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Secured / Un-secured Credit Card Terms & Conditions

QNB
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The client declares that all filled in data and information in this application is true ASaYly g0l By oo 35 A 5 i) a3 Ao Koshall i sheally il ZS o Janll iy

and correct and has read and accepted the terms & conditions & hereby authorizes . . PR
. Uaall el callall s o gan Gl Jranll 7 joay g A8 laaly Aaldll
the bank to issue the requested card. e S e S e N

Terms and Conditions of Credit Card Ol lilay Lalal) alSal g Loy il

Definitions: Terms used in these Terms and Conditions are defined as follows:

« Bank: The bank and its branches where the Head Office is located at 5, Champollion St.,
Downtown.

« Primary Card: Card belonging to the client who approved this application.

« Supplementary Card: A card issued to the primary cardholder's representative who should be a first
or second-degree relative. Transactions of the supplementary card are made through the primary
card's account.

o Holder of Primary Card: Client who approved this application.

« Holder of Supplementary Card: The representative for whom a supplementary card is issued
according to the instructions of the holder of primary card. The representative shall not be less than
12 years old.

o Card's account: The account opened by the bank upon the acceptance of the client's application
and issuance of the card. Any transactions in relation to issuing and using the primary card - or
supplementary cards issued according to the holder of primary card - are to be debited from this
account.

« Transaction: Using the card in purchasing goods, acquiring services or cash withdrawal (according
to the terms and conditions stipulated for the cards' issuance) from ATMs, Points of Sale (POS) or
using the card either on the Internet or by telephone.

« Credit Limits: Limits of a transaction defined by the bank for using the Primary or Supplementary
Cards.

« Period of Card Validity: Five years to be automatically extended upon expiry to another five years
unless the cardholder informs the bank of his/her wish not to renew the card within 60 (sixty) days
before the expiry of its validity through SMS on 1160 (the cardholder bears the renewal fees and is
debited from the card's account).

« Personal Identification Number (PIN): A confidential identification number known only to the
cardholder and used for verification of his/her identity while purchasing and withdrawing money
from ATMs.

« Internet Identification Number (CVV2/CVC2): A number recorded on the card's back and is used by
the cardholder for electronic verification of his/her identity when using the internet.

« Merchant: The store, company, bank or enterprise which accepts the card for payment for goods
and services the cardholder purchased or acquired.

o Alert messages: Short messages (SMS) delivered to the cardholder's mobile or e-mail.

« Sending the balance statement by e-mail: it is a service, in which the card's balance statement is
sent on monthly basis to the cardholder's e-mail.

General Provisions:

« The Cardholder hereby declares that it is understood to him/her that all services related to the credit
card lie within the responsibility of the service provider, not the Bank. Accordingly, the Cardholder
declares to exempt the Bank from all elements and types of liabilities in relation to those services.

« The Bank has the right at any time and at its sole discretion to assign, transfer or sell to any other
party either totally or partially by whatever means any of its rights arising from this agreement or any
other documents without the need for the primary cardholder's approval.

« The Bank has the right to record phone conversations with cardholders when they call the bank or
when bank representatives call them.

« In case the bank rejects the application for issuing a credit card, the client can be handed his/her
documents within 10 days after being notified by any means. After this duration has elapsed, the
Bank is not liable to hand over such documents to them.

« According to the client's and/or the Bank's choice, this agreement incorporates the Bank's
acceptance to supply the client with banking services / credit cards through the Bank electronic
banking services and alert messages. Therefore, the client agrees that his/her instructions given via
electronic channels shall bear the same legal consequences as those given in writing.

e The holder of the primary card admits that the sources of funds deposited or will be deposited in
relation to this card - either made by the cardholder himself or through any other representative -
are from his/her personal private wealth and are not originated, either directly or indirectly, through
illegal or unlawful practices, activities or crimes. The cardholder must update the information and
documents in relation to the card whenever necessary in accordance with Law No. 80/2002 for anti-
money laundry in Egypt and its amendments.

o The cardholder (holder of primary or supplementary card) is prohibited to use the card in illegal
transactions or operations that do not comply with the general law of the country. The Bank has the
right to find suitable means to avoid using the card in such kinds of transactions automatically -
whenever possible - without producing a pre-alert to the cardholder. The Bank reserves the right to
terminate the use of the card or cancel it wherever the Bank sees mal-use of the card by any
means.

« In case any dispute between the cardholder and Bank arises to court, records, documents and data
preserved on magnetic recordings are considered decisive evidence that bears incontrovertible
proof.

« The cardholder authorizes the Bank to disclose his/her information or data to any entity / authority
the Banks sees necessary such as - but not limited to - other Banks, collection agents, courier
companies, CBE, different arbitration and administration authorities, credit offices, bank's branches
and its subsidiaries ... etc. Disclosure is based absolutely on the bank's discretion and according to
banking norms.

« The cardholder irrevocably agrees that the Bank can disclose any information or rulings about
services the cardholder receives to third parties in Arab Republic of Egypt (A.R.E) or abroad

e The bank has the right to amend all or part of the terms for issuing and using cards (including fees,
commissions and tariffs) without the approval of the cardholder. The bank notifies the cardholder of
any amendments in a way considered proper by the bank. Any amendments on these terms and
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conditions shall be considered an integral part of the agreement and needs no written approval from
the cardholder.

o Itis understood that the client’'s approval on this form means his acknowledgement of the banking
services tariffs of the Bank and advertised through the Bank website especially those related to this
request, and It is understood that these tariffs are modifiable from time to time by the Bank and the
client is entitled to view any modification or amendment through the Bank’s website
www.gnb.com.eg

e The bank has the right to change the card limit and notify the cardholder, according to the bank’s
terms and conditions through any of the communication means maintained at the Bank (mail
address, or landline or mobile number or email address — if the client signed an E-mail Authorization
Form — or correspondence address) without a need for a written approval from the cardholder.

« By signing this application, | hereby authorize and delegate the bank to investigate my credit history
and investigate about me at banks, review my consolidated position at the Central Bank of Egypt
and at government and non-government entities seen necessary by the bank.

« |tis agreed that our approval on this application is deemed as an approval from our side to inform
us of any information, transactions, premiums, interests or correspondence related to this finance —
which the bank discerns to inform us about — via SMS on our mobile number recorded at the bank
or via e-mail sent to our e-mail address provided in this application. The bank has the right to notify
us of any amendments, obligations or messages related to this finance via our mobile number or e-
mail as previously mentioned. This approval is deemed final and irrevocable.

« Itis understood that the bank has the right to amend all fees, penalties and others according to its
sole discretion. Any amendment shall be effective and applicable once acknowledged by the bank
without the need to notify, warn the client or to take any further procedure, and the client has the
right to view any changes through the Bank’s website www.qnb.com.eg

« We acknowledge that we have received a copy of this Application/Acknowledgement on the date of
its approval for reference and necessary action.

« Receiving the Credit Card shall be considered an implicit approval to automatically activate the
Card,; this shall also be applied for Card renewal as well.

Regarding the CDs:

« In case the client is listed in CBE negative list, he becomes ineligible to receive any credit facilities
against the CD from the Bank.

« Since the bank will not grant the client any credit facility against CDs if he was found registered on
the CBE Negative list, the client will be fully responsible for the consequences; which shall entail the
impossibility of breaking the CD prior to 6 months of its issuance date.

Regarding the TDs:

« In case the client is listed in the CBE negative list, he becomes ineligible to receive any credit
facilities against the TD from the Bank.

« This declaration is considered as an integral part from the mentioned contract; also, as one of the
supplementary and complementary to its conditions. This declaration is concluded in the date of the
mentioned contract.

« According to this agreement, we authorize the bank to debit our accounts with I-Score investigation
fees without the need for any further approval from us or any other process.

« This agreement shall be governed by the laws of A.R.E. Disputes arising out of its performance or
interpretation shall fall within Cairo Courts jurisdiction.

Guarantees and Terms:

« This application is considered an integral part of the 'Request for opening an Account' and
constitutes one of its terms. Terms and conditions mentioned herein are the property of the Bank
and treated as confidential information.

« The bank has the right to request a guarantee against issuing the card which shall be reserved for
45 days after writing a request to terminate the card, handing it over to the bank and effecting full
payment of the debit balance.

o The card is the Bank property and a trusteeship held by the cardholder. The card remains the
bank's property at all times and shall be returned to the bank by the cardholder upon the bank's
request. The cardholder is entitled to terminate this agreement and put an end to using the card at
anytime and without notifying the bank. The termination shall be affected upon returning the card to
the bank. This termination, however, shall not waive any of the cardholder's liabilities as to the
transactions he/she performed before termination of card use. The bank is entitled to terminate the
use of the card whether totally or partially and also has the right to terminate the card at any time
without notification or refuse to re-issue or renew any card. If no termination by the bank takes
place, the card's validity is extended regularly according to the terms of this agreement.

« The cardholder declares that he/she shall enjoy the services of Visa Gold & Visa Platinum within the
designated service area as specified by Visa International, which are subject to amendments from
time to another according to the conditions stipulated by Visa International and according to the
contractual terms set or will be set by Visa International with other companies entitled to deliver
such benefits to cardholders. The cardholder declares that he/she fully acknowledges all terms and
conditions and agrees to issue the card in accordance with such terms and conditions. The
cardholder exempts, from now onwards, the Bank from any responsibility concerning any disputes
that may arise in this regard.

« In case the card is cancelled for any reason, the cardholder shall forward all the card's insurance
policies to the Bank or proof of loss.

« The client declares that he has read all the terms and conditions regarding issuing & using the card
in this application form and agreed accordingly. Moreover, the client has read the terms &
conditions of enjoying the insurance benefits as a cardholder and delegates the bank on his behalf
to contract with the insurance companies that are responsible to insure on the cardholder and this is
according to the referred terms and conditions and its validation duration which | read & accepted.

« The bank is entitled to automatically renew the pledged certificates of deposits/time
deposits/investment certificates for its benefit without the need to inform us, and without our written
consent according to the published rate at the time of renewal.

« In Case of acquiring unsecured Credit Cards, it is agreed that:

« The client hereby delegates the Bank an irrevocable delegation to pledge, for its benefit, any of his
money, TDs, CDs, ICs or any other saving deposits as an insuring guarantee at any time according
to the bank's discretion to what might be/ will be liable to the bank. The client, hereby, authorizes
the bank to conduct the optional set-off between his debit liabilities for whatever reason, and his
credit obligations; He, also, delegates the bank to break his TDs, CDs and ICs to fulfill his liabilities
to the bank regardless of the reason and even before the due date without the need for any notice
or justifications, and to take any other procedure.

« The client hereby, pursuant to this application, acknowledges his awareness that the movement of
his bank account, Time Deposits and/or Certificates of Deposit and/or securities and/or Investment
Certificates and/or any other saving deposits in his possession at the bank have been the main
reason behind the bank’s approval to grant the client the facility / credit limit subject of this contract.
Accordingly, pursuant to this, the client hereby finally and irrevocably authorizes the bank to seize —
at any time and according to the bank’s discretion — and freeze an amount equal to 120% of the
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credit limit / facility granted to the client — from any Time Deposits, Certificates of Deposit,
securities, Investment Certificates or any other saving deposits which may be held in any of the
client’s accounts at the bank. In doing so, they shall be considered allocated in favor of the bank for
the settlement of the credit limit / facility. Such allocation shall be an indivisible security against all
that may be or shall be due by the client towards the Bank which arise from the facility / credit limit
subject of this contract. It is agreed that in case the client wishes to break any seized Time Deposit,
Certificate of Deposit or Investment Certificate or use any part of its value thereof, the bank shall
have the right to effect blockage on them altogether or any part thereof and conduct a selective
setoff between the client’s debit liabilities — for whatever reason — and any of the client’s afore-
mentioned funds and the credit balances held at the bank in any branch. The client also authorizes
the bank to use all or part of the client’'s accounts and the above-mentioned saving deposits to meet
the debit balances payable to the bank including principle, interests, commissions, fees and other
adjuncts, at the time seen appropriate by the bank and at its discretion, even if such action is taken
prior to the maturity date, without the need to warn or notify the client or take any further procedure.
Itis agreed that if the mentioned debit balances arise as a result of the issuance of a credit card to
the client, the bank is entitled to resume to seize the afore-mentioned funds and accounts, and
block them for a period of 45 days after the cancellation of all the cards that have been issued to the
client and fully returned to the bank. The client hereby declares to exempt the bank from all types of
liabilities, whatever their extent or source, which may ensue from the bank’s use of the previous
rights

Terms of Delivery and Using the Card:

The client hereby acknowledges that the Bank handles the delivery of cards and PIN codes through
courier companies. Such companies retain the client’s signature on electronic devices designed for
this purpose. The client’s approval on this form is considered a clear and written statement of his
approval to send, using couriers - as selected by the Bank -the client’s card and PIN code.
Moreover, the recipient's signature on the devices carried by outsourced delivery companies as well
as any electronic documents or outputs processed by such devices are to be considered proof for
receiving the card and PIN code, which shall waive the recipient's right to object in the future. The
client exempts the bank from any contractual obligation or delinquency that might befall the bank as
a consequence to such delivery. In addition, the client also exempts the bank from any
responsibility for loss or damage - of whatever nature - that may arise in connection with the
delivery of the card and PIN code by courier companies.

Immediately after receiving the card, the cardholder is obliged to sign it on its reverse side where
appropriate. The signature on the card must conform to the one used in the application request for
issuing an account and will be considered a basis for making transactions. Knowing that not
following this instruction will not affect our obligations from using the card.

The card shall be exclusively used by the cardholder provided that it’s still valid, used within the
credit limits determined by the bank, and conforms to other rules stipulated by the bank at various
intervals.

The cardholder shall bear exclusive and unlimited responsibility for consequences of using the
primary card and other additional cards, as well as the consequences of loss, theft, destruction or
mal-use of any of these cards.

Holder of the supplementary card shall be jointly responsible with the holder of the primary card in
payment of any liabilities or fees with respect to using the card. The bank has the right to seek
settlement of any dues from either cardholder or both of them.

When the card is used in purchases at POS terminals, the cardholder must personally enter the
card’s PIN into the machine and must not disclose it to the merchant. The cardholder shall maintain
a copy of the sales voucher in which the card’s data is imprinted.

It is permitted to request copies of transaction receipts in the event of claiming objections. The
period for making such receipts available may extend to 45 days from the written request made by
the cardholder.

With regards to financial transactions conducted through the Internet, the client shall be fully
responsible of the transactions performed regardless of whether they used the Internet Identification
Number (CVV2/CVC2) or not. Transactions conducted through the Internet are insecure; therefore,
it must be ensured that transactions are conducted only through a safe and secure site, preferred
conducting transactions through sites that bears this sign VBV.

The bank shall not be responsible whatsoever if any enterprise rejects using the card. Moreover, if
any other bank / authority dealing with the bank requests that the cardholder handover the card,
he/she shall comply after tearing apart the card into two pieces.

The bank shall not be responsible for any kind of damages or harm that result from defected
automatic teller machines (ATM), data storage and analysis devices or for any other reason beyond
the control of the bank, its agents or sub-contractors.

The bank can issue a replacement card or terminate the use of the present card at its sole
discretion. The client shall be notified of any such actions through means seen appropriate by the
bank.

The bank's records in using the card through ATMs or at P.O.S terminals to perform any banking
transaction either manually or electronically are considered compulsory and binding.

Blocking of Credit Card:

The credit card is issued for personal use only, in addition to the terms of breach provided for —
whether implicitly or explicitly in this request the bank has the right to block or close the card in the
following cases:

Misusing the full or partial limits of the card in purchasing transactions that are not complying with
the card’s transactions’ history in accordance to the sole discretion of the bank

Transferring or depositing massive amounts of cash to the credit card account

Conducting illegal transactions using the credit card

Incomplete contractual or legal agreements stipulated to guarantee and secure the bank’s rights
acquired from usage of this card

Noncompliance with any of the terms and conditions mentioned hereof in this request

Settlement of Card Transactions:

The cardholder shall settle all fees, commissions, interests and other charges defined by the bank,
as well as any other charges or services' commissions due to Visa International / MasterCard which
are not subject to the cardholder's objection either for the Primary or Supplementary card. The
cardholder authorizes the bank to debit the card's account with said charges and fees when they
are due.

All amounts of transactions in the card's account are debited in the Egyptian currency. All
transactions made with the use of the card in foreign currency will be converted by Visa
International / MasterCard into Egyptian currency as of the date in which the transaction is
processed as reflected in the statement.

The bank has the right to debit automatically, without reverting to the cardholder, any amounts
which were credited by mistake to the card's account.

The debit amount shall be immediately due for full settlement - in accordance with the bank's
evaluation - if the cardholder breaches any term of the conditions for using the card or at any other
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event where the date of settling the debt is legally due as in bankruptcy or death according to the
law in force in A.R.E.

If an enterprise issues a notification for re-entry of a specific transaction, the bank adds the amount
of such a notification to the card's account upon the cardholder's receipt of the re-entry documents
from the enterprise. If no notifications for re-entry are issued or sent to the bank, the account shall
be due for full settlement and no claims by the cardholder against the enterprise shall be considered
for clearance, reverse entry or sub-claimed against the bank.

The bank reserves the right - without notifying or sending any alerts to the client - to utilize the
guarantee at any time for covering any debt in case the client delays the settlement of any due
amount or stops payment, where this shall take place without the need to notify or alert the client.
The cardholder of both the Primary and Supplementary cards authorizes the Bank to settle their
commitments and various debts to any of the bank's branches at any time according to the bank's
discretion without notifying or sending any alerts to the client or requesting his/her approval.

The bank has the right to open a debit account for the debit amount of the Primary and
Supplementary card with an interest rate equal to that applied on the card or at the bank's interest
rate - whichever is higher. The bank also reserves the right not to renew the card - without reverting
to the client - if he/she delays settlement of the debit amount or stops payment. The client's
signature on the application request is considered an implicit approval on this clause.

The holder of the Primary card can settle the bank's dues either by debiting his/her account or by
cash payment.

If, upon using the card for withdrawals from ATMs - according with the limits specified by the Bank -
the user does not withdraw all or part of the cash dispersed by the ATM within the allowed time
span, the ATM shall capture the amount. In such a case, the bank is not responsible to re-enter the
debit transaction performed on the card's account except after finalizing the ATM reconciliation
procedures. The cardholder is not liable to raise any objections as to the outcome of the
reconciliation.

The below steps are to be followed in the event of claiming objections as to some transactions
entered on the card's account or in order to request a copy of these transactions' receipts:

- The client's objection must be made in writing within 90 days from the date of the transaction
which is the subject of protest.

- If the complaint is found to be justified, the client has the right for a refund. The claimed amount
indicated in the complaint, shall be credited to the card's account after a specified period and
according to the procedures followed by Visa International/ MasterCard which are not subject to
the cardholder's objection.

The bank is not liable for any loss or damage - either directly or indirectly - in consequence to the
cardholder's mal-use of the card or its defect or ATM shortcomings resulting from an error made by
the cardholder or temporary insufficient funds in the ATM or for any other reason.

The cardholder shall take all the possible precautions to ensure the security of the card and PIN.
They are not to be kept in the same place and the PIN must not be revealed to any other person. If
the card is lost or stolen, the cardholder takes full responsibility of the consequences of mal-use of
the card - whether made by the cardholder himself /herself or by another party. The cardholder
must immediately report to the bank the card's loss through the call center or at the nearest branch.
The cardholder shall bear any liabilities effecting from the card's use as from the date of losing the
card till the date of reporting its loss to the bank. If the cardholder finds the lost card, he/she must
not use it but has to deliver it directly to the bank where procedures for card destruction take place.
For the purpose of enhancing security, the bank has set a daily limit for cash withdrawals and
placed a maximum number for daily withdrawals permitted. The bank reserves the right - at different
intervals - to amend such limits at its discretion and according to any arising circumstances without
the right for claiming objections belonging to any party.

The bank is not liable under any circumstances for any harm that might befall the cardholder as a
result of a transaction performed through the Internet using the card. Neither is it liable for any
consequences that are a result of disclosing the Card Number through the Internet.

The bank reserves the right to temporarily terminate the use of the credit card if any doubtful
transactions are found according to the bank's evaluation. The bank proceeds with temporary
termination if the client is unavailable for inquiry to verify the transaction.

The bank reserves the right to terminate the use of the credit card if the client is questioned about
the doubtful transaction but he/she was unable to verify the transaction or its amount.

The bank reserves the right to amend the cash withdrawal limits of the card (daily limit - daily
amount of transactions ... etc.) according to whatever limit the bank sees appropriate to secure the
client without reverting to him/her.

The bank reserves the right to terminate the use of the credit card in some countries and some
stores as seen appropriate by the bank to protect the client against theft and without reverting to
him/her.

Account Statements:

The bank's documents shall be considered as delivered to the cardholder upon sending them either
by mail to the last cardholder's address recorded at the bank, or through the cardholder's personal
email specified in the application for issuing the card. The cardholder also declares that all account
statements issued by the bank are correct and binding at courts except if the cardholder objects to
any transaction within 15 days from the date of sending the Account Statement. The cardholder's
objections - as to any data stated in the Account Statement - are subject to the procedures and
regulations applied by Visa International/MasterCard which the client acknowledges. The
cardholder must inform the bank in writing of any change in address or any change in his/her data
stated in this application. If a postal delay in the delivery of Account Statement occurs, the
cardholder shall still be liable to settle the bank's dues at appropriate timings.

If the client has subscribed to the electronic banking services which deliver the Account Statement
via email - as stated by the client in the application for issuing the card, or as per the client's
instructions at the branch or through the call center - this shall be an explicit declaration by the client
to benefit from the electronic services instead of sending the Account Statement by mail. It is also
considered an authorization for the bank not to send the Account Statement by any other means
except as seen necessary by the bank.

For a regular proceeding of the card, the minimum debit amount stated in the Account Statement
has to be settled within the specified date during the bank's official working hours. Consequently,
the card shall be automatically renewed at the renewal date. If such regularity is disregarded, delay
fees shall be added to the card's account thereby making it an irregular account. The bank shall
then temporarily terminate the use of the card and stop its renewal at the renewal date and await
the settlement of all debit amounts. Deposits in the card's account are valid and effective on the
following day of the actual deposit date. If the card's account is not settled, the bank has the right to
debit any other accounts belonging to the client (time deposits, saving account, certificate of
deposits ... etc.) and has the right to debit the cardholder's dues at his/her place of work without the
need to notify or send alerts to the client or request a court ruling.

The cardholder authorizes the bank to notify him/her of any data seen necessary by the bank (such
as reminder of the amount utilized from the credit limit, date of settlement of the Account Statement
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...) either by SMS, email or mail against fees set by the bank and debited monthly from the card's
account.

« The bank has the right to add any insurance benefits to clients holding credit cards, at the time seen
appropriate by the bank, without charging the clients any additional fees in return for those
insurance benefits, if applied.

« The bank has the right to carry out insurance on female credit cardholders — for primary and active
cards — against breast cancer. It is understood that this clause does not constitute, under any
circumstance, a commitment on the bank to insure any of its clients, since insurance is merely
considered a benefit provided by the bank according to its discretion.

« The client acknowledges to finally and irrevocably authorize the Bank to contract with the client on
insuring him/her against any risks — where the bank stipulates any insurance benefits — with the
insurance company acceptable to the bank. The client also authorizes the bank in determining the
insurance terms and conditions, as well as the necessary documents for performing it, as long as
the insurance shall take place without charging the client any fees. The client also authorizes the
bank to receive the insurance amount in case of occurrence of any risk insured against and to
deposit the insurance amount in the client's account.

« Itis agreed that if the bank provides a specific insurance benefit to any of the clients, this insurance
would only be effective as of the date of acceptance by the insurance company to conclude the
insurance on the client.

« If the bank deems notifying the client of any actions, data or any matters relating to the insurance
benefit, once stipulated, the bank shall then be entitled to notify the client by an e-mail or by sending
an SMS message to the client’s mobile or through a phone call or by any means the bank deems in
this regard.

Insurance coverage termination:

The insurance coverage shall automatically terminate at the occurrence of any of the following events:

- Death of the insured.

- On cancelation by the insured.

- Insured reaches the maximum age limit set out in the insurance policy.
- Payment of claims due to occurrence of the risk insured against.

- If the credit card becomes invalid for any reason.

- In case the bank cancelled the insurance benefit at any time.

General Conditions for Customer Rights Protection:

. The bank stresses the importance that the customer should carefully read the terms and
conditions of the services provided by the bank, as well as all contracts that have been entered
with the customer to ensure that they are fully clear and do not contain any ambiguity or
uncertainty prior signing them.

. The customer has the right to inquire from the customer service employees about any confusion
or uncertainty “if any” regarding the terms and conditions of the service.

. The bank has displayed all the terms, conditions, fees and commissions of the banking services

it provides on its website www.gnb.com.eq . Interest rates are also displayed on the screens

available at the branches for review prior to applying to any service or product.

If the bank rejects the customer’s application for subscription to a service or product, the

customer has the right to receive back the original documents he has submitted for such

subscription.

. The customer has the right within two days to request the cancellation of any inactivated service
or product (except depository products). In such case, the customer is entitled to refund any
amounts paid for the service and cancel any permanent instructions previously given by the
customer in connection with applying to the cancelled service.

. The customer has the right to perform transactions on his account through the means provided
by the bank. In this respect, the following should be respected:

1- The customer shall safely maintain all those means in such a manner that prevents other
parties from accessing them.
2- Where any of those means (e.g. PIN number, password, cards ... etc.) are lost, the bank

shall be immediately notified through calling the Contact Center or visiting the nearest
branch. The customer shall not be responsible (except where it is the customer’s fault or
negligence) for any liabilities arising from the use of any of those means after the date the
bank has been notified of their loss or theft. It is noteworthy that after the bank is informed
by phone, a written notification signed by the customer shall be submitted to the bank.

3- After the bank is notified in cases where the card is lost or the occurrence of account fraud,
the bank shall refund any debited amounts/fees unless it is proven that the transaction was
authorized by the customer, or an act of circumvention was carried out by the customer.

4- It is necessary to notify the bank/service provider immediately and without delay upon
becoming aware of any transaction involving theft, embezzlement, act of circumvention of
accounts, or debited transactions performed on debit or credit cards without the customer’s
authorization. If the customer does not comply with the above, the customer shall bear full
responsibility for any transactions carried out without his approval and the resulting
commissions and expenses.

. In general, the customer shall be contacted via any means of communication maintained at the
bank (e.g. correspondence address, landline number, mobile number, SMS message, e-mail
address “if the customer signed an E-mail Authorization Form” ...etc. Accordingly, the bank
emphasizes to the customer the importance of providing accurate data and information to the
bank about the customer’s contact details for prompt and easy communication with the customer
on one hand and to maintain the confidentiality and safety of the customer’s data on the other
hand.

. The bank notifies the customer of the necessity to update the customer’s contact details if any
change occurs.

. The customer has the right to submit a request for receiving paper copies of his bank account
statements against the payment of stipulated fees.

. Moreover, the customer has the right to request any detailed information about any account he
holds, or any transactions carried out on them within the last 5 years maximum.

Complaint Procedures and Customer Rights Protection

. As the bank is keen to protect its customers’ interests and rights, therefore, and prior to signing
on this application, the customer/guarantor should:

. Accurately read all the terms and conditions, especially those related to the interest value and its
nature (fixed / variable) and the means of calculating it, as well as the due dates for the interest-
bearing accounts.

. Inquire from the competent employee about any confusion or uncertainty in any of the
application’s terms.

. The customer has the right to object if he did not receive the booklet attached to this application,
which includes a detailed statement of the nature of the accounts, their description and the
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mechanism of withdrawal from them, especially accounts such as debit cards, e-wallet service,
online banking service.

. The customer has the right to submit a complaint to the bank in the event he objects to any
banking operation that has taken place on his account or if he suspects there is a fraud to his
accounts or any of his transactions with the bank according to the following details:

Firstly: The client is entitled to submit his complain in several ways according to the following: -

-Complaints box found in the branches

-Tablets found in some of the branches

-Hotline at the contract center no.19700

-Email: Quality.feedback@qgnb.com.eq

-Bank’s Website www.qgnb.com.eg

-Quality Assurance Department / Central Unit for Customer service 5 Champollion Street - Downtown
- Cairo]

Secondly: The Bank shall be complied to respond to the complaint (through writing or email) within

fifteen working days from the date of receiving it except for complains related to transactions with

foreign agencies where the client would be notified with the requested time to examine his complain.

Third:-Incase of the client’'s non-acceptance to the Bank’s reply, He shall be entitled to notify the bank

with his reasons of objection within fifteen working days from the date of his notification of the bank’s

reply otherwise it would be considered as an acceptance by him to what was mentioned in the bank’s
reply.

Fourth: If the customer objects to the bank reply, the bank shall re-examine the complaint and notify

the client of the final response

Fifth: The client has the right to escalate his complaint to the Central Bank of Egypt in case he objects

the Bank’s final reply or in case he did not receive any reply to his complaint.

This agreement has been drawn up in Arabic and English languages. In case of conflict, the Arabic

version shall prevail
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