[bookmark: _Hlk210741077][bookmark: _Hlk234838638]Analytical report on appeals received from individuals and legal entities by KDB Bank Uzbekistan JSC and their consideration during the second quarter of 2026
This report has been prepared for consideration by the Management Board of JSC “KDB Bank Uzbekistan” (hereinafter referred to as the “Bank”) at its regular meeting for the purpose of reviewing the Bank’s handling of appeals, discussing adverse issues, systemic deficiencies and specific risks identified therein, and determining measures aimed at eliminating systemic shortcomings that may lead to violations of consumer rights. 
· Statistical Information
Tashkent City                 ████████████████████████████████████ 23 (62%) ● 
Tashkent Region            ████████░░░░░░░░░░░░░░░░░░░░░░░░░░░░  5 (14%) ● 
Kashkadarya Region      █████░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░  3 (8%)  ● 
Surkhandarya Region     ███░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░  2 (5%)  ● 
Khorezm Region            ██░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░  1 (3%)  ● 
Andijan Region              ██░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░  1 (3%)  ● 
Bukhara Region             ██░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░  1 (3%)  ● 
Rep.of Karakalpakstan  ██░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░░  1 (3%)  ● 
────────────────────────────────────────────────────────────
🏢 Legal entities — 8 appeals
👤 Individuals— 29 appeals
[bookmark: _Hlk234827653]During the Second Quarter of 2026, by type, Bank employees classified 25 appeals as applications and 12 as complaints.

· Summary of Issues Raised in the Appeals
As mentioned in the table above, the bank has received appeals on various topics, and short comments on their content will be covered below.
1. Payment Systems and Cashless Settlements
An applicant requested an official clarification from the Central Bank regarding whether commercial banks are entitled to charge commissions for transfers related to the accumulative pension system (INPS). Reference was made to the relevant Presidential Decree and the Law of the Republic of Uzbekistan “On the Accumulative Pension Provision of Citizens”, raising the issue of whether such payments constitute mandatory payments. The applicant requested a response directly from the Central Bank as the competent regulatory authority.
2. Bank Deposits and Other Deposit Transactions
An applicant sought assistance in submitting inquiries to banks in Uzbekistan to determine whether a deceased relative, Mr. Pavel Yugay, maintained any accounts, including foreign currency accounts. The appeal noted that the relative passed away on 16 December 2023 and requested assistance in obtaining information on any accounts held in his name.
3. Loans and Credit Operations
Appeals in this category concerned issues arising from banking services and credit relationships, including unauthorized loans, technical and tariff-related issues in loan repayment, and requests for assistance in restoring rights allegedly affected by the actions of state authorities or court decisions.
4. Bank Cards and POS Terminal Services
These appeals mainly concerned objections related to banking services and payment transactions, including the application of commissions and tariffs, technical disruptions and customer notification procedures, mobile application functionality, reimbursement of incorrectly debited funds, and cash withdrawals using bank cards.
5. Other Matters
The appeals primarily involved requests for information regarding bank accounts, deposits and payment cards; prevention and verification of loans in connection with fraud; clarifications concerning mobile applications and P2P transfer restrictions; and assistance in legal and property-related matters involving courts, state authorities and other organizations. Certain appeals also concerned amendments to financing terms for major projects and the provision of banking information necessary for the enforcement of court decisions.
6. Foreign Exchange Regulation and Control
The appeals addressed matters related to foreign economic activity and foreign exchange transactions, including the write-off of liabilities under foreign trade contracts and their removal from foreign exchange control, the purchase of foreign currency and remittance of funds abroad for the payment of the value of interests held by foreign participants, as well as requests for clarification regarding the lawfulness of refusals by servicing banks to execute foreign currency payments and the application of the relevant regulations.
7. Conduct of Bank Employees
The appeals raised concerns regarding the application of tax claims to the accounts of diplomatic missions and the Bank’s compliance with customer notification procedures, as well as requests to verify the lawfulness of debits from a legal entity’s account and to assess the actions of Bank employees from a legal perspective.
· Consideration of Appeals, Systemic Deficiencies and Remedial Measures
[bookmark: _Hlk194575086]All appeals received during the second quarter of 2026 were considered by the Bank’s management and responsible employees within the statutory timeframes. Explanations and clarifications were provided to the applicants, and written responses were duly issued. 

Following a comprehensive analysis of the issues raised, the Bank has adopted the following measures:

	[bookmark: _Hlk203038414]№
	Measures
	Implementation period
	Responsible Departments

	[bookmark: _Hlk203039121][bookmark: _Hlk234838673]1.
	To expand the practice of informing customers in advance, via SMS and the mobile application, about changes in tariffs, commissions and transaction limits.
	Ongoing
	Client Service Department-1; Client Service Department-2; Digital Banking System Department.

	2.
	To implement the modernization of the Visa Processing Center on a phased basis.
	01.09.2026
	Bank Cards Department;
IT Systems Department.

	3.
	To ensure the continuous availability of 24/7 card blocking services and the uninterrupted operation of anti-fraud systems.
	Ongoing
	Bank Cards Department;
Antifraud; IT Security Department; Digital Banking System Department. 

	4.
	To regularly update internal guidelines governing foreign exchange transactions in line with applicable regulatory requirements.
	
Ongoing
	Currency Control Department;
Compliance Department. 
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