For internal use only

Annex 17
to Resolution of the Board of Directors 
Otbasy Bank JSC
No.2 dated 30.01.2026

	
[image: C:\Users\ast.iklasova.g\AppData\Local\Microsoft\Windows\INetCache\Content.Outlook\FSK3ZQW2\LOGO_OTBASY 1.png]

	Superior Internal Document  
	Charter of Otbasy Bank JSC

	
	Internal Document Owner  
	Internal Control Department

	
	Developed by 
	Dosybaeva G.Z. – Director, Internal Control Department;  
Yergen A.Z. – Head of the Customer Rights Compliance Department.  

	
	Approved by  
	Resolution of the Board of Directors of Otbasy Bank JSC No. 2 dated January 30, 2026  

	
	Effective Date  
	January 30, 2026  

	
	Restriction Label
	For internal use only



Otbasy Bank JSC Policy on Protecting   
Customer Rights and Interests   



















Astana, _____  
TABLE OF CONTENTS

Chapter 1. General	2
Chapter 2. Terms and definitions	3
Chapter 3. Principles and standards of conduct for employees and authorized agents	3
Chapter 4. Procedures for Providing Financial Products and a List of Information to be disclosed at all stages of cooperation	4
Chapter 5. Disclosure of Information	6
Chapter 6. List of authorized agents of the Bank and procedures for providing financial products through authorized agents of the Bank	6
Chapter 7. Qualification requirements for employees and authorized agents	7
Chapter 8. Identification and procedures for preventing unfair practices	7
Chapter 9. Structure, tasks, functions and powers of officials, business units and employees of the bank involved in the decision-making process on appeals and compensation for damage to customers	8
Chapter 10. Procedures for reviewing and deciding on requests, including applications to amend the terms of a Bank Loan Agreement	9
Chapter 11. Miscellaneous	10

[bookmark: _Toc283711564]
Chapter 1. General

1. The Otbasy Bank JSC Policy on Protecting Customer Rights and Interests (the Policy) has been developed in accordance with the requirements of the current legislation of the Republic of Kazakhstan, including the Rules for Establishing a Risk Management and Internal Control System for Second-Tier Banks, branches of non-resident banks in the Republic of Kazakhstan, approved by Resolution No. 188 of the Management Board of the National Bank of the Republic of Kazakhstan dated November 12, 2019 (the Rules No. 188).
2. This Policy sets forth the conduct guidelines for employees and authorized agents, the procedures for offering financial products, disclosure requirements, the process for handling customer inquiries, and mechanisms for preventing violations of the rights of customers of Otbasy Bank JSC (the Bank).
3. The purpose of the Policy is to ensure the protection of the rights and interests of the Bank’s customers by establishing uniform principles, approaches, and procedures governing the provision of financial products, interaction with customers, the handling of complaints, and the prevention of unfair practices
4. The Policy is aimed at creating transparent, objective, and fair service conditions, increasing customer trust, and ensuring that the Bank operates in accordance with the laws of the Republic of Kazakhstan and best practices in customer service
5. The Policy is a fundamental internal document of the Bank governing matters related to the protection of the rights and interests of the Bank’s customers.  
6. The provisions of the Policy are binding and must be implemented and observed by all business units of the Bank.  
7. Components not covered by the Policy shall be implemented through separate internal documents of the Bank. 


Chapter 2. Terms and definitions

8. The following terms and abbreviations are used in the Policy:
1) Banking activities - the implementation by banks of banking and other operations established by the Law on Banks and Article 5 of the Law on Housing Construction Savings;
2) Banking service - the implementation by banks of banking and other operations established by the Law on Banks and Article 5 of the Law on Housing Construction Savings;
3) Video service - the Bank's two-way video communication service, allowing for remote customer service in real time for consultations, file exchange via text messages, and the use of other customer service tools;
4) Banking Law - the Law of the Republic of Kazakhstan "On Banks and Banking Activities in the Republic of Kazakhstan";
5) HCS Law - the Law of the Republic of Kazakhstan "On Housing Construction Savings in the Republic of Kazakhstan";
6) Customer - an individual who is a consumer of banking services or intends to use banking services;
7) Appeal - a proposal, application, complaint, withdrawal of a complaint, request, response, or gratitude sent to the Bank or to a Bank official, individually or collectively, in writing, orally, or in the form of an electronic document certified by an electronic digital signature, or via a video service (videoconferencing).
8) General Terms and Conditions – General Terms and Conditions for the Implementation of Operations of Otbasy Bank JSC approved by the Resolution of the Board of Directors of Housing Construction Savings Bank of Kazakhstan JSC (Minutes of meeting No. 8) dated May 29, 2017;
9) Information Technology Objects – electronic information resources that facilitate the transfer of information between the Borrower and the Bank via email, postal service, the Bank's website, SMS messages, push notifications, the Baspana Market real estate portal, telephones, a mobile application, and other information technology objects.
10) Employee – an individual employed by the Bank;
11) Baspana Market System – the Bank's software package (including software) enabling the provision of electronic banking services via a secure communication channel on the Baspana Market real estate portal www.otbasybank.kz and in the Otbasy Bank mobile app;
12) Authorized Agent – ​​the person through whom the Bank provides financial products to customers, specifically customer acquisition and promotion services;
13) Financial Product – a service offered by the Bank as part of its banking activities.


Chapter 3. Principles and standards of conduct for employees and authorized agents
 
9. When carrying out their activities, the Bank's employees and authorized agents are guided by the following basic principles of customer service:
1) Bank reliability and transparency in service provision;
2) Efficiency, professionalism, and efficiency of employees and authorized agents;
3) Awareness of employees and authorized agents;
4) Compliance with business/internal etiquette by employees and authorized agents;
5) Individual approach to customers;
6) Intolerance of corruption and fraud.
10. Employees and authorized agents of the Bank shall be obliged:
1) interact with customers in a polite, courteous, and respectful manner;
2) refrain from rudeness, coercion, threats, violence, or actions that undermine a customer’s honor and dignity;
3) refrain from any form of discrimination;
4) provide accurate and up-to-date information about the Bank and its services in full, in accordance with the laws of the Republic of Kazakhstan and the Bank’s internal documents;
5) ensure the confidentiality of customer information and not use it for purposes unrelated to the Bank’s activities, in accordance with the laws of the Republic of Kazakhstan and the Bank’s internal documents;
6) make every effort to prevent corruption and other illegal activities, and also to bring to the attention of management cases that come to their attention.
The Bank ensures the availability of accessible channels for reporting corruption and other illegal activities, and also guarantees absolute confidentiality.
11. Employees and authorized agents, when providing banking services, strictly adhere to the standards of conduct and service delivery established in the Bank's internal documents, which regulate the requirements and recommendations for providing high-quality customer service.
12. Employees and authorized agents provide banking services in the manner and according to the procedures established in the Bank's internal documents, which regulate the process of providing banking services.


Chapter 4. Procedures for Providing Financial Products and a List
of Information to be disclosed at all stages of cooperation 

13. The main types of banking activities related to the Bank’s provision of financial products include the following transactions in local currency (subparagraphs 1–7) and in foreign currency (subparagraphs 3 and 6):
1) Accepting deposits into housing construction savings funds, opening and maintaining depositor accounts;
2) Providing depositors with housing loans, bridge housing loans, and preliminary housing loans for housing improvement projects.
3) Opening and maintaining special accounts for the receipt of lump-sum pension payments;
4) Opening and maintaining current accounts for the receipt of payments and subsidies for the purpose of paying for rented housing in the private housing stock.
5) Accepting deposits, opening and maintaining bank accounts for individuals participating in the state educational savings system;
6) Opening and maintaining current accounts for the receipt of targeted savings payments from the unified accumulative pension fund for the purpose of improving housing conditions and/or paying for education;
7) Opening and maintaining current accounts for the receipt of savings payments from an educational savings deposit or insurance payments under an educational savings insurance contract for improving housing conditions.
14. The key, basic terms and conditions governing the Bank’s conduct of banking and other transactions authorized under the banking laws of the Republic of Kazakhstan and the license issued to the Bank are set forth in the General Terms and Conditions.
The specific terms and conditions governing the Bank’s conduct of transactions are determined by the Bank’s internal documents and agreements entered into between the Bank and its customers. 
15. The Bank provides banking services to customers through in-person service and/or the Baspan Market system (including the Otbasy Bank mobile app) and video services.
16. The Bank provides banking services based on a corresponding application for banking services submitted by the customer and/or a banking services agreement concluded with the customer.
17. The procedures and processes for providing banking services, depending on the service channel, are defined in the Bank’s internal documents governing the provision of banking services.
18. Before providing banking services, the Bank provides the customer with:
1) information on rates and fees, as well as the timeframe for deciding on an application for a banking service (if an application is required); 
2) information on the terms and conditions for providing the banking service and a list of documents required to enter into a banking service agreement (if a banking service agreement is required); 
3) information regarding the customer’s liability and potential risks in the event of failure to fulfill obligations under the banking service agreement (if a banking service agreement is required);
4) consultations regarding questions raised by the customer;
5) at the customer’s request—a draft banking service agreement (if a banking service agreement is required); 
6) information regarding the provision of banking services subject to the receipt of an additional financial service and regarding other agreements that will be concluded by the customer in connection with the additional financial service, including details regarding the existence of additional costs. 
19. If a customer submits an application for a banking service, the Bank will review the application within the timeframe specified in the Bank’s internal documents.
20. Prior to entering into a banking service agreement, the Bank shall: 
1) provide the customer with the necessary time to review the terms and conditions;
2) inform the customer of their right to appeal to the bank, the banking ombudsman, the authorized body, or the court in the event of a dispute regarding the banking service received. For these purposes, the customer shall be provided with information about the location, postal and email addresses, and online resources of the bank, the banking ombudsman, and the authorized body;
3) ensure the confidentiality of the information provided by the customer.
21. Before entering into a bank loan agreement, the Bank, in addition to the information and documents stipulated in paragraph 19 of the Policy, provides the customer with the following information on bank loans:
1) term of the bank loan;
2) maximum amount and currency of the bank loan;
3) interest rate type: fixed or floating, and the calculation procedure if the interest rate is floating;
4) interest rate as an annual percentage rate and its amount in reliable, annual, effective, comparable terms (real value) on the date of the customer's application;
5) exhaustive list and amounts of commissions, tariffs, and other expenses associated with obtaining and servicing (repayment) the bank loan, in favor of the bank;
6) customer's liability and risks in the event of default under the bank loan agreement;
7) liability of the pledgor, guarantor, surety, and other person who is a party to the loan security agreement.


Chapter 5. Disclosure of Information

22. Information on banking services is disclosed by the Bank in the General Terms and Conditions, which are publicly available and are posted on the Bank's website www.hcsbk.kz and also provided to the customer upon request from the Bank for a banking service.
23. The Bank also discloses information on banking services by posting up-to-date information on interest rates (for deposits, for bank loans) and tariffs (commission fees), including tariffs for payments and/or money transfers, on the Bank's website www.hcsbk.kz and in the Bank's branch premises (in places accessible for viewing and familiarization).
24. The specified information must contain details of the decisions or internal documents of the Bank according to which the current rates and tariffs were approved and amendments were made (dates, numbers, names of the authorized bodies of the Bank that made these decisions or approved these internal documents).
25. In addition, the Bank discloses information about its banking services through advertising, which must comply with the requirements of the Law of the Republic of Kazakhstan "On Advertising" and the Law on Banks, as well as the regulatory legal acts of the authorized body, including, but not limited to, the following:
1) the advertisement is reliable and recognizable without special knowledge or the use of special means immediately at the time of its presentation;
2) the advertisement, with the exception of radio advertisements, must include the Bank's license number and the name of the issuing authority; 
3) interest rates in a reliable, annual, effective, and comparable calculation (real value) are indicated in advertisements for bank loans and deposits (except for interbank loans), if the interest rate for bank loans and deposits is specified.
4) interest rate and annual effective interest rate are indicated taking into account the upper and lower ranges for each type of bank loan and deposit;
5) advertisements for bank loans, with the exception of advertisements placed on radio and television, are accompanied by a notice regarding the liability of the individual borrower in the event of default under the bank loan agreement..
26. The Bank is permitted to include a link in the advertisement to the Bank's official website, where information will be posted about the Bank's rights and the liability of the borrower - an individual in the event of failure to fulfill obligations under the bank loan agreement.


Chapter 6. List of authorized agents of the Bank and procedures for providing financial products through authorized agents of the Bank

27. A complete list of the Bank's authorized agents, as well as a list of banking services provided through these agents, is posted on the Bank's website www.hcsbk.kz.
28. Banking services provided through authorized agents are rendered through in-person and/or video services.
29. Banking services provided through authorized agents are rendered based on the customer's written consent to receive banking services through authorized agents, which may be in hard copy or electronic form.
A customer’s consent to receive banking services through authorized agents does not impose an obligation on the customer to conduct all future interactions with the Bank exclusively through that agent. Customers are entitled to receive banking services through any service channels, subject to the restrictions set forth in the Bank’s internal documents.
30. Prior to providing a banking service, authorized agents shall provide the customer with the information specified in paragraphs 19 and 22 of the Policy, and shall also inform the customer of the scope of their authority to provide banking services.
31. The list of financial products provided through authorized agents, as well as the procedures for providing banking services through the Bank’s authorized agents, are determined by the Bank’s internal documents governing the rules for the organization of authorized agents’ operations.


Chapter 7. Qualification requirements for employees and authorized agents

32. Qualification requirements for Bank employees and authorized agents directly interacting with customers are determined by the Bank independently and are set forth in the Bank's internal documents, which regulate the qualification requirements for employees and govern the rules for organizing the work of authorized agents.
33. Before commencing customer service activities, the Bank’s employees and authorized agents undergo mandatory internal training and certification on the Bank’s products and services to confirm that they possess the necessary level of qualification.
34. Ongoing training for current employees and authorized agents is conducted in accordance with a training plan approved by an internal Bank document.  


Chapter 8. Identification and procedures for preventing unfair practices

35. Procedures for preventing unfair practices include both internal risk management mechanisms and external methods of regulation and consumer protection.
External regulation is carried out by authorized government agencies, including the the Agency for Regulation and Development of the Financial Market of the Republic of Kazakhstan (ARRFR), which receives complaints about unfair practices and ensures consumer protection.
The internal protection mechanism is implemented by ensuring that the Bank has a risk management system that is appropriate to the chosen business model, the scale of activities, the types and complexity of operations, and that ensures appropriate processes for identifying, measuring, assessing, monitoring, controlling and minimizing risks to customers.
36. The Bank's risk management system is a set of components that provides a mechanism for interaction between the Bank's internal procedures, processes, policies, and business units developed and regulated by the Bank for the purpose of timely identification, measurement, control, and monitoring of risks, as well as their minimization to ensure its financial stability and stable functioning.
37. For issues related to the provision of banking services, the customer may contact the Bank using the following contact information: 8-8000-801-880 or by dialing 300 from a mobile phone.
For issues regarding corruption and fraud, customers may contact the Customer Hotline at: + 7 (7172) 55-44-88; email: antifraud@otbasybank.kz; mailing address: 2A Korgalzhyn Highway, Nura district, Astana, Z05K8B9, Republic of Kazakhstan, to the Head of the Security Department (marked "personal delivery").
Customer inquiries received through the Bank’s digital channels, including the mobile app. are recorded in accordance with the procedures set forth in the Bank’s internal documents.
38. The risk management process, as well as the identification and procedures for preventing unfair practices, are regulated by the Bank's internal documents.


Chapter 9. Structure, tasks, functions and powers of officials, business units and employees of the bank involved in the decision-making process on appeals and compensation for damage to customers

39. Customer inquiries received by the Bank are handled by the relevant departments designated in the Bank’s internal document governing its organizational structure.
The division of responsibilities among the relevant departments is determined based on the type of customer inquiry (suggestion, application, complaint, etc.) and its nature (informational or operational, requiring analysis), in accordance with the procedure established by the Bank’s internal document.
40. The responsibilities of the relevant departments include the objective, comprehensive, and timely review of customer inquiries, as well as providing accurate responses that comply with the Bank’s internal policies.
41. Within the scope of their authority and when reviewing customer inquiries, in addition to providing a response, the responsible departments analyze the inquiries for the presence of systemic issues and/or issues posing risks to the Bank and/or the customer, as well as for facts indicating signs of a corruption offense in the process of providing services and customer support.
42. The responsible departments, within the scope of their authority and when reviewing customer inquiries, in addition to providing a response, analyze the inquiries for the presence of systemic issues and/or issues posing risks to the Bank and/or the customer, as well as facts indicating signs of a corruption offense in the process of providing services and customer support.
43. The departments responsible for analyzing and monitoring the consideration of appeals shall:
1) analyze and summarize customer appeals to identify and address the underlying causes;
2) develop recommendations for the Bank to improve the organization of handling customer appeals;
3) submit proposals to the Bank's management, based on the review of customer appeals, on necessary measures to eliminate identified violations in relation to all consumers of the given financial service and preventive measures to prevent such violations in the Bank's operations.
44. If the customer’s complaint is justified and valid, the Bank will take steps to remedy the violations and restore the customer’s rights and legitimate interests.
If a decision needs to be made regarding a customer’s inquiry, the matter is reviewed by the Bank’s authorized collegial body as part of management reporting and/or other initiatives, and, if necessary, instructions are issued to the relevant Bank departments. The composition and powers of the authorized collegial body are defined in an internal Bank document governing its activities.
45. Following the review of the inquiry, the Bank provides the customer with a written response. The written response is signed by a member of the Bank’s Management Board and other individuals authorized by the Bank’s management to sign responses to customer inquiries.
46. The review and decision-making regarding compensation for damages are carried out by an authorized collegial body of the Bank, the composition and powers of which are determined by an internal document of the Bank regulating the activities of the authorized collegial body.


Chapter 10. Procedures for reviewing and deciding on requests, including applications to amend the terms of a Bank Loan Agreement

47. The Bank considers customer requests in the manner and within the timeframes established by the Law on Banks and the regulatory legal act of the authorized body governing the procedure for the provision of banking services and the consideration by banks and organizations carrying out certain types of banking operations of customer requests arising in the process of providing banking services.
48. The Bank considers the following customer requests:
1) written inquiries received in person, by mail, via email, or through the Bank’s website;
2) verbal inquiries received by telephone or during a customer’s in-person visit to the Bank.
49. The Bank records written inquiries from customers in a logbook for written inquiries, which contains the details specified in the Bank’s internal documents.
The Bank shall issue a document to the customer confirming receipt of its written request on paper, or shall make a corresponding note on a copy of the request. Refusal to accept requests is not permitted.
The Bank registers requests received through the Bank’s website, including via the Bank’s mobile app, in accordance with the procedures set forth in the Bank’s internal documents. The Bank also registers customer requests made by phone. The Bank records telephone conversations with the customer upon its consent provided that the customer is notified of this at the beginning of the conversation.
The Bank immediately reviews requests received verbally (by phone or during a customer’s in-person visit to a Bank branch) and, if possible, provides a response to the customer’s verbal request immediately.
If the Bank cannot resolve the verbal inquiry immediately, the customer shall submit it in writing, and the Bank shall process it as a written inquiry. The Bank informs the customer of the necessary procedures for receiving a response and the timeframes for reviewing such inquiries.
50. If the information provided is insufficient, the Bank will request additional documents and information from the customer while reviewing the request.
51. The Bank reviews customer requests within 15 (fifteen) calendar days from the date the request is received by the Bank.
The Bank’s management may extend the period for reviewing a request by 15 (fifteen) calendar days if it is necessary to establish the facts relevant to the proper review of the request; the customer will be notified of this within three calendar days of the date on which the review period is extended.
52. The bank provides the customer with a written response on the results of the review of the application in the state language or the language of the application. 
In its response, the Bank shall indicate substantiated and reasoned arguments for each request, demand, petition, recommendation or other issue presented by the customer, with reference to the relevant provisions of the legislation of the Republic of Kazakhstan, the Bank's internal documents and agreements related to the issue under consideration, and shall also explain the customer's rights to appeal the decision taken.
53. If the borrower applies to the Bank, including through information technology facilities, with a written request to amend the terms of the agreement, the Bank shall consider the proposed terms for amending the bank loan agreement within 15 (fifteen) calendar days of receiving the borrower's written request, and in writing, as well as through information technology facilities that enable the Bank to identify the borrower through the use of identification means stipulated by the Law of the Republic of Kazakhstan "On Payments and Payment Systems" or in the manner stipulated by the bank loan agreement, notify the borrower of one of the following decisions:
1) consent to the proposed amendments to the terms of the bank loan agreement;
2) a counter-proposal to amend the terms of the bank loan agreement;
3) refusal to amend the terms of the bank loan agreement, stating the reasons for such refusal.
In its response to a request to amend the terms of a bank loan agreement, the Bank informs the customer of its right to appeal to the Bank Ombudsman for dispute resolution in the event of disagreement with the outcome of the appeal, as well as the channels and methods for contacting it.
In response to a customer's written request, the Bank will transmit a response in one of the following ways, as provided below. The response is considered delivered if it is sent to the customer:
- to the place of residence specified in the banking services agreement or the customer's request, by registered mail with acknowledgment of receipt, including if received by an adult member of the borrower's family residing at the specified address;
- to the email address specified in the banking services agreement or the customer's request;
- using other means of communication stipulated by the banking services agreement that ensure a record of the customer's receipt of the response.
54. The procedure for reviewing customer inquiries is regulated by the General Terms and Conditions and Rules for Reviewing Customer Inquiries Arising During the Provision of Banking Services at Otbasy Bank JSC, which are publicly available and are posted on the Bank's website, www.hcsbk.kz . 
55. The procedure for deciding on customer inquiries, including requests to change the terms of a bank loan agreement, is regulated by the Bank's internal documents.


Chapter 11. Miscellaneous

56. Procedures and provisions not regulated by the Policy are implemented in accordance with the legislative and regulatory legal acts of the Republic of Kazakhstan and the internal documents of the Bank.
In the event of any contradictions between individual provisions of the Policy and the legislation of the Republic of Kazakhstan, the provisions of the legislation of the Republic of Kazakhstan shall apply.
57. The Customer Rights Compliance Department is responsible for updating the Policy.
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