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List of Customer Rights and Duties
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Definition - <y il aal

1. Outsourcing Companies: Institutions that the bank assign to provide
any service or product on its behalf.
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2. Service Providers: Entities that the bank contracts with to provide a
mobile payment service in accordance with the regulations issued by the
Central Bank of Egypt in this regard.
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3. Loans and Credit Facilities: Loans and facilities granted to individuals
or corporate accounts.
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4. Interest Rates: The actual annual rates of return in accordance with the
provisions of the Central Bank Law.
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5. Guarantor: A person (individual/corporate) who provides a guarantee
(personal/in kind) in exchange for financing or crediting facility granted to a
customer.
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Bank Audi S.A.E. highlights the list of rights and duties that includes:
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Customer Rights - Jsead) (3582

1. Review all terms and conditions of the service or product provided, and if
customer encounter any difficulty in understanding any of the terms and
conditions mentioned in contracts or forms, the bank’s employee will clarify
the matter, to ensure his/her understanding and ability to comply with it.
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2. Have a clear, adequate and simplified explanation from the bank’s
employees about the financial services and products that involve different
levels of risks.
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3. The employee will answer any questions in a professional manner that
will help in making decisions according to the need and financial situation.
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4. For customers who enjoy credit facility, to request an explanation on the
negative consequences of non-regular payment of loans/credit facilities that
might affect the relation with banks and service providers.
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5. Awareness request from the employee on fraud or forgery operations that
accounts might be exposed to, how to deal with it, and the potential risks
from using automated and electronic services.
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6. Ask for a copy of the contracts signed by him/her without incurring any
additional cost, after subscribing to the service and/or obtaining the product,
after fulfilling the necessary approvals.
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7. Ask for explanation from the employee on the specific cost of the
product/ service, calculation method of interest or return rates, also all
fees/commissions related to product/service cancellation, terms of
cancellation and the needed time to apply it.
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8. Customer has the right to cancel his/her request for any banking
product/service that has not been activated (except for savings products)
within two working days from the date of concluding the contract without
imposing any expenses or penalties.
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9. Customer has the right to obtain any product/service if it suits his/her
financial position and ability to absorb the potential financial risks of this
product/service.
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10. Make sure to receive a periodic statement for each account maintained
by the customer at the bank.
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11. Do not sign blank or incomplete forms, and to ensure that all required
fields and numbers in the forms submitted are correct and complete.
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12. Have the right to submit a dispute form regarding any service or
product, also to ask about the viable channels of submission. Investigation
will not exceed fifteen working days, except for transactions related to third
parties that might take more time.
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13. The bank is fully responsible for all the services provided by any
outsourcing companies, service providers or their agents.
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14. The customer has the right to request any detailed data about his/her
accounts or about any transactions that took place during the last five years
as a maximum, the bank must provide the customer with his/her request
within a maximum period of ten working days, and this applies on
customers who have stopped dealing with the bank or service providers.
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15. Customer should always review all information published on the bank's
website to be updated with any change on the bank's services and products.
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Customer Duties - Jsad) claal g

1. Provide correct, complete and accurate information when filling out any
bank form and refrain from providing any false information.
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2. Disclose all financial obligations when submitting an application for a
product or service, while preserving the rights granted by the Accounts
Secrecy Law.
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3. In case, there is any change in customer personal information provided
to the Bank, customer should immediately update it also whenever
requested to do so.
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4. To abide with the terms and conditions related to the product/service
provided.
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5. Customer should notify the bank immediately if there is any
unauthorized transaction executed on his/her accounts/cards.
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6. Provide the bank with his/her home and work address, e-mail and phone
number, and report any modification of this information, which would
enable the bank to contact the concerned customer in a manner that secures
the privacy of his/her information.
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7. In case the customer did not comply with the previous clauses, the
customer shall bear full responsibility for any transactions that took place
without his/her consent, and the commissions and expenses resulting
therefrom.
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8. Regarding foreign trade transactions, customer must be fully aware of
the following:
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 Customs and rules regulating foreign trade operations issued by
the International Chamber of Commerce in Paris.

» Laws and regulations governing those operations and applicable
within the Arab Republic of Egypt.

* Instructions issued by any supervisory authority in this regard.

* In case of committing any violations regarding the terms of the
written undertakings signed by the customer, he/her is liable to be
reported to the Central Bank of Egypt or any other supervisory
authority.
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9. The customer must use secure and electronically encrypted means of
communication so as not to be vulnerable to electronic hacking or
electronic piracy.
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10. To be aware of the account number and details in case of transfers.
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The Rights and Duties of the Guarantor - ¢rball <l g9 (358

1. Have a clear, adequate and simplified explanation from bank employee
to raise awareness of the obligations resulting from his/her submission of
the guarantee, including the size of the financial obligations.
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2. Maintain confidentiality of customer information.
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3. The possibility of having a copy of the contracts after fulfilling the
necessary approvals.
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4. Notify the guarantor at an appropriate time in case there is any
indications of default or breach by the customer of his/her obligations
related to the secured facility and its consequences.
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5. Notify the guarantor before listing him/her as a non-regular client with
both the Central Bank of Egypt and the Egyptian Credit Bureau (I-Score).
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Customer Complaints - s3aal) s gl

1. A unified form for customer complaints is available on the website, as
well as an electronic mechanism in all branches "Tablets".
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2. Audi Bank will provide the Customer with a complaint reference
number within two working days from the date of receiving the complaint
in order to enable the customer to follow up the complaint easily with the
possibility of following it up by through the Call Center.
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3. Bank Audi will respond to the Customer regarding the complaint within
a period not exceeding fifteen working days from the date of its receipt
(except for complaints related to transactions with external parties that may
need a longer time to be investigated, and the customer will be notified in
that case with the time needed to study the complaint).
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4. Complaints Unit will respond to the customer regarding the complaint
through a recorded phone call or in writing if necessary, complaints
response should include justifications or corrective action, if any.
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5. In case the customer does not accept bank's feedback, the customer has
to notify the bank within fifteen working days from the date of receiving it,
including the reasons of objection, and in case that the customer did not

object to the bank’s reply, it will be considered an implied acceptance of
the bank’s feedback.
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6. In case the customer notifies the bank of not accepting the complaint
feedback received according to the above, the bank will reinvestigate the
complaint, and will respond to the customer with a final reply within fifteen
working days accompanied by appropriate and clear justifications in case of
not changing the reply.
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7. Customer has the right to raise his/her complaint to the Central Bank of
Egypt if his/her complaint was not answered or if the second final feedback
provided by the bank is not accepted.
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Complaints Channels - s sSal) ayai <) g8

1. Call center 16555 or 16847 for VIP clients.
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2. E-mail: Contact us Egypt <contactus@bankaudi.com.eg>
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3. Electronic complaints mechanism in all bank branches (Tablets).
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4. Bank Audi Website: <https://www.bankaudi.com.eg>
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Guidance to Customers - Juead) &ifald )

1. You must not disclose under any circumstances, any details of your bank
account or any other banking or personal information to any other party.
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2. In case of facing financial difficulties that prevent fulfilling the obligation
or paying the installments on time, notify the bank in order to find the most
appropriate options, including rescheduling the obligation.
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3. Be careful when granting official proxies to a third party to carry out your
banking and financial transactions, so that you accurately defines the
authorties granted under these proxies.
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4. The necessity of not disclosing any confidential information regarding the
accounts to any other party, and taking all necessary measures to maintain
debit or credit cards, as well as the user name and password.
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This list was signed after explaining its content to the
customer and the customer’s signature on this regulation is
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an acknowledgment from him/her of his/her knowledge, v cereenanes [evreeneees [eereannas e Lge A aledi g cilal 3 g
awareness and approval of the rights and obligations

contained therein and a copy of it was received on: .......... /

.......... [
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