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© Within the framework of the methodology SiArollel igl Lasii) o il daaioll jlLin oo @

followed by the Central Bank of Egypt (CBE) ¢ 104 JLao voo bl joall 29 5 |
to boost its supervisory role in the field of i oW 2 J4=0Qi9 5ol

Banking Sector Consumer Protection, the 201919116 13 o6 )20l 00 elloll 9902
CBE issued on February 13 2019, the ELAGIY Mol §g-0n Aoy dnal Ul o<l
consumer protection regulations for banks, Oclg AW WA B9 Goa )l beo18.09 b Lol

service  providers, and  outsourcing . e e . o
. . L0 clnoVlgaole llPg AQo jJjRi VIO A
companies. These regulations are set for 2—0 ooy © = o

entities that aim to enhance the concept of g iul Laoadi il d1o)nollg d o)l ilolzol

transparency and disclosure in financial and & livo odl =)l nobyjgaocn uo6d lolsll
banking transactions provided by banks GLelndll & ton oo ellogl
operating in Egypt to various customers in all T

sectors.

© Accordingly, the Regulatory Compliance and do4gally u—6pnoll Il ¢l old d e =lijg ¢
Corporate Governance Group established an o vl A ELidl Jndio £Uns il G uingoll

independent sector within the Bank the | - ) .
Customer Protection Sector. The necessary Whalwl od s fellosll ¥g0a Wles £las

and most feasible means were introduced to J—ol @G uhnil dojllg difooll Jiluwgll J Aol
implement the best international practices of g _~g&_o c\lo=Jl§g 8 dlon) Aol vl iwjlooll

customer protection, within a clear regulatory - s . -
C . . ELilg oA Uupadl)laa a)a nlguothaiijlin]
framework defining the relationship between ' . B 9 —oab =l

the Bank and service providers, to ensure that -1 =lollJgnaylon)Eligd ornll—03009
customers obtain their rights and that all Jxs)l' sMo=)l §gdn (52l Aol Gulnig peadgda

principles of customer rights — namely equity, ¢, 1, e bLanallg dusla illg elbnsilg wlnivlg
fairness,  disclosure,  transparency, and ) ) “

confidentiality — are applied

"ol




Treating customers fairly and transparently
with a high level of professionalism, using
simple banking terminology.

» Treating all customers in all stages of banking

transactions without discrimination, based
on the values of equality, fairness, and
credibility.

Ensuring that the terms and conditions of
products and services are clearly and
transparently conveyed to the customer
prior to or at the time of purchase or upon
marketing such products/services.

Making all the features, parameters, interest
rates, and tariff prices that are applicable to
NBE's banking services and products —
along with their periodic amendments —
available to the public on the Bank's official
website: www.nbe.com.eg.

Assessing each customer's ability to meet all
financial obligations, including installments,
commissions, and any other additional
expenses that may incur, and assisting
customers in choosing the appropriate
services or products that better match their
individual needs and ability to meet the
resulting obligations.

Customer may cancel their application for
any banking product/service that has not
been activated (except for savings products)
within two (2) business days from the date
of concluding the relevant agreement,
without any charges or fines.

Explaining the method of canceling the
service or product, the required time, and
the resulting charges and deductions.
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@ Customers should be made aware of their U8l Wllialg PAdgdn) Mol dicgi 6)9in €
rights and how to lodge and follow up with 5,581 ol elowwl Eo laso Jolsil duig soladidl
complaints, and they should be allowed to @0 G152 g UALS (0109 Aioo g b gLl
submit complaints by any possible means ouAd) ClgiB Arte) Euo oAl ouad) uo ol

without imposed conditions that could . R _ .
hinder their right to submit a complaint, ‘@A=Ll ee) oIl of wlill larog) Ul Solal

Employees should clarify the channels :laiog

provided or introduced by the Bank,

including:

@ All NBE's branches cligl Eqpo dolA ¢

¢ Call Center: 19623 19623 il ja)o €

© E-mail: customersservice@nbe.com.eg Customer:service@nbe.com.eg: g syl a1l €

© NBE's website: www.nbe.com.eg www.nbe.com.eg :lion ol Ldgrinlyl &gl €
(Contact Us) (Contact us) lizo Junlgi

@ Social media platforms (National Bank of Egypt) (51noll plallelidl) peloinil Jnlgill &dlgo €
© Fax: + 202 2594522 | + 202 25945221 yuAlo €

@ The Bank receives the customers’ complaints  wilgid)l JUA (Lo Juos)l sgAaul oMliwl eligl gy €
through the available channels, which shall  ajui “logleollg VUL <lo1iwl 6lelio Eo 6Logioll

bear all data and information required to be ¢ 4, i Lo ) o) in G Al (oA sil
properly  examined, considering  the Il BLelo

following:

@ Customers should be provided with a reference w0q) JUA olg iy ualall peaoll pd U Jtosll £ €

number for their compliant within a maximum of - Wl 51 1A 4
two business days from the date of complaint - eAlwtenbvo vndl

receipt.

© Customers should be informed of the standard VA9 SgALil Gle Al dylueoll 610U Mol jua | €
period required to reply to their complaint, . e 5Ty 4 .
which shall be a maximum of |5 business days LOJ'O) Lollomwlﬁjuuo o0l L S l?dh
from the date of receiving the complaint (except AUnjlb ulan o WiloleolldQlRioll solauillac
for complaints related to transactions with third duwlja] doj\ll 620JU Jros)l jUaA] oliuw (illg
parties, where the customer will informed of the e il

period required for the complaint to be
reviewed).
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© In case the customer does not accept the Bank's JUaA] ayle (=i eligdl Ay Jios)l Jgud oac ddla po €

reply, s/he shall notify the Bank in writing or . . R Fl
electronically within |5 business days; otherwise, roac s oo, rog. 15 U= ligrin] of Lulis Ll

this shall be considered an implicit acceptance of Al duiory ad6lgo Alios a) uAalyicyl
the Bank's reply.

¢ If the Bank is provided with the reason for 6ale) oy weuo Jauélloac 119 Loy elidl 6lolgo Jla
non-acceptance, the complaint will be T 6L i) :
reexamined, and the customer will then be > UM ilallelidiag o=l 6Wlg0g U
provided with the Bank's final reply within 15 Joc gy

business days.

¢ Customers may escalate the issue by sending the Graoll siaroll elivl ol seauidl ayeni Jrosl gy €

complaint to the Central Bank of Egypt (CBE) - -
directly in the following two cases: o)l o0 0o

The Bank's failure to provide a reply within 15 gy |5 JUA Aio Gord oll sgativl le Wilai Al pac
business days from the date of receiving the ol e

compliant. LaJelijioiliviantive Joc
The customer's rejection of the Bank's final reply 51l EqAgo Lde Vil eligl a adgié pac

to the compliant.

@ Customers who can neither read nor write  (59la1b PUAGT VO PAG~) Yol <o)l jUaA] €
should be informed of their right to submit  aso Joleill i awagig ¢y Lo oaircliiog

complaints and be assisted to lodge and )50 (a1 Al lannd) 63 | ol Wiyiall
follow up with their complaints. They shall ) Uil 5] st
also be informed, orally, if necessary, of the FOHIOE Lo Jaiy

time required for their complaints to be
reviewed and replied to.

@ Special attention should be paid to enabling (593 (o Golauill Lorbo iAol dnla dlic A €

customers with disabilities to submit their ulelog dg i oualg At uadi(Lo owo.dll
complaints easily and effectively.




@ Maintain the confidentiality of all the

customers’ financial and personal data and
information, which may not be used or
shared with any third party unless the
customers' prior written consent is obtained,
without prejudice to the relevant applicable
laws. Furthermore, the Bank may not
disclose any information or data related to
the customer or his/her accounts unless the
customer's or his/her legal representative's
identity is verified.

Disseminate banking culture and awareness
through easily understandable brochures,
and educate customers about their rights
and duties, including the risk of disclosing
their personal information, information
related to their bank balances or accounts,
and passwords of internet/mobile banking
service, e-wallets, and all types of cards.

Inform customers of the procedures of
reporting any theft, loss, fraud, hacking, or
suspicious transactions in relation to their
data or accounts. The Bank shall also provide
various appropriate means of
communication 24// to help customers
report any fraud, theft, or hacking activities
on a timely basis.

Specify the mechanism for submitting and
following up with customers' complaints in
terms of the period required for replying to
such complaints based on the values of
fairness and equality.
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@ Provide accurate and clear information to o ¢Lidl LJl danlgllg dd163]1 Cilogleoll ourdi dioal €

the Bank or payment service providers to
help them offer suitable services and
products. Customer should also update their
personal information registered with the
Bank, including their residence and business
addresses, e-mail, and phone number to
enjoy smooth communication with the Bank
and to be able to check their accounts on a
timely basis.

Protect their cards and information related
to electronic services (e.g. banking services
through internet banking and mobile phone)
by maintaining the confidentiality of their
username,  password, and  one-time
password (OTP). Customers may not share
their financial data or information with
anyone via SMS messages, social media, or
phone calls, as the Bank does not request
any financial data over the phone.

In case a customer becomes aware of any
transaction involving theft, embezzlement, or
manipulation  of  accounts, or any
unauthorized transaction debited to the
customer's debit/credit card account, s/he
should promptly notify the Bank and/or
service provider.

If 2 customer fails to comply with any of the
above-mentioned instructions, s/he shall be
held fully liable for any transactions made
without his/her consent and any resulting
commissions and charges.

PUAd) (o oaifed odl &oal Wloasn (oalo
U131 6)9)n Ko Jio=l duwlioll Wilaiiollg WloaAll
UA 1wl Olg_ic Lauo Loy eLidl sad dunaail iyl
Wgauu) @ ilall p6)9 wdguinll A ypllg W Jo=llg
Ao (o Jiosll Utaolly Jtosll elivl ip Jnlgil

JobJol il
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Josoll dolhg Gl ol aiimell ouwl dypw
d o)l wloglzoll of Wil Jolai oacg (OTP) 6aalgll
vcloinVl Jnlgill &8lgo JUA (o of dpnill Jsuuyl jic
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L6 Lelj ol Yullial gl dd) 1w Lay 6 lolzo Sl @i
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@ Customers are expected not to offend the  /auglhgo /elidl ] 6=LuYl Ay Jio=ll @il loa €
Bank, its employees, delegates, agents, or )4 opniof clya i Al of aulilyo /aiilAg /aurgo
correspondent  banks, nor take any .} eq160 6.0 Al elow Qisoiwg Elidl Ayl aili

procedure or action that would harm the ] o . oGl fo ok
Bank or jeopardize its reputation whether €0lg0 of Aol BlwellUo Alpwg Gl of Lo of

inside or outside the Bank's premises and o2& dstioll wiglelu lillle woelolall Jrlgll
branches via any electronic means or on 8= Alo 28] Lo Jiosll dajlao Ala b9 (ol
social media. Customer should use the — Wlela)l dola A0 ylwbwall Joo ye Wno eliyl)
channels available for lodging complaints. In .a8q6a Hle dholaoll Jios)l an Aligildllg duopnoll
case a customer violates the foregoing

points, the Bank may close his/her account

and take all the necessary banking and legal

actions against said customer to maintain the

Bank’s rights.




