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Chapter 1. General provisions  
1. These Rules for Reviewing Client Complaints Arising in the Provision of Banking Services to Otbasy Bank JSC (hereinafter referred to as the Rules) regulate the procedure for reviewing client appeals arising in the process of providing banking services.
2. These Rules have been developed in accordance with the provisions of the current legislation of the Republic of Kazakhstan on the procedure for considering appeals from individuals and legal entities, including regulatory legal acts of the authorized body, internal documents of Otbasy Bank JSC (hereinafter referred to as the Bank) on documentation in the Bank.  
3. The Rules contain an order that defines:
1) record-keeping procedures for Client complaints (applications), including reception, initial processing, registration of appeals received by the Bank, and responses to client appeals; 
2) the Bank's structural unit responsible for registration, review and analysis of client appeals; 
3) procedures for communicating (transmitting) received appeals to the Bank's senior staff in order to determine the Responsible unit that will be charged with reviewing client appeals and preparing a response to them, and imposing an appropriate resolution;
4) deadlines for timely processing of client appeals and preparation of responses to client appeals; 
5) procedure for interaction of the Bank's structural divisions when reviewing client appeals and preparing responses to client appeals; 
6) procedure for organizing personal reception of clients by the Bank's management;
7) procedure and processes for maintaining the classifier of incoming Client complaints of the Bank;
8) procedures for analyzing problems in the provision of banking services arising from client appeals;
9) procedure for the adoption, implementation and monitoring of corrective and preventive measures based on the results of consideration of client appeals.
10) procedure for reviewing the draft advisory supervisory response measure/advisory supervisory response measure submitted to the Bank.
4. Basic concepts, designations and abbreviations used in the Rules:
1) “Complaint/Appeal” means an individual or collective proposal, application, complaint, withdrawal of a complaint, appeal, feedback or expression of gratitude, or objection submitted to the Bank or to an official of the Bank in written or oral form, or in the form of an electronic document certified by an electronic digital signature, or via a video service (in the format of a video conference); (as amended by Management Board Resolution No. 32 dated March 2, 2026).
2) Anonymous appeal - an appeal for which it is impossible to establish authorship, there is no signature, including an electronic digital signature, and the Client's mailing address;
3) Complaint - the Client's demand for the restoration or protection of violated rights, freedoms or legitimate interests, for the elimination of unlawful actions or omissions of the Bank, as well as the cancellation of illegal decisions of the Bank;
4) Substantiated complaint - a complaint supported by facts, the analysis of the subject of which establishes a violation of regulatory legal acts, internal documents of the Bank;
5) Unsubstantiated Complaint means a complaint that is not supported by facts and, upon analysis of its subject matter, the quality and conditions of service are found to be in compliance with the requirements of applicable laws and regulations and the Bank’s internal documents;
6) Registration of an appeal - recording in the accounting information document brief information on the content of the appeal and assigning a registration number to each received appeal;
7) Client - an individual, a legal entity or its representative who submits an application on issues arising in the process of providing banking services at the Bank; 
8) Feedback - opinions, comments, or expressions of Client interest in the Bank's products or process;
9) Non-compliance - the Bank's failure to comply with the requirements of the LSIs of the Republic of Kazakhstan and the IRDs; 
10) Authorized person - Members of the Management Board and other persons authorized by the Bank's Management to sign responses to client appeals.   
11) LSIs RK - Laws and Statutory Instruments of the Republic of Kazakhstan;
12) Committee - Risk Committee of Otbasy Bank JSC; 
13) Branch - Branches of the Bank, including Service Centers;
14) RCC - registration and control card created in BPM 2.0 
15) BPM 2.0 (https://bpm2) – the Bank's business process management system: creation and processing of incoming documents, appeals from legal entities and individuals, and outgoing documents; 
16) FBT - feedback tools;
16-1) video service is a two–way video communication service provided by the Bank (in the video conferencing format) that allows remote Client service in real time for consultation, file exchange using text messages, and other tools for the client's service; 
16-2) Videoconferencing is a communication service using information and communication technologies for interactive interaction of several remote subscribers in real time with the possibility of exchanging audio and video information; 
16-3) Blog platform of the Chairman of the Management Board of the Bank is an object of informatization located on the main page of the Bank's external website, which provides the opportunity for clients to send appeals and receive answers from the Chairman of the Management Board of the Bank; 
16-4) E-otinish IS is an information analytical system "Electronic appeals", which allows citizens of the Republic of Kazakhstan to send appeals to government agencies or quasi-public sector entities;
            17) Responsible unit - situational monitoring division and legal entity division; 
17-1) situational monitoring unit – the unit responsible for reviewing individual clients' appeals and appeals from the Authorized Body, other government agencies and individuals on individual clients' appeals to them; 
17-2) legal entity unit – the unit responsible for reviewing appeals from clients of legal entities, the Authorized Body and government agencies on issues related to the activities of the legal entity division; 
18) IRD - an internal regulatory document of the Bank; 
19) RSD – Remote Service Department; 
20) employee – an employee of a Bank or an individual providing services under a civil law contract who is a participant in intrabank relations; 
21) Classifier is a system for classifying incoming appeals according to the affected areas of the Bank's activities, into subclasses and points. The classifier does not have a permanent form and is subject to correction as problematic areas in the Bank's activities are identified and eliminated, which were the basis for the receipt of the appeal; 
  22) CRM– software designed to automate Client interaction strategies, in particular to increase sales, optimize marketing, and improve Client service by storing information about Clients and the history of relationships with them, establishing and improving business processes, and then analyzing the results; 
23) BPM – software designed to enter Client data, perform operations on deposits and loans, and register client appeals for operational activities (deposits and loans); 
24) authorized body – the State Body for regulation and development of the financial market; 
25) other state bodies and persons - state bodies and persons of the Republic of Kazakhstan, non-governmental organizations, Baiterek NIH JSC, Amanat party and other organizations; 
26) Bank Ombudsman - an individual who settles disputes arising from a mortgage loan agreement between the Bank and the borrower upon his appeal in order to reach an agreement on the satisfaction of the rights and legally protected interests of the borrower and the Bank; 
27) Informatization facilities - electronic information resources that provide information transfer between the Borrower and the Bank via e-mail (e-mail), postal communication, the Bank's Internet resource, SMS messages, push notifications, the real estate portal Baspana Market (Baspana market), telephones, mobile applications, as well as other informatization facilities. 
28) Objection – the type of appeal of an individual against the automated processing of his personal data.
29) AD - an Administrative Department.
30) Automated processing of personal data is the processing of personal data by an object of informatization, excluding the participation of the owner and (or) operator, as well as a third party in the processing process. (amended by Resolution of the Management Board No. 32 dated 02.03.2026)
Chapter 2. Receipt and Registration of Client Appeals
5. In order to receive Client feedback, the following communication channels and technical means are used:
1) written appeals received on purpose, by mail, to the Bank's e-mail, the Bank's Internet resource, including using Otbasy bank mobile application, as well as to the Blog Platform of the Chairman of the Bank's Management Board; 
2) oral appeals, including those received by phone via the video service, as well as during a direct visit by the Client to the Bank; 
Acceptance (withdrawal) of applications from the relevant FBT, if any, is carried out on a daily basis. 
Acceptance (withdrawal) of applications from the relevant FBT, if any, is carried out on a daily basis.
6. Registration of appeals (oral, including those received through the video service, written, on Internet resources, including using Otbasy bank mobile application IS, in the book of reviews and suggestions), depending on the type of appeal, is carried out centrally in the BPM 2.0 system (https://bpm2), BPM at the same time, client appeals must contain the necessary details: namely, in the appeal of an individual, his last name, first name, as well as, if desired, patronymic, individual identification number, postal / e–mail address, contact number, and in the appeal of a legal entity – his name, postal / e-mail address, business identification number. 
The appeal shall be signed by an individual or a representative of a legal entity, with the exception of oral appeals and appeals, including those received through the video service, received through the Bank's Internet resource. 
When filing a complaint, the Bank's name or position, surnames and initials of the Bank's officials whose actions are being appealed, the motives of the appeal and the requirements are indicated.
If Branches receive appeals requiring review and analysis from Clients/authorized bodies/other authorities or persons addressed to the Bank’s management / heads of the Bank’s divisions / management of the Branches, or if the above-mentioned persons are indicated in the “Cc:” field, such appeals shall be registered in BPM 2.0 (https://bpm2) by the Branch records management officer in accordance with the procedure established by the Rules of Documentation and Records Management of Otbasy Bank JSC (hereinafter, the Bank’s internal document on documentation), and shall be forwarded to the responsible unit by 6:30 p.m. of the same day. 
The numbering of Client appeal registrations in BPM 2.0 (https://bpm2) is unified and continuous across the Bank and its Branches.
When receiving client appeals for operational activities (deposits and loans) in the BPM, the numbering of registered appeals within each branch is performed automatically. 
When receiving client appeals that do not require study and analysis received through the Bank's online resource, registration is performed automatically in BPM 2.0 (https://bpm2). 
The procedure for filling in the necessary data/fields for/ the RCC (application) and transferring the application to BPM 2.0 (https://bpm2), are carried out in accordance with the procedure established by these Rules, the Bank's internal document on documentation and the Technical Procedure for the registration and processing (review) of incoming documents, client appeals, as well as creation, registration and dispatch outgoing documents of Otbasy Bank JSC in the BPM 2.0 system. 
7. Measures are provided for all FBT to ensure the safety and completeness of the communication of appeals to Authorized Persons, in particular:
1) The books of reviews and suggestions maintained in the Branches and placed in Client Service Halls in areas accessible to Clients shall be stamped with the Branch seal and numbered;
2) postal and courier deliveries – the “Incoming Document” stamp of the Administrative and Organizational Activities/Branch Records Management Unit and the incoming registration number shall be affixed to the appeal; (as amended by Management Board Resolution No. 32 dated March 2, 2026).
3) The Bank's Internet resource - Cleint appeals received on an external website, depending on the type of appeal, are automatically transmitted and registered in BPM 2.0 (https://bpm2). Appeals received on weekends/holidays are subject to registration in BPM 2.0 (https://bpm2) the next business day. 
In the “Otbasy Bank” mobile application information system, a functionality is implemented that allows users to navigate to the “Submit an Appeal” section on the Bank’s website for online submission of an appeal.  
Posters with a QR code are placed in the Bank's branches, allowing you to go to the "Submit an appeal" section on the Bank's Internet resource for online registration of an appeal. The procedure for using QR code posters for feedback is described in the Technical Procedure for using QR codes for online processing of client appeals; 
3-1) Chairman of the Management Board’s Blog Platform – Client appeals submitted in electronic form via the Chairman of the Management Board’s blog platform shall be transferred by the unit responsible for maintaining the Bank’s external website, in accordance with the Regulation on the relevant unit, to the Administrative Department no later than the next business day following receipt of the appeal for further registration in BPM 2.0 (https://bpm2) and preparation of a response to the Client, in accordance with the procedure established by these Rules and the Bank’s internal document on documentation; (as amended by Management Board Resolution No. 32 dated March 2, 2026); 4) Bank e-mail – Client appeals received via the Bank’s official e-mail address shall be registered by the Administrative Department; (as amended by Management Board Resolution No. 32 dated March 2, 2026).
5) oral telephone calls from Clients are registered in the BPM system, telephone conversations with the Client are recorded with his consent upon notification at the beginning of the conversation (subject to the collection and processing of personal data when recording telephone conversations), an audio recording of the conversation with the Client is stored in the system for 3 (three) months; 
5-1) oral client appeals received through the video service are registered in the CRM system, video conversations with the Client are recorded with his consent upon notification at the beginning of the conversation (subject to the collection and processing of personal data when recording video conversations), the video recording of the conversation with the Client is stored in the system for 2 (two) months; 
6) oral appeals during a direct visit by a Client to the Bank are considered by the Bank's Client service department in accordance with the procedure and conditions provided for in these Rules and the Bank's internal documentation documents.
7) E-Otinish information system – upon receipt of a Client appeal via the “E-Otinish” information system, an employee of the AD shall, in the order of incoming documents, register the received appeal in BPM 2.0 (transferring the appeal data from the “E-Otinish” information system to BPM 2.0 (http://bpm2)). (as amended by Management Board Resolution No. 32 dated March 2, 2026).
The Administrative Department employee shall, in BPM 2.0 (http://bpm2), forward the received appeal for execution to the employees of the responsible Bank units in accordance with the provisions of the Bank’s internal document on documentation and the Technical Procedure for the process of registration and processing (review) of incoming documents and Client appeals, as well as the creation, processing, registration and dispatch of outgoing documents of Otbasy Bank JSC in the BPM 2.0 system. (as amended by Management Board Resolution No. 32 dated March 2, 2026).
At the same time, in the E-Otinish information system, the AD employee shall forward the received appeal in BPM 2.0 (http://bpm2) to the employee of the responsible Bank unit to which the appeal has been assigned for the preparation of a response. (as amended by Management Board Resolution No. 32 dated March 2, 2026).
The procedure for working in the E-Otinish IS is regulated in the Bank's internal document on documentation.
8. In order to inform Clients about the channels and possibilities of submitting appeals, information about the FBT is posted in the Client Halls of Branches, on the Bank's external website, in advertising materials and other means of communication. 
In the Client Halls of Branches and Central Offices, information for Clients about the system for dealing with client appeals is posted in places accessible to Clients with the following content:  
1) full coordinates of the Bank (single Bank number, website, address, full name of the person addressed);
2) mandatory information required to be specified by the Client;
3) feedback tools;  
4) terms of consideration of Clients appeals.
Chapter 3. Procedure for Reviewing Appeals
9. If a nonconformity is detected on the basis of an oral appeal from the Client (during a personal visit to the Client) by employees of the Bank's Client service department, actions are immediately taken to eliminate the nonconformity, and if possible, the response to the oral appeal from the Client is provided immediately within the competence of these employees. If an error/discrepancy related to the operation of the Bank's information systems is detected during the provision of banking services and maintenance, employees of the Bank's Client service department promptly send an appeal for elimination through a single window for receiving service appeals and incident resolution.
If a nonconformity (complaint/question/appeal) from the Client cannot be resolved immediately, an employee of the Bank's Client service department must invite the Client to submit the appeal in writing (in his own hand) or, according to the Client, an employee of the Bank's Client service department draws up an appeal. 
In cases where an appeal is drafted by an employee of a Bank unit serving Clients, the Client shall include in the appeal the note “recorded correctly from my words” and affix a signature. Thereafter, the appeal shall be registered in BPM 2.0 (https://bpm2) in accordance with the procedure set forth in Chapter 2 of these Rules for further consideration in the established manner. 
The Client is given a copy of the accepted appeal, indicating the date and time, surname and initials of the person who accepted the appeal. 
When clients contact the Central Office of the Bank, the Responsible Department holds meetings with clients on issues related to the provision of banking services and services within the competence of the Responsible unit. If necessary, the Responsible unit provides feedback to Clients on the resolutions made. 
If necessary, the Responsible unit engages representatives of other departments whose competence includes Client issues to participate in the meeting/settlement of the issue. The involved departments carry out a comprehensive review of Client issues, as well as take measures to resolve the situation and eliminate adverse consequences for the Bank. 
9-1. When registering Client appeals related to operational activities (deposits and loans) in BPM, the outcome of the review of Client appeals includes the execution of accounting transactions; conclusion of a bank loan agreement; conclusion of a housing construction savings agreement; conclusion of supplementary agreements to housing construction savings agreements, bank loan agreements, real estate pledge agreements, and housing construction savings agreements; servicing of current accounts; loan restructuring operations; debt forgiveness; cancellation of applications for participation in the Bank’s Programs; changes to loan terms; changes to collateral data; provision of account statements and duplicates of applications, agreements, and their supplements; decisions of the authorized body of the Branch/Bank communicated to the Client in the established manner in accordance with internal Bank documents; and other operations based on applications automatically uploaded from BPM. 
10. The RSD considers appeals received to the Bank's single number, direct telephone, as well as to the Bank's Internet resource, as well as through the video service. RSD employees, within the limits of their authority, provide responses to Client appeals that do not require study and analysis. 
In cases where it is necessary to study and analyze the issues contained in Client appeals received to the Bank's single number and direct telephone through the video service, audio/video recording of the audio/video recording of the conversation is immediately transmitted to BPM 2.0 via CRM (https://bpm2) for further consideration and preparation of a response to the Client by the Responsible unit. 
Appeals received from Clients on the Bank's Internet resource that require study and analysis are sent by an employee of the RSD no later than the current business day via BPM 2.0 (https://bpm2) to the Responsible unit for further consideration and preparation of a response to the Client in accordance with the procedure established by these Rules and the Bank's internal documentation document. 
The head of the RSD is responsible for the completeness and quality of the response provided to the Client, compliance with the established deadlines for preparing a response to appeals considered by the RSD. 
11. Appeals received via e-mail shall be registered in BPM 2.0 (https://bpm2) by the AD unit and forwarded to the Bank’s management for review. (as amended by Management Board Resolution No. 32 dated March 2, 2026).
12. The Bank's Management conducts a personal reception of Clients at least once a month according to the reception schedule approved by the Bank's Management. 
The secretary makes an appointment and registers in the Client reception log.
  The reception is held at the place of work on the days and hours specified and brought to the attention of Clients. 
13. The structural unit of the Bank responsible for records management of Client appeals is the AD / the Branch records management officer. (as amended by Management Board Resolution No. 32 dated March 2, 2026).
The AD/clerk of the Branch is responsible for the correctness and completeness of the data entry into the RCC, the timeliness of the transfer of the RCC to the appropriate addressees, and the control of the deadline for the execution of the appeal (response to the Client, taking into account the reflection of the outgoing registration number). The Head of the RSD shall be responsible for ensuring the timely, accurate, and complete transfer of appeals received via CRM to BPM 2.0 (https://bpm2). (as amended by Management Board Resolution No. 32 dated March 2, 2026).
14. When registering appeals in BPM 2.0 (https://bpm2), the appeal is sent to the Bank's management or an authorized person of the Bank in accordance with an internal document approved by the Bank regulating the distribution of received appeals to the addressees.
Client appeals for the issues related to problem loans (out-of-court and judicial procedures) are reviewed by the Problem Loans Department. 
14-1. Upon receipt by the Branches of written client appeals that are not related to operational activities, the appeals are registered in the BPM 2.0 in accordance with the established procedure provided for in Chapter 2 of these Rules and sent for consideration to:
- the situational monitoring unit, when contacting the persons specified in sub-paragraph 17-1) of paragraph 4 of these Rules;
- the legal entities unit, when applying to the persons specified in sub-paragraph 17-2) of paragraph 4 of these Rules. 

14-2. When the Bank receives resolutions from the banking Ombudsman, he/they are registered in accordance with the established procedure and sent to the internal control unit for monitoring, to the Responsible unit and branch of the Bank for consideration within the time limits established by law. The Responsible unit, based on the information provided by the Branch, prepares a response to the decision of the banking Ombudsman. The Branch shall be responsible for: (as amended by Management Board Resolution No. 32 dated March 2, 2026).
– carrying out appropriate measures related to the decisions of the Banking Ombudsman (participation in meetings, preparation of meeting minutes, submission of the issue for consideration by the Bank’s Credit Committee, and implementation of the Banking Ombudsman’s recommendations); (as amended by Management Board Resolution No. 32 dated March 2, 2026).
– timely execution of the decision of the Banking Ombudsman or appeal against the decision of the Banking Ombudsman 
14-3. When the Bank receives appeals from individuals and legal entities or their representatives, as well as appeals from authorized bodies for appeals from individuals and legal entities or their representatives on issues related to the registration/maintenance/de-registration of citizens of the Republic of Kazakhstan, persons in need of housing, related to the provision of state support measures, appeals aimed at improving housing conditions are registered in the BPM 2.0 in accordance with the established procedure provided for in Chapter 2 of these Rules, and sent for consideration to the first housing unit.
Responses to these appeals and requests from authorized bodies are provided within the time limits set out in the Bank's internal document on the consideration of appeals concerning the registration/maintenance/de-registration of citizens of the Republic of Kazakhstan, persons in need of housing, related to the provision of state support measures aimed at improving housing conditions. 
14-4. When Clients apply to the Bank’s Central Office, meetings with Clients on issues specified in Clause 14-3 of these Rules shall be conducted by the First Housing Provision Unit in accordance with the procedure established in the Bank’s internal document governing the review of appeals related to the registration, maintenance, and deregistration of citizens of the Republic of Kazakhstan and kandas in need of housing, in connection with the provision of state support measures aimed at improving housing conditions. 
14-5. When a complaint (repeated appeal) is received against a previously provided response, the consideration of such an appeal is entrusted by the head of the Department for Reviewing Client Complaints of the situational Monitoring unit / director of the situational monitoring unit to another executive of the situational monitoring unit who was not involved in the preparation of the initial response.
The executor of the Situational Monitoring Unit assigned to review the Client’s appeal shall consider the appeal within the timeframes and in accordance with the procedures set forth in Clauses 16 and 18 of these Rules.
15. Data on appeals entered in BPM 2.0 (https://bpm2) when they are registered, they are automatically transferred to the Oracle Business Intelligence platform for further formation of the Appeal Log. The appeals registration log contains the following mandatory fields: the registration number of the appeal, the date of receipt of the appeal, the full name of the client, the FBT, the type of appeal, the text of the appeal, the executor, the date and number of the outgoing response document to the appeal. 
16. The execution of appeals is subject to mandatory control. The review period for a Client’s appeal shall not exceed 13 (thirteen) business days from the date of receipt of the appeal by the Bank, except for appeals classified as “objection”, which shall be reviewed within 3 (three) business days . (as amended by Management Board Resolution No. 32 dated March 2, 2026).
The period of consideration of the appeal may be extended by the Bank's management for 15 (fifteen) business days due to the need to establish factual circumstances relevant to the proper consideration of the application, which the client is notified about within three business days from the date of the extension of the period of consideration of the application. (as amended by Management Board Resolution No. 32 dated 02.03.2026)
16-1. In the event that a borrower applies to the Bank, including through information systems, with a written appeal to amend the terms of the agreement, the Bank shall review the proposed amendments to the bank loan agreement within 15 (fifteen) calendar days from the date of receipt of the borrower’s written appeal and shall notify the borrower of the decision in writing, as well as through information systems enabling the Bank to identify the borrower by means of identification tools provided for by the Law of the Republic of Kazakhstan “On Payments and Payment Systems” or by a method stipulated in the bank loan agreement. 
When the borrower submits to the Bank an application for changing the terms of the loan in writing or in the manner provided for in the loan agreement, the Bank branch considers the borrower's appeal, taking into account the applicable rules for dealing with loan restructuring. 
17. The applicant's appeal shall be left without consideration by the Bank in the following cases:
1) the address to which the reply should be sent is not specified in the appeal;
2) the appeal does not contain the surname, first name, patronymic (if it is indicated in the identity document) and its individual identification number or the applicant's full name and business identification number;
3) the appeal contains obscene or offensive language, threats to the bank's property, threats to the life, health and (or) property of the bank employee and (or) his family members;
4) the text of the appeal is unreadable;
5) the appeal was submitted by an unauthorized person.
In the cases provided for in sub-paragraphs 2), 3), 4) and 5) of the first part of this Clause, the Bank shall, within five business days from the date of receipt of the applicant’s appeal, send the applicant a response indicating the reasons for leaving the appeal without consideration. (as amended by Management Board Resolution No. 32 dated March 2, 2026).
            18. The responsible department ensures an objective, comprehensive and timely review of the appeal, and prepares a response to the Client based on / taking into account information provided by other departments of the Bank / Branches of the Bank, and/ or information received from all information sources and systems of the Bank. If necessary, the Responsible unit, with the establishment of deadlines, appeals full information and explanations from other departments, including the Bank's Branches, on the facts/ issues set out in the appeal and/ or identified during the analysis of the appeal.

If the requested information does not fall within the competence of the bank's department/Branch, the response to the Responsible Department must be sent no later than the next business day from the date of receipt of the appeal.
The explanations should contain answers to all the questions raised in the Client's appeal/ appeal from the Responsible unit and substantiated arguments, including justification for the actions/omissions of the employee, a proposal to resolve/resolve the situation with copies of supporting documents attached (if necessary).
The responsibility for a comprehensive review of the appeal of the Responsible unit, as part of the consideration of client appeals, as well as for the completeness, quality, reliability, timeliness, unambiguity (avoiding discrepancies) of the explanation / information provided lies with the directors of Branches, heads of departments of the Bank. 
If, during the preparation of a response to a Client’s appeal or based on the results of the analysis of its review, a fact is established of providing incorrect, incomplete, inaccurate or ambiguous information/explanations, as well as late submission of explanations by the Bank’s units/Branches, the Responsible Unit shall be entitled, within no later than six months from the date of provision of such information, to initiate a proposal/question on the application of disciplinary measures against Branch Directors and heads of Bank units, in accordance with the procedure established by the Bank’s internal document regulating employment relations.
The Head of the Responsible Unit shall be responsible for the completeness and quality of the written response provided to the Client (based on information submitted by the Bank’s units/Branches), compliance with banking secrecy requirements, and adherence to the established deadlines for preparing responses to appeals for which the Responsible Unit provides replies.
The results of the review of the application are formalized by the Responsible Unit in the form of information on paper / via BPM 2.0 (https://bpm2), addressed to the Authorized Person who appointed him to work, indicating the reasons for the appeal, the status of the complaint, with information about the Client attached, as well as specific facts refuting or confirming the Client's arguments.  
The head of the Branch is responsible for the completeness and quality of the written response provided to the Client, compliance with the requirements for non-disclosure of banking secrets, and compliance with the established deadlines for preparing responses to appeals provided by the Bank's Branches. 
18-1. In case of appeals from the authorized body, from other bodies and persons related to clients contacting them regarding the provision of banking services and services, the Responsible Unit ensures the provision of a complete, correct and timely response with the attachment of the requested/supporting documents (if necessary).
If necessary, other structural divisions of the Bank are involved in preparing the response. 
Draft letters sent to the authorized body, as well as to other bodies and persons providing information constituting a banking secret, require mandatory approval from the Chief Compliance Controller. 
If, during the preparation of a response to an appeal from the authorized body related to the treatment of clients regarding the provision of banking services and services, the fact of violation /non-compliance of the business process with the requirements of the legislation of the Republic of Kazakhstan, entailing the risk of applying supervisory response measures, administrative measures, the Responsible Department within 5 (five) business days sends draft analysis based on the results of the appeal to the Chief Compliance Officer for review and approval. After approving the draft analysis, the Responsible Unit sends the approved analysis to the Bank's department (the owner of the business process) within two (2) business days based on the results of the appeal to carry out the necessary corrective measures aimed at eliminating the identified nonconformity/violation.
When the Bank receives a draft recommendation for a supervisory response/ recommendation for a supervisory response, the response is the Bank's position with substantiated arguments (objections, if any), prepared by the Bank's division (the owner of the business process). The draft response to the draft advisory supervisory response measure/ advisory supervisory response measure must be coordinated with the Chief Compliance Officer.
18-2. If several identical appeals or appeals containing clarifying (complementary) information are received from the same client before sending a response to the initial appeal, it is allowed to provide a general response to such appeals within the established time frame for consideration of the initially received appeal. In this case, these appeals are taken into account in the Client Complaints Report (brief complaint analysis) as a single appeal. 
18-3. If an appeal is received from an authorized body or other government agency and a person to provide a substantiated  opinion on a previously sent response, due to a negative assessment of its quality by the client in the E-Otinish IS, the information is prepared by the department that prepared the response to the appeal, within the time limits specified in the appeal, which can be changed from approval of the initiator of the appeal.
If the appeal does not specify a deadline for providing information, a substantiated opinion is provided within 3 business days from the date of receipt of the appeal.
The substantiated judgment indicates information about the compliance or non-compliance of the response with the established requirements for reviewing appeals, as well as draws conclusions about the presence or absence of deficiencies in the content and design of the response. 
The head of the department providing the response is responsible for the completeness and quality of the judgment provided, and compliance with the established deadlines for preparing the judgment.
If the authorized body or other state body and a person, based on the results of consideration of a substantiated judgment, found inconsistencies or deficiencies in the content and design of the response, and decided on the need to take appropriate measures against those responsible and/or take appropriate measures to eliminate the identified inconsistencies, the unit that provided the judgment and other units if necessary, carry out measures to implement the measures specified in the decision.
The head of the department providing the judgment is responsible for the implementation of the measures indicated in the appeal.
19. Based on the results of the analysis of the reason for the appeal, the Responsible Department determines the status of the complaint:
– unsubstantiated complaint;
– substantiated complaint;
If there are several questions (problems, facts) in one Client's appeal, the status is set for each issue separately. A complaint is considered substantiated if there is at least one point (question) assessed as "substantiated".  
20. A response shall be prepared to any appeal, regardless of the form of its receipt. The exceptions are anonymous appeals, which are not subject to review, as well as informational appeals and acknowledgements, the provision of a response to which is optional. 
Upon a written appeal from the client, the Bank sends a response in one of the following ways. The response is considered delivered if it is sent to the client:
- at the place of residence specified in the banking services agreement or in the client's appeal, by registered mail with a notification of its delivery, including received by one of the adult family members of the borrower residing at the specified address;
- to the e-mail address specified in the agreement on the provision of banking services or the client's appeal.
Upon the client's appearance at the Bank, the response is delivered against signature personally into the hands (or his authorized representative), which is noted in the journal of registration of written appeals, with the exception of the response delivered by the methods provided for in this paragraph.
If the response is returned with a note stating that it cannot be delivered to the addressee, recipient, or in connection with a refusal to accept it, the response is considered to have been properly transmitted. 
21. A written response to the Client on the results of consideration of the appeal is given in the language of the appeal and contains substantiated and unsubstantiated arguments for each appeal, appeal, petition, recommendation and other issue presented by the Client with reference to the relevant requirements of the legislation of the Republic of Kazakhstan, internal documents of the Bank, contracts related to the issue under consideration, as well as the actual circumstances of the matter under consideration. a question explaining his right to appeal the decision.
22. In the event of receipt of Client appeals related to violations of the requirements of the legislation of the Republic of Kazakhstan and internal documents, the response shall be prepared in accordance with the internal document regulating the management of compliance risk in the Bank, through coordination of the draft response to the Client by the Chief Compliance Controller. 
22-1. The review of repeated appeals from the Client, which do not provide new arguments and newly discovered circumstances, is terminated in agreement with the Chief Compliance Officer. The responsible department sends the draft letter with the necessary documents to the Chief Compliance Officer no later than one business day before the deadline for reviewing the Client's repeated appeal. 
23. After approval by the Chief Compliance Officer, the response to the Client is signed by an Authorized Person of the Bank. 
24. The response is sent to the e-mail address of the Client/ authorized body/ other body and person in the BPM 2.0 system automatically after the response is registered by the AD/ clerk in accordance with the established procedure in accordance with the Bank's internal documentation documents. 
25. If there are violations of the IRDs on the part of the Branches, the Responsible unit shall bring the results of the review of the appeal to the relevant Branch and the Bank's department coordinating the work of the Branches. If violations are detected by the Bank's divisions, the Responsible unit, in order to eliminate the identified violations/inconsistencies, communicates the results of the review of the appeal within 3 (three) business days, through BPM 2.0 (https://bpm2), to the relevant department, as well as a member of the Management Board in charge of this department. 
25-1. Registration of operational risk events is carried out in accordance with the Bank's IRDs on collecting and maintaining a database of losses and operational risk events. 
26. A written response to the appeal is registered and sent to the postal address of the Client/ authorized body /other AD body / clerk in accordance with the established procedure in accordance with the Bank's internal documentation documents. Where necessary, a paper copy of the electronic document (outgoing letter), printed from BPM 2.0 (http://bpm2) and signed with the electronic digital signature (EDS) of the Bank’s authorized person, may be sent to the addressees. (as amended by Management Board Resolution No. 32 dated March 2, 2026).
At the same time, a paper copy of the electronic document (outgoing letter) must be certified by an employee of the office sector/ a branch employee responsible for record keeping with a triangular stamp with the text "Электрондық құжаттың көшірмесі дұрыс" (a positive result of the electronic digital signature verification procedure has been determined) and indicating the fields for the number of sheets and the signature of the certifying person.27. The Bank accepts appeals from clients with proposals to improve the conditions of service at the Bank for information and analysis and sends a letter of thanks to the Client. 
Chapter 4. Analysis, monitoring and control of the appeals review process, as well as the procedure and procedures for maintaining a classifier based on received appeals 
28. At the same time as solving the individual issue of the Client, each appeal is also analyzed by the Responsible unit for the presence of systemic problems and/or problems bearing operational/ reputational risk, compliance risk, as well as facts that show signs of a corruption offense in the provision of services and maintenance.
In case of receiving information from clients that shows signs of a corruption offense, the Responsible unit provides information on contacting the compliance control department and the security department for further analysis and appropriate measures to confirm/not confirm the arguments and facts indicated in the appeal. 
28-1. The results of the appeal analysis are formalized in a separate document - "Appeal Analysis" in BPM 2.0 (https://bpm2), to which a registration number is assigned. The analysis of the appeal is signed by the head of the Responsible unit and approved by the supervising head. 
The contractor who conducted the analysis of the appeal is responsible for the completeness and quality of the analysis of the appeal, compliance with the established deadlines for processing the analysis of the appeal, as set out in paragraph 28-2 of these Rules, and other procedures defined in paragraph 29 of these Rules.
28-2. The analysis of the appeal is subject to registration and approval in the reporting month in which the response was sent to the client.
The following cases may be an exception:
- extension of the deadline for consideration of the appeal (sending an interim response) for the next reporting period. In this case, the analysis is carried out in the next reporting period;
- when, in order to conduct a complete and qualitative analysis, it is necessary to obtain an opinion or a final position (explanation) from another department. In this case, the analysis is carried out after receiving the appropriate conclusion or final position (explanation) from another department.
Information on the results of the analysis of the above cases is reflected in the Client Complaints Report (brief complaint analysis) for the reporting period in which the analysis was conducted.
29. Based on the results of the analysis of each Client appeal, the Responsible Department carries out work on classifying client appeals according to the classifier. The classifier consists of two main subclasses: 1) "category of problems"; 2) "causes of problems". The list of items in the subclasses is not permanent and may be adjusted depending on incoming client appeals and the issues raised, and the areas of the Bank's activities. The division into items within the classifier subclasses is made from the total volume of received client appeals. The classifier is compiled in any form by the situational monitoring unit, taking into account the main subclasses, based on the analysis and collection of client appeals and adjusted as necessary. The classifier is approved by the supervising head in accordance with the form provided by the head of the situational monitoring unit, and, if necessary, in coordination with the department for legal entities.
Subsequently, based on the results of the classification of client appeals, an order or recommendation is issued to eliminate identified problems or potential problems. Instructions are given on those issues that do not require changes to the internal processes and conditions of the products. The order is issued in the form of a memo signed by an Authorized person for further execution and notification of the Responsible department on the results of the work carried out.
If there are systemic problems that require changes to the Bank's procedures and products, a recommendation is submitted to the Committee. 
The classifier of received client appeals of the Bank is maintained by the situational monitoring unit.
If the Responsible Unit identifies violations of the requirements of the legislation of the Republic of Kazakhstan and internal documents arising in the course of providing banking services by employees of the Bank’s units/Branches, the Situational Monitoring Unit shall submit the results of the analysis of Client appeals for consideration by the Committee within the framework of the Client Appeals Report (brief analysis of complaints) for further decision-making, including a decision on the need to conduct an internal audit/investigation in case of identified violations of the requirements of the legislation of the Republic of Kazakhstan and the Bank’s internal documents. 
When the Responsible unit establishes violations of the requirements of the legislation of the Republic of Kazakhstan in the process of providing banking services and Client service, the results of the analysis of appeals require mandatory approval by the Chief Compliance Controller, in terms of the norms of the legislation of the Republic of Kazakhstan reflected in the analysis. 
29-1. In the event that the Responsible Unit identifies, based on the results of the analysis of a Client’s appeal, facts of failure by employees of the Bank’s Client-servicing units to take prompt measures aimed at eliminating/resolving the Client’s issue upon the Client’s application to the Bank, the Responsible Unit shall be entitled, within no later than six months from the date of the event reflected in the Client’s appeal, to initiate the question of applying disciplinary measures in accordance with the procedure established by the Bank’s internal document regulating employment relations.
30. The Situational Monitoring Unit shall, within the timeframes and in accordance with the procedure established by the internal documents regulating the timelines for management reporting, submit to the Committee a consolidated detailed report on the analysis of Client appeals, as well as appeals from the Authorized Body, other state bodies and persons regarding Client appeals, together with recommendations for changes to the Bank’s processes and products. 
31. Recommendations based on the results of the appeals analysis are discussed at an in-person meeting of the Committee. The Committee's resolutions are formalized in the form of instructions from the Committee and sent to the units responsible for their execution. Their execution is monitored by the Secretary of the Committee in accordance with the established procedure. 
32. A report on the Client's complaints and a brief analysis of complaints are submitted for consideration by the Bank's authorized bodies within the time limits and in accordance with the procedure provided for in the IRDs governing the organization of the reporting system in the Bank. 
32-1. In order to monitor and control the execution of appeals within the approved time frame, operational information on Client appeals (Dashboards) in the work of the RSD, Branches and Responsible Departments are reflected in BPM 2.0 (https://bpm2/SituationCenter/dashboard) in real time. (for corporate clients, Dashboard reflection will be available after automation). 
33. Resolutions made by the Bank's Management Board are formalized in the form of instructions from the Bank's Management Board and sent to the departments responsible for their execution. The execution of orders of the Bank's Management Board is monitored by the Secretary of the Bank's Management Board in accordance with the established procedure. Based on the results of the analysis of the received information, the Bank’s Management Board shall ensure the implementation of    
corrective measures aimed at enhancing the effectiveness of the review process for Client appeals arising in the course of the provision of banking services. 
Based on the results of the work carried out, the Bank's Management Board prepares information for the Risk and Internal Control Committee of the Board of Directors to review and make recommendations to the Bank's Board of Directors. 
34. Control over the deadlines for reviewing Client appeals on an operational basis shall be carried out by the AD on a weekly basis, in accordance with the procedure established by the Bank’s IRD on documentation. (as amended by Management Board Resolution No. 32 dated March 2, 2026).
           35. In the manner and within the timeframes established by the IRD on compliance risk management in the Bank, the Situational Monitoring Unit shall provide the Compliance Control Unit with a relevant report on Client appeals, as well as appeals from the Authorized Body, other state bodies and persons regarding Client appeals, arising in the course of the provision of banking services. In turn, the specified information on appeals is provided by the compliance control unit to the Bank's Board of Directors as part of management reporting, with recommendations, if necessary. 
Chapter 5. Final provisions
      36. The provisions of these Rules are binding on all structural divisions and employees of the Bank.
  37. The Department of Situational Monitoring is responsible for timely updating of these Rules.
Rules for Reviewing Client Complaints Arising in the Provision of Banking 
Services at Otbasy Bank JSC


Page 15 of 15

