national currency: Prime-3
Base credit rating: ba2
Ratings outlook: positive

Long-term local currency issuer default rating: ВВВ-
Short-term local currency issuer default rating: F3
Rating Outlook: Stable

The founder of the Bank is the Government of the Republic and 
Kazakhstan represented by the Committee for State Property and 
Privatization of the Ministry of Finance of the Republic of Kazakhstan, 
which has the right to dispose of the state stock of shares in the Bank. 
Since August 2013, the Sole Shareholder of the Bank is Baiterek NMH 
JSC.

    The founder of the Bank is 
the Government of the Republic and 
Kazakhstan represented by the 
Committee for State Property and 
Privatization of the Ministry of 
Finance of the Republic of 
Kazakhstan...
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2   5%
RATE OF RETURN ON DEPOSITSANNUAL STATE PREMIUM*

+20% +2%
3-15 YEARS

6-25 YEARS

FROM TO

HOUSING CONSTRUCTION 
SAVINGS SYSTEM

For Kazakhstan, one of the important areas of social policy is to 
provide the citizens with affordable and high-quality housing. The 
economic growth and social orientation of the state became the 
basis for the formation of the system of housing construction savings 
(HCS), which is regulated by the Law of the Republic of Kazakhstan 
‘On housing construction savings in the Republic of Kazakhstan’ 
dated 7 December 2000.

The HCS system has been operating in Kazakhstan for 17 years, 
and is becoming more and more in demand among the people of 
Kazakhstan.

A feature of the housing construction savings system is the 
preliminary accumulation of money in the saving accounts of the 
Bank in order to obtain housing loans at low interest rates to improve 
the housing conditions.

The deposits of the population are encouraged by the state premium 
(20% of the deposit amount, the maximum amount of the encouraged 
deposit is up to 200 MCIs), regardless of the form of ownership, in 
accordance with the Law of the Republic of Kazakhstan ‘On housing 
construction savings in the Republic of Kazakhstan’.

The depositor also has the opportunity to purchase housing within 
the state, regional, as well as their own housing construction program.

HOUSING CONSTRUCTION SAVINGS SYSTEM
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CREDIT 
PURPOSES 

The Bank issues its depositors the housing, bridging and preliminary housing 
loans to take measures to improve the housing conditions, namely:

Construction (including the acquisition of a 
land plot), acquisition of a house, including 
through exchange thereof for the purpose of 
improvement.

Repair and modernization of a house 
(including the purchase of construction 
materials, payment for contract works).

Repayment of liabilities that appeared in 
connection with the measures to improve the 
housing conditions.

Making an initial contribution for obtaining 
a mortgage housing loan in banks and 
organizations carrying out certain types of 
bank operations.

Overhaul of the common property of the 
condominium object.
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KEY DATES OF THE BANK 
DEVELOPMENT

In 2003, HCSBK was established with 100% state participation. 
Immediately, a large-scale work was carried out to develop the 
bank’s branch network and to attract the depositors for housing 
construction deposits.

 ◾ In 2005, the bank issued the first loan – it was a bridging loan. 
A license was obtained to conduct banking and other operations 
and to engage in dealer activities.

 ◾ In 2006, the bank entered a break-even operation and issued its 
first housing loan.

 ◾ In 2007, the first preliminary loan was issued. The ratings from 
the international rating agency Moody’s were affirmed for the 
Bank. Zhilstroysberbank was also the first Kazakhstan bank to 
receive a certificate of compliance with the quality management 
system ISO9001: 2000.

 ◾ In 2008, the number of HCS agreements exceeded 100 thousand. 
The first loan was issued within the framework of the State 
housing construction program in the Republic of Kazakhstan for 
2008-2010.

 ◾ In 2009, the Sole Shareholder was changed.

 ◾ In 2010, the number of HCS participants has already grown up to 
200 thousand people. And the Bank’s assets reached the amount 
of 100 billion tenge.

 ◾ In 2011, the first tripartite Agreements on housing construction 
were signed between the Agency of the Republic of Kazakhstan 
for construction and housing and communal services, local 
executive authorities, and the Bank.

 ◾ In 2012, the Bank put into operation the first 35 payment 
terminals in the premises of the Bank’s territorial subdivisions.

 ◾ In 2013, Baiterek NMH JSC became the Sole Shareholder of the 
Bank. The Bank’s own Contact Centre was introduced.

 ◾ In 2014, the time for consideration of a credit application was 
reduced to 3 days due to the introduction of the BPM system. 
The Bank became a member of the European Federation of 
Construction Saving Cash Departments and the International 
Union of Housing Financing.

 ◾ In 2015, the Memorandum of Cooperation was signed between 
the Bank and Bauschparkasse Schwäbisch Hall (Germany).

 ◾ In 2016, the Bank received a new license to conduct operations in 
the securities market. Compensation was paid to the depositors 
of the Bank in connection with the transition to the regime of the 
free floating exchange rate of the tenge. A mobile application 
was launched for the Internet banking on IOS and Android 
platforms.

 ◾ In 2017, the number of the Bank’s depositors exceeded 
1 million. The Bank became the operator of the new state 
housing construction program ‘Nurly zher’. The bonds were 
issued on KASE. The commission for the conclusion of an 
agreement on housing construction savings and for an increase 
in the contractual amount has been zeroed. A new tariff program 
‘Baspana’ has been introduced.

 ◾ In 2018, memorandums of cooperation were signed between the 
Bank and the International Finance Corporation, State Mortgage 
Company OJSC (Kyrgyz Republic). An agreement was signed 
between the Bank and the Asian Development Bank within the 
framework of cooperation. The bonds were placed on the AIFC 
floor. A special mortgage program has been implemented for the 
servicemen of the Republic of Kazakhstan.

 ◾ In 2019, the program ‘Bakytty otbassy’ aimed at granting loans 
to the low-income families for the purchase of housing was 
introduced.

 ◾ In 2020, a new direction ‘Lending to participants in the pilot 
project ‘Shanyrak’ of the State program of housing and communal 
development ‘Nurly zher’ for 2020-2025 was implemented. 
A new branch of the Bank was opened in Turkestan City. Housing 
construction saving bank Kazakhstan Joint-Stock Company was 
re-registered as ‘Otbasy bank’ Joint-Stock Company.

aimed at granting loans to the 
low-income families for the 
purchase of housing was 
introduced

‘BAKYTTY 
OTBASSY’

IN 2019, 

THE PROGRAM 
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GEOGRAPHY 
OF ACTIVITIES 

Regional 
network

18 BRANCHES

20 SERVICE CENTRES 

4 SERVICE POINTS 
ACROSS 
KAZAKHSTAN

Agency network

1,561 CONSULTANT

145 CONSULTING CENTRES

1 AGENT BEING A LEGAL 
ENTITY – KAZPOST JSC

The Bank is constantly working to ensure equal access to its services 
for all Kazakhstan people in all regions of the country. The Bank 
strives to ensure that the branches are located as conveniently as 
possible for customers, in terms of their residence, study, work, 
taking into account the transport and social infrastructure. For these 
purposes, in 2020, Turkestan regional branch and service centre No.1 
was opened in Kosshy Settlement (Akmola regional branch).

Today, the Bank has a developed network of consultants (agent 
network) through which the customers can receive consulting 
services on the Bank’s products and services, open deposits online 
without visiting the Bank.

The Bank is constantly working on the development of remote 
service channels. In December 2020, a pilot project was launched for 
the remote opening of deposits through ‘Video Service’ with the use 
of biometric verification of the RK NB KCIBS.
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European Federation of  
Construction Saving Cash  
Departments (EFCSCD)
The EFCSCD is an association of credit and other institutions promoting 
and supporting housing financing. The Federation was founded on 
29 August 1962 and is one of the first credit federations at the European 
level. Over the past 50 years, the EFCSCD has always represented the 
interests of its members across Europe and supported the idea of 
housing-construction savings in Europe. Today, the association has 42 
members throughout Europe and Asia. The full membership of House 
construction savings bank of Kazakhstan JSC in the EFCSCD represents 
a unique opportunity for the further development of Kazakhstan’s 
housing construction savings system and for promoting the process 
of integration into the world community of construction saving cash 
departments.

International Housing Financing 
Union (IHFU)

In September 2014, the IHFU made a resolution to include House 
construction savings bank of Kazakhstan JSC as a member of the 
organization. This resolution came into force on 1 January 2015. 
The IHFU was founded in 1914 and is an organization that allows its 
members to keep abreast of the latest developments in the field of 
housing construction financing around the world.

MEMORANDUM 
OF COOPERATION

 ◾ Bauschparkasse Schwäbisch Hall (FRG)

 ◾ State Mortgage Company OJSC (Kyrgyz Republic)

 ◾ International Finance Corporation 

SOLE 
SHAREHOLDER 
Baiterek NMH JSC is the Sole Shareholder of the Bank with 100% 
rights to own and use the state stock of shares. Since 2013, 7,830,000 
Bank’s ordinary shares are owned by Baiterek NMH JSC.

The mission of Baiterek NMH JSC is to promote sustainable economic 
development of the Republic of Kazakhstan in order to implement the 
state policy and to achieve the goals set by the ‘Strategy 2050’.

One of the key tasks of Baiterek NMH JSC is the management of the 
stocks of shares (participation interests) belonging to it on the basis 
of a right of ownership and transferred into trust management of the 
national development institutions, national companies, and other 
legal entities.

MEMBERSHIP 
IN THE INTERNATIONAL 
ORGANIZATIONS 
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CENTRAL OFFICE 
STRUCTURE                                             

The organizational structure of the Bank contributes to the effective 
solution of the strategic goals and objectives set before the Bank. In 
the reporting year, by the resolution of the Board of Directors of the 
Bank, changes were made to the organizational structure of the Bank 
with an increase in functions, within the framework of the centralized 
implementation of the country’s housing policy.

The structure of the Bank’s Central office is divided into 
the following blocks:

1) Business Development Block. This block includes 4 subdivisions of the 
Bank: the Sales and Regional Development Department, the Remote 
Service Department, the Marketing Department, and the branches;

2) Finance and Reporting Block. This block includes 4 subdivisions of the 
Bank: the Treasury Department, the Accounting Department, the Planning 
and Strategic Analysis Department, and the Consolidated Reporting 
Department;

3) Risk and Internal Control Block. This block includes 3 subdivisions 
of the Bank: the Risk Management Department, the Internal Control 
Department, and the Situation Monitoring Department;

4) Information Technology and Digital Transformation Block. This 
block includes 3 subdivisions of the Bank: the Information Technology 
Department, the Information Systems Development and Support 
Department, and the Digital Transformation Department;

5) Operating Activities Block. This block includes 4 subdivisions of the 
Bank: the Legal Entities Department, the Operations Department, the 
Problem Loans Department, and the First Housing Provision Centre;

6) Information Security, Legal and Administrative Matters Block. This block 
includes 4 subdivisions of the Bank: the Information Security Department, 
the Administrative Department, the Procurement Department, and the 
Legal Department; and

In the reporting year, by 
the resolution of the Board 
of Directors of the Bank, 
changes were made to the 
organizational structure 
of the Bank with an 
increase in functions, 
within the framework of the 
centralized implementation 
of the country’s housing 
policy

7) Block assigned to the Chairman of the Management Board. This block 
includes: advisors, managing directors, managing director – IT architect, 
press service, Security Department, Personnel Department, and Bank 
Products and Technologies Department.
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ORGANIZATION STRUCTURE OF ZHILSTROYSBERBANK OF KAZAKHSTAN JSC
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STRATEGYMISSION AND 
VISION

Mission

To provide the Kazakhstan families with own houses and to 
strengthen the sense of the Homeland.

Vision

In 2023, we are a sustainable, high-tech, customer-oriented 
socially significant bank that implements the principles of the 
housing construction savings system, actively participates in the 
implementation of the state programs, supports the development of 
housing construction to provide housing to the wider population.

Values

1. Development and Innovation. The Bank is constantly working 
to improve the customer service, the quality of internal processes 
and is intolerant of any manifestations of inefficiency, is always 
open to innovation and development, is actively introducing the 
latest banking and management technologies. The Bank supports the 
employees’ desire for self-development.

2. Effectiveness and Meritocracy. The Bank is committed to the 
highest standards in achieving goals, maintains a culture of results 
orientation for which purpose it sets clear goals, achieves them on 
time, with reasonable resources, and regularly evaluates the results. 
Meritocracy is a fair and objective assessment of the individual 
efforts, abilities and achievements of each employee.

3. Team and Respect. An atmosphere of mutual respect is the Bank’s 
priority. The Bank’s management is aware of everyone’s contribution 
to the achievement of team goals, which creates the basis for mutual 
trust.

4. Initiative and Team Spirit. Independent and active striving 
of employees to optimize the production process. Cooperation to 
achieve high results of joint activities and common intentions.

To provide 
the Kazakhstan 
families with 
own houses 
and to 
strengthen 
the sense of 
the Homeland
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STRATEGIC GOALS AND 
TASKS OF DEVELOPMENT 

According to the approved Bank’s Strategy of  
Development until 2023, the key goals of the Bank are:

 ◾ Increasing the share of the HCS system participants to 
economically active population up to 17%.

 ◾ Increasing the share of the mortgage lending market up to 36%.

 ◾ Transfer of 70% of customer service operations online through 
the introduction of advanced technologies and automation of 
the Bank’s operations.

To achieve the set goals, the Bank has identified the 
following key tasks:

1) Popularization of the HCS system among the population, alternative 
sources of funding;

The task is solved by carrying out the main activity of the Bank and using 
alternative sources of funding.

2) Continuous improvement of the Bank’s products, including as part of 
the implementation of the state’s social programs;

The task is solved within the framework of the following 
strategic directions:

 ◾ legislative initiatives;

 ◾ improvement of products / services.

3) Wide coverage of the population through the provision of quality 
services by highly qualified employees.

The task is solved within the framework of strategic  
directions:

 ◾  improvement of sales / service channels;

 ◾ improvement / automation of business processes;

 ◾ strengthening the HR brand.

4) Implementation of the state policy in the field of providing the 
population with affordable housing.

The task is solved within the framework of a strategic direction to 
increase the efficiency of the Bank’s participation in the implementation 
of the social state programs.

17%
THE SHARE OF THE HCS SYSTEM 
PARTICIPANTS UP TO

Increasing the share of the HCS 
system participants to economically 
active population up to 17%
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WORK AS PART OF 
THE STRATEGIC TASKS 
IN 2020

Task 1. Popularization of the HCS system among the 
population, approach the foreign markets; 

On a daily basis, the Bank informs the population about the HCS 
opportunities through social media, posts regarding the products 
and services of the Bank, a weekly mailing of news, announcements 
and product advertising. In 2020, 12 advertising campaigns with 
republic coverage were carried out to promote the projects under 
the state programs using 10 alternative communication channels 
(YouTube, Facebook, Instagram, gdn krysha, Yandex, Google, etc.), 4 
contests were held in social media, - the total coverage of publications 
exceeded 1 million people.

Task 2. Continuous improvement of the Bank’s products, 
including as part of the implementation of the state’s 
social programs. 

Last year, the President of the Republic of Kazakhstan signed Law of the 
Republic of Kazakhstan No.359-VI ‘On amendments and supplements to 
certain legislative acts of the Republic of Kazakhstan regarding mortgage 
loans in foreign currency, improving the regulation of payment services 
market entities, universal declaration and recovery of economic growth’ 
dated 03.07.2020 providing for protection of the bank deposits against 
claims of third parties accepted as security for actually issued loans in an 
amount not exceeding the loan amount.

During the reporting period, the Bank took an active part in approving 
the amendments and supplements to the State housing construction 
program ‘Nurly zher’.

The Bank also worked on the development of new and improvement of 
existing products and services, in particular products with a social focus 
and products and services aimed at increasing the inflows to the HCS 
deposits; the work was carried out to develop the processes in credit 
operations. The Bank takes on an ongoing basis the measures to improve 
the existing modules in ABIS Colvir.

Task 3. Wide coverage of the population through the 
provision of quality services by highly qualified employees.

As part of the transfer of customer service operations online in 2020, 
a lot of work was done in terms of the development of the real estate 
portal Baspana.kz and the Internet banking ЖССБ24. As a result 
thereof, in 2020, there is an increase in active users in the baspana.kz 
system by 116%, in the Internet banking ‘online.hcsbk.kz’ the number 
of users in 2020 increased by 460 thousand users compared to 2019.

In the context of the coronavirus pandemic, the following services 
were implemented, which played an important role in the Bank’s 
activities:

— During the period from October 2019 to April 2020, the Bank 
performed the work on the implementation and pilot use of the 
remote service ‘Opening the first deposit’ by an operator of the Call 
Centre, through the video consultation service and the service of 
First Credit Bureau LLP (hereinafter – the FCB) based on biometrics, 
with using the current BPM process. Since April 2020, the FCB has 
not been used, since the information system ‘Identification Data 
Exchange Centre’ (hereinafter referred to as the IDEC) has been put 
into pilot operation by RK NB KCIBS (from 23.04.2020 to 01.10.2020 in 
free mode). The IDEC is used to remotely identify the customers and 
to obtain up-to-date customer identification data when customers 
directly contact through the State Database ‘Individuals’ (hereinafter 
– the SDBI).

At the same time, the verification of the customer’s photo with the 
photo from the SDBI ensures high accuracy of customer identification 
(including, in terms of such indicators as forehead height, distance 
between the eyes and others), the relevance of customer 
identification data from the SDBI received and transmitted to the 
Banks ensures full compliance with the requirements of the Law of 
the Republic of Kazakhstan ‘On Anti-Money Laundering and Terrorism 
Financing Counteraction’. The Bank has connected this service taking 
into account the premises. Currently, the service is used to provide 
the Bank’s remote services through video banking for such operations 
as: deposit opening, terminating, details changing, deposit dividing, 
current account opening, changing the conditions of a deposit.
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KEY PERFORMANCE 
INDICATORS

The Bank’s activities in the reporting period were carried out in 
accordance with the Bank’s Strategy of Development until 2023, 
the Bank’s Development Plan for 2019-2023, the Bank’s Articles of 
Association, and internal documents.

In accordance with the above documents, the key indicators were established for 2020, the 
achievement of which is presented in the following table:

KEY PERFORMANCE INDICATORS

Indicator
Actual, 

2018
Actual, 

2019
Target, 

2020 
Actual, 

2020 
Achieve-
ment, %

Share of participants in the housing 
construction savings system to 
economically active population of the 
Republic of Kazakhstan, %

14.1 16.9 17 20.3 119

ROE, % 15.0 12.4 8.55 12.05 141

Agreements of housing construction 
savings

386,079 406,954 350,000 486,314 139

Amount of issued housing loans, 
million tenge

359,573 527,428 491,017 609,414 124

The actual share of participants in the housing construction savings system to the economically 
active population at the end of 2020 was 20.3%. 1,867 thousand people participate in HCS. 
With the target of 17.0%, 119% of the plan was implemented.

The return on equity at the end of the reporting period was 12.05%, which is a consequence of 
the receipt of positive retained earnings for the current period at the level of 32 billion tenge, 
with the target of 22.6 billion tenge.

—  Since 15 April 2020, a service has been 
implemented for applying for a deferred 
payment via the Internet banking ‘ЖССБ24’ 
for the customers experiencing temporary 
financial difficulties. The deferral was 
applied to all payments of principal and 
fee for 90 days from 16 March 2020. The 
procedure was carried out on the basis of the 
customer’s application indicating the reason 
for deferment, without providing additional 
supporting documents.

Task 4. Implementation of the state 
policy in the field of providing the 
population with affordable housing.

During the reporting year, the Bank 
successfully implemented the strategic 
and socially significant tasks assigned to 
it, including actively participating in the 
implementation of the state program ‘Nurly 
zher’ and its new direction – crediting the 
persons on waiting list of the akimats within 
the framework of the pilot project ‘Shanyrak’.

Within the framework of the program ‘Nurly 
zher’, the Kazakhstan citizens were issued 
10,759 loans in the amount of 100 billion 
tenge at a reduced rate of 5% per annum. 
In alteration to this, 49 billion tenge was 
allocated to the Bank from the republican 
budget in the direction ‘Bakytty otbassy’. In 
2020, 4,415 loans amounting to 46.7 billion 
tenge were issued using these funds to the 
large families and single-parent families, 
as well as families raising children with 
disabilities. At the end of the reporting year, 
another 183 persons received approval for 
credit applications.
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PERFORMANCE
ECONOMIC 
ENVIRONMENT 

Macroeconomic 
Indicators

The gross domestic product of Kazakhstan at the end of 2020 in real 
terms decreased by 2.6% compared to the previous year, amounting 
to 70.1 trillion tenge. This is largely associated with a 6% reduction in 
the delivery of services, which was facilitated by the introduction of 
the State of Emergency in the Republic of Kazakhstan in connection 
with the spread of the coronavirus infection. In the service sector, 
there is a decrease in volumes: transport – 18%, wholesale and retail 
trade – 7%, professional, scientific and technical activities – 6%, 
real estate – 5%, etc. At the same time, the state took measures 
aimed at minimizing negative consequences from external shocks. 
A comprehensive plan was also developed, which made it possible to 
resolve operational issues in the branches of the economy, to support 
domestic production and entrepreneurship. Thus, it contributed to 
the recovery of economic activity.

Kazakhstan’s foreign trade turnover in 2020 amounted to 85.03 billion 
US dollars, with showing a 13% decrease compared to the previous 
year. In particular, import decreased by 4% to 38.08 billion US dollars 
and export decreased by 19% to 46.95 billion US dollars.

In 2020 (December 2020 compared to December 2019), inflation rate 
was 7.5%. The prices for food products increased by 11.3%, non-food 
product prices – 5.5%, paid services – 4.2%.

In 2020, the tenge has depreciated by 8%. According to the National 
Bank of Kazakhstan, the average US dollar rate in 2020 was 412.95 
tenge for a dollar, against 382.9 tenge for a dollar in 2019. This is 
largely due to the decline in oil prices.

The Ministry of National Economy of the Republic of Kazakhstan 
predicts positive growth in all basic branches, and the economic 
activity is expected to recover in 2021.

DYNAMICS OF THE GROSS DOMESTIC PRODUCT OF THE REPUBLIC OF KAZAKHSTAN
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Key Banking Sector  
Figures

At the end of 2020, there are 26 second-tier banks operating in 
Kazakhstan. The total assets of the STBs during the previous year 
increased by 17% and amounted to 31.2 trillion tenge.

In the structure of the total assets, the largest share belongs to the 
loan portfolio – 50.7%. In 2020, the volume of the loan portfolio of 
banks increased by 7.5% to 15.8 trillion tenge. The volume of loans for 
construction and housing purchase increased by 31.6% and amounted 
to 2.5 trillion tenge. At the same time, the volume of overdue loans 
for construction and housing purchases has noticeably increased – 
from 59.3 billion tenge in 2019 to 71.8 billion tenge at the end of 
2020, which is due to the introduction of the State of Emergency in 
the country due to the spread of the coronavirus infections.

STRUCTURE OF THE LOAN PORTFOLIO OF THE BANKING SECTOR OF THE REPUBLIC OF KAZAKHSTAN

01.01.2020 01.01.2021

Increase, 
%Amount, 

KZT billion

% 
of the 
total

Amount, 
KZT billion

% 
of the 
total

Loan portfolio (principal debt) 14,742.00 100 15,792 100 107

Loans to banks and organizations making certain 
types of banking operations

47.3 0.3 84 0.5 178

Loans to legal entities 4,105.30 27.8 3,838.8 24.3 94

Loans to individuals, including: 6,329.50 42.9 7,124.8 45.1 113

construction and housing purchase, including: 1,880.60 12.8 2,487.2 15.7 132

– mortgage housing loans 1,779.90 12.1 2,363.1 15 133

Consumer loans 4,366.50 29.6 4,542.7 28.8 104

Other loans 82.4 0.6 94.9 0.6 115

Loans to small and medium-size business entities 
(RK residents)

3,961.80 26.9 4,246.2 26.9 107

Reverse REPO 298.1 2 498.3 3.2 167

DYNAMICS OF ASSETS AND LOAN PORTFOLIO OF THE 
RK BANKING SECTOR, KZT BILLION
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BANK'S SHARE IN TOTAL STB CREDITS FOR  
CONSTRUCTION AND HOUSING PURCHASE, % 

DYNAMICS OF LIABILITIES OF THE RK BANKING SECTOR

In fact, the only active participant in the mortgage market among the second-tier banks has recently been 
House construction savings bank of Kazakhstan JSC. The volume of the Bank’s loan portfolio increased by 
40% in 2020 – from 1 trillion tenge to 1.4 trillion tenge. For the sixth year, almost 60% of the amount of 
the loans for construction and housing purchase is issued annually by House construction savings bank of 
Kazakhstan JSC.

The total liabilities of the Bank in 2020 increased by 17% and 
amounted to 27.2 trillion tenge. In the structure of liabilities, deposits 
of customers account for 79.2%. The deposits of individuals as of 
1 January 2021 amounted to 10.9 trillion tenge or 40.2% of the total 
deposits. The deposits of individuals at the end of 2020 increased by 
17%.

Deposits of the population with all STBs over the past 6 years have 
increased by 59% and amounted to 10,921 billion tenge, while 
directly in House construction savings bank of Kazakhstan JSC for 
the same period, the volume of deposits increased more than 4 times 
(from 248 billion tenge as of 1 January 2015 to 1,034 billion tenge as 
of 1 January 2021). House construction savings bank of Kazakhstan 
JSC has been in the 1st place among all STBs for long-term deposits of 
the population in the tenge for several years. As of 1 January 2021, 
the number of valid agreements of the housing construction savings 
system is about 1,862 thousand with savings in the amount of 1,034 
billion tenge.
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The net profit of the banking sector at the end of 2020 was 726.8 
billion tenge. ROA was 2.26% (3.16% in 2019), ROE – 17.31% (25.37%). 
At the same time, HCSBK’s profit at the end of 2020 amounted to 
32.0 billion tenge, which is 39% higher than the target. The good 
performance of House construction savings bank of Kazakhstan JSC 
in 2020 is provided by its competitive advantages allowing the Bank 
adhering to the strategy of successful development.

Despite the quarantine regime in the country, a moderate increase 
in the activity of STBs and mortgage companies in the market for 
the population lending for construction and housing purchase, the 
introduction of new state programs for the construction and provision 
of affordable housing to the Kazakhstan people positively influenced 
on increase in the market share of House construction savings bank of 
Kazakhstan JSC and heightening the interest in housing construction 
savings. There was a stable growth in the number of participants in 
the housing construction savings system, which, accordingly, led to 
an increase in the deposit base and the volume of the Bank’s credits 
issued to population.

BANK'S SHARE IN THE MARKET OF LONG-TERM 
DEPOSITS OF POPULATION, %

In comparison with the other second-tier banks of the country, the following strengths and weaknesses of the Bank can 
be identified:

STRENGTHS WEAKNESSES

1. Low interest rates on loans, state premium. 1. Limited line of products and operations.

2. Significant customer base. 2. Decrease in the purchasing power of the population.

3. Developed agent network (network of consultants).
3. Imperfection of the legal framework in terms of existing 
restrictions on possible services to be implemented.

4. State interest in the Bank’s equity. Financial agency status.
4. Lack of manoeuvrability / flexibility (from procurement to 
resolution making).

5. Participation of the Bank, as an operator, in the implementation 
of the state housing construction programs and other specialized 
projects.

5. High sensitivity of the business model: The construction industry 
has been hit hard by the financial crisis.

6. Special tax benefits for the participants in the HCSBK system. 6. Limited sources of funding.

7. Sustainable growth of financial performance.

8. High indicator of the degree of confidence.

9. Use of up-to-date information technology and platforms.

10. High credit rating among the banks.

In the long term, the Bank intends to use its strengths to strengthen its position in the market and to work on further development of existing 
weaknesses.
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OPERATING 
PERFORMANCE 

Accepting the deposits
At the end of 2020, the Bank’s deposit base reached 1,034 billion tenge, 
having increased by 28% compared to 2019.

The Bank has a single, customer-friendly tariff program ‘Baspana’, which 
allows a depositor deciding for himself/herself how many years he/she 
will save, at what interest he/she wants to get a housing loan. So, this 
requires accumulating 50% of the agreement value. The rate of return 
on savings is 2% per annum (AERR – up to 14% per annum (including 
government premium)).

The monthly amount of contributions is calculated so that, provided 
that they are evenly paid during the accumulation period, the customer 
will reach the required value of the estimated indicator at the end of 
the accumulation period. The value of the estimated indicator increases 
when the depositor makes early payments at the initial stage of 
accumulation. 

DYNAMICS OF HCS AGREEMENTS CONCLUSION

The rate at which the Bank concludes agreements shows a rapid consistent increase in the participation of the population in the development 
of the Kazakhstan system of housing construction savings. Over the entire period of the Bank’s activity, the number of concluded HCS 
agreements exceeded 2.8 million, the agreement value thereunder reached 9.54 trillion tenge. At the end of 2020, there are about 1.9 million 
HCS agreements in effect, which is 20% more than in 2019.
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Loan Issue
As of 1 January 2021, the Bank issued 275 thousand loans for the 
total amount of 2.3 trillion tenge. In 2020 alone, 51.9 thousand loans 
were issued for the total amount of 609 billion tenge. The Bank’s loan 
portfolio increased by 36%, amounting to about 1.4 trillion tenge.

DYNAMICS OF THE VOLUME OF LOAN ISSUE

The Bank shows a steady growth in the loan issue throughout the entire period of its activity. The dynamic growth of the loan portfolio since 2012 
is associated specifically with the population crediting within the framework of the state housing construction program ‘Nurly zher’, the market 
program ‘Svoy dom’, the program for military personnel, and other regional programs of the Bank.
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LOAN STRUCTURE BROKEN DOWN BY GOALS, %

2019 2020

Housing and land plot purchase - 91.82%

Housing repair and reconstruction - 2.58%

Construction - 0.98%

Housing purchase under the state programs - 4.09%

Refinancing - 0.44%

Construction co-funding - 0.09%

91.82

0.44

4.09
2.58

0.98

0.09

Housing purchase - 97.08%

Housing repair and renovation - 2.18%

Construction - 0.36%

Housing purchase under the state programs - 0.32%

Refinancing - 0.04%

Making initial contribution - 0.01%

Lan plot purchase - 0.02%

97.08

2.18

0.02
0.32

0.04

0.36

0.01
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For information only. Credit products of the Bank 
The Bank provides its depositors with housing, bridge and preliminary housing loans in order to take measures to improve the 
housing conditions.

A housing loan 
A housing loan is issued under the 
obligatory condition of accumulating 
the minimum required amount, 
observing the accumulation period (at 
least 3 years), reaching the minimum 
value of the estimated indicator set 
individually for the tariff program, 
confirming solvency and providing 
collateral sufficient to cover the amount 
of the loan issued. Lending term – from 
6 months to 25 years, interest rates on 
the loan are from 2% to 5% per annum 
(AEFR from 2.1% per annum).

A bridge housing 
loan 

A bridge housing loan is issued subject 
to early accumulation or a one-time 
payment of the minimum required 
amount (at least 50% of the agreement 
value) with subsequent lending 
within the agreement value, as well 
as confirmation of the solvency and 
sufficiency of collateral. The term of the 
loan is up to 25 years, the interest rates 
on the loan are from 2% to 12% per 
annum (AEFR from 2.1% per annum).

The preliminary 
housing loan 

The preliminary housing loan is issued 
within the framework of the state 
programs and the Program 'Svoy 
dom'. During the period of using the 
preliminary housing loan, the borrower 
repays only the interest on the loan and 
at the same time makes contributions 
to his/her deposit until 50% of the 
agreement value is reached. After the 
expiration of the accumulation period, 
the accumulated savings and housing 
loan are paid, which are used to repay 
the preliminary housing loan. The 
maturity and simultaneous accumulation 
period for the preliminary housing loan 
is up to 8 years, the interest rates on the 
loan are from 2% to 8% per annum (AEFR 
from 2.1% per annum).



PERFORMANCE36

ANNUAL REPORT 2020

Target 
Assessment

Product with  
a Social Focus
The Bank’s activities and its product line have a significant social and 
economic impact. The Bank pays special attention to ensuring that the 
interests of all social groups are taken into account when developing 
a product line, and is constantly working on the development and 
adaptation of its offer.

In 2020, the conditions of accumulation and credit for children’s 
deposit ‘Arnau’ were introduced. This is a great opportunity to provide 
your child with a separate home by the time he graduates from school 
or university. The deposit is opened for a child under 18 years old and 
has all the advantages of the Bank’s deposits (Bank’s remuneration 
is 2% and the state’s premium is 20%). Upon reaching the 10-year 
accumulation period, a half of the agreement value and the required 
level of the estimated indicator, it entitles to receive a loan at a rate of 
2% (AEFR from 2% per annum). The product was launched on 1 June 
2020.

From 1 July 2020, the ‘Zhas otbassy’ credit conditions for young 
families have been introduced, which were approved in February 
2020. These conditions are aimed at supporting young families to 
further provide the opportunity to improve the housing conditions 
(one can get a credit at 6% per annum (AEFR from 6.3% per annum), 
with a further transition to a housing loan at 5% per annum (AEFR 
from 5.3% per annum)).

ASSESSMENT OF THE BANK’S OPERATING PERFORMANCE 

Indicator
Actual, 

2017
Actual,

2018
Actual, 

2019
Target, 

2020
Actual, 

2020
Achievement, 

%

Housing construction savings agreements 352,301 386,079 406,954 350,000 486,314 139

Amount of loans issued, million tenge 289,807 359,573 527,428 491,017 609,414 124

At the end of 2020, the volume of concluded HCS agreements exceeded the targets by 39%, the volume of loans issued – by 24%. Analysis of 
the key figures of the Bank shows sustainable growth, which reflects the demand, competitiveness and flexibility of the Bank’s products in the 
Kazakhstan financial market.

In 2020, changes were made to the conditions of crediting 
under the program ‘Almaty Zhastary’ as related to:

 ◾ increasing the loan amount to 13 million tenge;

 ◾ changes in the amount of the initial contribution up to 10% of the 
loan amount;

 ◾ expanding the purposes of lending for housing purchase.

These conditions were approved in February 2020 and implemented 
from 15 June 2020.

Also, in 2020, the following conditions were introduced:

1) lending under the project ‘Rent-to-own housing’. The conditions 
are designed to provide housing with the ability to accumulate during 
the rental period.

2) lending the participants of the pilot project ‘Shanyrak’ within 
the framework of the State Program for housing and communal 
development ‘Nurly zher’ for 2020-2025 (AEFR from 5.2% per 
annum). The participants of the pilot project ‘Shanyrak’ can be the 
citizens registered as needing housing in accordance with the Law 
of the Republic of Kazakhstan ‘On housing relations’ (persons on the 
waiting list of the local executive bodies).
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3) provision of bridge loans for the purpose of ‘making an initial 
contribution for obtaining a loan from House construction savings 
bank of Kazakhstan JSC for the purchase of primary housing in the 
market’. Making an initial contribution to obtain a mortgage housing 
loan in the Bank for the purchase of primary housing in the market.

4) crediting for housing repair for existing borrowers of the Bank. 
These conditions apply to the active borrowers of the Bank, who 
have obtained the loans for housing purchase (regardless of the type 
of collateral (real estate, property right, guarantee of an individual)).

Bank Commissions
The Bank has the right to charge commissions and other fees, but 
it adheres to the policy of minimum tariff rates for its services. This 
approach is aimed at maximizing the attraction of new customers 
to the housing construction savings system and contributes to the 
expansion of the customer base.

In 2020, the following changes took place in the tariff rate 
system:

1. Changes have been made regarding the alteration of the 
commission for external money transfer via the Internet banking;

2. Commissions for early withdrawal of funds from a saving account 
for children in orphanages were abolished;

3. Amendments have been made regarding zeroing the commissions 
related to the opening and maintenance of special current accounts 
to which the lump-sum pension payments will be credited, as well as 
for the transfer according to their intended purpose.

Improving Service  
Conditions and Procedures
In 2020, in connection with the introduction of the State of Emergency 
in the Republic of Kazakhstan due to the spread of the coronavirus 
infection in the Republic of Kazakhstan, the Bank performed a large-
scale work to preserve the ability to serve the Bank’s customers 
remotely.

So, in April 2020, existing borrowers were offered a deferral of 
loan payments for a period of up to 3 months (30, 60, 90 days at the 
borrower’s choice), without increasing the loan payment, that is, with 
the extension of the loan term for the deferral period. The Bank also 
cancelled the overdue debt of borrowers that arose from 16 March 
2020 to the date of applying for a deferral.

During the period of the state of emergency in the Republic of 
Kazakhstan, the Bank suspended the penalty for late repayment 
of loans until the end of 2020, the terms of positive resolutions on 
credit applications (by 2 months) and the terms of confirmation of 
the intended use of loans (by 3 months) were also extended.

The deferral proposed by the Bank was provided on the basis of 
borrowers’ applications submitted through the Bank’s official 
website or by contacting the Bank’s Call Centre.

In alteration to the measures described, in order to make timely 
transitions from preliminary and bridge housing loans to the housing 
loans, the Bank carried out transitions to the housing loans in the 
remote service mode (by analogy with deferred payments).

The Bank simplified the process of transferring money from special 
current accounts of recipients of housing payments by transferring 
this process online to the Internet banking.

Recipients of housing payments with a limit set by the Bank (500 
thousand tenge per month) independently transfer the housing 
payments in accordance with the rules of the Bank’s internal 
documents and legislation.

In addition, it is possible to open the first housing construction saving 
deposit for new customers of the Bank in the Internet banking.

As for the crediting process, the Bank simplified the requirements 
for the provision of the customers’ documents in connection 
with the automation of the process of calculating the income and 
expense of the Bank’s depositors. If the incomes and expenses of the 
depositor are calculated automatically, the Bank does not require the 
submission of documents confirming incomes.
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Bank’s Participation in Implementation of the State  
Programs in the Republic of Kazakhstan 

Raised Funds
The funds raised by the Bank include loans received from the Government of the Republic of Kazakhstan, Sovereign Welfare Fund ‘Samruk-Kazyna’ 
JSC, and Baiterek NMH JSC from the republican and local budgets.

For the entire period of activity within the framework of the state and government programs, the Bank attracted budgetary funds in the 
amount of 303.9 billion tenge. As of 1 January 2021, 301.6 billion tenge, or 99% of the total amount of funds raised, were spent.

Implementation of the State Housing Construction  
Programs 2005-2007, 2008-2010, 2011-2014 and Program 
‘Affordable Housing 2020’

In accordance with the State Housing Construction Programs 2005-
2007, 2008-2010, 2011-2014 and program ‘Affordable Housing 2020’, 
the Bank was appointed to be the operator for their implementation. 
Today, the specified programs have expired.

Implementation of the Region Development Program until 
2020

Within the framework of the Program, in 2019, the Bank’s depositors 
were issued 584 loans in the amount of 1.8 billion tenge. Over the 
entire period, 1,561.6 thousand square meters of housing, or 24,709 
apartments, were commissioned in the direction ‘Housing for all 
categories of the population’ and ‘Housing for young families’. Also, in 
2019, 1 residential building with the total area of 3.7 thousand square 
meters, or 72 apartments, was commissioned in the direction ‘Housing 
for all categories of the population’.

Implementation of the State Infrastructure Development 
Program ‘Nurly zhol’ for 2015-2019

Within the framework of the Program ‘Nurly zhol’, the Bank was the 
operator selling the credit housing, which is being built by construction 
operators – local executive bodies and Baiterek Development JSC. The 
implementation of this program was launched in 2015 and continues 
under the State housing construction program ‘Nurly zher’.

Implementation of the State Housing Construction Program 
‘Nurly zher’ for 2017-2021

As part of the Program, the Bank is the operator selling the houses 
in the directions ‘Credit housing construction’, ‘Development 
of individual housing construction’, and ‘Lending to low-income 
families for the housing purchase’. In 2019, by the Resolution of the 
Government of the Republic of Kazakhstan approved a new version 
of the Program with the extension of the implementation period for 
2020-2025.

In accordance with the terms of the Program, starting in 2017, the 
budget funds in the amount of 198.0 billion tenge were allocated 
to the Bank to provide preliminary and bridge loans to the Program 
participants.

In 2020, 93 projects with the total area of 524.1 thousand square 
meters, or 9,186 apartments, were commissioned in the direction 
‘Credit housing construction’. 8,500 loans were issued for 69.2 
billion tenge. In total, taking into account direct sales, 8.7 thousand 
apartments totalling 71.1 billion tenge were sold in 2020.

In the direction ‘Development of individual housing construction’, 54 
residential buildings with the total area of 6.2 thousand square meters 
were commissioned in 2020, 108 loans were issued for 1.3 billion 
tenge.

In 2020, in the direction ‘Crediting the low-income families for the 
housing purchase’, 5,220 families received housing in the amount of 
54,013 million tenge.
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INFORMATION  
DEVELOPMENT 

In accordance with the Action Plan for 2020-2022 for the 
implementation of the Bank’s Strategy of Development until 2023, 
during the reporting period, the Bank performed work to develop 
remote and alternative channels for servicing customers, as well as 
automating business processes.

Development of Remote 
and Alternative Service 
Channels
The baspana.kz system was introduced in 2017 with the aim of 
combining construction companies, government agencies and the 
Bank’s depositors in one database. In the system baspana.kz, the 
programs ‘Bakytty otbassy’, ‘Shanyrak’, as well as ‘direct sale’ under 
the programs ‘Svoy dom’ and ‘Nurly zher’ were introduced. In 2020, 
the number of active users of the system shows an increase of 116%.

In 2020, the Bank continued to develop the Internet banking ‘online.
hcsbk.kz’ in order to enable the customers to receive services without 
visiting an office. The number of the Internet banking users in 2020 
increased by 425 thousand; 380 thousand payments were made to the 
amount exceeding 32 billion tenge (deposit replenishment / credit 
repayment), of which 159 thousand were automatic payments to the 
amount of 3.2 billion tenge.

Out of the Bank’s 82 customer operations, 26 operations 
have been implemented in the Internet banking. In 2020, 
the following operations were transferred online:

1) Opening the first deposit, which was implemented using computer 
vision technologies, document recognition, determination of vitality 
and biometric identification of a person. Since its introduction (from 
15.09.2020 to 30.12.2020), more than 10 thousand deposits have been 
opened, with an inflow of 220 million tenge.

2) Opening a special account for lump-sum pension payments;

3) Assignment of deposit;

4) Transfers from a special account (rent, credit, deposit) – transactions 
were carried out 500 thousand times in the amount of 52 billion tenge;

5) External transfers from the current account – 45 thousand transfers 
were made for the amount of 44 billion tenge. The Bank’s fee income 
amounted to 70 million tenge.

6) Changing the terms of the deposit. The operation was made more 
than 14 thousand times a year.

7) Changing the state premium feature;

8) Consolidation of deposits;

9) subdivision of deposits;

10) Termination of deposits. 5 thousand deposits were terminated. 
The Bank’s fee income amounted to 26 million tenge.

At the end of 2020, 19 thousand deposits were assigned through the 
‘Online Assignment’ service in the Internet banking, the fee income on 
them amounted to 179.2 million tenge. This service was implemented 
in 2018 to enable acquiring or selling the rights and obligations under 
the HCS agreement in the Bank.

In addition, in 2020, acceptance of applications for the program 
‘Shanyrak’ was launched in the Internet banking. At the end of 2020, 
428 applications for 16 projects were accepted thereunder.

As of 1 January 2021, 78% of the Bank’s deposits are opened 
remotely, without the participation of a branch. According to the new 
service ‘Video Banking’ implemented in 2020, video bankers opened 
89 thousand deposits with inflows of 18 billion tenge, having reduced 
the agency expenses by 267 million tenge.

Consultants Video bankers Internet Bank Branches

51%

16%

22%

11%



PERFORMANCE40

ANNUAL REPORT 2020

Automation of the Bank’s activities (reorganization of 
IT infrastructure and ensuring the smooth operation of 
the Bank’s information systems)

Introduction of Information Systems Expected to be 
Completed in 2020

In 2020, as part of the reorganization of the IT infrastructure 
and ensuring the smooth operation of the Bank’s information 
systems, the following activities were carried out:

1) two physical servers Sparc T8 were purchased and put into 
operation. ABS Colvir and Colvir Data Warehouses were moved to 
these servers.

2) 22 Blade servers were purchased and put into operation, which 
allowed replacing 6 outdated Blade servers.

In 2020, the ‘ODS’ system was put into commercial operation, the 
purpose of which is to consolidate data from accounting systems, and 
then use it for operational and analytical business analysis. After the 
introduction of the ‘ODS’ system, the speed of obtaining information 
during authorization has improved to 5-8 seconds (before the 
introduction of the system, the speed was 40 seconds).

The ‘ODS’ system is connected to five main data sources 
and is implemented as a functionality of the Power BI 
system (reports and dashboards):

 ◾ monitoring the waiting time and customer service (Nomad 
system) and terminal downtime;

 ◾ monitoring the work of the network of SSK consultants (reports 
on deposits) and evaluations of services of the offices;

 ◾ monitoring calls of Genesis Call Centre, evaluations of the 
operators’ work and the work of video banking operators 
(report on deposits of the branch).

3) 3 disk arrays, including one array equipped with high-speed disks 
using NVME technology, were purchased and put into operation. This 
array is used to host the Colvir ABS database.

4) The work was carried out to modernize the core of the Bank’s 
corporate network, aimed at uniting two data centres into a single 
address space.

5) The work was carried out to reserve the Internet channel using 
BGP technology. Today, if the main Internet channel fails, all external 
services of the Bank will automatically switch to the backup Internet 
channel.

In addition, push notifications according to a schedule (reminders on 
the date of the next payment of a credit, expiration of the insurance 
contract, repayment of credit, transfer of deposit to housing loan, 
transfer of credit to housing loan, automatic payment) and prompt 
Push notifications (in case of seizure, replenishment of deposit, 
repayment of credit) are sent to customers through the ‘ODS’ System.

The work is completed on the implementation of the CRM system, 
the purpose of which is to build a single customer service centre 
that can automate the tasks of the call centre, marketing, sales 
and relationship development. As part of the implementation of 
the ‘auto-dialling’ functionality and the launch of various marketing 
campaigns in the CRM system that operate automatically, inflows on 
the deposit base increased by 20% compared to 2019.

As part of the project for the development of the CRM system, a chat 
bot was implemented in the WhatsApp and Telegram messengers. 
The effectiveness of this channel is that the average cost of servicing 
1 customer in a call is 57.76 tenge (the average time of a conversation 
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with an operator is 3 minutes), and the cost of servicing in a chat is 9.3 
tenge. Thus, servicing a customer in a chat bot costs the Bank 6 times 
cheaper than servicing an incoming call. Thus, the conditional savings 
on incoming calls in 2020 amounted to 17.6 million tenge.

At the same time, thanks to the implementation of the CRM system, 
business processes were optimized, the ‘Knowledge Base’ was 
improved, which generally increased the efficiency of the operators’ 
work and reduced the average call time.

INDICATORS BEFORE CRM 
(2019)

AFTER
CRM (2020)

EFFICIENCY

IN
CO

M
IN

G 
CC

Answered calls, ea 860,394 1,430,180 (+66 %) Savings: KZT 121 mln

Service Level (SL), %. 65 74 (+14 %) Service improvement

Average conversation time, sec. 209 142 (-32 %) Prompt service

Missed calls, ea 135,697 78,300 (-42 %) Reducing missed calls

O
UT

GO
IN

G 
CC

Inflows on deposits CC, KZT bln 112 134 (+20 %) Increase in inflow: KZT 22 bln

Lead number, ea 38,424 48,244 (+21 %) Increase of customer base

Quantity of outgoing calls, ea 132,978 344,345 (+160 %) Marketing activation

Inflows to deposit, KZT bln – 98 Increase in inflow by KZT 98 bln

VI
DE

O
 B

AN
KI

NG

Opened deposits, ea – 47,434
Raised: KZT 18.5 bln

Increase in inflow by KZT 5.5 bln

Reducing the queue in the offices

Inflows to deposit, KZT bln – 5.5

Serviced customers, persons – 100,000

Post-deposit operations, ea – 31,000

CH
AT

S 
AN

D 
CH

AT
 B

OT Quantity of serviced customers, persons – 335,000
Savings: KZT 17.6 mln (due to transfer to 
cheap communication channel)

Reducing the queue in the offices

Quantity of unique customers, persons – 150,000

Positive evaluation, %. – 96

Average response time, sec – 25

In order to create scoring models in an automatic form – to assess the 
creditworthiness of both expert and mathematical ones, as well as to 
analyse and assess the financial efficiency of newly created models on 
the loan portfolio and to integrate them quickly (within a few minutes), 
a ‘Resolution Making System’ was introduced. Within the framework 
of the project, a resolution-making strategy was implemented for a 
standard credit application for products:

 ◾ Market - bridge and housing loans (excluding applications 
for prequalification, applications from affiliates and military 
personnel);

 ◾ Svoy dom direct sale (IHCP);
 ◾ Svoy dom developer’s funds,
 ◾ Svoy dom share construction participants,
 ◾ Nurly zher Baiterek development,
 ◾ Nurly zher LEBs, and
 ◾ Nurly zher Credit housing.
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DEVELOPMENT 
OF BUSINESS PROCESSES 

In 2020, as part of the development of the Bank’s business processes, 
improvements were made to the automated bank system ‘Colvir’, 
software BPM (Business Process Management System) and software 
‘Consultants Social Media’ (CSM).

As part of the automation of credit processes in the BPM software 
under the program ‘Nurly zher’, the processes ‘Prequalification’, 
‘Bakytty otbassy’, ‘Shanyrak’ have been implemented and the 
processes have been integrated with the service program product 
‘Registration and priority, as well as resolutions made by the local 
executive bodies on the housing provision to the citizens in need of 
housing from the state housing fund or housing rented by the local 
executive body in a private housing fund’. The project ‘36% initial 
contribution to BI Group’ has been implemented. The credit processes 
were integrated with insurance companies NSK (Oil Insurance 
Company) and Basel in terms of concluding insurance contracts. 
The process of assigning the status of a program participant for all 
types of loans has been automated. Within the framework of the 
‘Multicertificate’ project, the process of accepting a credit application 
in terms of changing the terms of a loan has been optimized.

As part of the automation of deposit processes in the BPM software, 
the following processes are implemented: subdivision with 
termination, HCS assignment through an intermediary.

Within the framework of the project for the automation of personnel 
records management and personnel motivation, the BPM software 
has implemented the following processes: involving in work on 
weekends / holidays, changing the official salary, hiring a new 
employee.

The service from KCIBS for customer verification by photo image 
has been integrated and implemented into the service bus of the 
Bank. The integration made it possible for all Bank’s systems to 
verify customers by photo images remotely and thereby serve the 
customers without visiting the Bank’s office. This service played a 
very important role during the period of pandemic and quarantine. 
Also, during the period of pandemic and quarantine, a system 
was developed for the remote acceptance of an application for 
instalments and the transition to a housing loan from customers.

As part of the automation of processes in the CSM software, the 
Bank’s agents performed works to open a customer card and HCS 
deposit through the CSM mobile application via video communication, 
improved the prequalification process (adding the co-borrower’s and 
borrower’s spouse, attachment of additional documents), developed 
and tested the process of integration with the HelpDesk system, 
introduced the issuance of a multi-certificate in prequalification 
processes through a mobile application.

As part of the development of the RPM system (non-financial risks and 
internal control management system), the module of management of 
incidents was implemented and integration with the Resilient system 
was carried out in terms of information security incidents.

As part of the automation of internal processes in the BPM software, 
the process of providing employees with access to information 
systems was implemented, the process of making changes to 
information systems was automated and launched: 1,907 applications 
for changes in IS were executed during the year.

As part of the automation of the automated bank system ‘Colvir’, 
the following improvements were implemented: functionality for 
reflecting the amounts on the analytical account JV_HOUSINGPAY 
with the indication of housing payment on the basis of the saving 
account entered in a special table, revision of the new operation 
‘Posting to the accounts of the OSI (association of property owners) 
agreement’, suspension of charging penalties for non-collateralized 
loans overdue for more than 90 consecutive calendar days, revision 
of post-credit transactions on loans that were deferred during the 
period of pandemic and quarantine, automation of amendments 
and alterations to the tax account form 200.00 ‘Return on 
Individual Income Tax and Social Tax’ (in terms of contributions 
to the Compulsory Medical Insurance System and specification 
of individuals), finalization of electronic invoices for individuals, 
regarding the implementation of the accrual of interest income on 
loans in basket 3 with the application of the effective interest rate to 
the amortized cost.
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FINANCIAL  
PERFORMANCE 

Balance Sheet Analysis

BALANCE SHEET KEY FIGURES

Basic Balance Sheet items, million tenge 2018 2019 2020
Change 

2020/2019,
%

Assets 998,340 1,340,331 1,707,388 127

Credits and advances to customers 662,310 980,394 1,319,681 135

Investment securities available for sale – – – –

Investment securities at fair value through other comprehensive income 144,376 130,600 127,383 98

Cash and cash equivalents 173,374 151,025 138,258 92

Investment securities held to maturity – – – –

Investment securities at amortized cost 8,845 65,493 104,829 160

Other assets 9,435 12,819 17,237 134

Liabilities 798,678 1,095,924 1,424,605 130

Due to customers 665,498 902,023 1,097,659 122

Borrowings 59,570 59,158 67,614 114

Issued debt securities 57,731 78,650 113,680 145

Other liabilities 15,879 56,093 145,652 260

Equity 199,662 244,407 282,783 116

In 2020, the Bank’s assets increased by 27% or by 367.1 billion tenge and 
amounted to 1.7 trillion tenge. To a large extent, the increase in assets 
is provided by an increase in the amount of loans issued to customers, 
which make up 77% of the balance sheet total. The amount of loans 
issued to customers increased in 2020 by 339 billion tenge, or 35%. The 
portfolio of loans is well diversified – the share of the top 10 borrowers 
of the bank in the portfolio is less than 1%. At the same time, the share 
of loans with payments overdue for more than 90 days is 0.17% at the 
end of 2019 – the lowest rate in the Kazakhstan banking system.

The Bank issues loans to individuals only. The bridge housing loans at 
the end of 2020 increased by 32% to 481.6 billion tenge. Preliminary 
housing loans increased by 48% and reached 522.3 billion tenge at 
the end of the year. The amount of housing loans increased by 32% 
to 364.6 billion tenge.
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The Bank has no significant income and expense between operating 
segments. The Bank has no customers that represent at least ten 
percent of the total income received in 2020 (2019: no customers).

The Bank’s investments in securities account for 14% of assets at the 
end of 2020. The share of cash and cash equivalents is 8%. Investment 
activity is aimed at efficient management of available free funds in 
order to safeguard the Bank’s assets. As of the end of 2020, the Bank’s 
financial assets amounted to 362 billion tenge, including securities – 
287.1 billion tenge, reverse REPO – 2.85 billion tenge, correspondent 
accounts – 13.15 billion tenge. The share of government securities in 
the Bank’s financial assets made up 78.9%.

At the end of 2020 the Bank’s liabilities amounted to 1.4 trillion tenge 
and in 2020 they increased by 30% or by 328.7 billion tenge. 77% in the 
structure of liabilities falls on amounts due to customers. The volume 
of customer accounts in the past year increased by 22%, or by 195.6 
billion tenge, and amounted to 1,098 billion tenge at the year-end. As 
of 31 December 2020, the amounts due to customers of 40.9 billion 
tenge, or 4% of amounts due to customers, represented the amounts 
due to 10 largest customers, incl. 40.6 billion tenge – amounts due to 
legal entities and 0.3 billion tenge – amounts due to individuals.

DYNAMICS OF ISSUED LOANS, KZT BLN STRUCTURE OF LOANS AT THE END OF 2020

The Bank’s activity is characterized by a low level of debt load. At the 
end of 2020 the borrowings amounted to 5% of liabilities, the volume 
of issued securities amounted to 8%.

The volume of borrowings in 2020 increased by 14% to 8.5 billion 
tenge, primarily due to the provision of financing under the state 
development program from the Ministry of Finance of the Republic of 
Kazakhstan, which accounts for 63% of borrowings.

The balance of issued securities at the end of 2020 is 113.7 billion 
tenge, which is 45% higher than at the end of 2019. In March 2020, the 
Bank registered the second bond program in the amount of 0.21 billion 
tenge, as well as three bond issues under this program (30 billion 
tenge, 90 billion tenge and 90 billion tenge). In July 2020, the second 
issue of bonds was allocated under the second bond program of the 
Bank making 90,000,000 bonds at a par value of 1,000 tenge. The 
bond circulation period is 20 years, the coupon rate is 4.05%, with the 
coupon payment twice a year in the informal market by concluding 
a Securities Purchase and Sale Agreement with Baiterek NMH JSC. 
In October 2020, the Bank issued the second issue of bonds under the 
first bond program of the Bank in the amount of 1,500,000 bonds at a 

Preliminary 
housing loans

Bridge housing loans Housing loans

38%

11%

35%
27%

2020

Bridge
housing loans

Preliminary
housing loans

Housing loans

2019

522

357

482

353

365

276
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DYNAMICS OF EQUITY

DYNAMICS OF ASSETS, KZT BLN

DYNAMICS OF LIABILITIES, KZT BLN

par value of 1,000 tenge, with a maturity of 4 years, a coupon rate of 
2.00% per annum, with a coupon payment frequency of twice a year; 
and in November 2020, 1,316,432 bonds were allocated in the informal 
market by concluding a Securities Sale and Purchase Agreement with 
Karazhanbasmunay JSC.

The Bank’s equity in 2020 increased by 16% and reached 282.8 billion 
tenge. The increase in equity was associated with an 8% increase 
in retained earnings to 109 billion tenge. The share of equity in the 
Bank’s balance sheet structure is 17%, which indicates high financial 
sustainability and independence of the Bank’s financial position.

The Bank continues to maintain a high level of liquidity and capital 
adequacy, which significantly exceeds the requirements of the regulator, 
which was the result of high-quality work on asset management. The 
prudential capital adequacy ratios k1, k1-2, k2 in 2020 made up 37%, 
more than four times higher than the standard values. The current 
liquidity ratio K4 (the ratio of current assets to current liabilities) was 
340%, while the standard level was not less than 30%.
 

Key Ratios 2020 2019 2018 Standard

Ratio k1 36.5% 39.8 % 54.6%
Not less than 

5.5%

Ratio k1-2 36.5% 39.8 % 54.6  %
Not less than 

6.5%

Ratio k2 36.5% 39.8 % 54.6 %
Not less than 

8%

Ratio k4 340% 220.7 % 500 %
Not less than 

30%

2016

62
2

2017

76
2 99

8 1,3
53 1,7

07

2018 2019 2020

Assets Loans and advances to customers

32
7 46

0

66
2

99
3

1,3
20

2016

50
3

2017

60
9 79

9 1,1
08 1,4

25

2018 2019 2020

Liabilities Due to customers

41
3 52

7 66
5

90
2

1,0
98

2016

11
9

2017

15
3 20

0 24
5

28
3

2018 2019 2020

19%

20% 20%

18%

17%

Equity, KZT bln Share of equity in 
balance sheet structure, % 
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Analysis of the Statement of Incomes
STATEMENT OF INCOMES KEY FIGURES

Basic items of the Statement of Profit and Loss, million tenge 2018 2019 2020
Change 

2020/2019, %

Interest incomes 62,605 84,718 111,434 132

Interest expenses –13,748 –28,138 –35,885 128

Net interest incomes 48,858 56,580 75,549 134

Reversal/ (formation) of provision for impairment of loan portfolio –461 –347 –5,530 1,593

Net interest incomes after (formation) / reversal of provision for 
impairment of loan portfolio

48,396 56,233 70,019 125

Fee incomes 1,144 1,275 1,538 121

Fee expenses –2,360 –5,063 –6,637 131

Administrative and other operating expenses –14,983 –17,114 –18,688 109

Other operating expenses –4,725 –6,739 –13,217 196

Profit before tax 27,472 28,592 33,015 115

Income tax expenses –1,017 –1,245 –1,231 99

Profit for the year 26,455 27,347 31,784 116

The Bank’s interest incomes in 2020 increased by 32% to 111.4 billion 
tenge. 70% of this amount accounted for interest on loans issued. 
Last year, interest incomes on loans reached 77.8 billion tenge, 
having increased by 34% compared to 2019. 25% of interest income 
comes from return on investment securities.

In 2020, interest expense increased by 128% and amounted to 35.9 
billion tenge. The increase is mainly due to an increase in interest 
expense on amounts due to customers, which account for 61% of 
all interest expense. The return on customers’ accounts in 2020 

amounted to 22 billion tenge, showing an increase of 22% compared 
to 2019. The balance of the amount of interest expenses primarily 
accounts for interest expenses on bonds issued and borrowings.

Net interest incomes of the Bank formed at the end of 2020 at the 
level of 70.0 billion tenge and increased by 25% compared to 2019. As 
a result, the Bank’s profit for the year amounted to 31.8 billion tenge 
and increased by 16%. The Bank maintains sufficient profitability 
ratios. ROE in 2020 was 12.05%, ROA – 2.08%.
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NET INTEREST INCOMES, KZT BLN

DYNAMICS OF NET PROFIT
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Target-Actual Analysis
COMPARISON BETWEEN TARGETS AND ACTUAL FIGURES OF BASIC INDICATORS

Item Unit
Actual, 

2017
Actual, 

2018 
Actual, 

2019 
Target, 

2020 
Actual, 

2020 
Achievement, 

%

Assets KZT mln 762,267 998,340 1,340,331 1,708,502 1,707,388 100

Equity KZT mln 152,890 199,662 244,407 283,819 282,783 100

Liabilities KZT mln 609,378 798,678 1,095,924 1,424,682 1,424,605 100

ROE % 18.83 15.01 12.44 8.55 12.12 142

ROA % 3.7 3.01 2.35 1.48 2.09 142

Deposit base KZT mln 520,245 624,212 806,831 946,540 1,034,578 109

Loan portfolio KZT mln 460,058 669,505 1,004,892 1,279,317 1,364,619 107

At the end of 2020, the Bank demonstrates growth in all key performance indicators and exceeded the targets. So, in particular, the deposit base 
exceeded the target by 9%, the loan portfolio – by 7%. This reflects the growing scale of the Bank’s activities, and the growing interest in the 
housing savings system on the part of the population. As a result, the Bank also continues to maintain high profit margins, which remain above 
the target. The volumes of assets and liabilities were at the target level.
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Indicators Unit 2020 (A) 2021 (T) 2022 (T) 2023 (T)

Return on assets (ROA) % 2.09 1.32 1.35 1.3

Level of provision for loans in LP (not more) % 0.55 1 1.56 2.42

Share of HCS system participants to EAP % 20.3 17 17 17

Bank’s share in the market of long-term deposits of population 
in local currency

% 34.2 30 30 30

Achievement of targets of deposit base volume KZT bln 1,034 1,121 1,254 1,358

Bank’s share in the market of loans for construction and housing 
purchase issued by STBs and MCs

% 49.8 36 36 36

LP share to Bank’s assets % 80 78 76 75

Share of non-government borrowing sources in total borrowing 
structure for the reporting year, not less

% 2 5 5 5

Private sector share in loan portfolio % 100 100 100 100

Transfer of transaction to serve customers online % 30 40 50 70

KEY GOALS 
FOR 2021-2023

In accordance with the Bank’s Strategy of Development until 2023 and the Bank’s Plan of Development for 2019-2023, the key indicators are 
identified, which are presented below.

During 2021-2023, the Bank also will focus on the following key tasks:

1) Strong HR brand.

2) High confidence on the part of the population in the Bank’s activities in general, as well as in the implementation of the social state program;

3) Maintaining high financial stability of the HCS system implemented by the Bank, and flexibility in responding to changes in market conditions, 
by improving the long-term management of the financial flows and funding.

4) Consideration of the possibility of raising funds from alternative funding sources.
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SALES 
SYSTEM 

The Bank’s activities are characterized by rather high rate of development as evidenced by the growth of key indicators. Such 
dynamics is ensured to a large extent by the successful operation of the Bank’s sales system, which includes branches, centres and 
service points, consultants and agents (organizations that provide agency services to the Bank within the framework of concluded 
agency agreements), the Internet banking and video banking.

Call Centre
The Bank pays great attention to receiving feedback from customers, 
striving for effective development in the interests of customers. 
The Bank receives feedback through written requests (received 
by courier, mail, e-mail and Internet resource of the Bank) and oral 
requests (received by phone and during a direct visit by the customer 
to the Bank). Requests, if any, are received on a daily basis.

PRINCIPAL PARTICIPANTS IN THE PRODUCT SALE SYSTEM AND QUANTITY OF HOUSING CONSTRUCTION SAVINGS 
AGREEMENTS CONCLUDED BY THEM

2019 2020

* loans exclusively of transfers
HCSA – housing construction savings agreements.

PRODUCT SALE 
SYSTEM

BANK'S 
BRANCHES 

(18 branches, 
20 SCs and 4 SPs)

19.7%
(95,922 HCSA)

100%
(51,927 
LOANS)*

58.7% 
(285,354 HCSA)

0.2%
(1,006 HCSA)

3.0%
(14,599 HCSA)

18.4%
(89,434 HCSA)

CONSULTANTS
(145 CC)

AGENTS – 
legal entities
(Kazpost JSC)

INTERNET 
BANKING

VIDEO
BANKING

PRODUCT SALE 
SYSTEM

BANK'S
BRANCHES 

(17 bracnhes, 
18 SCs and 4 SPs)

7.4%
(30,073 HCSA)

100%
(50,323 
LOANS)*

88.9% 
(361,945 HCSA)

0.4%
(1,544 HCSA)

3.3%
(13,363 HCSA)

0.0%
(29 HCSA)

CONSULTANTS
(97 CC)

AGENTS – 
legal entities
(Kazpost JSC)

INTERNET 
BANKING

VIDEO
BANKING

DIGITAL COMMUNICATION MANAGEMENT

In 2020, a chat-bot was implemented at full capacity in popular 
messengers. With the introduction of a chat-bot, we were able to 
transfer 25% of customers using voice channels to services provided 
through digital communication channels. A half of the chat-bot’s 
customers have never used the voice channel preferring only the chat-
bot. At the same time, we did not limit the customers when dialling to 



53 

number 300 – the incoming number is also available to the customers 
without changes. The current monthly volume of connections to the 
chat-bot has grown 10 times compared to the initial data.

The advantages of a chat-bot are that at any load no chat will be lost 
compared to voice communication channels. The customer’s session 
cannot be rejected or put on hold, in any case a customer will promptly 
use the service and will not be left unanswered.

The volume of automated sessions is 83%, i.e. only 17% of customers, 
after having consulted a bot, wish to connect to a live operator. This is 
an indicator of properly set robotic automation and the relevance of 
the posted content. Now, 35 scenarios of consultations on the Bank’s 
products and services and various Bank’s 13 services are configured in 
the bot in two languages.

The first response time does not exceed 1 minute; the average value 
was optimized from 57 seconds to 24 seconds. At the same time, the 
operators process simultaneously 5 chats and more. CSI is 96%. Since 
the connection of the channel, there have been no complaints about 
the digital service.

Since the bot is not only a means of communication and it provides 
services, the priority task for the Bank is that the channel is in demand 
among users, so that they can use it not once, but constantly. For this 
purpose, active users were identified, they are now 24% of the total 
number of unique customers, with the active use making up 144%.

The Quanysh chat-bot is hosted on two popular messengers in 
Kazakhstan – WhatsApp and Telegram. 86% of customers prefer to 
use the chat-bot in the WhatsApp messenger, the remaining 14% use 
Telegram.

The digital channel is much cheaper than the voice communication 
channel. If expenses for 1 call cost about 56.31 tenge, then 1 chat 
costs 15.3 tenge. As a result, the amount approximating 13.5 million 
tenge (2.4 million roubles) was saved during 1 year.

To assess the effectiveness of the chat-bot operation, about 30 
metrics have been developed, and on the basis of these indicators, the 
content and functionality of the Quanysh chat-bot is constantly being 
developed. The customer experience is being studied constantly in 
order to understand in which direction the digital services should be 
improved.

In other directions of digital interaction, the following results are 
presented: for the current year, the number of views of the ‘Otbassy 
Info’ section is almost 200 thousand, which thereby makes it the most 
popular section on the Bank’s website. As for ‘Feedback’, more than 
6 thousand official written requests have been processed without a 
single complaint from the users.

VIDEO BANKING MANAGEMENT

In accordance with the implementation of the House construction 
savings bank of Kazakhstan JSC strategy in terms of the integrated 
transition of the Bank’s activities, business processes, competencies, 
corporate culture, and business models to a digital Bank, with the 
maximum use of digital technologies, the Bank is working on the 
development and implementation of innovative products using new 
technologies in order to form new experiences. So, during the period 
from October 2019 to April 2020, the Bank performed the work on 
the implementation and pilot use of the remote service to open the 
first deposit by the Bank’s operator through video banking and using 
biometric identification of a person. A customer initiates consultation 
on the Bank’s products and services through the RichCall software 
using the Bank’s personal electronic device and solution (system) on the 
Internet resource www.hcsbk.kz, the real estate portal www.Baspana.
kz, in the Internet banking system, without installing additionally the 
application and filling in the fields for the most accessible and simple 
use of video banking services. In connection with the introduction of 
the State of Emergency in the Republic of Kazakhstan, as well as the 
introduction of restrictions on the movement of citizens during the 
quarantine period, from 20 April 2020, the Bank offered its customers 
to enjoy the banking services via video banking. Remote identification 
is carried out using the Identification Data Exchange Centre, which 
is implemented and launched by the System Operator – a subsidiary 
of the National Bank of the Republic of Kazakhstan, RSE Kazakhstan 
Centre for Interbank Settlements’, by comparing two photos of the 
customer’s image, one of which is used from the state databases.

The main goals and tasks for the Bank at the launch of this 
project were:

1. Introduction of innovative services in the Bank.

2. Improvement of customer service and safety of customers and 
employees of the Bank in the context of the pandemic and quarantine 
introduced in the country.

3. Unloading the queues in the Bank offices and even distribution of 
customer flows and saving customer time.

4. Optimization of expenses (savings on provision of premises, 
organization of workplaces in the office, minimal improvements in 
the Bank’s systems, minimization of the risks of fraud and leakage of 
confidential information).

5. Flexible working hours and opportunity to work from anywhere.

6. Expansion of the geography of search and attraction of the Bank’s 
employees.



54 SALES SYSTEM 

ANNUAL REPORT 2020

During the period when the project was launched and the 
quarantine was introduced in the Republic of Kazakhstan, 
the following number of operations was performed through 
the Bank’s video banking by operators:

1. More than 67,000 deposits were opened, which amounted to 
17% of the total number of deposits opened in the Bank. The inflow 
through them exceeded 9 billion tenge. The deposit portfolio in 
terms of deposits opened through the video banking by operators 
exceeded 7.5 billion tenge;

2. More than 43,000 post-deposit operations and pre-qualifications 
have been carried out.

3. More than 110,000 bank transactions in total were settled through 
the video banking by the Bank’s operators.

4. The number of video calls has increased since the beginning of the 
year from 4,000 per a month to 70,000 video calls per a month.

5. The number of unanswered video calls has decreased from the 
start of the project launch from 56% to 9% compared to November 
2020.

6. 95.3% of all customers rated the work of the operators of the video 
service as ‘excellent’.

TELEMARKETING MANAGEMENT 

One of the main innovations in telemarketing has become the 
development of a CRM system in terms of launching and conducting 
the marketing campaigns. Thanks to CRM, communication with the 
customer is carried out pointwise on the basis of the analysis carried 
out and the calculation of the probability. SMS-messages and PUSH 
notifications are sent and outgoing calls are made automatically, it 
is always possible to track the stages and statuses of the launched 
communication both throughout the campaign and for any one 
customer. The introduction of this functionality allowed not only 
reducing the labour costs for the development, conduct and 
calculation of campaign results, but also optimizing the expenses for 
the campaign, choosing a communication channel, which is the most 
convenient for the customer. The second significant innovation in 
telemarketing was the automation of the process of processing the 
requests made through the Bank’s website. The modification allows 
identifying a customer, thereby redistributing customers between 
the groups of operators specializing in certain products / services of 
the Bank. Potential customers are always directed to sales specialists 
in order to attract the customer for service in the Bank.

Results of the work performed in 2020:

 ◾ the number of processed customers from the outgoing line 
increased by 2.4 times in comparison with 2019 due to the 
introduction of automatic dialling; the system transfers to 
operators only those customers that telephony has reached; in 
2020 the total number of redials exceeded 304 thousand calls;

 ◾ sales increased due to the automation of the process of 
creating the Leads and online transfer of ‘hot’ customers to 
the agent network and video banking operators: 62 thousand 
leads were created in CRM of which 21% were completed 
with the successful opening of a deposit; - by optimizing the 
work of operators and creating a Single Window in CRM, the 
average time to service one customer has decreased;

 ◾ calling upon applications from the Bank’s website for a call-
back from the website was optimized. Since the beginning of 
the year, 61,560 applications have been processed;

 ◾ analytical dashboards and statistical reports are implemented 
in all sections of CRM. Also, based on the accumulated data, 
various kinds of charts, dashboards and statistical reports are 
generated in real time mode and historically;

 ◾ the dashboards of key indicators for the current day and 
month have been displayed for operators on the Home page, 
thanks to which they can track the achievement of targets and 
work on their over-fulfilment in order to receive bonuses in 
alteration to wages;

 ◾ more than 70 marketing campaigns were created and 
carried out based on the customer’s portrait, his/her activity 
(frequency of deposit replenishment), needs, age, segment, 
social status, etc. The results of the campaigns were: an 
increase in movements in the deposit portfolio up to 63%, 
an increase in the average amount contributions to a deposit 
by 23%, as well as 111 billion tenge inflow on deposits to the 
Bank;

 ◾ automatic calls to customers (IVR) reminding of incurrence of 
overdue debts, and accounts blocking allows keeping NPL at 
0.18% level with an average bank level of 8%.

 ◾ the telemarketing operator’s ability to reserve a visit to offices 
allowed lessening the load of the offices. Calling customers 
on requests from the website and reserving a queue made it 
possible to immediately serve a part of customers through the 
Video banking, some customers were able to independently 
settle transactions through remote sales channels, and 
only a part appealed to the Bank office. Since the inception 
of the service, the telemarketing operators have created 
53 thousand reservations, which reduced the load on the Bank 
offices by 43%, reduced the waiting time, since each customer 
arrived at the scheduled time.
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Alternative Methods to  
Accept Payments 
At the end of 2020, there were 380 thousand non-cash payments 
made through the Internet banking (replenishment of a deposit / 
repayment of a credit) in the amount of 32.4 billion tenge.

Advertising and  
PR Activities of the Bank
The Bank is constantly actively working to popularize the housing 
savings system among the population and to inform the people of 
Kazakhstan about available opportunities offered by the Bank. For 
this purpose, large marketing campaigns are carried out.

In total, the Bank prepared 42 press releases about the Bank’s 
products, events and promotions. As a result of the distribution of 
these press releases, 2,385 publications were made in the mass media. 
In addition, analytical materials and detailed interviews with the Bank’s 
management were published during the year in such publications as 
Tengrinews, PrimeMinister, KazTag, Khabar 24 and others.

In total, in 2020, according to monitoring data, 17,855 materials were 
published in the mass media with a reference to the Bank. During the 
reporting period, the Bank prepared 198 responses to the mass media 
inquiries.

During the year, the work was underway to modernize the Bank’s 
external website. New forms for lead generation have been developed: 
consultation (video call), call of a consultant, transition from social 
media (removal of account data). The maps offices and consulting 
centres have been improved. The transition to Google Maps has been 

worked out. The mobile version of the website has been modernized 
from a feed to a tiled structure with the output of the most demanded 
website functionality to a home page.

The Bank has official pages in social media, such as Facebook.com, 
Vk.com, Instagram.com, and it publishes video materials on the 
video hosting Youtube.com. During 2020, more than 85 thousand 
people (organic reach) subscribed to the Bank’s pages in social media; 
the total number of subscribers at the end of the reporting period 
amounted to 455.4 thousand people.

52 videos in two languages were developed and published on the 
Bank’s official pages in social media: instructions and presentations 
on the Bank’s activities and its products, success stories of the Bank’s 
depositors.

4,772 million printing products (circulars, leaflets, brochures, posters, 
stickers) were printed, including 200,000 thousand leaflets under the 
program ‘Nurly zher’. The Bank’s advertisement was placed on 174 
exterior structures. In 2020, the Bank continued to use a new Internet 
promotion channel – contextual and targeted advertising. At the end 
of the year, 12 nationwide advertising campaigns were launched with 
a total reach exceeding 22 million.

The results of the marketing research conducted at the end of 2020 
showed that 86.2% of the total number of respondents trusted the 
Bank. The recognisability of the housing construction savings system 
and the Bank was 96.7%. The customer satisfaction is kept at 95.8%.
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5
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DESCRIPTION OF THE CORPORATE GOVERNANCE SYSTEM
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CORPORATE 
GOVERNANCE

SHARE CAPITAL

(thousand Kazakhstan tenge, 
except for number of shares)

Shares 
(thousand)

Ordinary
shares

Total

As of 1 January 2019 7,830 78,300,000 78,300,000

Issued new shares – – –

As of 31 December 2019 7,830 78,300,000 78,300,000

Issued new shares – – –

As of 31 December 2020 7,830 78,300,000 78,300,000

The Bank discloses all information necessary for the Sole Shareholder 
regarding the conditions and procedure for payment of dividends, the 
financial position of the Bank, etc. To pay dividends, the Bank follows 
the procedure for determining the amount of dividends paid by 
subsidiaries of the Holding as approved by the Sole Shareholder.

The amount of dividends is calculated based on the amount of the 
Bank’s net income reported in the Bank’s annual audited financial 
statements. At the same time, the amount of dividends is determined 
taking into account the legislation of the Republic of Kazakhstan.

The amount of dividends can be determined by the Sole Shareholder 
according to a special procedure when considering the issue of 
approving the procedure for distributing profits for the relevant 
periods.

Based on the resolution of the Sole Shareholder, the Bank paid 
dividends for 2019 in the amount of 8,292.6 million tenge. The dividend 
per one ordinary share amounted to 1,059.08 tenge.

INFORMATION 
ABOUT 
SECURITIES 

      Based on 
the resolution of 
the Sole Shareholder, 
the Bank paid 
dividends for 2019 
in the amount 
of 8,292.6 million 
tenge. 
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The Bank considers the corporate governance as a means of increasing 
its efficiency, ensuring transparency and reporting, strengthening 
its reputation and reducing the cost of raising capital, as well as its 
contribution to ensure the rule of law in the Republic of Kazakhstan 
and a factor determining the Bank’s place in the modern economy 
and society as a whole.

The Bank’s corporate governance is based on the principles of 
fairness, honesty, responsibility, transparency, professionalism, 
and competence. An effective structure of corporate governance 
contemplates respect for the rights and interests of all persons 
interested in the Bank’s activities and contributes to the Bank’s 
successful activities, including increase in its value, maintenance of 
financial stability and profitability.

The relations between the participants in the Corporate Governance 
system in the Bank are regulated by the Bank’s internal documents 
developed on the basis of the international practice. The structure 
of the corporate governance of the Bank is in accordance with 
the legislation and determines the subdivision of responsibilities 
between the Bank’s bodies.

In accordance with the Bank Corporate Governance Code, 
the principles of corporate governance of the Bank are:

1) the principle of delineation of powers;

2) the principle of protection of the rights and interests of the sole 
shareholder of the Bank as provided in accordance with the civil and 
banking laws of the Republic of Kazakhstan, the legislation of the 
Republic of Kazakhstan concerning the joint-stock companies, and 
support for the enforcement of these rights and interests;

3) the principle of effective management of the Bank by the Board of 
Directors and the Management Board;

DESCRIPTION OF 
THE CORPORATE 
GOVERNANCE SYSTEM 

4) the principle of sustainable development;

5) the principle of the management of risks, internal control and 
internal audit;

6) the principle of regulation of corporate conflicts and conflicts of 
interest;

7) the principles of transparency and objectivity of disclosing the 
information concerning the Bank’s activities in accordance with the 
banking laws of the Republic of Kazakhstan, the legislation of the 
Republic and Kazakhstan concerning the state regulation, control 
and supervision of the financial market and financial organizations, 
the legislation of the Republic of Kazakhstan concerning the foreign 
exchange regulation and currency control, payments and payment 
systems, securities market, laws on anti-money laundering and 
terrorism financing counteraction, and laws on joint-stock companies;

8) the principle of compliance with the scale and nature of the Bank’s 
activities, its structure, risk profile, and the Bank’s business model;

9) the principle of compliance with the scale and nature of the Bank’s 
activities, its structure, risk profile, and the Bank’s business model.

The corporate governance system is diagnosed by the Bank’s Internal 
Audit Department once every two years in accordance with the Rules 
for organization of internal audit as approved by the resolution of the 
Board of Directors of the Bank.

According to the latest estimation and diagnostics of the Bank’s 
corporate governance conducted in 2019, the state of the assessment 
of the risk management and internal control system is estimated as 
adequate (‘Adequate’ rating), in percentage terms it made up 95.1%. 
In 2020, the diagnostics of the Bank’s corporate governance was not 
estimated. The table below provides information concerning the 
previous years.
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DYNAMICS OF ESTIMATION OF THE CONFORMANCE OF THE LEVEL OF CORPORATE GOVERNANCE OF HOUSE 
CONSTRUCTION SAVINGS BANK OF KAZAKHSTAN JSC TO THE REQUIREMENTS OF THE BEST PRACTICE OVER TIME

Criterion
Percentage of conformance to the best practice

2015 2017 2019

1. Structure

Corporate governance structure 85 95 95

Overall commitment to the corporate gov-ernance principles 50 93.8 93.8

Rights of financial stakeholders 75 92.9 92.9

Conflict of interests 85 90 95

Distribution of powers 87.5 100 100

Total: 78.3 94.2 95

2. Processes

Efficiency of the Board of Directors 72.9 91.7 100

Corporate social responsibility and sustaina-ble development 25 75 95

Remuneration and succession 78.6 85.7 78.6

Risk management 82.5 92.5 100

Planning and monitoring 81.3 90.6 96.9

Total: 72 88.7 95.2

3. Transparency

Information policy 62.5 93.8 93.8

Disclosing financial information 85.7 92.9 96.4

Disclosing non-financial information 54.5 59.1 93.2

Auditing process 85 90 100

Internal audit 82.7 90.4 94.6

Total: 73.8 82.5 94.6

TOTAL OVERALL ASSESSMENT 74.3 87.9 95.1
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CORPORATE GOVERNANCE STRUCTURE

In accordance with the legislation of the Republic of Kazakhstan, the 
organizational structure of the Bank consists of the following governing 
bodies:

 ◾ the supreme body – the Sole Shareholder;

 ◾ controlling body – the Board of Directors;

 ◾ executive body – the Management Board;

 ◾ the body supervising the financial and business activities of 
the Bank – the internal audit subdivision;

 ◾ other permanent collegial bodies of the Bank formed in 
accordance with the legislation of the Republic of Kazakhstan 
and internal documents of the Bank for the implementation of 
various areas of the Bank’s activities.

TRANSPARENCY OF THE BANK AND EFFICIENCY OF 
THE INFORMATION DISCLOSURE PROCESSES 

In its activities, the Bank adheres to the principles of reliability, 
confidence and high quality in relations with customers and partners, 
business transparency and corporate governance. The Bank’s 
information resources meet the requirements of openness and 
accessibility.

The information on the balance sheet, statement of incomes and 
expenses, as well as the information on purchases of goods, works and 
services, is published on the Bank’s Internet resource on a quarterly 
basis and at the end of the year. The financial statements, including 
report of external auditors, are also published.

Additionally, the information about the main activities of the Bank, 
an annual report, information about significant events in the Bank’s 
life, structure of the Board of Directors and the Management Board, 
information about existing vacancies, a list and addresses of the 
branches, a list of the Bank’s affiliates, information about shareholders 
and partners of the Bank and its strategic development is posted.

To ensure the informational transparency of the Bank, raise its business 
reputation in society and form a positive public opinion, the mass 
media regularly publish the press releases about the Bank’s products, 
housing programs, and promotions.

When posting the information, the Bank complied with the rules of the 
legislation on protection of banking, trade and other legally protected 
secrets.

SOLE SHAREHOLDER

BOARD OF DIRECTORSCOMMITTEES UNDER THE BOD

CORPORATE SECRETARY BANK’S MANAGEMENT BOARD
INTERNAL AUDIT 

DEPARTMENT

CENTRAL OFFICE REGIONAL SUBDIVISIONSCOMMITTEES / COMMISSIONS / WORKING GROUPS

COMPLIANCE CONTROL 
OFFICE

SENIOR COMPLIANCE CONTROLLER
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BOARD OF 
DIRECTORS 

The members of the Board of Directors of the Bank are elected to the 
position by the Sole Shareholder subject to subsequent their approval 
by the National Bank of the Republic of Kazakhstan in the manner 
prescribed by the legislation of the Republic of Kazakhstan and the 
Bank’s Articles of Association.

The Bank’s Board of Directors comprises the representatives of the 
Sole Shareholder, the Chairman of the Bank’s Management Board 
and independent directors.

An independent director of the Bank is selected for the position 
on a competitive basis for a period not exceeding three years 
(subsequently, subject to satisfactory results of evaluation of 
their activities, they can be re-elected for another period of up to 
three years) in accordance with the Rules for selection, payment 
of remuneration and compensation of expenses of independent 
directors of subsidiaries of Baiterek NMH JSC.

When selecting candidates for the Board of Directors, the 
following are taken into account:

1) experience in executive positions;

2) work experience as a member of the Board of Directors;

3) length of service;

4) education, specialty, including availability of international 
certificates;

5) competencies / management experience for at least 2 years in 
the areas and branches (the branches may vary depending on the 
portfolio of assets);

6) business reputation;

7) availability of direct or potential conflict of interest; and

8) availability of professional certification of the director ‘Certified 
director’ (for independent directors).

REQUIREMENTS FOR INDEPENDENT DIRECTORS 

A candidate to be elected to be an independent director 
to the Board of Directors shall:

1. meet the definition of an independent director in accordance with 
the Law of the Republic of Kazakhstan ‘On Joint-Stock Companies’;

2. possess general information on key issues specific to an 
organization similar in scope and nature of the Bank’s activities, have 
international experience in a similar branch / sector and professional 
experience of at least 2 (two) years prior to nomination, as well as 
demonstrate understanding of the requirements of the legislation 
in relation to the Bank; competitive environment in the national and 
international markets;

3. be able to analyse and objectively evaluate the information 
provided and develop an independent position on the issue based 
on the principles of legality, fairness and equal treatment of all 
shareholders; be able to express own opinion and defend the point 
of view reasonably;

4. know the principles of corporate governance and sustainable 
development;

5. have an impeccable reputation / positive track record in the business 
and / or sectoral environment. The biography of a candidate must not 
imply any facts of committing a crime in the field of economic activity, 
as well as administrative offenses in entrepreneurial activities;

6. have sufficient time to participate in work of the Board of 
Directors, not only during the meetings of the Board of Directors, but 
also to properly study the materials for the meetings of the Board of 
Directors; and

7. not be a member of more than 3 (three) boards of directors in the 
other companies.

The Bank confirms that the Bank’s Sole Shareholder, when selecting 
an independent director for the position, verified the candidates 
for compliance with the above criteria, as well as established their 
independence.
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MEMBERS OF 
THE BOARD 
OF DIRECTORS 

Uskenbayev  
Kairbek Aitbayevich
Chairman of the Board of Directors of House 
construction savings bank of Kazakhstan JSC, 
representative of  the Sole Shareholder

CURRENT POSITION

First Vice-Minister of the Ministry of Industry and 
Infrastructure Development of the Republic of 
Kazakhstan.

He was elected to the Bank’s Board of Directors on 
07 September 2020.

EDUCATION

◾ Karaganda Higher School of the USSR Ministry of 
Internal Affairs (1986). Lawyer.

◾ Akmola Agrarian University named after S. Seifullin 
(1996). Economic Manager.

◾ Diplomatic Academy of the Eurasian National 
University named after Gumilyov (2004). International 
Relations.

ACADEMIC RANKS, DEGREES, ACTIVITIES:
◾ Candidate of Economic Sciences, thesis work 
subject: ‘Regulation of the process of economy 
demonopolization and competition development’ 
(1998)

EXPERIENCE

2014-2016: Vice-Minister of National Economy of the 
Republic of Kazakhstan.

2016-2018: Managing Director – member of the 
Management Board of Baiterek NMH JSC.

2018-2019: Vice-Minister of Industry and Infrastructure 
Development of the Republic of Kazakhstan.

From March 2019 to the present time: First Vice-Minister 
of Industry and Infrastructure Development of the 
Republic of Kazakhstan.

As of 1 January 2021, the Board of 
Directors comprised 7 members, 
including three independent directors. 
The term office of the Bank’s Board of 
Directors is 3 years.
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Omarkhodzhayev  
Anuar Sagynaliyevich
Member of the Board of Directors  
of House construction savings bank of 
Kazakhstan JSC

CURRENT POSITION

Vice-Chairman of the Management 
Board of Baiterek National Management 
Holding JSC

He was elected to the Board of Directors by the 
resolution of the Sole Shareholder dated 28 October 
2020.

EDUCATION

◾ Kazakh State Agrarian University, 
department: agricultural mechanization, 
Almaty City (1990-1996). Mechanical 
Engineer.

◾ Bremen Institute (Bolashak program 
scholarship holder), department: mechanic 
engineering, Bremen, Germany (1994-1999). 
Industrial Engineering Technician.

EXPERIENCE

2014-2016: deputy director of the 
Secretariat of the Prime Minister of the 
Republic of Kazakhstan. 

Since 2016 to the present time: Vice-
Chairman of the Management Board of 
Baiterek National Management Holding JSC.

Ibragimova 
Lyazzat Yerkenovna
Member of the Board of Directors  
of House construction savings bank of 
Kazakhstan JSC

CURRENT POSITION

Chairperson of the Management Board 
of House construction savings bank of 
Kazakhstan JSC

She was elected to the Bank’s Board of Directors on 

30 January 2019.

EDUCATION

◾ Akmola Agricultural Institute. Specialty: 
Economics and Management in AIC 
branches.

◾ Eurasian Institute for Humanities. 
Specialty: Jurisprudence.

◾ Higher Business School of AOE 
‘Nazarbayev University’ 

◾ Program: MBA Executive

EXPERIENCE

From April 2009 to January 2016: 
Chairperson of the Management Board of 
‘Damu’ Entrepreneurship Development 
Fund JSC.

From February 2016 to January 2017: Vice-
Chairperson of the Management Board of 
Baiterek NMH JSC.

2016: Chairperson of the Board of Directors 
of ‘Kazakhstan Mortgage Company’ 
Mortgage Organization JSC.

Since January 2017: Chairperson of the 
Management Board of House construction 
savings bank of Kazakhstan JSC.

Barunin 
Alexandr Anatoliyevich
Member of the Board of Directors  
of House construction savings bank of 
Kazakhstan JSC, independent director

CURRENT POSITIONS IN OTHER 
ORGANIZATIONS

Megaphone PJSC, Director for planning, 
management accounting, financial 
control

He was elected to the Bank’s Board of Directors on 

30 January 2019.

EDUCATION

◾ State Maritime Academy named after 
Makarov, specialty: Engineer.

◾ Duke University, Fuqua School of Business, 
MBA.

EXPERIENCE

Since 2016: General Director in Megaphone 
International CJSC, Director for planning, 
management accounting, financial control 
in Megaphone PJSC, General Director 
in Megaphone Finance LLC, Director for 
corporate finance in Telecominvest OJSC.

Since October 2019: managing partner in 2B 
Global Capital SARL SPF.
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Yermekova 
Elmira Muslimovna
Member of the Board of Directors  
of House construction savings bank of 
Kazakhstan JSC, independent director

CURRENT POSITIONS IN OTHER 
ORGANIZATIONS

Chairperson of the Management 
Board of Educational Centre of the RK 
National Bank JSC

She was elected to the Bank’s Board of Directors 
on 22 May 2019.

EDUCATION

◾ Kazakh State University named after Al-Farabi 
(1980-1985), specialty: ‘Economist, Teacher of 
Political Economics’

EXPERIENCE

Head of the Personnel Development 
Department of the National Bank of the 
Republic of Kazakhstan; 

Deputy Director of the Content Department 
in Astana EXPO-2017 NC JSC.

Executive Director in Kazkommertsbank JSC.

Adviser to the Chairman of the Board of 
Directors of Astana Bank JSC.

From July to the present time: Chairman 
of the Management Board of Educational 
Centre of the National Bank of the Republic 
of Kazakhstan JSC

Kydyrbayev 
Dossym Khamitovich
Member of the Board of Directors  
of House construction savings bank of 
Kazakhstan JSC, independent director

CURRENT POSITIONS IN OTHER 
ORGANIZATIONS

Rakurs Consulting Group LLP, managing 
partner

He was elected to the Bank’s Board of Directors on 
30 January 2019.

He is a member of the Board of Directors 
– independent director in SO of Bank VTB 
(Kazakhstan) JSC, Tengri Partners Investment 
Banking JSC, Olzha (Kazakhstan) JSC;

a member of the Management Board of the 
Chamber of Commerce and Industry of France – 
Kazakhstan;

a member of the Board of Investors of Almaty City;

a member of the Management Board of Aspandau 
Educational Foundation.

EDUCATION
◾ Leningrad State University (1986, 1992). 
Specialty ‘Higher Mathematics’, Candidate 
of Physical and Mathematical Sciences.
◾ ‘Copernic’, Paris, МВА.

EXPERIENCE

Managing partner in Rakurs Consulting. 
He was the Managing Director, Vice-Chairman of the 
Management Board in ATFBank JSC. He worked as the 
adviser to the President of Kazakhoil National Oil-and-
gas Company and as the President of the National Oil 
Transportation Company – KazTransOil JSC.
He has experience in the foreign companies: 
Rompetrol, Bucharest, Rumania – consulting 
coordinator for the transformation project ‘Change for 
Good’. Dyneff, Montpellier, France – Deputy General 
Director. 
Credit Commercial de France, Head of the 
Representative Office of the French banking group.
Trafigura Beheer B.V., representative of the 
international trading company in Kazakhstan. 
Member of the Board of Directors – independent 
director in Tengri Partners Investment Banking JSC since 
December 2019.

Khamitov 
Yersain Yerbulatovich
Member of the Board of Directors  
of House construction savings bank of 
Kazakhstan JSC, representative of the 
Sole Shareholder

CURRENT POSITION

Managing Director – Member of 
the Management Board of Baiterek 
National Management Holding JSC

He was elected to the Bank’s Board of Directors on 
22 May 2019.

EDUCATION

◾ Kostanay State University named after 
A. Baitursynov, Institute of Economics (2000, 
2004). Specialty ‘Finances and Credit’.

◾ Moscow State University named after 
M.V. Lomonossov (2018-2020). Program: 
Master of Business Administration.

EXPERIENCE

2009-2010: Senior Manager in Samruk-
Energo JSC;

2010-2013: Senior Manager in SWF Samruk-
Kazyna JSC;

2013-2016: Director of the Corporate Finance 
Department, Managing Director in Baiterek 
NMH JSC; 

Since 2016: Managing Director – Member of 
the Management Board of Baiterek NMH JSC.
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GENDER STRUCTURE OF THE BOARD OF DIRECTORS, 
QUANTITY OF PERSONS

STRUCTURE OF THE BOARD OF DIRECTORS BROKEN 
DOWN BY CATEGORIES, QUANTITY OF PERSONS

STRUCTURE OF THE BOARD OF DIRECTORS BROKEN 
DOWN BY CATEGORIES, QUANTITY OF PERSONS

STRUCTURE OF THE BOARD OF DIRECTORS BROKEN 
DOWN BY LENGTH OF EXPERIENCE IN THE BOD, 
QUANTITY OF PERSONS

COMPOSITION 
OF THE BOARD OF DIRECTORS 

Men

Women

2

5

35-45

45-55

55-60

3

1

3

Independent
directors

Representatives of the SS

Bank's representatives

3

3

1

0-3 years

7
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In 2020, 14 meetings of the Board of Directors of the Bank were 
organized and held, of which 6 meetings were held by absentee 
voting, 7 meetings were held in person, one meeting was held in 
secret. 161 issues were considered, on which resolutions were 
adopted: 100 issues – in person, 60 issues – by absentee voting, one 
at a time – by secret ballot.

According to the Bank’s internal documents, the Board of Directors 
annually draws up a Plan of its work with a meeting schedule for the 
previous year, based on the principle of rationality, efficiency and 
regularity. The activities of the Board of Directors Bank in 2020 were 
carried out in accordance with the Plan of Work of the Bank’s Board 
of Directors for 2020 as approved by the resolution of the Bank’s 
Board of Directors dated 26 December 2019.

The most important resolutions adopted by the Bank’s Board of 
Directors in the reporting period are the consideration and approval 
of the plan of actions for 2020 to implement the Bank’s strategy of 
development until 2023, the new organizational structure of the Bank, 
amendments and alterations to the Bank’s Articles of Association 
related to the change of the Bank’s name to House construction 

PERFORMANCE OF THE BOARD OF 
DIRECTORS AND THE COMMITTEES 
UNDER THE BOARD OF DIRECTORS 

savings bank of Kazakhstan JSC, amendments and alterations to the 
Bank’s Code of Corporate Governance, an increase in liabilities by an 
amount of ten or more percent of the Bank’s equity, determination 
of the terms of the Bank’s bonds issue and their issue, change of 
members of the Board of Directors Bank and the Management Board 
of the Bank.

Despite the restrictions associated with the quarantine measures, the 
Board of Directors, in accordance with the Work Plan, considered the 
report of the Management Board, the report on the implementation 
of the Bank’s Development Plan, budget, profitability ratios, reports 
on the work of subdivisions accountable to the Board of Directors.

The transactions with persons related to the Bank by special relations 
were approved without granting the preferential terms.

The Annual Financial Statements, the Annual Report of the Bank 
for 2019, amendments and alterations to the Articles of Association 
of the Bank, the Regulation on the Board of Directors of the Bank, 
and the Code of Corporate Governance were submitted for the 
consideration of the Bank’s Sole Shareholder and subsequently 
approved.

The work of the committees is shown in the table below.

No. Committee 
Quantity of meetings held Quantity of issues considered

2019 2020 2019 2020

1. Audit Committee of the Board of Directors 9 9 60 53

2.
Strategic Planning Committee of the Board 
of Directors

11 9 37 44

3.
Committee for Personnel, Remuneration and 
Social Matters of the Board of Directors

8 7 26 21

4.
Risk and Internal Control Committee of the 
Board of Directors

9 7 28 31
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COMMITTEES UNDER  
THE BOARD OF DIRECTORS 

Audit Committee
The Committee was formed to facilitate the effective performance of the control functions by the Board of Directors of the Bank. The Committee 
controls the preparation of the Bank’s financial statements and ensures the reliability and completeness of the Bank’s financial statements, 
ensures control over the independence of the internal and external audit.

MEMBERS OF THE COMMITTEE AS OF 01 JANUARY 2021

№
п/п

Ф.И.О. Позиция

1. Barunin Alexandr Anatoliyevich Chairman of the Committee – member of the Board of Directors, independent director

2. Yermekova Elmira Muslimovna Member of the Committee – member of the Board of Directors, independent director

3. Khamitov Yersain Yerbulatovich
Member of the Committee – member of the Board of Directors, (Managing Director – 
member of the Management Board of Baiterek NMH JSC)

The Bank has 4 committees accountable to the Board of Directors:

1) Audit Committee;
2) Strategic Planning Committee;
3) Committee for Personnel, Remuneration and Social Matters; and
4) Risk and Internal Control Committee.

In 2020, 9 meetings of the Audit Committee of the Board of Directors 
of the Bank were organized and held. 53 issues were considered, on 
which resolutions were adopted in person.

The most important resolutions adopted by the Audit Committee of 
the Board of Directors of the Bank in the reporting period are the 
preliminary approval of: auditor’s reports, the Bank’s annual financial 
statements for 2019 and recommendations to the Sole Shareholder 
on the distribution of net income for 2019, patterns of salary payment 

to employees of the Internal Audit Department, consideration of 
letters-reports to management from the external auditor based on 
the results of interim quarterly audits, determination of the term 
office and salary of the Director of the Internal Audit Department, 
and other issues.

On a quarterly basis, the reports of the Internal Audit Department 
were considered, personnel issues of the Department and issues 
concerning bonuses to its employees were resolved.
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Strategic Planning Committee
The Committee was formed in order to facilitate the effective implementation of the control functions by the Board of Directors of the Bank, 
prepare recommendations on the development of priority areas of activity and strategic goals, as well as develop the measures to improve the 
efficiency of the Bank’s activities.

MEMBERS OF THE COMMITTEE AS OF 01 JANUARY 2021

No. Full name Position

1. Kydyrbayev Dossym Khamitovich Chairman of the Committee – member of the Board of Directors, independent director

2. Barunin Alexandr Anatoliyevich Member of the Committee – member of the Board of Directors, independent director

3. Yermekova Elmira Muslimovna Member of the Committee – member of the Board of Directors, independent director

4. Omarkhodzhayev Anuar Sagynaliyevich
Member of the Committee – member of the Board of Directors (Vice-Chairman of the 
Management Board Baiterek of NMH JSC)

In 2020, 9 meetings of the Strategic Planning Committee of the Board 
of Directors of the Bank were organized and held. 44 issues were 
considered, on which resolutions were adopted in person.

The most important resolutions adopted by the Strategic Planning 
Committee of the Board of Directors of the Bank in the reporting 
period are the preliminary approval of: the report of the Management 
Board on the Bank’s performance for 2019, certain types of 
standards and other limits for administrative expenses, a report on 
the implementation of the Bank’s Plan of Development for 2020-
2023, for 2019, a report on the implementation of the annual budget 
and profitability ratios as of 01.01.2020, a report on monitoring the 
Bank’s Strategy of Development until 2023.

The annual budget for 2020, the report on the implementation of the 
annual budget and profitability ratios of the Bank as of 01.10.2020, 
determination of the conditions of issue of the Bank’s bonds and their 
issue were preliminarily approved.

The amendments and alterations to the General Conditions for carrying 
out operations related to a new type of the Bank’s activity – opening 
and maintaining special accounts for the use of pension savings by 
individuals were preliminarily approved.

In pursuance of clause 60 of the Nation-wide Plan of Actions for the 
implementation of the Address of the Head of the State to the people 
of Kazakhstan dated 1 September 2020 as approved by Decree of the 
President of the Republic of Kazakhstan No.413 dated 14.09.2020, the 
Committee preliminarily approved amendments and alterations to the 
Bank’s Articles of Association related to change of the Bank’s name to 
House construction savings bank of Kazakhstan JSC and a new type of 
activity for opening and maintaining special accounts for the use of 
pension savings.

The reports of the Management Board on the implementation of the 
Bank’s Development Plan, budget, profitability ratios, management 
accounts and reports in accordance with the List of reports submitted 
by the Bank’s Management Board to the Board of Directors were 
preliminarily approved.

Transactions with the persons related to the Bank by special relations 
were preliminarily approved without granting preferential terms.
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Committee for Personnel, Remuneration and  
Social Matters
The Committee was formed in order to facilitate the effective implementation of the control functions by the Board of Directors of the Bank, 
preparation of recommendations on personnel policy, election (appointment), remuneration of the executive employees of the Bank, employees 
of the Bank, whose appointment is referred to the competence of the Board of Directors of the Bank, as well as to improve efficiency of the 
Bank’s management on social matters.

MEMBERS OF THE COMMITTEE AS OF 01 JANUARY 2021

No. Full name Position

1. Yermekova Elmira Muslimovna Chairman of the Committee – member of the Board of Directors, independent director

2. Barunin Alexandr Anatoliyevich Member of the Committee – member of the Board of Directors, independent director

3. Omarkhodzhayev Anuar Sagynaliyevich
Member of the Committee – member of the Board of Directors (Vice-Chairman of the 
Management Board of Baiterek NMH JSC)

In 2020, 7 meetings of the Committee for Personnel, Remuneration 
and Social Matters of the Board of Directors of the Bank were 
organized and held. 21 issues were considered, on which resolutions 
were adopted in person.

The following issues were preliminary approved by the most important 
resolutions adopted by the Committee for Personnel, Remuneration 
and Social Matters of the Board of Directors of the Bank in the 
reporting period: appointment, determination of the term office of 
the head and employees of the Internal Audit Service, certification 
of employees of the internal audit subdivision, determination of 
the members of a certification commission and a secretary of a 
certification commission, chart of achievement of the corporate key 
performance indicators and performance cards of the Chairman of 
the Management Board and the members of the Management Board 

of the Bank at the end of 2019, the total number of employees of 
the Bank, a new organizational structure, charts of key performance 
indicators of the members of the Management Board and their 
targets for 2021, and KPI chart of the Corporate Secretary.

The amendments to the Rules on internal remuneration policy, 
performance assessment and remuneration of the Bank’s executives 
were preliminarily approved.

On a quarterly basis, reports on the work of the Board of Directors, 
its committees and corporate secretary, management accounts and 
reports in accordance with the List of reports submitted by the Bank’s 
Management Board to the Board of Directors were preliminarily 
approved.
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Risk and Internal Control Committee
The Committee was formed to facilitate the effective implementation of the control functions by the Bank’s Board of Directors, preparation 
of recommendations and ensuring of reliability and efficiency of risk management, as well as coordination of activities and provision of 
methodological support on internal control issues.

MEMBERS OF THE COMMITTEE AS OF 01 JANUARY 2021 

No. Full name Position

1. Yermekova Elmira Muslimovna Chairman of the Committee – member of the Board of Directors, independent director

2. Barunin Alexandr Anatoliyevich Member of the Committee – member of the Board of Directors, independent director

3. Khamitov Yersain Yerbulatovich
Member of the Committee – member of the Board of Directors (Vice-Chairman of the 
Management Board of Baiterek NMH JSC)

In 2020, 7 meetings of the Risk and Internal Control Committee of the 
Board of Directors of the Bank were organized and held. 31 issues 
were considered, on which resolutions were adopted in person.

The following issues were preliminary approved by the most 
important resolutions adopted by the Risk and Internal Control 
Committee of the Board of Directors of the Bank in the reporting 
period: reports on risks and internal control of the Bank for 2019, a 
report on a going concern management in the Bank for 2019, and KPI 
charts of the Senior Compliance Controller.

The amendments and alterations to the Regulation on the Senior 
Compliance Controller of the Bank were preliminarily approved, 
the internal documents of the Bank were brought into line with the 
requirements established by the Rules for the formation of a risk 
management and internal control system for the second-tier banks 
as approved by Resolution of the Management Board of the National 
Bank of the Republic of Kazakhstan No.188 dated 12.11.2019.

On a quarterly basis, reports on control over the compliance risk 
and on the implementation of the compliance program (plan), 
management accounts and reports in accordance with the List of 
reports submitted by the Management Board of the Bank to the 
Board of Directors were preliminarily approved.
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In 2020, an internal assessment of the work of the Board of Directors, 
committees and members of the Board of Directors was carried out 
by means of a secret questionnaire.

The results of the internal assessment were approved at a meeting in 
secret of the Board of Directors on 30 September 2020.

According to the results of the assessment of the work of the Board 
of Directors, the following is noted:

 ◾ the Board of Directors of the Bank pays sufficient attention 
and when adopting resolutions is guided by the achievement 
of the set goals and protection of the interests of the Bank 
and its Sole Shareholder;

 ◾ the Board of Directors has all the necessary tools to properly 
control the financial and economic activities of the Bank;

 ◾ the Board of Directors regularly monitors and evaluates the 
progress of strategic tasks; the number of members of the 
Bank’s Board of Directors does not meet the needs of the 
Bank;

 ◾ the Board of Directors and the executive body pay due 
attention to the main risks that may significantly affect the 
Bank’s activities;

 ◾ the Board of Directors has sufficient time and information 
to adopt balanced resolutions concerning future goals, 
strategies, policies, and large investment projects;

 ◾ the Chairman of the Board of Directors effectively manages 
the Board of Directors;

 ◾ the Chairman of the Board of Directors at the proper level 
performs the duties of overseeing and developing the Bank’s 
strategy;

 ◾ skills and qualifications should be represented in the Board 
of Directors of the Bank to a greater extent: analytical skills, 
knowledge of the legislation of Kazakhstan;

 ◾ the meetings of the Board of Directors are not always held in 
accordance with the Work Plan of the Board of Directors of 
the Bank;

 ◾ the reports during the meetings of the Board of Directors 
do not always provide the information clear enough to make 
informed decisions;

 ◾ at the meetings of the Board of Directors, sufficient time is 
given to discuss each issue; and

 ◾ the members of the Board of Directors devote enough time 
to studying the Bank’s activities and its specifics in order to 
effectively perform their control functions.

Based on the evaluation of the work of the Committees of the 
Board of Directors, the members of the Board of Directors also 
highly appreciated the professional composition and work of the 
committees.

PROFESSIONAL  
DEVELOPMENT

In connection with the quarantine measures in the Republic of Kazakhstan 
caused by the spread of the coronavirus infection and the measures 
to reduce the budget in organizations of the quasi-public sector, by 
resolution of the Management Board of Baiterek NMH JSC No.47/20 
dated 07.10.2020, the amendments and alterations were made to the 
Regulation on the Board of Directors of the Bank whereby the clauses 
providing for the allocation of funds to improve the qualifications of the 
members of the Bank’s Board of Directors were excluded.

ASSESSMENT 
OF THE BOARD OF DIRECTORS 
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MANAGEMENT 
BOARD
The Management Board of the Bank acts on the basis of the Regulation on the Management Board as approved by the Board of 
Directors of the Bank and manages the day-to-day operations of the Bank. The formation of the Management Board of the Bank, its 
powers, as well as early termination of powers are decided by the Board of Directors of the Bank in accordance with the legislation 
of the Republic of Kazakhstan and the Articles of Association of the Bank.

As of 1 January 2021, the Bank’s Management Board consists of 7 members.

MEMBERS OF THE MANAGEMENT BOARD

Ibragimova  
Lyazzat Yerkenovna 

The Chairperson of the Management Board 
of House construction savings bank of 
Kazakhstan JSC since January 2017.

Before 2017, she held the executive 
positions in Baiterek NMH JSC and 
‘Damu’ Entrepreneurship Development 
Fund JSC.

Aidarbekova  
Aliya Karatayevna 

The Vice-Chairperson of the Management 
Board of House construction savings bank 
of Kazakhstan JSC since September 2017. 
She is in charge of finances and reporting.

Before 2017, she held executive positions 
in House construction savings bank 
of Kazakhstan JSC, Investment Fund 
of Kazakhstan JSC, and Kazakhstan 
Development Bank JSC.

Akshanov  
Nurlan Sagyndykovich 

The Vice-Chairman of the Management 
Board of House construction savings 
bank of Kazakhstan JSC since June 2018. 
He is in charge of business.

Before 2018, he held executive positions 
in ‘Damu’ Entrepreneurship Development 
Fund JSC and ATFBank JSC.
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Beissembayev  
Miras Berikovich 

The Vice-Chairman of the Management 
Board of House construction savings 
bank of Kazakhstan JSC since September 
2017. He is in charge of information 
security, legal and administrative issues.

Before 2017, he held the positions in 
‘Damu’ Entrepreneurship Development 
Fund JSC and Kazpost JSC.

Kozhanbayev  
Adlet Nursagatovich 

Raspekova  
Elmira Sabyrzhanovna 

The Vice-Chairperson of the Management 
Board of House construction savings 
bank of Kazakhstan JSC since November 
2020. She is in charge of development.

Before her appointment, she worked 
for House construction savings bank of 
Kazakhstan JSC in the position of the 
Managing Director; she held executive 
positions in ‘DAMU’ Entrepreneurship 
Development Fund JSC and Alfa-Bank JSC.

Kairbekov  
Islambek Urumbayevich 

The Vice-Chairman of the Management 
Board of House construction savings 
bank of Kazakhstan JSC since December 
2019.

He is in charge of risk management and 
internal control.
Before his appointment, he worked for 
House construction savings bank of 
Kazakhstan JSC in the positions of the 
Managing Director; he held executive 
positions in ‘DAMU’ Entrepreneurship 
Development Fund JSC and 
Tsesnabank JSC.

The Vice-Chairman of the Management Board of House construction savings bank of 
Kazakhstan JSC since February 2017. He is in charge of information technologies.

Before 2017, he held executive positions in House construction savings bank of Kazakhstan JSC, 
Temirbank JSC, and BTA Ipoteka JSC. 
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1. Committee for  
Strategy and Corporate 
Development 
The main purpose of activities of the Committee for Strategy and 
Corporate Development (CSCD) is to control the development and 
implementation of the Bank’s development strategy, as well as to 
consider the issues related to project management.

The main tasks of the CSCD are:

 ◾ determination of strategic principles, development goals and 
activities of the Bank;

 ◾ coordination and control over the implementation of the strategic 
development plan of the Bank;

 ◾ increasing the efficiency of the existing management system of 
the Bank;

 ◾ coordination and control of the Bank’s project portfolio; and

 ◾ organizing and improving the efficiency of project management in 
the Bank.

2. Committee for Asset and 
Liability Management 
The tasks of the Committee for Asset and Liability Management are:

 ◾ determination of the rules and procedures for investing 
and borrowing in the domestic and foreign markets, making 
transactions with financial instruments; and

 ◾ determination of benchmarks (benchmark portfolio) for the 
diversification of assets, liquidity, profitability of the Bank, the 

COMMITTEES  
ACCOUNTABLE TO  
THE MANAGEMENT BOARD 

adequacy of the Bank’s equity capital for credit purposes, within 
the powers determined by the internal documents of the Bank.

3. Committee for Banking 
Products and Processes and 
Service Quality 
The main tasks of the Committee for Banking Products and Processes 
and Service Quality are:

 ◾ consideration and approval of rates and tariffs for banking 
operations, limits of return on deposits and interest on 
credits, maximum amounts and terms of accepted deposits 
and granted credits, approval of the terms of service of the 
tariff programs and credit issue that do not require approval 
of the Board of Directors in accordance with the legislation of 
the Republic of Kazakhstan; and

 ◾ consideration and approval of proposals from employees and 
subdivisions of the Bank aimed at solving urgent problems to 
optimize existing processes and procedures, as well as proposals 
aimed at improving the quality of services provided.

4. Credit Committee 
The Bank’s Credit Committee implements the Bank’s internal credit 
and deposit policy, within the framework of its powers. The structure 
of the Committee includes (since the beginning of 2019):

 ◾ Committee 1, which consists of the Chairman of Committee 
1, Vice-Chairman of Committee 1 and 5 (five) members of 
Committee 1; and

 ◾ Committee 2, which consists of the Chairman of Committee 
2, Vice-Chairman of Committee 2 and 1 (one) member of 
Committee 2. Committee 2 is formed from members of the 
Management Board of the Bank.

There are 11 committees in the Bank that are accountable to the Management Board of the Bank.
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The main task of Committee 1 is to implement, within its powers, the 
provisions of the Rules on the internal credit and deposit policy of 
the Bank and the resolutions of the Committee for Asset and Liability 
Management, subject to the maximum reduction of borrowing 
risks and earning the maximum income from the following banking 
operations: granting housing loans, bridge housing loans, preliminary 
housing loans (hereinafter referred to as the credit products), as well 
as consideration and adoption of resolutions on the issues related 
to the management and/or recovery of funds on problem/overdue 
loans aimed at minimizing possible losses from the Bank’s credit 
operations and reducing the share of problem loans in the Bank.

The main task of Committee 2 is to implement, within its powers, the 
provisions of the Rules on the internal credit and deposit policy of 
the Bank and the resolutions of the Committee for Asset and Liability 
Management, subject to the maximum reduction of borrowing risks 
and earning maximum income from granting the housing loans, 
bridge housing loans, preliminary housing loans (hereinafter referred 
to as the credit products), as well as consideration and adoption of 
resolutions on the issues related to the credit products and overdue/
problem loans.

5. Information Resource  
Committee 
The main task of the Committee is to consider the Bank’s projects in 
the field of the Bank’s information infrastructure in order to provide 
recommendations to the Bank’s Management Board.

6. Budget Committee 
The main goal of the Committee is to ensure timely and high-quality 
development of the annual budget / Plan of incomes and expenses, 
Investment plan, Procurement plan / Long-term procurement plan of 
the Bank for the planned period, as well as proposals for improvement, 
implementation and control thereof.

The main task of the Committee is to consider financial and non-financial 
information in order to make an informed decision in accordance with 
the Development Strategy and Development Plan of the Bank when 
drafting the annual Budget / Plan of incomes and expenses, Investment 
Plan and Procurement plan / Long-term procurement plan of the Bank.

7. Controlling Committee 
The main purpose of the Committee’s activities is to assist the 
Management Board of the Bank in performance of the controlling 
functions in terms of considering, planning and evaluating the charts 
of key performance indicators of the heads of structural subdivisions, 
managing directors and advisers to the Chairman of the Management 
Board of the Bank.

The tasks of the Committee are:

 ◾ support of the work planning process to achieve the assigned 
tasks in accordance with the Bank’s Development Strategy; and

 ◾ organization of control over the implementation of planned 
activities by the heads of structural subdivisions of the Bank’s 
Central Office, managing directors and advisers to the Chairman 
of the Management Board of the Bank.

8. Committee for Personnel 
Issues 
The main tasks of the Committee for Personnel Issues are:

 ◾ implementation of the internal personnel policy of the Bank;

 ◾ coordination of work on certification of employees, including 
when resolving disputed issues;

 ◾ consideration of candidates for the formation of the personnel 
reserve of the Bank;

 ◾ consideration of candidates for moral incentives; and

 ◾ consideration of the facts of violations by the Bank employees of 
the requirements of the legislation of the Republic of Kazakhstan, 
internal documents of the Bank.
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9. Information Security  
Committee 
The main tasks of the Information Security Committee are:

 ◾ ensuring the compliance of the information security management 
system with the legislation of the Republic of Kazakhstan;

 ◾ keeping the Bank’s internal documents on information security 
up to date;

 ◾ ensuring the minimization of the likelihood of information 
security incidents and their possible damage;

 ◾ full and comprehensive analysis of information security issues 
submitted for consideration of the Bank’s Management Board; 
and

 ◾ maintenance of technical products of information security for the 
Bank up to date.

10. Commission on  
determination and  
depreciation of property, 
plant and equipment,  
amortization of intangible 
assets and unsalable  
inventories 
The main tasks of the Commission on determination and depreciation 
of property, plant and equipment, amortization of intangible assets 
and unsalable inventories are to consider issues and make decisions 
on:

 ◾ determination of the value, terms of standard and useful service 
life of property, plant and equipment and intangible assets of 
the Bank;

 ◾ write-off of the Bank’s property in accordance with the Bank’s 
internal regulations governing the disposal of the Bank’s 
property;

 ◾ revaluation of property, plant and equipment (buildings, 
structures) of the Bank in accordance with the Accounting Policy 
of the Bank on the basis of the conclusion of an independent 
appraiser; and

 ◾ carrying out a test for impairment of property, plant and 
equipment and intangible assets.

11. Risk Committee
The main tasks of the RC are:

 ◾ preparation of recommendations and proposals for the 
organization and maintenance of an effective RMS and ICS for the 
Management Board of the Bank;

 ◾ development of processes designed to identify, assess, monitor 
and control the risks of the Bank;

 ◾ coordination of the risk management and internal control process 
by structural subdivisions and branches of the Bank;

 ◾ ensuring a constant exchange of information on risks, internal 
control of the Bank between the members of the Committee and 
bringing such information to the owners of risks, and risk factors 
in order to enhance the risk culture, transparency and efficiency of 
the RMS, ICS; and

 ◾ making decisions on the issues aimed at improving the quality of 
services provided, within the framework of the report on customer 
requests (complaints).
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The executive body of the Bank is the Management Board acting on 
the basis of the Regulation on the Management Board as approved 
by the Board of Directors of the Bank. The Management Board of the 
Bank is in charge of the day-to-day operations of the Bank.

The Management Board of the Bank acts on behalf of the Bank, 
including representing its interests, settling transactions in accordance 
with the procedure established by the legislation of the Republic of 
Kazakhstan and the Articles of Association of the Bank, approving 
the staff list, including the Central Office, branches, representative 
offices, issuing resolutions and giving instructions binding on all 
employees of the Bank.

PERFORMANCE OF  
THE MANAGEMENT BOARD AND 
COMMITTEES ACCOUNTABLE TO 
THE MANAGEMENT BOARD 

No. Committee
Quantity of meetings held Quantity of issues considered

2019 2020 2019 2020

1.
Committee for Strategy and Corporate 
Development 

22 27 42 44

2.
Committee for Asset and Liability  
Management 

33 32 161 156

3.
Committee for Banking Products and 
Processes and Service Quality

41 39 152 92

4.

Credit Committee: 81 63 2,213 3,708

Committee 1 59 46 658 934
Committee 2 22 17 1,555 2,774

5. Information Resource Committee 24 17 80 74

6. Budget Committee 44 40 119 131

7. Controlling Committee – 6 – 6

8. Committee for Personnel Issues 38 27 128 94

9. Information Security Committee 17 22 45 78

10.

Commission on determination and 
depreciation of property, plant and 
equipment, amortization of intangible 
assets and unsalable inventories

6 19 35 47

11. Risk Committee 11 37 47 111

In the reporting period, the Management Board of the Bank adopted 
resolutions on all issues relating to the Bank’s activities that are not 
referred to the competence of the Sole Shareholder or the Board 
of Directors of the Bank by the legislative acts of the Republic of 
Kazakhstan and the Articles of Association of the Bank.

The Management Board of the Bank held 168 meetings in 2020 (2019: 
128 meetings).

The work of the committees under the Management Board of the 
Bank is shown in the table below.
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Achievement of 
KPI by the  
Members of the 
Management 
Board 
The performance of the Management Board 
of the Bank is assessed based on the KPIs for 
2020 approved by the Board of Directors of 
the Bank. The activities of the Management 
Board of the Bank in the reporting period 
are generally characterized as positive. The 
planned level of corporate key performance 
indicators (KPIs) and individual KPIs of the 
members of the Management Board for 2020 
has been achieved. The achievement of the 
key performance indicators for 2020 is:

Chairperson of the Management Board  
L.Ye. Ibragimova – 108%,

Vice-Chairperson of the Management Board 
A.K. Aydarbekova – 108%,

Vice-Chairman of the Management Board 
N.S. Akshanov – 107%,

Vice-Chairman of the Management Board 
M.B. Beissembaev – 104%,

Vice-Chairman of the Management Board I.U. 
Kairbekov – 105%,

Vice-Chairperson of the Management Board 
Zh.A. Zhubaniyazova – 106%,

Vice-Chairman of the Management Board 
A.N. Kozhanbaev – 109%.

BASIC PRINCIPLES OF  
REMUNERATING THE MEMBERS OF 
THE MANAGEMENT BOARD AND 
THE BOARD OF DIRECTORS 

The purpose of the policy of remuneration and bonuses of the members of the Management 
Board is to stimulate conscientious, efficient and high-quality work, which allows providing fair 
remuneration depending on the complexity and volume of work performed, the position held 
and personal contribution to the implementation of the Bank’s tasks.

An annual performance remuneration of the members of the Management Board is a 
remuneration designed to stimulate the performance of the members of the Management 
Board to be paid depending on the results of achieving strategic key performance indicators and 
the results of performance evaluation by the resolution of the Board of Directors of the Bank.

The members of the Board of Directors of the Bank – the representatives of the Sole 
Shareholder – Baiterek NMH JSC – are not paid remuneration and bonuses. For the independent 
directors – the members of the Board of Directors of the Bank, the remuneration is established 
in accordance with the Regulation on the Board of Directors of the Bank.

The amount of remuneration is determined in the manner prescribed by the legislation of the 
Republic of Kazakhstan and the Articles of Association of the Bank taking into account the 
experience and qualifications of an independent director.

In 2020, the remunerations paid to independent directors – the members of the Board of 
Directors – and the remunerations and bonuses paid to the members of the Management Board 
of the Bank amounted to 288.6 million tenge.

MAJOR 
TRANSACTIONS AND RELATED  
PARTY TRANSACTIONS 
In the reporting year 2020, the major transactions (25% or more of the Bank’s assets) 
and transactions with persons related to the Bank by special relations were not settled.
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The Bank has in place the Code of Corporate Governance. The 
objectives of the Code are to improve corporate governance, ensure 
transparency of management, and reaffirm adherence to the 
standards of good corporate governance.

Analysis of compliance with the principles and provisions of the 
Bank’s Code of Corporate Governance showed that in the reporting 
year the Bank fully complies with all the principles and provisions of 
the Code of Corporate Governance.

BUSINESS ETHICS
The Bank has in place the Code of Business Conduct, which is 
developed in accordance with the provisions of the legislation of 
the Republic of Kazakhstan, the Articles of Association and internal 
documents of the Bank, the Code of Business Conduct of Baiterek 
NMH JSC, taking into account the recognized world standards of 
business conduct and corporate governance, and is a set of rules that 
establish fundamental values and principles of corporate (business) 
ethics, which the Bank’s employees follow.

The Code applies to the members of the Board of Directors of the 
Bank and all employees of the Bank, regardless of their current 
position, and is applied on an equal basis with other internal 
documents of the Bank. Employees are guided by the requirements 
of the Code in relations with the Sole Shareholder, members of the 
Board of Directors, the Management Board, colleagues, customers, 
partners, and suppliers.

ETHICAL PRINCIPLES

1. Equal opportunity and prohibition of discrimination. The Bank 
provides equal opportunities and under no circumstances will 
discriminate on the basis of gender, age, race, political, religious or 
other similar grounds.

2. The personnel are selected and promoted solely on the basis of 
professional knowledge, experience and competencies in accordance 
with the Bank’s internal documents, excluding any manifestations 
of discrimination. Career advancement is based on an objective 
assessment of performance, qualifications, and competence.

3. Equal learning opportunities. The Bank provides all employees with 
equal opportunities for development, which depend on the results 
achieved, competence and qualifications. In turn, the Bank expects 
that all members of the collective initiative will endeavour to acquire 
new knowledge and to be willing to share this knowledge with 
colleagues. It is not allowed providing any privileges and benefits to 
individual employees of the Bank.

4. Equitable remuneration. With regard to establishing an equitable 
remuneration, the Bank is based on the recognition of work results 
and the achievement of key performance indicators, the level of 
qualifications and competencies, the complexity and quality of the 
work performed.

The Bank has an ombudsman institution to collect information on 
non-compliance with the Code of Business Ethics, consult employees 
on the provisions of the Code, initiate consideration of disputes on 
violation of the provisions of the Code and participate in settlement 
thereof.

COMPLIANCE WITH THE CODE  
OF CORPORATE GOVERNANCE
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CONFLICT 
OF INTERESTS 

The Bank has approved the Policy for the settlement of corporate 
conflicts and conflicts of interest, which defines a list of measures 
aimed at preventing conflicts of interest in the Bank, which is based 
on the collision of opposite interests, opinions, goals, and different 
ideas about how to achieve them.

The policy clearly stipulates the duty of the officials (members of 
the Board of Directors and the Management Board of the Bank), 
employees of the Bank to act in the interests of the Bank and its Sole 
Shareholder, as well as their responsibility is defined.

According to the requirements of the Policy, in order to avoid 
conflicts of interest the officials and employees of the Bank are 
obliged to avoid any actions and relationships that could potentially 
cause a conflict of interest. Any conflict of interest between 
personal interests and professional responsibilities in the Bank 
must be disclosed and settled in accordance with the legislation of 
the Republic of Kazakhstan and the Policy. To exclude a conflict of 
interest, the Bank’s employees shall sign an undertaking to comply 
with actions that limit the risk of a conflict of interest.

Also, the Regulation on the Board of Directors of the Bank provides 
that, in case of corporate conflicts, the Chairman of the Board of 
Directors shall take the measures to resolve them and minimize the 
negative impact on the Bank’s activities, and promptly inform the 
Sole Shareholder, if it is impossible to resolve such situations using its 
own resources. The Bank confirms that as of 01 January 2021, there 
are no Appeals of the Sole Shareholder regarding the actions of the 
Bank and its officials in 2020.

In 2020, no facts of a conflict of interest, including on the part of the 
Bank’s officials, were revealed.

SUSTAINABLE 
DEVELOPMENT 
MANAGEMENT
The Bank is aware of the importance of its influence on the economy, 
ecology and society to ensure sustainable development in the long 
term. As part of the implementation of this principle, the Sustainable 
Development Policy (hereinafter referred to as the Policy) was approved 
by the resolution of the Board of Directors of the Bank dated 04 June 
2019 (resolution No.7) in the Bank.

In accordance with the provisions of the Policy, the sustainable 
development management system clearly defines and enshrines the 
roles, competencies, responsibility of each body and all employees for 
the implementation of principles, standards and plans in the field of 
sustainable development.

The Board of Directors of the Bank carries out strategic management 
and control over the implementation of sustainable development, 
the Management Board of the Bank prepares the appropriate plan of 
actions.

The tasks of the Sustainable Development Policy are:

 ◾ the principles and directions of the Bank’s activities in the 
field of sustainable development have been determined, 
including in terms of creating an effective and transparent 
system of interaction with stakeholders;

 ◾ the roles, competencies, responsibility of each body and 
all employees of the Bank for the implementation of the 
principles of sustainable development are determined;

 ◾ the relationship between sustainable development and key 
processes of the Bank is defined.

Solving the tasks in the field of sustainable development, the Bank 
relies on its mission, provisions of the Bank’s Development Strategy, as 
well as uses international codes of conduct and principles enshrined in 
international standards in the field of sustainable development.
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The activities of the Internal Audit Department of House construction 
savings bank of Kazakhstan JSC are based on the International 
frameworks of professional practice of internal audit and are carried 
out in compliance with the principles of independence, impartiality, 
honesty, objectivity and professional competence.

The mission of the Internal Audit Department is to provide the 
necessary assistance to the Board of Directors and the Management 
Board of the Bank in fulfilling their responsibilities to achieve the 
strategic goals of the Bank.

The main purpose of the Internal Audit Department is to provide 
the Board of Directors with independent reasonable guarantees and 
consultations aimed at improving the Bank’s activities and increasing 
the efficiency of risk management, internal control and corporate 
governance.

The Internal Audit Department is an independent structural unit 
and is functionally accountable to the Board of Directors and 
administratively – to the Bank’s Management Board. The Internal 
Audit Department is supervised by the Audit Committee of the 
Board of Directors. The head and employees of the Internal Audit 
Department are appointed by the Board of Directors.

In 2020, the Internal Audit Department staffed 13 persons. Internal 
auditors carry out continuous professional development on an 
ongoing basis and hold the Diplomas of Certified Professional 
Internal Auditors issued by the Institute of Professional Financial 
Managers of the United Kingdom (DipPIA and DiPCPIA), as well as 
Certificates of Professional Accountants (CPA).

The main tasks and functions of the Internal Audit  
Department are:

 ◾ assessment of the reliability and efficiency of the internal 
control system and risk management system;

 ◾ assessment of the effectiveness of corporate governance and 
compliance with ethical standards and values;

EXTERNAL 
AUDIT 
In accordance with the Bank’s Rules for procurement of goods, works 
and services and the concluded agreement on long-term procurement 
of services for the audit of financial statements for 2019-2021 dated 
14 May 2019, based on the resolution of the Management Board of the 
Holding, the external audit for the Bank is performed by the Auditing 
Company – PricewaterhouseCoopers LLP. The term of the agreement is 
from 01 January 2019 to 28 February 2021. The auditor’s remuneration for 
2020 amounts to 28,224 thousand tenge.

 ◾ assessment of the sufficiency and effectiveness of the measures 
taken by the structural subdivisions of the Bank to achieve the 
tasks assigned to them within the framework of the strategic 
goals of the Bank;

 ◾ assessment of the reliability of the functioning of the system of 
internal control over the use of automated information systems;

 ◾ providing consultations for the Executive Body, structural 
subdivisions of the Bank on improving the processes of internal 
control, risk management and corporate governance.

The Board of Directors reviews and approves the annual risk-
based audit plans. All scheduled audit engagements for 2020 were 
completed in full.

In performing its functions, the Internal Audit Department has 
confirmed its independence to the Board of Directors.

INTERNAL 
AUDIT 
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STAKEHOLDER 
ENGAGEMENT

The key stakeholder groups were selected based on their level of impact on the Bank and the level of Bank’s impact on stakeholders.

Stakeholder 
groups

How do we communicate What are their interests What do we do

Customers

We are in constant 
communication with the 
customers while providing 
services, through centres and 
service points, consultants and 
consulting centres, and remote 
channels.

To receive feedback from the 
customers, the Bank operates a 
call centre.

Relevant and competitive 
conditions of credits and savings 
helping to effectively solve the 
housing issue.

Prompt, high-quality, 
comfortable service provision 
by the Bank.

The Bank provides various quality banking 
products and services.

In 2020, the Bank entered into 486,314 contracts 
(totalling 1.6 trillion tenge) with the customers. 
The customers have access to a wide regional 
network of services, including remote channels.

To maintain long-term, friendly and open 
relationships with customers, various cultural 
events are held on a regular basis.

Shareholder

We are in constant 
communication with the 
Sole Shareholder through 
holding meetings, processing 
requests and resolutions of 
the Shareholder, and providing 
reports. 

Sustainable financial position 
of the Bank, dividend payment.

Effective corporate governance 
and a high level of transparency.

The Bank complies with the requirements of the 
dividend policy. So, in 2020 (May 29), dividends 
were paid for 2019 in the amount of 8,293 million 
tenge.

In accordance with the procedure established 
by law, the Bank ensures timely disclosure of 
reliable financial statements and information 
about the Bank. The annual financial statements 
are certified by an external auditor.

The management information about the Bank 
was provided in due time on a quarterly basis. 

Employees

Employees have the opportunity 
to provide feedback through 
internal communication with line 
management.

The ombudsman institution 
provides an opportunity to 
report violations of business 
ethics in the Bank.

Providing decent working 
conditions.

Compliance with the terms of 
an employment agreement.

Development of an effective 
personnel policy.

Providing all employees 
with equal opportunities for 
development, assessment 
of their performance, career 
development.

From the day of its foundation, the Bank has 
been creating decent working conditions (wages, 
working hours, etc.) for all its employees.

The Bank provides a quality social package.

Professional development of employees is 
one of the Bank’s key priorities. The Bank has 
an ombudsman institution to keep to comply 
with the Code of Business Conduct, consult the 
employees, and initiate dispute resolution.

The Bank is committed to maintaining quality and sustainable relationships with the key stakeholders and takes their interests into 
account when making key decisions and carrying out operating activities.
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Partners

The Bank actively participates in 
business meetings, negotiations, 
events to maintain quality 
relationships with the partners.

Fulfilment of the assumed 
obligations.

Adherence to international 
standards of corporate 
governance and sustainable 
development.

The Bank maintains and develops on an ongoing 
basis mutually beneficial cooperation with 
its partners, including international financial 
institutions. Since March 2014, the Bank is 
a member of the European Federation of 
Construction Saving Cash Offices, and since 
September 2014, it has become a member of the 
International Union of Housing Financing.

The Bank has a Code of Business Conduct 
that determines the fundamental values and 
principles of corporate (business) ethics and 
which the Bank’s employees are guided by.

Society

The Bank receives feedback 
during PR and marketing 
activities.

Requests for support of 
charitable projects are being 
considered.

A feedback from regional 
offices that are better aware of 
the situation in their region is 
envisaged.

The Bank operates a Hotline, 
which is a means of confidentially 
receiving information about 
corrupt offences committed by 
the employees and consultants 
of the Bank.

The Bank’s active participation in 
social and economic issues in the 
regions of its operations.

Supporting the principles of 
sustainable development based 
on the interests of a wide range 
of stakeholders.

Maintaining the transparency of 
the Bank as a socially significant 
financial institution.

The Bank actively participates in social life in the 
territories of its presence. It provides socially 
significant services and supports charitable 
events.

In 2020, in the field of advertising and PR 
activities, the Bank implemented a number of 
projects to increase the degree of recognition 
and confidence in the brand, as well as to 
promote the Bank’s products and services, and 
inform the population about the opportunities 
provided by the Bank.

State
Meetings with regulators 
and specialized government 
agencies.

Compliance with the rules of 
the law.

Implementation of the state 
housing programs.

The Bank recognizes its responsibility to the 
state and complies with applicable laws.

The Bank is the operator of the state 
housing programs, with ensuring their 
effective implementation and working on 
the development of business processes and 
products; it participates in the development of 
legislative initiatives.
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Also, in 2020, the Bank’s key stakeholders were involved in the Bank’s 
activities to improve the efficiency of its activities and identify weaknesses 
in the business processes. The Bank interviewed the members of the 
Board of Directors, the Management Board, the Bank’s employees, the 
Bank’s partners, mass media representatives who belong to the Bank’s 
key stakeholder groups. According to the questionnaire, the stakeholders 
assessed the Bank’s impact on the mortgage market, the impact on the 

state policy in their area of activity, to what extent they are aware about 
the Bank’s performance, to what extent the Bank’s business processes 
and procedures are transparent, to what extent the Bank’s Development 
Strategy is consistent with the market trends, etc. The interview results 
were taken into account when updating the Bank’s key development 
plans.

In 2020, the Bank’s key stakeholders 
were involved in the Bank’s activities 
to improve the efficiency of its 
activities and identify weaknesses 
in the business processes. 
The Bank interviewed the members 
of the Board of Directors, 
the Management Board, the Bank’s 
employees, the Bank’s partners, 
mass media representatives who 
belong to the Bank’s key stakeholder 
groups 
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RISK MANAGEMENT 
POLICY AND INTERNAL 
CONTROL SYSTEM

The Bank’s ICS is multi-level and includes all the Bank’s subdivisions. 
The participants in the internal control process are identified based 
on three lines of protection.

The first line of protection is provided by all structural subdivisions 
of the Bank and represents controls designed to ensure the 
correct execution of daily operations in the processes. Controls are 
developed by business units and are an integral part of the business 
processes to minimize risks and comply with the requirements of the 
internal documents, as well as to comply with external, regulatory 
requirements. Control management and monitoring are carried out 
by the subdivisions themselves, which implies the ability of business 
units to identify risks, weaknesses in business processes, possible 
unforeseen events and respond to them in a timely manner.

The second line of protection is provided by the internal control 
subdivision that monitors, coordinates and documents the ICS, and 
the subdivisions that identify and assess the risks in certain areas 
of the Bank’s activities, including: risk management subdivision, 
Senior Compliance Controller and compliance control subdivision, 
situation monitoring subdivision, personnel subdivision, legal 
subdivision, security subdivision, information security subdivision, 
and information technology risk management subdivision.

The internal control subdivision provides consulting assistance 
to the Bank’s employees on internal control issues in accordance 
with the Bank’s internal regulatory documents, Baiterek NMH JSC 
regulatory documents, regulatory documents of the National Bank 
of the Republic of Kazakhstan and the legislation of the Republic 
of Kazakhstan in order to ensure the effective functioning of the 
internal control system in the Bank.

As part of the work on monitoring and documenting the ICS, the 
internal control subdivision diagnoses the adequacy of the design of 
internal controls that prevent or detect identified risks in the Bank’s 
key business processes. In 2020, 52 sub-processes of the business 
processes ‘Sales management’, ‘Cash operations’, ‘Opening saving 
accounts through video service and Internet banking’, ‘Customers pre-
qualification’, ‘Online HCS deposit assignment (on a fee paid basis)’, 
and ‘Servicing legal entities’ were diagnosed. Based on the results of 
diagnostics, the recommendations were given to process owners on 
the identified controls with ineffective or partially effective design, 
including recommendations on the need to automate specific control 
procedures, develop missing regulations, and update the existing 
ones. The Management Board and the Risk Committee of the Bank 
approved plans of corrective actions to eliminate deficiencies in 
internal control in the processes.

The internal control subdivision conducts sampling audits of the 
Bank’s business processes on behalf of the Bank’s management / 
in accordance with the plan of works. In 2020, the internal control 
subdivision conducted 11 audits, including: 5 audits – examination 
/ assessment of the effectiveness of the design of internal controls 
in the business processes / sub-processes, 6 audits – sampling audit 
of the operational efficiency of internal controls in the business 
processes.

The structural subdivisions that are participants of the first and second 
line of protection being the owners of the business processes annually 
identify the risks in their processes and self-assess the adequacy of 
internal controls that mitigate the identified risks. The results of self-
assessment are reflected in the matrix of business processes, risks 
and controls of the Bank. The matrix for the current year containing 
the self-assessment of business owners / assessment of the internal 
control subdivision is approved annually by the Board of Directors. 
The business process owners develop and the Management Board 

The internal control system in the Bank is formed in accordance with the requirements of the legislation of the Republic of Kazakhstan, 
the Basel Committee on Banking Supervision, and the best world practices. The Bank applies the concept of the ‘Integrated COSO 
Model’ of 2013 in building its internal control system. The Bank’s internal control system (ICS) is a process embedded in the day-to-
day activities carried out by the Board of Directors, collegial bodies, structural subdivisions and all employees of the Bank in the 
performance of their duties.
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approve the plans of actions to eliminate deficiencies / inefficiency 
of internal control in the business processes. The implementation of 
all corrective action plans for internal control is further monitored by 
the internal control subdivision.

The third line of protection is provided by the internal audit 
subdivision in the form of an independent assessment of the 
effectiveness of the Bank’s internal control system using the results 
of audits or in the form of a separate assessment of the effectiveness 
of the internal control system.

The Bank’s system of management in the field of risk management is 
aimed at forming an integral system corresponding to the nature and 
scale of the Bank’s activities, the profile of the risks it assumes, as well 
as meeting the needs of further development. The strategic goals of 
the risk management system are based on the timely identification 
of risks, a qualitative assessment of all factors and a comprehensive 
response in order to minimize the possible impact. The key issues on 
risk management are considered, approved or agreed upon within 
the existing Committees under the Board of Directors and the 
Management Board of the Bank; the Board of Directors exercises 
strategic management of the Bank’s activities on internal control 
and risk management, approves and reviews the policies from time 
to time.

RISK MANAGEMENT
ASSESSMENT OF INFLUENCE OF CURRENT RISKS  OF THE BANK ON THE EQUITY ADEQUACY RATIO

Standard Actual, 
01.01.21

Subject to current 
risk level

Different 
from existing

1 2 3 4 = 3 – 2

k1-1 (min. 0.05) 0.367 0.344 –0.023

k1-2 (min. 0.05) 0.367 0.344 –0.023

k2 (min. 0.10) 0.367 0.344 –0.023

1 Includes credit, operational, market and liquidity risks. 

The capital adequacy ratio, taking into account the current aggregate level of risk, will decrease by -0.023 for all ratios, nevertheless, its value will be 
higher than the minimum requirements established by the regulator due to the significant amount of the equity (277 billion tenge).
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INFORMATION ON ADHERENCE TO AGGREGATE LEVELS OF RISK APPETITE AS OF 01.01.2021

Risk description
Level of risk  

appetite as of  
01.01.20

Approved  
level of risk appetite  

for 2020

Adequacy  
of the level of risk 

appetite

1 2 3 4 = 3 – 2

Credit risk 8,266 22,865 14,599

loan portfolio 7,462 17,095 9,633

interbank deposits 0 2,753 2,753

non-government securities 804 3,018 2,214

Market risk 4,126 7,282 1,809

Interest 4,108 6,676 2,568

Foreign exchange 16 600 584

Price 1.8 6.4 4.6

Liquidity risk 5,065 10,565 5,500

Aggregate risk level 17,457 40,713 23,256

The current aggregate risk level as of 1 January 2021 amounts to 17.5 billion tenge; it is within the approved level of risk appetite, has a safety 
margin of 23.3 billion tenge and is 43% of the approved level of risk appetite.

To implement the Bank’s development strategy, earn planned profits and ensure sustainable current work, the Bank operates a risk management 
system.
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Financial Risks
LIQUIDITY GAP AS OF 1 JANUARY 2021

On 
demand

[0-7D] [1W-1M] [1M-3M] [3M-6M] [6M-12M] [1Y-2Y] [2Y-3Y] [>3Y]

Total 
as per 

balance 
sheet

Assets 91,793 57,196 79,530 27,830 67,310 61,503 138,931 144,200 1,039,870 1,708,164

Liabilities 63,081 2,472 21,870 26,771 109,835 141,151 84,216 79,762 895,586 1,424,746

Contingent liabilities 3,069 6,139 9,208 12,278 30,695

GAP 28,712 54,723 54,590 –5,080 –51,733 –91,926 54,715 64,438 144,284 252,723

Cumulative GAP 28,712 83,436 138,026 132,946 81,213 –10,713 44,002 108,440 252,723

Cumulative GAP / 
Assets

1.70 % 4.90 % 8.10 % 7.80 % 4.80 % –0.60 % 2.60 % 6.30 % 14.80 %

When compiling the liquidity GAP, the following 
assumptions were used:

 ◾ all assets and liabilities are distributed over time intervals 
depending on the final maturity;

 ◾ contingent liabilities are distributed based on the issue of housing 
loans per a month (excluding previously issued preliminary and 
bridge loans).

The minimum value of the ratio of cumulative GAP to total assets falls 
on the interval from 6 to 12 months and is -0.6%. The Bank complies 
with the approved internal limits for 2020 within > -15%.

According to generally accepted banking practice, government 
securities are considered liquid assets and can be located on the 
asset maturity schedule within the range of ‘up to 7 days’.

The resulting negative gaps in the net GAP are due to an increase in 
accumulated amounts due to customers for the periods from 1 to 3 
months – 26.8 billion tenge, from 3 to 6 months – 109.8 billion tenge 
and from 6 months to a year – in the amount of 130.6 billion tenge. 
The amounts due to customers have reached the estimated value of 
30.7 billion tenge.

The Bank is able to raise funding, if necessary, through:

 ◾ settlement of REPO transactions;

 ◾ obtained interbank loans; and

 ◾ sale of securities (with a possible discount).
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Credit Risks

As part of the project ‘Implementation of a resolution adoption sys-
tem’, a Resolution Adoption System (RAS) from Experian was intro-
duced in the Bank. The system was tested and commissioned on the 
production server on 2 March 2020.

Within the framework of the project, the following 
activities were carried out as stipulated by the contract:

 ◾ implementation of a resolution adoption strategy for a standard 
credit application for products: Market – bridge and housing loans, 
with the exception of applications for prequalification, affiliates 
and military personnel, ‘Svoy dom – direct sale (IHCP)’, ‘Svoy dom 
– developer funds’, ‘Svoy dom – shared construction participants’, 
‘Nurly zher (Baiterek Development)’, ‘Nurly zher (LEB)’, ‘Nurly zher 
(Credit housing)’;

 ◾ preparation and approval of a scoring card for bridge loans; and

 ◾ organization and conduct of training for the Bank’s employees.

The Bank also worked on the development and approval of the Technical 
Procedure for carrying out automated examinations in the system 
‘Resolution Adoption System’ and ‘BPM’ and a scoring card for housing 
loans.

In 2020, a new portal – ‘Appraiser’s Cabinet’ (hereinafter referred to as 
the new portal) – with the domain name http://bagalau.hcsbk.kz was 
launched, and the work was also carried out on it on:

 ◾ integration of the new portal with the BPM system;

 ◾ online submission of an application-questionnaire by an appraiser 
for the purpose of registering it on the new portal and joining the 
Standard Conditions for Working with Appraisers;

 ◾ introduction of a directory of credit zones and administrative 
centres;

 ◾ supplementing the assessment report templates;

 ◾ introduction of a buzz (for business communication between 
employees and appraisers on the assessment of a collateral);

 ◾ development and implementation of a database of advertisements 
for the sale of residential real estate properties; and

 ◾ development and implementation of a report on the number of 
examinations carried out on a collateral by the employees of the 
collateral service.

The following methodological work was carried out in accordance 
with the Plan of Actions to bring the Bank’s internal documents in line 
with Resolution of the National Bank of the Republic of Kazakhstan 
No.188 dated 12 November 2019:

1) the Bank’s Pledge Policy has been approved;

2) the new version of the Instruction on monitoring the collateral 
provided for loans in the Bank was approved;

3) the Technical Procedure for making an internal revaluation of 
a collateral within the framework of monitoring collateral was 
approved;

4) amendments have been made to the General Requirements for a 
collateral accepted by the Bank;

5) the new version of the Rules for the internal credit policy of the 
Bank (Credit Policy) and the Methodology of Credit Risk Management 
in the Bank were approved;

6) the Bank’s Credit Risk Management Policy, the Methodology for 
analysing the creditworthiness (solvency) of individuals in the Bank, 
and the Methodology for validating credit risk assessment models in 
the Bank were developed and approved.

In 2020, 64,245 applications were considered by the employees of 
the risk management subdivision, of which: 47,852 applications 
were approved, 675 applications were rejected, 15,717 applications 
were returned for revision. The automated RAC approved 33,067 
applications.

At the end of 2020, the share of provisions formed in accordance with 
IFRSs amounted to 0.56% of the loan portfolio, the share of 20 large 
credits of the Bank was 0.13% of the loan portfolio of the Bank, which 
indicates that there is no risk of concentration of the loan portfolio. 
In the structure of collateral, the share of real estate amounted to 
83.62% of the total collateral. The overall weighted average C/C 
(credit/collateral) ratio is 47.29%, which indicates a conservative 
collateral policy.
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Operational risks

The operational risk management system (ORMS) in the Bank is 
formed in accordance with the requirements of the legislation of 
the Republic of Kazakhstan, the recommendations of the Basel 
Committee on Banking Supervision, generally accepted principles 
and banking risk management practices, and generally accepted 
international practice.

The objectives of the ORMS are achieved within the 
framework of a systematic, integrated approach, which 
implies the solution of the following tasks:

 ◾ improvement of procedures and mechanisms of operational 
risk management, which the Bank is exposed to;

 ◾ inadmissibility of transactions and other actions resulting in 
significant changes in the level of operational risk;

 ◾ limiting losses when the Bank settles transactions due to 
realization of operational risks;

 ◾ identification and analysis of operational risk arising in the 
course of the Bank’s activities;

 ◾ obtaining operational and objective information about the 
state and exposure of operational risk;

 ◾ development of measures aimed at reducing and preventing 
the Bank’s operational risk;

 ◾ improving the system of internal control over operational risk;

 ◾ development of a risk culture at all levels of the Bank’s 
management.

The infrastructure of the Bank’s ORMS includes:

1) identification of operational risks: analysis of both existing and 
implemented internal procedures and systems, as well as products 
and services provided by the Bank;

2) assessment of operational risks: measurement of operational risks 
in order to determine trends in the level of their changes;

3) strategic management of operational risks: development of 
principles of continuous management of operational risks in the Bank;

4) continuous management of operational risks, which is carried out by 
all structural subdivisions of the Bank and includes a decrease in the 
level of exposure to operational risk and elimination of the negative 
effects of operational risk events in all structural subdivisions of the 
Bank;

5) monitoring and reporting on operational risks: the Bank regularly 
monitors the level of operational risk and adheres to acceptable levels 
of risk. To monitor operational risk, the Bank uses a management 
reporting system for the management and collegial bodies involved 
in risk management processes, regularly assesses the risks affecting 
the achievement of goals, changing circumstances and conditions, 
and gives recommendations on risk management. Information 
on management reporting is provided to the Board of Directors / 
Management Board of the Bank on a quarterly / monthly basis;

6) prevention / mitigation (control): taking a set of measures aimed 
at preventing / reducing the likelihood of events or circumstances 
leading to operational losses, or at reducing the amount of potential 
losses.

In 2020, the measures were taken to bring the ORMS in line with the 
new Rules for forming a risk management and internal control system 
for second-tier banks as approved by Resolution of the Management 
Board of the National Bank No.188 dated 12.11.2019 and automating 
the operational risk instruments.
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Management of  
Information Security Risks 
and Information  
Technology Risks
To ensure the effective functioning of IS and IT risk management 
systems, in accordance with the requirements of the Rules for forming 
a management and internal control system for second-tier banks as 
approved by Resolution of the Management Board of the National 
Bank of the Republic of Kazakhstan No.188 dated 12.11.2019, the 
following documents are developed and kept up to date:

1) policies for IS and IT risk management; and

2) rules for IS and IT risk management;

In 2020, the measures were taken to integrate the IS database 
of operational risks of the Bank’s RPM with the database of the 
Information Security Department ‘IRP Resilient’ (IS Resilient is a 
system for storing information about IS incidents).

In 2020, the internal control subdivision introduced in the IT 
infrastructure of the Bank a system for automatic monitoring of 
the Bank’s information systems, which collects and analyses data 
on downtime of the Bank’s information assets / systems in order 
to control and regularly assess the information technology risks 
inherent in the Bank’s activities.

As part of the functioning of these systems, reports on IT and IS 
risks are provided on an ongoing basis to the Information Security 
Committee, the Management Board, and the Board of Directors of 
the Bank.

Going Concern  
Management
The Bank’s going concern management aims to ensure that the Bank 
is sustainable against any incidents by eliminating or minimizing 
downtime and quickly recovering key business processes and 
minimizing losses. For these purposes, the following have been 
developed, approved and kept up to date:

 ◾ Policy for managing a going concern of the Bank;

 ◾ Rules for managing a going concern of the Bank;

 ◾ Plans for ensuring a going concern of the Bank; and

 ◾ Plans of response to ensure the Bank’s activities.

In 2020, the following activities were carried out in this 
area:

 ◾ training of the Bank’s personnel on the going concern issues;

 ◾ analysis of the impact on the activities concerning critical 
processes and areas of the Bank’s activities;

 ◾ testing and analysis of the Bank’s plans for ensuring a going 
concern;

 ◾ analysis of risks of unforeseen circumstances for which a plan 
of actions to response to the risks has been drawn up.

To prevent the spread of the coronavirus infection (COVID-19), ensure 
the continuity of its activities and protect the health of its employees 
and customers of the Bank, several Plans of Actions have been 
developed and implemented to ensure the business continuity of the 
Bank related to the COVID-19 coronavirus.
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As part of these plans, the following activities of the 
above Plan were implemented in 2020:

 ◾ observance of new sanitary standards at workplaces and mask 
regime during the whole working day by all employees of the 
Bank;

 ◾ restricting the internal movement of workers inside buildings;

 ◾ limitation of business trips to regions disadvantaged due to CVI;

 ◾ reduction of face-to-face conferences and meetings;

 ◾ disinfection and sanitization of the Bank’s premises, including 
the branch network;

 ◾ in case of detection of a person infected with coronavirus 
infection, ensuring immediate disinfection of the premises;

 ◾ before the start of work examination of employees through 
non-contact thermometry and, in case of any symptoms of 
respiratory diseases, not allowing people with symptoms of 
ARVI and influenza, CVI to work;

 ◾ purchase of disinfectants and their further transfer to the 
Bank’s branches;

 ◾ purchase and installation of protective screens on the tables for 
the Bank’s employees working with the Bank’s customers;

 ◾ purchase and installation of tents for the Bank’s customers, 
while maintaining a distance of 1.5-2 meters between them;

 ◾ purchase of personal protective equipment (masks, sanitizers, 
gloves) for the Bank’s employees working with customers;

 ◾ procurement of services and processing by the SES in all 
regions of Kazakhstan in the branches and Central Office, 
including terminals;

 ◾ performing work on signing additional agreements to the 
collective agreement for employees, determining the format 
for remote work;

 ◾ ensuring the maximum provision of services for the Bank’s 
customers online;

 ◾ transfer of employees to a remote form of work; and

 ◾ to carry out the last two activities, the Bank purchased 
additional technical aids and purchased / modified the programs 
to improve the customer service online.

In 2020, the measures were 
taken to integrate 
the IS database of 
operational risks 
of the Bank’s RPM with 
the database of 
the Information Security 
Department ‘IRP Resilient’
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Compliance Risk
The compliance risk is in the top 5 business risks along with strategic, 
financial, operational and reputational risks.

Regulatory changes accompanied by tougher supervision are factors 
that predetermined the relevance of the compliance policy in the 
Bank.

In this regard, today, the compliance is an integral part of the 
functioning of the Bank and its organizational structure.

An effective compliance risk management system and its maintenance 
in an appropriate state allow the management timely identifying all 
significant risks of incomplete implementation of the Bank’s business 
goals.

Responsibility for compliance with the established 
standards is based on the Bank’s compliance culture, 
which is reflected in the 3 lines of protection that are 
being built:

1) The first line of protection manages the compliance risk within its 
competence and in accordance with the Bank’s internal documents on 
compliance risk management (first level control). The participants are 
employees of the Bank, heads of structural subdivisions of the Bank;

2) The second line of protection manages the compliance risk and 
compliance control (second level control). The participants are the 
Senior Compliance Controller and compliance control subdivision; 

3) The third line of protection carries out an independent assessment 
of the effectiveness of the compliance risk management system 
(third level control). The participant is the internal audit subdivision.

All participants in the compliance risk management system, within 
their competence and responsibility, manage the compliance risk 
with strict and rigorous observance of the requirements of the 
legislation of the Republic of Kazakhstan, the legislation of foreign 
states that affects the activities of the Bank and recognized by the 
Republic of Kazakhstan, internal rules and procedures of the Bank, 
and generally accepted codes of conduct.

The main goal of compliance risk management is to minimize and / 
or maintain at an acceptable level of compliance risks, such as the 
occurrence of financial losses of the Bank and the imposition of legal 
sanctions on it due to non-compliance with the requirements of the 
legislation of the Republic of Kazakhstan, regulatory legal acts of the 
authorized body, internal documents and procedures of the Bank, as 
well as the legislation of foreign states affecting the activities of the 
Bank and recognized by the Republic of Kazakhstan.

To effectively manage the compliance risk, the compliance 
control subdivision works to identify and assess the reasons 
for the occurrence of the compliance risk:

 ◾ collection and analysis of compliance risk realization events are 
carried out on a regular basis. For this purpose, the results of 
audits and a single internal database of operating losses and 
events are used;

 ◾ the compliance control subdivision takes part in the 
implementation of new products and services;

 ◾ internal checks of internal documents and processes of the 
Bank are carried out on a regular basis for compliance with the 
requirements of the legislation of the Republic of Kazakhstan 
(in 2020, the compliance control subdivision carried out 8 
checks);

 ◾ the principle ‘Know your customer’ has been implemented;

 ◾ a register of compliance risks is maintained with the preparation 
of a compliance risk map; and

 ◾ as part of strengthening the compliance culture, the Bank 
conducts training seminars.
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In order to ensure the compliance of the Bank’s activities with the 
legislation of the Republic of Kazakhstan, the compliance control 
subdivision monitors amendments and alterations to the legislation 
of the Republic of Kazakhstan on an ongoing basis with further giving 
recommendations on the development of new internal documents, 
making appropriate amendments / alterations to the internal 
documents and procedures of the Bank.

As part of compliance with the requirements of the legislation on anti-
money laundering and combating financing of terrorism (hereinafter 
– AML / CFT), a financial monitoring system is operated by the Bank.

The main goal of the financial monitoring system is to minimize the 
risks arising when settling bank transactions subject to financial 
monitoring and other transactions with money or property related 

to money laundering, terrorism financing and financing of the 
proliferation of weapons of mass destruction, by ensuring compliance 
with the requirements of the legislation of the Republic of Kazakhstan 
in the field of AML / CFT, preventing the Bank’s involvement in money 
laundering and terrorism financing and financing the proliferation of 
weapons of mass destruction, maintaining the effectiveness of the 
Bank’s internal control system at a level sufficient to manage the 
risks.

The Bank implements the ‘Know your customer’ principle, when 
establishing business relations, due diligence procedures are 
performed, completeness and timeliness of submission to the 
authorized body in charge of financial monitoring of the information 
on transactions subject to financial monitoring is ensured.

The Bank implements the 
‘Know your customer’ 
principle, when 
establishing business 
relations, due diligence 
procedures 
are performed

 
 ‘KNOW YOUR 
CUSTOMER’ 
 THE PRINCIPLE
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The Bank is aware of its responsibility for the economic, social and 
environmental consequences of its activities, as well as recognizes the 
need to take a set of measures to promote sustainable development 
of society and assumes voluntary undertakings regarding socially 
responsible behaviour to a wide range of stakeholders.

According to the CSR Strategy, the Bank adheres to the following 
principles in carrying out its activities:

1. Commitment to the Bank’s mission, common values and vision.

2. Provision of quality services based on the high professionalism of 
the Bank’s personnel.

3. Respect for the honour and dignity of the individual and his/her 
rights.

4. Honesty and mutual respect in dealing with the stakeholders.

5. A balanced approach when making management decisions.

6. Legality of actions taken and responsibility for consequences 
thereof.

7. Health protection of the Bank’s employees.

8. Openness to relationships with the stakeholders.

Based on the CSR Strategy, the Bank has identified six priority groups 
of stakeholders: customers, Shareholder, employees, business 
partners, government, and society. The Bank accepts constructive 

criticism from stakeholders aimed at improving the Bank’s CSR 
activities and undertakes to respond to such criticism by taking 
the measures to prevent unintentional and unforeseen negative 
consequences of its activities.

Compliance with the principles of the CSR Strategy is part of the 
corporate culture and is mandatory for all employees of the Bank.

The main directions of corporate social responsibility:

1. Fair business practice.

2. Personnel development.

3. Environmental protection.

4. Encouraging charity and sponsorship.

In 2019, in order to determine the fundamental standards, principles, 
rules and approaches that the Bank should adhere to in building a 
system of management in the field of sustainable development, the 
Bank approved the Sustainable Development Policy. In addition, the 
Bank approved the Bank’s Plan of Actions in the field of sustainable 
development for 2019-2020, whereby, in the reporting period, the 
responsible subdivisions of the Bank took a number of measures in 
the context of sustainable development.

The Bank actively promotes the solution of socially oriented tasks of the state and ensuring equal access of the general population 
to the housing construction savings system in all regions of the Republic of Kazakhstan. The Bank places great emphasis on the 
corporate social responsibility (CSR) as one of the key principles of its activities and corporate conduct. In this regard, in December 
2016, by the resolution of the Management Board of the Bank, the Strategy for corporate social responsibility (CSR Strategy) was 
approved, which became the reference document determining the principles and directions of the Bank’s activities in this area.

CORPORATE 
SOCIAL 
RESPONSIBILITY
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EMPLOYMENT

8PERSONNEL MEMBERS AND STRUCTURE

LABOUR RELATIONS PRACTICE

TRAINING

PERSONNEL RESERVE

CERTIFICATION OF THE BANK’S EMPLOYEES

TESTING FRONT OFFICE EMPLOYEES

REMUNERATION OF LABOUR OF THE BANK’S EMPLOYEES

INCENTIVIZATION OF THE BANK'S EMPLOYEES

SOCIAL PROTECTION

ENSURING SAFETY AND LABOUR PROTECTION, CIVIL DEFENCE 
AND FIRE SAFETY

ENCOURAGEMENT OF CHARITY AND SPONSORSHIP

CORRUPTION COUNTERACTION

COMPLIANCE WITH THE REQUIREMENTS LEGISLATION

ECONOMIC PERFORMANCE
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EMPLOYMENT

PERSONNEL MEMBERS AND 
STRUCTURE 
As of 1 January 2021, the internal organizational structure of the Bank consisted of 25 independent subdivisions of the Central Office, 
15 regional and 3 city branches, 20 service centres and 4 service points.

MANNING LEVEL, PERSONS

One of the priority tasks of the Bank is the formation and maintenance of a staff that meets the qualification requirements of the 
Bank aimed at achieving strategic goals and solving the problems the Bank faces. The labour relations are governed by the Labour 
Relations Regulations and Internal Labour Policy of the Bank in accordance with the legislation of the Republic of Kazakhstan.

The actual number of the Bank’s employees as of 1 January 2021 was 
1,341 people. Out of them, 478 are employees of the Central Office, 
863 are employees of the Bank’s branches in all regions. The number of 
employees hired in 2020 was 214 people. The average age of employees 
is 36 years old.

STRUCTURE OF MANNING LEVEL BROKEN DOWN BY SEX AND AGE IN 2020

Indicator Total, 
persons

Share, 
%

Executive
positions

Share in executive 
position, %

Sex
Men 538 40 4 57

Women 803 60 3 43

Age groups

Under 30 y.o. 337 25 0 0

30-50 y.o. 912 68 7 100

Over 50 y.o. 92 7 0 0

20162015
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09

5

1,
09

5

1,
09

2

1,
09

2

2017

1,
38

9

1,
38

9

2018 2019 2020
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EMPLOYEES HIRED IN 2020, PERSONS

STAFF TURNOVER, %

The procedure for competitive selection for vacant positions in the 
Bank comprises several stages, including: determining the need for 
personnel, selecting candidates and analysing CVs, conducting a 
preliminary interview, and professional testing with candidates. The 
staff turnover for 2020 is 6.1% (2019: 9.1%). The labour relations were 
terminated: at the initiative of an employee – 45%, by agreement 
between the parties – 36%, and for other reasons (draft, death, court 
decision, initiative of the employer, reduction, etc.) – 18%.

LABOUR RELATIONS 
PRACTICE
There are no complaints filed against the Bank during the reporting 
year for violation of labour relations practices. In accordance with 
the legislation of the Republic of Kazakhstan and the terms of the 
employment agreement, an employee has the right to apply for 
consideration of an individual labour dispute / complaints. The terms of 
appeal for consideration of individual labour disputes are regulated by 
the Labour Code of the Republic of Kazakhstan.

There are no subdivisions that use child and forced labour, as well as 
young workers performing hazardous work.

The actual number 
of the Bank’s 
employees as of 
1 January 2021 
was  

1,341 people 

Total

214

Branches

140

CO

74

20162015

11.9 11.7
14.4

9.4

2017

9.1
6.1

2018 2019 2020
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Taking into account that the development of personnel is one of the 
components of the success of any organization, the Bank annually plans 
to spend the funds for personnel training and development.

During 2020, training events were held for the Bank’s employees on a 
regular basis based at the Bank in connection with the amendments and 
alterations made to the regulatory documents, the Bank’s innovations 
as part of the introduction of a new information system and improving 
the IT infrastructure, etc. The training events were also held with the aim 
of improving the professional qualifications and motivating the Bank’s 
employees who are able to make effective decisions to achieve the goals 
and objectives of the Bank. Moreover, the Bank’s employees studied at 
external seminars, courses, online trainings in various areas in order to 
develop professional skills and study the world experience. The Bank’s 
employees regularly complete compulsory specialized courses in order to 
improve their professional qualifications and be certificated.

In connection with the incipience of the coronavirus pandemic in 2020, 
most of the training was transferred to a distance learning format.

In 2020, 566 employees of the Bank received external training, which 
is 40.7% of the total number of employees. Out of them, 280 persons 
are employees of the Central Office and 286 persons are employees of 
the Bank’s branches. For comparison, in 2019, 1,213 employees received 
external training, which was 87.3% of the total number of employees.

In 2020, according to MBA / EMBA programs in domestic and foreign 
universities, 17 employees of the Bank have successfully defended their 
qualification works (master’s theses), 14 persons continue their studies in 
MBA / EMBA programs. 6 more employees of the Bank entered the MBA 
program in 2020.

The total training hours (external training) in 2020 was 8,612 academic 
hours, taking into account training in short-term programs (two-day 
programs – 16 academic hours) and long-term MBA / EMBA training 
programs. The average number of hours of training (external training) 
per 1 employee of the Bank in 2020 was 15.2 academic hours.

In 2020, internal training covered 1,389 persons, which is 100% of the 
total number of employees. For comparison, in 2018 – 1,092 employees.

The total training hours (internal training) in 2020 was 21,356 training 
hours, taking into account short-term training (webinar, technical 
training) and asynchronous training (electronic courses). The average 
number of hours of training (internal training) per 1 employee of the 
Bank in 2020 was 16.4 training hours.

85 events were held for the purpose of internal training for the 
employees of the Central Office and branches of the Bank, with the 
target for 2020 – 85 events. The topics of internal training were varied: 
Anti-Fraud and Corruption Policy, corporate governance in the Bank, 
Operational Risk and Going Concern Management System, organization 
of the internal control system in the Bank, the Code of Business Conduct, 
Bank’s products, the procedure for handling the customers’ requests, 
gamification and others.

The number of trainings through electronic courses in the Bank’s distance 
learning system (internal training) in 2020 was: 4,731 trainings received 
by the employees of the Central Office and 10,903 trainings received by 
the employees of the Bank’s branches.

During the year, the library of educational electronic interactive courses 
in the distance learning system ‘Mirapolis’ was also replenished regularly 
with the focus on all employees of the Bank. The following electronic 
courses were developed and uploaded: ‘Corporate Governance in 
Bank’, ‘Remote Work Skills’, ‘Emotional Intelligence’, ‘Stress Resistance’, 
‘Assertive Behaviour’. The ‘Code of Business Conduct’ electronic course 
has been updated.

On the basis of the iSpring LMS, training was provided for the Bank’s 
employees at 3 courses, introductory instructions for new employees on 
the topics ‘Operational Risk Management System’, ‘Rules for information 
documenting and management, Rules for accounting, use and storage of 
protected information’ were transferred to the online format.

TRAINING
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The procedure for forming a personnel reserve of executives is 
performed in the Bank since 2008 in accordance with the Regulation on 
forming and training the Bank’s reserve by identifying high-potential 
employees and organizing their professional and career development.

As of the end of 2020, there are 77 persons in the Personnel Reserve of 
the Bank of which 25 persons are employees of the Central Office and 
52 persons are employees of the Bank’s branches. 3 persons dropped 
out of the reservists due to the termination of labour relations with an 
employee.

CERTIFICATION OF THE 
BANK’S EMPLOYEES
Since 2009, the Bank has been carrying out certification of employees to 
determine the degree of employees’ compliance with the requirements 
for their positions and to make the necessary management decisions 
regarding further labour relations with the Bank’s employees based on 
the certification results. The employees are certified no more than once 
every three years; in case of unsatisfactory results of the performance 
assessment (KPI is below 75%), they are certified no more than once 
a year. The certification stages are: qualification requirements analysis, 
testing, and meeting with the Certification Commission. At the end of 
2020, 19% employees of the total number of the Bank’s employees (257 
employees) were certified; the average performance among employees 
was 90%. Out of these, 56% are women (145 employees), 44% are men 
(112 employees). Also, out of 257 employees who passed certification – 
1 top manager, 66 heads of structural subdivisions (26%) and 190 senior 
managers, specialists (74%).

TESTING FRONT OFFICE 
EMPLOYEES 
The gamification is carried out for employees of the front office and 
remote service department on a quarterly basis and on a six-month basis 
for consultants of the Bank in order to check the level of knowledge 
about tariff programs and internal documents of the Bank. The report 
on the performed gamification is sent to the business unit for use in work 
and preparation of the plans of technical training for common mistakes 
made by participants.

In 2020, 100% employees of the total number of the front office 
employees (1,287 employees) passed testing, the average test ratio 
among employees of the front office and remote service department 
was 92.7%, among the Bank’s consultants – 89%. Out of these, 64% are 
women (825 employees), 36% are men (462 employees). Also, out of 
1,287 employees who passed the test there are 172 heads of structural 
subdivisions (13%) and 1,115 managers, specialists (87%).

In 2020, gamification was carried out in two languages: Kazakh and 
Russian. 745 persons tried to study and pass test in the Kazakh language, 
which is 35.6% of the total number of participants. Out of these, 11.4% 
participants successfully passed the exam on the first try.

PERSONNEL 
RESERVE 

As of the end of 2020, 
there are 77 persons 
in the Personnel 
Reserve of 
the Bank...
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The system of remuneration of the Bank’s employees consists of a fixed 
part of remuneration (salary, bonuses) and a variable part of remuneration 
(bonus).

The amount of the official salary is determined on the basis of the grades 
structure and is fixed in accordance with the salary scheme and the 
staffing table approved by the Management Board of the Bank.

INCENTIVIZATION  
OF THE BANK'S  
EMPLOYEES
In 2020, the Bank continued to work on enhancing the efficiency, 
transparency and balance of the system of material and non-material 
incentives, which is one of the most important areas of work with 
personnel and ensures compliance with standards and guarantees 
in accordance with the Labour Code of the Republic of Kazakhstan. 
To attract highly skilled specialists, increase the involvement and 
satisfaction of personnel, reduce staff turnover and develop the HR 
brand, the Bank regularly researches the labour market and the level 
of wages.

A remuneration range is fixed for each grade that determines the 
minimum, average and maximum value.

The salary scheme reflects the value from the minimum to the maximum 
value of the level of remuneration in the grade.

REMUNERATION OF LABOUR  
OF THE BANK’S EMPLOYEES 

AVERAGE BASIC SALARY FOR MEN AND WOMEN BROKEN DOWN BY CATEGORIES OF EMPLOYEES IN 2020

men women

Top management, KZT thousand 1,484.10 1,718.84

Heads of structural subdivisions, KZT thousand 642.79 724.65

Senior managers, specialists, KZT thousand 259.08 242.51

The salary scheme is formed taking into account the observance of the principle of internal fairness (payment of positions of similar value for 
the Bank within a given range) and external competitiveness (a sufficient level of basic remuneration to attract and retain employees of the 
Bank). During the reporting year, there were no cases of discrimination.

The approved system of bonuses for the Bank’s employees takes into 
account the effectiveness of the performance of each employee and his/
her individual contribution to the Bank’s performance. The personnel 
incentive system is aimed at achieving high production results and 
increasing labour productivity. In addition to bonuses based on labour 
results, the Bank’s employees are paid a bonus for public holidays of the 
Republic of Kazakhstan.

The Bank also has a system of moral incentives for employees and 
structural subdivisions, which includes both recognition of the personal 
merits of an employee in the form of an expression of gratitude, 
awarding a certificate of merit, awarding the titles ‘Best Bank employee’, 
‘Honoured Bank employee’, registering in the Bank’s Book of Honour, 
and recommendation to confer the state awards and titles. The best 
employee, the best structural subdivision of the Central Office and the 
best branch of the Bank are determined on a quarterly basis. In 2020, 
a system of monetizing moral incentives was introduced through the 
introduction of a virtual currency – Zhilcoin – and the possibility of using 
it in the ‘Motivational Cafeteria’ on the Bank’s internal corporate portal.
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The policy of social support for the Bank’s employees is aimed at 
stabilizing the team and taking care of each employee. The Bank 
provides employees with benefits and compensations, which are part of 
an extensive social package, in accordance with the ‘Rules for providing 
social support for the Bank’s employees’. All payments are made within 
the limits of funds of the corresponding items of the Bank’s budget.

The Rules provide for the following types of social support for the 
Bank’s employees:

1. MATERIAL ASSISTANCE

Material assistance is paid to employees in the following cases:

 ◾ for health improvement when granting paid annual leave;

 ◾ in connection with marriage;

 ◾ in connection with maternity leave, leave for those who adopted a 
new-born child (new-born children);

 ◾ in connection with the birth of a child / adoption of children;

 ◾ in connection with the treatment / surgical intervention of an 
employee or persons who are members of his/her family; and

 ◾ in connection with the death of an employee / family members of 
an employee.

2. VOLUNTARY HEALTH INSURANCE PROGRAM 
(HEALTH INSURANCE)

The employees and members of their families are covered by health 
insurance in accordance with the voluntary health insurance program. 
The funds for medical insurance are expensed in case of disease of an 
employee in accordance with agreements entered into with insurance 
organizations in accordance with the procedure established by the 
legislation of the Republic of Kazakhstan, or under agreements for 
medical care entered into with the medical organizations. Expenses 
for health insurance per employee must not exceed 100 MCI for the 
corresponding financial year.

SOCIAL 
PROTECTION 

In 2020, 2,119 persons, including 1,411 employees of the Bank and 708 
members of their families, were able to use the medical services under a 
voluntary health insurance agreement.

3. COMPENSATION PAYMENTS

In connection with a change of place of residence at the place of work 
in another locality, provided that supporting documents for actually 
incurred expenses are available, an employee can be paid the following 
compensation payments in a lump sum:

 ◾ payment of the cost of travel of an invited / transferred employee 
and members of his/her family by railway / motor transport in 
the amount;

 ◾ payment for the transportation of property of an invited / 
transferred employee and members of his/her family by railway 
/ motor transport.

4. ASSISTANCE IN SOLVING HOUSING ISSUES

Assistance in solving housing issues, depending on the financial 
condition of the Bank, can be provided by the Bank to an invited / 
transferred employee by partial reimbursement of the expenses for 
paying the rent of a dwelling (for a period not exceeding 2 years).

In 2020, 150 employees were on child (under 3 years old) care leave. 
In particular, 80 employees took child care leave during the year. In 
the reporting year, 78 employees went to work after child care leave.

The Bank strictly complies with the standards and requirements of 
the Labour Code of the Republic of Kazakhstan. In case of significant 
changes related to the Bank’s activities, employees are notified in 
accordance with the established procedure (no later than fifteen 
calendar days in advance).
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ENSURING SAFETY AND LABOUR 
PROTECTION, CIVIL DEFENCE AND 
FIRE SAFETY

The Bank annually takes a set of measures aimed at:

 ◾ creation and provision of safe and healthy working conditions for 
employees;

 ◾ conducting exercises and trainings in civil defence, testing plans 
to ensure the continuity of the Bank’s activities;

 ◾ compliance with fire safety requirements; and

 ◾ registration with military authorities of persons liable for 
military service and conscripts.

SAFETY AND LABOUR PROTECTION

The Bank constantly pays attention to safety and labour protection 
issues. The Bank’s activities are not associated with high injuries and 
heightened hazard to life.

At the same time, in accordance with the provisions of the regulatory 
legal acts and internal documents of the Bank in the field of safety 
and labour protection, the Bank constantly takes measures to train, 
instruct and test the knowledge of employees, responsible persons 
of the Central Office and branches of the Bank, instruct employees of 
contractors performing works and providing services under business 
contracts, short-time workers, students undertaking an internship in 
the Bank’s subdivisions.

In 2020, the following events were held:

 ◾ online training of employees on safety and labour protection by 
a specialized organization, with an examinations and obtaining 
certificates – 27 persons; and

 ◾ introductory briefings for newly hired workers – 72 persons.

ON-SITE HEALTH AND SAFETY

In 2020, diseases associated with COVID-19 occurred in the Bank among 
the Bank’s employees (140 persons), as well as 1 employee of the West 
Kazakhstan branch of the Bank suffered a hand injury during working 
hours; after assistance was provided in a medical institution, his health 
was restored.
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CIVIL DEFENCE

The Response Plans were approved in the field of civil defence in the 
Bank, in each subdivision (Central Office and branches of the Bank) to 
ensure the continuity of the Bank’s activities, civil defence headquarters 
were created, responsible persons were appointed, civil defence units 
were formed from among employees, training exercises were conducted 
with evacuation of employees, including rescue works and fire fighting.

During one of the trainings, both in the Central Office and in the 
branches of the Bank, the Response Plans to ensure the continuity of 
the Bank’s activities were tested, which was reflected in the test records.

FIRE SAFETY

In the field of fire safety, in 2020, the Instructions on Fire Safety 
Measures of the Central Office and branches of the Bank were 
developed and approved; the instructions were given to employees 
and responsible persons; the fire-protection condition of buildings, 
premises and territories of the Bank were checked from time to time.

In 2020, online training of the Bank’s responsible persons was carried 
out on the program of the fire safety basics and certificates were 
received – 27 persons.

There were no incidents of fire in buildings and on the territory of the 
Bank during the reporting year.

REGISTRATION WITH MILITARY AUTHORITIES

The persons of the Central Office and Branches of the Bank responsible 
for the registration with military authorities performed works on the 
registration with the military authorities of the Bank’s persons liable 
for military service and conscripts.

Violations by the Bank’s employees of military registration when 
moving to a new residence address, untimely receipt of military service 
record cards were eliminated during 2020. Monthly reports on hired 
and dismissed persons liable for military service and conscripts, an 
annual report, reconciliation of data with defence departments were 
carried out in due time.

In 2020, diseases associated 
with COVID-19 occurred 
in the Bank among 
the Bank’s employees 
(140 persons)
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ENCOURAGEMENT OF CHARITY 
AND SPONSORSHIP 

For the Bank, charity and sponsorship are significant in terms of 
strengthening the Bank’s business reputation and developing an 
internal corporate culture. The Bank considers all incoming requests 
for charitable and sponsorship assistance and develops a program 
to involve employees in charitable projects in various forms of 
participation: private monetary and other donations, each employee 
has the opportunity to make his own personal contribution to a 
common cause.

The Bank’s charitable, sponsorship and philanthropic assistance is 
provided in strict accordance with the Bank’s Charity Rules and as per 
the main directions of the Bank’s Charity Program for 2018-2020.

The goals of the Bank’s Charity Program for 2018-2020 
are:

 ◾ support of socially significant initiatives and projects to 
improve the financial literacy of children and the social 
adaptation of disabled people, including disabled children;

 ◾ support of socially vulnerable social groups that are the 
Bank’s depositors.

In 2020, the Bank received 22 applications for charitable and 
sponsorship assistance from public organizations and individuals. In 
accordance with the Bank’s Charity Rules, the applicants must fill out 
an individual / legal entity questionnaire and provide a full package 
of constituent documents, which are considered by the compliance 
control subdivision before being submitted to the Committee for 
Personnel Issues and the Management Board of the Bank.

As for the item ‘Charity and Sponsorship’, in 2020, sponsorship was 
provided in the amount of 3.5 million tenge to ‘Chess Development 
Fund’ Public Foundation for the continuation of the charity project for 
children with disabilities ‘Chess for All’ until 31 March 2020.

Charity and sponsorship are part of the Bank’s corporate culture and one of the traditional areas of participation in the life of society 
ensuring the social, political and economic stability of the territory where the Bank operates.

Within the framework of this project, an online portal for distance 
learning of children with disabilities was developed and tested. The 
portal was launched in test mode in February-March 2020 and at the 
moment all the functionality of the portal has been implemented. 
The portal contains courses on teaching to play chess. Each course 
contains 10-20 topics, each topic can contain 1-20 lessons depending 
on the material and in-depth study thereof. Today, more than 4,000 
problems have been loaded into the program, more than 240 minutes 
of video lessons have been recorded.

Major efforts to help those in need were taken using own funds of the 
employees of the Central Office and branches of the Bank. Assistance 
was provided in the form of fundraising to purchase expensive 
medicines for the Bank’s employees, who are in a difficult financial 
situation as a result of loss of health. Employees of the Central 
Office took an active part in the annual campaign ‘Donor Day’ and in 
honouring the veterans of the Great Patriotic War timed to coincide 
with the Victory Day.

In the context of the pandemic, employees of the branches distributed 
medical masks in public transport as part of the ‘Take care of yourself 
and your loved ones’ campaign. Also, employees of the branches 
conduct on an ongoing basis the charity and sponsorship events for 
low-income families, children in orphanages, orphaned children and 
children left without parental care, children with disabilities, for 
veterans of the Great Patriotic War and the labour front, the elderly, 
single mothers in difficult life situations, orphanages and Social 
Support Centres. In addition, the employees of the Central Office 
organized the work on the distribution of medicines and personal 
hygiene products for the needy employees of the Bank from a partner 
from the Russian Federation on a gratuitous basis.
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The Bank pays special attention to anti-corruption issues. Activities in this direction are carried out on an ongoing basis, in strict 
compliance with the requirements of the legislation of the Republic of Kazakhstan and internal documents of the Bank – the Fraud 
and Corruption Counteraction Policy and the Rules for Counteracting Fraud and Corruption.

CORRUPTION 
COUNTERACTION  

All employees of the Bank, irrespective of their position, have been warned 
about the obligation to report the facts of corruption in the Bank known 
to them to their immediate supervisors or to the security and internal 
audit subdivisions. At the same time, each employee of the Bank shall 
be personally liable for concealing the facts of involvement of any of the 
employees of the Bank in corrupt practices.

In order to prevent corrupt offenses, the Bank takes a set of measures with 
the ultimate result to eliminate corruption.

The business processes that are the most vulnerable to corruption have 
been identified and, in accordance with the approved plan of actions, the 
Bank also perform the following work:

 ◾ prevention of negative manifestations among the Bank’s 
personnel, identification of employees prone to committing 
corrupt offenses;

 ◾ study and analysis of received applications of individuals 
and legal entities for the presence of corruption information 
therein;

 ◾ checking employees hired for vacant positions in the Bank for 
compliance with anti-corruption restrictions;

 ◾ instructing newly hired employees of the Bank on corruption 
counteraction;

 ◾ examination of customer credit applications at the stage of loan 
issue;

 ◾ verification of the intended use of the issued loans and 
fulfilment by the Bank’s customers of contractual obligations;

 ◾ analysis of the procedures for executing the procurement plan 
of the Bank for compliance with the internal documents of the 
Bank and the legislation of the Republic of Kazakhstan; and

 ◾ checking customers, counterparties and housing construction 
projects that intend to conclude cooperation agreements with 
the Bank, including testing for possible affiliation with the 
Bank’s officials.

Regardless of revealing the facts of corrupt offences among 
employees and officials of the Bank, the responsible subdivisions 
provide on an ongoing basis the recommendations on corruption 
counteraction.

In addition, the Bank’s employees are regularly trained internally 
on fraud and corruption counteraction with mandatory testing of 
the acquired knowledge. So, during the period from 01 December 
to 20 December 2020, the security subdivision conducted internal 
training for the Bank’s employees and employees under a contract 
for provision of paid services on fraud and corruption counteraction 
followed by testing the knowledge gained. Training and testing 
passed successfully.

The Bank operates a Hotline, which is a means of confidentially 
obtaining information about corrupt offences by the Bank’s 
employees and consultants (the telephone number and email 
address of the Hotline is indicated on the Bank’s external website). 
An analysis of the appeals received in the second half of the current 
year showed that all of them were of a reference and advisory nature 
and did not contain information indicating the involvement of the 
Bank’s employees in corrupt practices.

Additionally, in pursuance of the instructions of the Administration 
of the President of the Republic of Kazakhstan dated 16 December 
2019, the management of the Bank appointed a responsible person 
– the Vice-Chairman of the Management Board of the Bank in charge 
of interaction with the Agency of the Republic of Kazakhstan for 
public service affairs – regarding corruption counteraction and 
responsibility of the Bank’s officials for the committing corrupt 
crimes by subordinate employees.

The set of measures taken by the Bank contributed to the fact that, 
based on the results of the work performed, no corrupt offences 
were detected among employees, officials and consultants of the 
Bank during 2020.
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COMPLIANCE WITH  
THE REQUIREMENTS LEGISLATION

1) A written warning for untimely posting on the Internet resource of the 
depository of financial statements of information about the decision of 
the Sole Shareholder of the Bank dated 14.01.2020. 

2) A recommendation measure of supervisory response for violations 
of the requirements of the Order of the Chairman of the Agency of the 
Republic of Kazakhstan for Regulation and Development of the Financial 
Market No. 167 "On approval of the Procedure for suspending payments 
of the amounts of the principal debt and remuneration for loans of 
the population, small and medium - sized businesses affected by the 
introduction of the state of emergency". 

3) A warning for the taxpayer 's failure to submit tax reports to the state 
revenue body within the period established by the legislative acts of the 
Republic of Kazakhstan. 

4) A recommendation measure of the supervisory response due to the 
late notification by the Bank of the decision taken The Board of Directors 
of the Bank on changing the composition of the Board of Directors and 
electing the Chairman of the Board of Directors of the Bank.

5) A written order based on the results of a comprehensive audit of the 
Bank's activities. 

6) A warning for the taxpayer's failure to submit tax reports to the state 
revenue body within the period established by the legislative acts of the 
Republic of Kazakhstan. 

7) A warning based on the results of the RSU "Department for 
Emergency Situations of the Esil district" of the Emergency Department 
of Nur-Sultan The Committee on Emergency Situations of the Ministry 
of Internal Affairs of the Republic of Kazakhstan" inspections of the 
building of the Central Branch of the Bank for compliance with the 
requirements in the field of fire safety.

In its activities, the Bank generally complies with the requirements of the legislation of the Republic of Kazakhstan. At the same time, 
the following facts were recorded in 2020.

The following fines were also paid:

1) a fine in the amount of 8,927 tenge (paid at the expense of the 
employee's funds ) to the State Revenue Department for the Almaty 
district of Nur - Sultan (for non -fulfillment of the cash order of the state 
revenue bodies as a matter of priority); 

2) a fine in the amount of 138,900 tenge in the KSU "Department of 
Urban Development Control of the city of Almaty" (for the operation of 
a building without an act of commissioning); 

3) a fine in the amount of 77,784 tenge to the Department of Justice 
of the city Almaty (for non-compliance with the deadlines for providing 
answers to the lawyer's requests); 

4) a fine in the amount of 14,000 tenge (paid at the expense of the 
employee's funds ) to a private bailiff (for non-fulfillment of the legal 
requirement of the bailiff under the enforcement proceedings to collect 
debts from a Bank employee).

In general, the Bank 
complies with 
the requirements of 
the legislation in its 
activities Republics 
Kazakhstan
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ECONOMIC 
PERFORMANCE

DISTRIBUTION OF ECONOMIC VALUE, MILLION TENGE

2018 2019 2020

Economic value (incomes):

operating (interest) incomes 62,605 84,435 111,434

fee incomes 1,144 1,275 1,538

other incomes 114 8 13

Distributional economic value:

expenses for labour remuneration 8,489 9,491 10,456

expenses for taxes and fees in the state budget 386 517 693

payments to capital maker (interest and dividend 
payment)

7,676 7,937 8,293

charity and sponsor support – – 3,522

other operating costs 6,108 7,402 4,017

other non-operating costs – – –

Distributable economic value (net profit) 26,455 27,347 31,784

In 2020, the total economic value of the Bank amounted to 113 billion 
tenge. As a large profit-making organization, the Bank contributes 
to the social and economic development of the country in the course 
of distribution of the economic value in the interests of the principal 
stakeholders.

At the same time, a more significant contribution to the society and the 
economy is made by the Bank in the course of operating activities for the 
development of the housing construction savings system in the country. 
Helping the people of Kazakhstan in solving the housing issue, the Bank 
creates a sustainable support for the development of the state and for 
improving the living standards of citizens.
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ENVIRONMENTAL 

The Bank's activities are not environmentally hazardous and do not involve high environmental risks. Bank supported adopts 
a precautionary approach to environmental issues and promotes the development of development and dissemination of 
environmentally friendly technologies. 
During the reporting year, there were no violations of environmental legislation, no penalties. 

ENERGY CONSUMPTION 
AND ENERGY EFFICIENCY
The Bank is a financial institution with a wide network of branches. In this 
connection, in order to maintain its activities, the Bank needs Significant 
volumes of electricity and heat are needed. Bank takes energy-saving 
measures to minimize its environmental impact and improve operating 
efficiency efficiency. In order to save money and savings electric energy 
in the Bank building installed LED lamps with a capacity of 18 -48 watts. 
The amount of energy consumed in the head building of the Bank for 
2020 is 1,020,509 kW. Branches The Bank also continues to implement 
measures aimed at reducing the consumption of water, energy and heat 
resources. 

WATER CONSUMPTION

In its activities, the Bank strives to reduce the volume of water 
consumption blending, improve the efficiency of water use and to 
minimize the impact on natural water bodies. Bank unconditionally 
accepts the importance of careful and rational wearing to the water 
resources of the country. In 2020, the volume of water in the head office 
of the Bank is 7,295.44 m³. 

WASTE MANAGEMENT 

For the Bank as for a financial institution, the main types of waste are 
paper, consumables and waste organic technique. During the reporting 
period, the Bank made efforts to transfer used paper for recycling. To 
shorten consumption of paper in office work since 2014 Bank uses an 
electronic office document management system Documentolog. This 

system made it possible to automate the entire internal document flow 
of the Bank and transfer to electronic format such business processes 
as formation, approval, verification, approval of documents, control of 
their execution, distribution link, search and archiving.

In addition, in August 2019, the Bank joined the program "Green 
economy", implemented by JSC "NMH" Baiterek ". The first the Bank's 
step in the comprehensive program was the introduction of eco-boxes 
in the building of the Central Office of the Bank. Thus, in 2020 Bank 
managed to collect 294 kg of waste paper, 3 kg of plastic, 24 kg of 
glass and aluminum, which, in turn, helped to a certain extent save the 
resources of the planet. 

SECURITY ENVIRONMENT 

Due to the nature of its activities, the Bank does not directly significant 
significant impact on the environment (not produces emissions of any 
pollutants into the atmosphere feru). The main resources consumed by 
the Bank, as it was mentioned above are electricity, heat and water. The 
Bank applies principles and methods of rational use resources that best 
provide prevention of adverse environmental impact Wednesday. In 
November 2020, the Central Office of the Bank held a campaign called 
"Green Office" aimed at increasing raising the level of environmental 
awareness of employees. Thank you In the course of this action, the 
Bank's employees learned together to develop good habits by giving 
up disposable tableware, were able to learn more about the principles 
and importance of sorting waste, which helped create an understanding 
of the colossal contribution every worker in the preservation of the 
environment. 



119 

PROCUREMENT

The Bank strives to ensure transparency and efficiency of 
procurement procedures that are performed in accordance with the 
Rules for the procurement of goods, works and services. At the same 
time, the information systems are actively used to automate the 
processes of arranging and implementing procurement by means of 
a request for quotations, an open tender and an auction.

Procurement is based on the following principles:

1) optimal and efficient expenditure of money used for procurement;

2) openness and transparency of the procurement process;

3) providing potential suppliers with equal opportunities to participate in 
the procurement process;

4) fair competition among potential suppliers;

5) the responsibility of the procurement participants; and

6) prevention of corrupt practices.

Based on the results of the procurement procedures performed in 
2020, 773 contracts were concluded. The total amount of concluded 
contracts amounted to 8,162,044 thousand tenge (7,545,791 
thousand tenge excluding VAT); the drown down amount made up 
1,344. The total savings on all procurements made amounted to 

477,380 thousand tenge, however, these savings are redistributed 
and additionally absorbed time after time throughout the year, 
with satisfying the additional needs of the Bank. At the same time, 
the share of local content in procurements for the reporting period 
amounted to 65% (the volume of execution according to the reports 
received as of 01.02.2021 amounted to 4,901,653 thousand tenge).

Based on 
the results of the 
procurement 
procedures 
performed in 2020,  

773                      contracts 
were concluded
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APPENDIX 1. 
REGARDING REPORT

This annual report of House construction savings bank of 
Kazakhstan  JSC includes financial and non-financial information on 
the Bank’s activities for the period from 1 January to 31 December 
2020, as well as historical data and a number of forward-looking 
statements. The Bank has been preparing the reports on an annual 
basis since 2004. The Annual Report 2019 was published on 30 July 
2020. The current Annual Report 2020 was not externally certified.

This is the Bank’s second Annual Report to include sustainable 
development information disclosed in accordance with the 
international non-financial reporting standards GRI Standards (‘Basic 
Compliance Option’).

When preparing the Annual Report, the Bank followed 
the principles of determining the content of the GRI 
Standards report:

 ◾ Stakeholder Engagement – the content of the report was 
determined based on the interests of key stakeholder groups.

 ◾ Sustainable Development Context – the Bank’s activities in 
this report are presented in a broader socio-economic context.

 ◾ Materiality – the report covers only those issues in respect 
of which the Bank exerts great influence on the decisions of 
stakeholders.

 ◾ Completeness – the Bank tried to cover the essential topics of 
its activities as fully as possible and provide all the necessary 
information.

The principles of ‘materiality’ and ‘stakeholder engagement’ have been applied to define sustainable development topics that will be reflected 
in the report. The principles of the ‘sustainable development context’ and ‘completeness’ were applied in collecting information and disclosing 
it on selected topics.

Determining the Content 
of the Report

To determine the list of information that should be included in 
this report, the Bank analysed all sustainable development topics 
proposed by the GRI Standards. The topics were assessed based 
on the degree of importance for the Bank, taking into account its 
development strategy, and based on the degree of importance for 

the stakeholders, which was determined in the course of interaction 
with them during the year. Based on the results of the analysis, the 
Materiality Matrix was built as presented below. Topics in the upper 
right corner of this matrix were considered the most significant and 
were disclosed in this report.
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MATERIALITY MATRIX
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TOPICS
LEGEND

(the topics recognized as the most significant based on the results of the analysis are marked in grey)

Economic performance 1

Presence in the markets 2

Indirect economic effects 3

Procurements practices 4

Corruption counteraction 5

Corruption prevention 6

Materials 7

Energy 8

Water 9

Biodiversity 10

Emissions 11

Discharges and wastes 12

Compliance with requirements of environmental legislation 13

Environmental assessment of suppliers 14

Employment 15

Relationships between employees and management 16

On-site health and safety 17

Trainings and education 18

Variety and equitable opportunities 19

Non-discrimination 20

Freedom of association and holding of collective negotiations 21

Child labour 22

Forced or compulsory labour 23

Security assurance practice 24

Rights of first nations and indigenous groups 25

Assessment of respect for human rights 26

Local publics 27

Assessment of suppliers’ impact on society 28

State policy 29

Consumer health and safety 30

Products and services marking 31

Consumer privacy 32

Compliance with requirements 33
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APPENDIX 2. 
FINANCIAL STATEMENTS 
STATEMENT OF FINANCIAL POSITION

(thousand Kazakhstan tenge) Notes
31 December 

2020
31 December 2019 

(restated)

ASSETS

Cash and cash equivalents 7 138,257,892 151,024,879

Funds in financial institutions 17 –

Investments in debt securities 8 232,210,452 196,087,584

Investments in equity securities 1,747 5,214

Credits and advances to customers 9 1,319,681,125 980,394,166

Property, plant and equipment and right-of-use assets 10 5,462,232 5,256,199

Intangible assets 10 5,684,660 3,874,218

Prepaid current liabilities on income tax 196,015 171,542

Other financial assets 11 5,417,469 2,979,171

Other assets 11 268,023 338,503

Non-current assets available for sale 191,476 199,399

TOTAL ASSETS 1,707,388,091 1,340,330,875

LIABILITIES

Due to customers 12 1,097,659,295 902,023,405

Borrowings 13 67,614,055 59,157,994

Issued debt securities 15 113,680,020 78,650,059

Government grants 16 121,753,860 33,893,322

Deferred tax liability 22 18,324,890 15,871,146

Other financial liabilities 14 3,563,068 4,175,467

Other liabilities 14 2,009,583 2,152,659

TOTAL LIABILITIES 1,424,604,771 1,095,924,052

EQUITY

Share capital 17 78,300,000 78,300,000

Additional paid capital 95,406,389 80,980,344

Reserve of revaluation of investment securities at fair value through 
other comprehensive income

(2,204,346) (3,077,553)

Other provisions 2,283,335 2,283,335

Retained earnings 108,997,942 85,920,697

TOTAL EQUITY 282,783,320 244,406,823

TOTAL LIABILITIES AND EQUITY 1,707,388,091 1, 340,330,875
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STATEMENT OF PROFIT OR LOSS AND OTHER COMPREHENSIVE INCOME

(thousand Kazakhstan tenge) Notes 2020
2019 г.

(restated)

Interest incomes calculated in effective interest method 18 111,433,654 84,718,404

Interest and similar expenses 18 (35,884,615) (28,138,388)

Net interest margin and similar incomes 75,549,039 56,580,016

Allowance for credit losses 7,8,9 (5,529,664) –346,691

Net interest margin and similar incomes after provision for credit losses 70,019,375 56,233,325

Incomes from government grants 16,660,494 12,820,385
Fee incomes 19 1,538,353 1,274,895
Fee expenses 19 (6,637,232) (5,062,970)
Expenses from modification of financial assets at amortized cost not resulting 
in derecognition

(5,754,051) –

Expenses at initial recognition of assets at rates below market ones (22,895,729) (18,386,156)
Reversal of impairment for debt securities at fair value through other 
comprehensive income and other financial assets

205,853 8,021

(Expenses)/Incomes less incomes / (expenses) from foreign exchange 
transactions

55,86 (90)

Other operating expenses, less incomes 16,2 (1,489,861) (1,181,202)
Administrative expenses 21 (18,688,055) (17,114,060)

Profit before tax 33,015,007 28,592,148

Income tax expenses 22 (1,230,924) (1,245,133)

PROFIT FOR THE YEAR 31,784,083 27,347,015

Other comprehensive loss:

Items to be reclassified thereafter as profit or loss:

Expenses less incomes /(expenses) on debt securities at fair value through 
other comprehensive income

667,521 (969,721)

Expenses less incomes on debt securities at fair value through other 
comprehensive income carried over in the statement of profit and loss as a 
result of disposal

(205,853) (108,553)

Items not to be reclassified thereafter as profit or loss:

Expenses less incomes / (expenses) from investments in equity securities at 
fair value through other comprehensive income

(2,703) (14)

Other comprehensive income/(loss) for the year 458,965 (1,078,288)

TOTAL COMPREHENSIVE INCOME FOR THE YEAR 32,243,048 26,268,727

Share of basic and diluted earnings per share owned by the Bank's 
shareholder
(Kazakhstan tenge per a share)

30 4,059 3,493
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STATEMENT OF CASH FLOWS

(thousand Kazakhstan tenge) Notes 2020 2019

Cash flows from operating activities
Earned interest incomes calculated in effective interest method 99,621,528 82,768,875

Paid interest calculated in effective interest method
эффективной процентной ставки (30,236,874) (24,836,432)

Received fees 1,538,353 1,274,895
Paid fees (6,556,796) (4,925,783)
Paid personnel expenses (10,367,764) (9,001,745)
Paid administrative and other operating expenses (7,298,947) (7,554,958)
Paid income tax (2,407,483) (2,255,422)

Cash flows from operating activities before changes in operating assets and liabilities 44,292,017 35,469,430

Net decrease in:
- due to other banks (17,000) –
- credits and advances to customers (364,139,347) (334,820,225)
- other financial assets (2,439,462) (1,207,660)
- other assets 69,782 (125,914)
Net increase in:
- due to customers 195,887,856 237,088,445
- other financial liabilities (451,392) 77,522
- other liabilities (107,698) 56,703

Net cash flows used in operating activities (126,905,244) (63,461,699)

Cash flows from investing activities
Acquisition of property, plant and equipment (1,676,391) (1,273,166)
Acquisition of intangible assets (2,804,700) (2,028,087)
Disposal of property, plant and equipment 5,672 67,127
Acquisition of debt securities at fair value through other comprehensive income (26,664,286) (37,356,065)
Acquisition of investments in debt securities stated at amortized cost (125,623,904) (139,842,191)
Proceeds from disposal of debt securities at fair value through other comprehensive income 30,296,131 50,138,101
Proceeds from redemption of debt securities stated at amortized cost 88,700,000 83,250,000

Net cash flows used in investing activities (37,767,478) (47,044,281)

Cash flows from financing activities
Borrowings from the Government of the Republic of Kazakhstan 59,000,000 92,000,000
Borrowings from local executive bodies of the Republic of Kazakhstan 10,500,000 2,500,000
Repayment of borrowings from local executive bodies of the Republic of Kazakhstan (421,000) –
Repayment of loan from SWF Samruk-Kazyna – (18,277,000)
Borrowings from other organizations 108,000
Proceeds from issue of debt securities 15 91,316,432 20,000,000
Paid dividends 17 (8,292,596) (7,936,551)
Long-term lease 14 (361,357) (131,178)

Net cash flows in financing activities 151,849,479 88,155,271

Effect of changes in foreign exchange rate on cash and cash equivalents 56,256 1,306

Net decrease in cash and cash equivalents (12,766,987) (22,349,403)
Cash and cash equivalents at the beginning of the year 7 151,024,879 173,374,282

Cash and cash equivalents at the end of the year 138,257,892 151,024,879

You can find the full package of the Bank's financial statements, including opinion of the auditor, on our corporate web-site: hcsbk.kz 
in section ‘About bank’/’Reporting’.
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APPENDIX 3. 
GRI INDEX

Standard 
number

Index Report section/Comment Page

GRI 101 (2016): Foundation

GRI 102 (2016): General disclosures

ORGANIZATIONAL PROFILE

102-1 Name of the organization About Bank

102-2 Activities, brands, products, and services About Bank

102-3 Location of headquarters Contact Details 

102-4 Location of operations Geography of Activities

102-5 Ownership and legal form About Bank

102-6 Markets served Geography of Activities

102-7 Scale of the organization Key Indicators, Personnel Members and Structure

102-8 Information on employees and other workers Personnel Members and Structure

102-9 Supply chain Housing construction savings system 

102-10
Significant changes to the organization and its 
supply chain

Central Office Structure

102-11 Precautionary Principle or approach Risk Management Policy 

102-12 External initiatives Membership in the International Associations 

102-13 Membership of associations Membership in the International Associations 

STRATEGY

102-14 Statement from senior decision-maker
Address of the Chairman of the Board of Directors,  
Address of the Chairman of the Management Board

ETHICS AND INTEGRITY

102-16
Values, principles, standards, and  
norms of behaviour

Mission and Vision, Business Ethics 

GOVERNANCE

102-18 Governance structure Description of the Corporate Governance System 

STAKEHOLDER ENGAGEMENT

102-40 List of stakeholder groups Stakeholder Engagement

102-42 Identifying and selecting stakeholders Stakeholder Engagement

102-43 Approach to stakeholder engagement Stakeholder Engagement

102-44 Key topics and concerns raised Stakeholder Engagement
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Standard 
number

Index Report section/Comment Page

REPORTING PRACTICE

102-45
Entities included in the consolidated financial 
statements

See ‘Annual Financial Statements’ 
(the Bank does not have subsidiaries)

102-46 Defining report content and topic Boundaries Regarding Report

102-47 List of material topics Regarding Report

102-48 Restatements of information
(This is the second report on the GRI Standards, which required the adaptation 
of the basic sustainable development indicators to the requirements of the 
Standards)

102-49 Changes in reporting Regarding Report

102-50 Reporting period Regarding Report

102-51 Date of most recent report Regarding Report

102-52 Reporting cycle Regarding Report

102-53
Contact point for questions regarding the 
report

Contact Details 

102-54
Claims of reporting in accordance with the GRI 
Standards

Regarding Report

102-55 GRI content index GRI Index

102-56 External assurance Regarding Report

GRI 103 (2016): Management Approach

103-1
Explanation of the material topic and its 
boundaries

Regarding Report

103-3 Evaluation of the management approach Description of the Corporate Governance System 

SPECIFIC ELEMENTS

GRI 200 Economic Topics

GRI 201 (2016): Economic Performance

103-2
The management approach and its 
components

Economic Performance

201-1
Direct economic value generated and 
distributed

Economic Performance

GRI 204 (2016): Procurement Practices

103-2
The management approach and its 
components

Procurement

204-1 Proportion of spending on local suppliers Procurement

GRI 205 (2016): Anti-corruption

103-2
The management approach and its 
components

Corruption Counteraction

205-2
Communication and training about 
anticorruption policies and procedures

Corruption Counteraction

205-3
Confirmed incidents of corruption and actions 
taken

Corruption Counteraction
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Standard 
number

Index Report section/Comment Page

GRI 300 Environmental Topics

GRI 306 (2016): Effluents and Waste

103-2
The management approach and its 
components

Environmental Performance Indicators

306-2 Waste by type and disposal method Environmental Performance Indicators 

GRI 400 Social Topics

GRI 402 (2016): Labour/Management Relations

103-2
The management approach and its 
components

Personnel Policy

402-1
Minimum notice periods regarding operational 
changes

Personnel Policy

GRI 403 (2016): Occupational Health and Safety

103-2
The management approach and its 
components

Ensuring Safety and Labour Protection, Civil Defence and Fire Safety

403-1
Occupational health and safety management 
system

403-2 Injury and risk assessment

403-3 Labor protection services

403-4
Worker participation, consultation, and 
communication on occupational health and 
safety

403-5
Worker training on occupational health and 
safety

403-6 Promotion of worker health

403-7 Prevention of injury and safety risks

403-9 Work-related injuries

403-10  Occupational diseases

GRI 404 (2016): Training and Education

103-2
The management approach and its 
components

Training

404-1
Average hours of training per year per 
employee broken down by sex and categories 
of employees

Training

404-3

Percentage of employees receiving regular 
performance and career development 
reviews broken down by sex and categories of 
employees

Testing Front Office Employees

GRI 405 (2016): Diversity and Equal Opportunity

103-2
The management approach and its 
components

Personnel Policy

405-1 Diversity of governance bodies and employees Personnel Members and Structure
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Standard 
number

Index Report section/Comment Page

GRI 418 (2016): Customer Privacy

103-2
The management approach and its 
components

(The Bank ensures the privacy of customers and the protection of personal 
data, with strictly complying with the Kazakhstan legislation in this area.)

418-1
Substantiated complaints concerning breaches 
of customer privacy and losses of customer 
data 

(In 2020, there were no significant cases of violation of the rules for the use of 
personal data that caused damage to the customer. There were no complaints 
from customers.)

GRI 419 (2016): Socioeconomic Compliance

103-2
The management approach and its 
components

Risk Management Policy and Internal Control System

419-1
Non-compliance with laws and regulations in 
the social and economic area

Compliance with legal requirements
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LIST OF ABBREVIATIONS
ABBREVIATION INTERPRETATION

HCS housing construction savings

EXPO
(Eng. Exposition) international exhibition, which is a symbol of industrialization and open platform to demonstrate 
technical and technological achievements

MM Mass media

KASE
Kazakhstan Stock Exchange (Kazakhstan Stock Exchange – KASE) – stock exchange headquartered in Almaty, 
Kazakhstan

SMS
(Eng. short message service) – a type of service in mobile (and some other) communication networks, a short text 
message

MCI monthly calculated index

CSD cash and settlement department

ISO (Eng. International Organization for Standardization) – an international organization engaged in standard issue

SC service centre of the Bank

IIN individual identification number of a natural person

EU European Union – an economic and political union of 27 European states

GDP gross domestic product

USA United States of America

STB second-tier banks

AEFR annual effective fee rate

TP tariff program

SP state program

RDP state program ‘Region Development until 2020’

IHC individual housing construction

IT Information technologies

IS Information systems

ВРМ Eng. Business Process Management – an information system of the Bank created to manage the business processes

ELS electronic learning system

IE individual entrepreneur

RB regional branch of the Bank

PS point of service of the Bank

PR abbreviation of Public Relations meaning when translating from English ‘public relations, community affairs’

GAP strategic analysis method by means of which the actions to achieve specified goal are found

IFRS International Financial Reporting Standards

IS information security
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+ 7 (727) 279-35-11

FACSIMILE:
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(727) 262 08 46, 355 47 60
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