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[bookmark: О]Chapter 1. General provisions
1. The Human Resources Policy of JSC Otbasy Bank for 2025–2029 (hereinafter, the Policy) has been developed in accordance with the legislation of the Republic of Kazakhstan governing employment relations and human resource management, the Unified Human Resources Policy of Baiterek National Managing Holding Joint Stock Company and legal entities more than fifty percent of the shares (participatory interests) of which are directly owned or held in trust management by Baiterek National Managing Holding Joint Stock Company for 2025–2029, approved by the resolution of the Management Board of Baiterek National Managing Holding Joint Stock Company (Minutes No. 08/25 dated March 5, 2025) (hereinafter, the Unified HR Policy / the Holding), the Rules for Establishing Risk Management and Internal Control Systems for Second-Tier Banks and Branches of Non-Resident Banks of the Republic of Kazakhstan, approved by Resolution No. 188 of the Board of the National Bank of the Republic of Kazakhstan dated November 12, 2019, the Charter of the Bank, the internal documents of JSC Otbasy Bank (hereinafter, the Bank), and international best practices in human resources management.
2. This Policy constitutes the Bank's comprehensive long-term strategy for establishing an effective human resources management system. Its primary objective is to ensure the Bank's staffing needs are met in a timely manner with personnel of the required quality and quantity. The Policy is aimed at creating equal opportunities for all employees, eliminating all forms and manifestations of discrimination, and establishing processes under which the needs of all categories of employees are equally considered in every planned activity or project. 
 The HR Policy is based on the principle of preventing discrimination in the workplace. This principle applies to recruitment, hiring, remuneration, promotion, transfers, disciplinary actions, demotion, termination of employment, redundancy, access to benefits and training, as well as all other aspects of employment.
The HR Policy establishes the standards, conditions, and mechanisms necessary to ensure the engagement of competent members of senior management in the Bank's operations and provides for:   
maintaining a workforce possessing the necessary experience, qualifications, and impeccable business reputation, capable of managing the processes and risks associated with the Bank's activities;   
maintaining workforce diversity, including gender, ethnic, and age diversity across the Bank's key employee categories.
creating working conditions that promote occupational health and safety, including emergency response training, first aid training, fire safety training, and ensuring safe office premises;
maintaining adequate resources to enable the effective performance of functions and responsibilities;
minimizing conflicts of interest in the performance of official duties;
minimizing the risk of concentration of authority in a single employee;
establishing an internal employee remuneration framework, including procedures for the payment of remuneration and other forms of financial incentives; 
conducting employee performance evaluations.
The Bank's strategic document for the ten-year period is the Development Strategy of JSC Otbasy Bank for 2024–2033, which serves as the Bank's development framework and defines its mission, vision, key objectives, strategic development priorities, as well as its strategic goals and key performance indicators for 2024–2033.
3. Analysis of the Current Situation in Kazakhstan's Labour Market
As of 2025, the labour market of the Republic of Kazakhstan continues to undergo a steady transformation under the influence of both domestic and global factors.  One of the key challenges remains the limited supply of qualified professionals, particularly in high-technology and analytical fields that are critical to the banking sector.
The market is characterized by high workforce mobility, which reduces opportunities for the long-term engagement of professionals in strategic projects.  This is particularly relevant for specialists in information technology, cybersecurity, investment analysis, risk management, as well as professionals involved in implementing ESG initiatives and sustainable finance.
Organizations are increasingly required to compete for talent not only within Kazakhstan but also internationally.  This trend is reinforced by growing demand for digital and managerial competencies, resulting in a widening gap between employers' expectations and the talent available in the labour market. At the same time, organizations are placing greater emphasis on strengthening corporate culture and implementing hybrid working models.
The gap between employers' expectations and the qualifications of job applicants remains significant.  Consequently, developing internal talent, fostering a culture of continuous learning, and retaining key employees through competitive motivation, reward, and career development programmes have become strategic priorities.
For the Bank, this necessitates active participation in the development of the HR ecosystem, strengthening cooperation with specialized higher education institutions, and enhancing the attractiveness of the banking sector for young professionals.
[bookmark: Д]Chapter 2. Analysis of the Current Situation and Areas for Improvement
[bookmark: ПО]§1.  Workforce Planning and Organizational Structure Analysis
4. Current Status:
1) Job descriptions have been established for all positions, an appropriate span of control has been defined and is maintained, and each position has been assigned a job grade.
2) A systematic approach has been established to address workforce and competency gaps, contributing to improved management effectiveness;
 3) The existing organizational structure requires further optimization to eliminate excessive employee workloads and improve productivity.
The organizational structure is developed in alignment with the Bank's strategy.  It comprises a set of the Bank's internal documents defining the staffing levels (total headcount), governance framework, senior management positions, and independent structural units of the Bank, and schematically illustrates the reporting lines, accountability framework, and interaction among them.
The organizational structure clearly defines: 
the optimal number of employees to achieve the Bank's goals; 
number of control levels;
the order of subordination, accountability and interaction of management bodies, senior staff and independent structural units.
The organizational structure serves as the foundation for a clear allocation of responsibilities and administrative accountability among employees.  
The organizational structure shall prevent conflicts of interest from arising in the performance of employees' duties.  A conflict of interest means any inconsistency between the personal interests of the Bank's officers and/or employees and the proper performance of their official duties, or between the property or other interests of the Bank and/or its employees and/or clients, which may result in adverse consequences for the Bank and/or its clients. 
5. Planned Improvements:
introducing regular workload analyses and reviewing the allocation of responsibilities among employees;   
implementing workforce planning tools to forecast future staffing requirements;
leveraging HR analytics to assess the effectiveness of the organizational structure.
Organizational structure planning and the allocation of authority shall be carried out with due consideration to minimizing key employee risk through the distribution and delegation of responsibilities, the designation of backup employees, and the formal documentation of delegated authority. Key employee risk refers to the concentration of business-critical knowledge and functions in a single employee without such functions and information being properly documented in the Bank's internal policies and procedures, as well as the absence of qualified personnel capable of fully performing those functions during the employee's absence.
[bookmark: ПД]§2.    Employee Compensation System
6. Current Status:
 The employee compensation system is undergoing changes aimed at enhancing its market competitiveness and motivational effectiveness;
There is limited differentiation in the compensation structure across professional employee categories within the Bank's branch network.
7. Planned Improvements:
introducing differentiated compensation approaches based on competency levels and professional categories;   
regularly monitoring and adjusting the compensation system in line with market trends;
increasing the transparency of the incentive system by linking compensation to the achievement of Key Performance Indicators (KPIs).   
[bookmark: ПТ]§3.    Recruitment and Onboarding Processes
8. Current Status:
Unified recruitment and selection standards have been implemented, ensuring a systematic and consistent approach to integrating new employees into the corporate environment; 
Maintaining workforce diversity is aimed at creating an inclusive and diverse workplace and includes:
promoting gender equality by ensuring equal opportunities for career advancement and professional development for all employees;
        fostering a work environment that embraces ethnic diversity and values and respects employees' cultural and national backgrounds;
recognizing the importance of age diversity by encouraging knowledge sharing among employees of different age groups, thereby promoting a balanced combination of experience and innovation.     
9. Planned Improvements:
strengthening the automation of recruitment processes through the implementation of artificial intelligence technologies; 
establishing mentoring programmes for new employees;
providing standardized training for employees on the Bank's policies, procedures, and standards, including the use of IT solutions;
introducing an internal assessor framework by appointing employees from the Bank's departments who have completed specialized training to conduct competency-based assessments of employees' professional, managerial, and behavioural competencies across various HR processes, using competency-based assessment methodologies and selection tools. 
[bookmark: ПЧ]§4.   Employee Learning and Development System
10. Current Status:
Hybrid learning formats are being actively expanded;
Professional development programmes are being adapted to current business needs, including digital transformation initiatives and distance learning solutions;
11. Planned Improvements:
1) developing the internal trainer network as a key component of the continuous learning model and knowledge sharing among employees;  
2) designing modular learning programmes focused on the development of soft skills, including leadership and managerial competencies;
3) conducting annual calibration of learning programmes to ensure alignment with the Bank's strategic objectives and evolving market requirements.
12. As a result of the analysis conducted, the following key strengths and weaknesses, as well as opportunities and threats in the Bank's human resources management framework, have been identified and require further development and improvement.
SWOT Analysis:
	Strengths
	Weaknesses

	- Highly qualified workforce and strong leadership,
- Financial stability enabling investment in employee development,
- Integration of HR processes across the Bank.
	- Limited automation of HR processes,
- Limited differentiation within the employee compensation system.

	Opportunities
	Threats

	- Attracting talented professionals through a strong employer brand,
- Expanding mentoring and employee learning programmes.
	- Limited availability of highly qualified professionals in the labour market,
High dependence on external regulation of HR processes.


[bookmark: ПП]§5. Objectives, Tasks and Principles of the Policy
13. The objective of the Human Resources Policy is to ensure the Bank's sustainable development by building a highly professional, motivated, and agile workforce capable of adapting to emerging challenges while ensuring equal rights and opportunities for all employees, including gender equality and the prevention of discrimination. 
14. The objectives of the Human Resources Policy for 2025–2029, taking into account global HR trends, are as follows:    
1) ensuring that the Bank is staffed with employees whose competencies and capabilities align with its strategic goals and operational objectives;
2) building a team of professionals who demonstrate adaptability and possess the skills required to operate effectively in an environment of global change;
3) implementing the principles of inclusion and diversity by promoting equal opportunities for women, young professionals, and employees with disabilities.
[bookmark: ПШ]§6.  Employee Competency Development with a Focus on Digitalization
15. Investing in the enhancement of the Bank employees' digital literacy, including competencies in big data, analytics, and artificial intelligence. 
Subject to business needs and labour market developments, the Bank may implement reskilling and upskilling programmes to ensure that employees' professional competencies remain relevant and aligned with evolving business requirements. 
16. Enhancing Employee Engagement and Productivity:
1) To improve employee engagement and promote a healthy work-life balance, the Bank may introduce hybrid working models, taking into account the nature of job responsibilities and operational processes;
2) Implementing initiatives aimed at supporting employees' mental and physical well-being through dedicated well-being programmes;
3) Strengthening employee engagement through digital communication channels and corporate portals.   
17. Digitalization of HR Processes to Improve Efficiency   
1) Automating recruitment, onboarding, learning, and performance assessment processes through the use of artificial intelligence and HR analytics;   
2) Implementing systems for forecasting workforce requirements and assessing employee turnover risk.
18. Enhancing the Performance Management System
1) Introducing a flexible and transparent performance management system linked to the achievement of individual and team objectives, with a differentiated approach reflecting the specific activities of the Bank's business units;
2) Conducting regular calibration of Key Performance Indicators (KPIs) to reflect changes in the Bank's business objectives, including periodic review of the methodology for developing KPI scorecards;
3) Promoting a culture of continuous feedback and mentoring to improve employee performance and productivity.   
[bookmark: ПС]§7.  Development of an ESG-Based Corporate Culture
19. Strengthening the principles of sustainable development, social responsibility, and transparency throughout the Bank. 
20. Creating opportunities for employees to participate in ESG-related initiatives and fostering a sustainable corporate reputation.
21. Integrating ESG principles into employees' day-to-day activities through learning and development, internal communications, and corporate initiatives.
These priorities have been designed to support the achievement of the Bank's strategic objectives, enhance its competitiveness in the global market, and attract top talent.
[bookmark: ПВ]§8.  Key Areas of the Human Resources Policy
22. Strategic HR Planning:
1) Implementing HR analytics to forecast workforce requirements and support succession planning;
2) Regularly reviewing the HR strategy to ensure alignment with changing business objectives and market conditions;
3) Metrics:
percentage of leadership positions filled by internal candidates;
average time to fill vacancies for key positions.   
23. Digitalization of HR Processes:   
1) Automating recruitment, onboarding, performance management, and learning processes through the use of artificial intelligence and other digital technologies;
2) Implementing HR analytics to enhance data-driven decision-making, including the automation of data collection across the Group of Companies;
3) Leveraging online platforms and mobile applications to support employees' career management and internal collaboration;
4) Metrics:
 percentage of HR processes automated across the Bank;   
reduction in the time required to process HR requests;   
number of HR reports generated using HR analytics.
24. Employee Learning and Development:
1) Developing professional development programmes to enhance employees' qualifications;
2) Utilizing digital learning platforms to develop soft skills, digital competencies, and leadership capabilities. Introduction of microlearning (short, focused learning modules) to improve knowledge accessibility;
3) Expanding mentoring programmes;
4) Actively implementing reskilling and upskilling initiatives;
5) Developing targeted learning programmes for employees whose competencies require enhancement, including:
introducing corporate certification programmes in key professional areas (finance, investments, risk management, information technology, ESG, HR, and other disciplines),
establishing partnerships with international certification organizations.
6) Metrics:
average number of training hours per employee per year; 
percentage of employees who have obtained an international or professional certification. 
25. Performance Management:
1) Introducing a cascading KPI framework aligned with the Bank's corporate objectives;
2) Automating employee performance evaluation processes;
3) Fostering a culture of continuous feedback through regular performance reviews and mentoring. 
4) Metrics:
average KPI achievement rate across the Bank's business units;   
percentage of employees whose KPIs have been calibrated and whose performance objectives have been adjusted;
percentage of employees promoted based on comprehensive performance assessments.   
26. Inclusion and Gender Equality:
1) Developing and promoting a guide to inclusive communication.   
2) Increasing the proportion of women in leadership positions;
3) Metrics:
percentage of women in leadership positions;
percentage of employees with disabilities employed by the Bank;
gender pay gap.
27. Development of Corporate Culture
1) strengthening a culture based on ESG principles, including sustainable development, social responsibility and transparency;
2) formation of a single corporate portal for all employees of the Bank;
3) regular events to strengthen engagement, corporate values and horizontal links between departments;
4) Metrics:
% of employees involved in ESG initiatives;
number of corporate events aimed at engagement;
corporate culture satisfaction index;
the percentage of employees using the corporate portal.
28. Employer Brand and HR Marketing
1) Promoting the Bank as an employer of choice through participation in professional forums, partnerships with universities, and an active presence on social media:
2) Developing a compelling employee value proposition (EVP) encompassing career development, employee well-being, and professional growth;
3) Assessing employer brand awareness through employee and market surveys, as well as ongoing monitoring;
4) Metrics:
number of applications received for the Bank's vacancies;
employer attractiveness index in the labour market; 
average retention period of newly hired employees (reflecting reduced employee turnover);
percentage of vacancies filled by internal candidates;
number of media and social media publications featuring the Bank as an employer.
29. Talent Pool and Talent Management:
1) Establishing a systematic approach to developing a talent pool for key positions;
2) Introducing individual development programmes for high-potential employees, including mentoring;
3) Expanding the Women's Leadership programme and youth development initiatives to build a diverse leadership pipeline. Annual training for members of the Holding's Unified Talent Pool and the Bank's Talent Pool.
4) Metrics:
percentage of talent pool members appointed to leadership positions.
30. Compensation and Motivation
1) Developing a differentiated compensation system based on performance and competency levels;
2) Introducing hybrid reward systems that combine financial and non-financial incentives;
3) Adapting the compensation framework to market conditions by incorporating modern compensation instruments and employee benefits;
4) Metrics:
average salary growth in line with market benchmarks;
proportion of the payroll budget within the Bank's overall budget.
An effective compensation system ensures a consistent approach to employee remuneration across the Bank, whereby all employees are compensated fairly in accordance with their performance and achievements, irrespective of their physical characteristics, cultural background, religion, gender, age, or any other protected characteristic.  
The Bank develops a system of non-financial recognition that includes state and corporate awards, honorary titles, certificates of merit, distinction awards, prizes, and recognition through professional holidays and corporate events. 
The procedures governing employee remuneration, other forms of compensation and incentives, as well as the mechanisms for evaluating employee performance, are established by the Bank's internal policies and procedures.  The Bank also provides for a framework requiring senior managers to prepare individual development plans and ensures organizational support for the implementation of such plans.
31. Employee Health and Well-being:
1) Implementing well-being programmes, including initiatives supporting mental and emotional health, preventive healthcare programmes, and measures aimed at promoting a healthy work-life balance;
2) Organizing training programmes on stress management and the creation of a healthy workplace environment;
3) Introducing flexible working arrangements and hybrid working models;
4) Providing safe, healthy, and comfortable working conditions that promote occupational health and safety, including training for Bank employees on:
emergency response, including evacuation and emergency response training;
first aid, which allows workers to respond quickly to injuries or illnesses;
fire safety regulations covering the use of fire-fighting equipment and evacuation;
ensuring the safety of office buildings, including monitoring the technical condition of equipment, compliance with safety standards and the creation of comfortable working conditions;
5) Enhancing the employee benefits framework, including rehabilitation and wellness allowances, one-time financial assistance for employees in specified circumstances, and other benefit payments;
6) Implementing medical insurance programmes and conducting preventive medical examinations for employees;
7) Promoting healthy lifestyles among employees;
8) The Bank supports employees in the area of maternity protection through the following measures:   
granting paid maternity leave in accordance with the legislation of the Republic of Kazakhstan and the Bank's internal policies and procedures;
informing employees about the procedures governing maternity leave, including its duration, remuneration, and other applicable legal requirements under the legislation of the Republic of Kazakhstan;
granting adoption leave to employees who adopt newborn children;
informing employees on maternity leave of any changes to their employment terms and conditions.   
9) The Bank supports employees with childcare responsibilities by implementing the following measures:
granting parental leave (for both women and men) in accordance with the legislation of the Republic of Kazakhstan and the Bank's internal policies and procedures;
providing opportunities for professional development following parental leave, including mentoring, professional development, and reskilling programmes;
providing additional breastfeeding breaks for working mothers with children under eighteen months of age, in accordance with the legislation of the Republic of Kazakhstan.
10) The Bank supports employees in balancing their professional and family responsibilities by:
respecting the right of working women and men to take time off to obtain medical care and counselling for themselves and their dependants;
individual education and training plans for employees are developed as part of the performance management process, taking into account the balance between the official and family responsibilities of men and women.
11) Metrics:
percentage of employees participating in well-being programmes;
number of mental health and emotional well-being initiatives conducted;
average employee stress level (based on employee surveys);   
average number of sick leave days per employee.
These priority areas define the key directions for the development of the Bank's Human Resources Policy, ensuring its alignment with contemporary challenges and emerging HR trends.
32. Key Initiatives for the Implementation of the Strategic Objectives:
1) To achieve the objectives of the Human Resources Policy, a phased implementation plan shall be developed, including: 
identifying priority initiatives based on the Bank's current business needs;   
establishing working groups comprising managers and HR specialists; 
regularly monitoring implementation progress and reviewing implementation stages in response to changes in the internal and external environment;
integrating HR initiatives into the Bank's existing strategic plans.
2) The effectiveness of the Policy implementation shall be measured against the Key Performance Indicators of JSC Otbasy Bank in the Area of Human Resources Management (Appendix No. 1 to this Policy). 
[bookmark: ПДЕВ]§9.   Conditions for the Implementation of the Policy 
33. Management Commitment.
34. Active involvement of the Bank's and the Holding's senior management in promoting initiatives aimed at developing human capital. 
35. Fostering a corporate culture that emphasizes the importance of adhering to the principles set out in this Policy.
36. The Bank guarantees social protection for its employees based on the principles of equal rights and equal opportunities.  Employees are entitled to the payments and benefits provided for by the legislation of the Republic of Kazakhstan and the Bank's internal policies and procedures. 
37. Availability of Advanced Information Systems:
1) Utilizing modern IT solutions to automate and monitor HR processes, including human resource management systems (HRMS).   
38. Planning and Employee Engagement
1) Developing annual implementation plans for the Policy to enhance employee engagement (Appendix 2 to this Policy);
2) Involving employees at all organizational levels in the development and implementation of key initiatives;
3) Supporting mentoring programmes and the internal trainer network to facilitate the transfer of knowledge and professional expertise.

[bookmark: ГТ]Chapter 3. Final Provisions
39. The Human Resources Policy shall be approved by the Bank's Board of Directors and reviewed as necessary.  The HR Department shall be the responsible business unit for maintaining and updating the Human Resources Policy. (Clause 39 was amended pursuant to Resolution No. 13 of the Board of Directors dated June 30, 2026.)
40. Any matters relating to human resources management that are not governed by this Human Resources Policy shall be resolved in accordance with the applicable legislation of the Republic of Kazakhstan, the Bank's internal policies and procedures, and the resolutions of the Bank's authorized governing bodies.
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Key Performance Indicators of 
JSC Otbasy Bank  
in the Area of Human Resources Management

	Indicator 
	2025
	2026
	2027
	2028
	2029
	Formula

	Employee engagement, level
	Above average
	Above average
	Above average
	Above average
	Above average
	Based on the results of an employee engagement survey conducted by an independent external expert in accordance with the expert's benchmarking methodology

	Voluntary employee turnover (workforce stability), %
	11
	11
	10,5
	10,5
	10
	Turnover Rate = X × 100 / S, where:
Turnover Rate = employee turnover ratio;
X = total number of employees who voluntarily resigned during the reporting period;
S = average headcount during the reporting period.

	Women in the Bank's leadership, %
	16,00
	17,00
	18,00
	19,00 
	25,00
	Women Leadership Ratio = X × 100 / S, where:
Women Leadership Ratio = percentage of women in leadership positions;
X = total number of women serving as members of the Management Board, Managing Directors, and the Chief of Staff;
S = total number of members of the Management Board, Managing Directors, and the Chief of Staff. 
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Action Plan of JSC Otbasy Bank  
for ____________ on the Implementation of the Human Resources Policy

 
	No. 
	Objective (Consultant's Recommendation)
	Activity
	Policy Implementation Area
	Responsible Unit(s)
	Deliverable
	Completion Deadline
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