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TpeGoBaHue noTpebHoCTb UM oXmaaHue,  KOTopoe

3a8BNeHo, 0ObIYHO npeannonaraeTtca  wnun
aBnaeTcs obasaTenbHbIM

Requirement need or expectation that is stated is usually
anticipated or required

MocTosiHHOE ynyuyweHue NOBTOPSIOLLIASICH AeATEeNbHOCTb no
yNy4yLLIEHUIO nokasaTenen geaTenbHOCTH

Continuous improvement repetitive activities to improve performance

BoBneyeHue NEeATEeNbHOCTb MO AOCTYDKEHMIO OBLMX Lieneil,

Involvement activites to achieve common  goals,

BHECEHMe CBOEro BKnaga B UX AOCTUXKEHUE.

contributing to their achievement.

KoHTekcT BaHka BusHec-cpepa.

WHBECTULIUSIM [ 3aVHTEPECOBAHHbIM
CTOpPOHaM.
Bank’s context business environment.

coyeTaHvVe BHYTPEHHUX U BHELUHUX (DaKTOpOB
W YyCnoBuiA, KOTOPbIE MOTYT UMETb BIUAHUE Ha
noaxon baHka, Kk ee npogyky w, ycnyram,

a combination of internal and external factors
and conditions that may have an impact on the
Bank’s approach to its products, services,
investments and interested parties.

MNoTpeburens MU0 WMNU opraHm3auunsi, KoTopble MOrnu Obl

Consumer person or organization that could receive or

nony4nTb npoayKunio nnu ycnyru,
npeaHasHa4veHHble 3TOMY NULY UM KOMNaHum
unu 3atpeboBaHHbIE UMUK

requested the products or services intended for
this person or company,
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1. Uenb
Llenbio HacTosLLero AOKyMeHTa
aBnsaeTca onpegenexHve OCHOBHbIX

NPUOPUTETOB U LIEHHOCTHbIE OpUEeHTauuu,
kotopbix AO «KOB BAHK Y3BEKWUCTAH»
(nanee no Tekcty  «baHk»)  Oyget
NpUOEepPXNBaTbCA B OTHOLUEHUN BCEX CBOWUX
notpebutenen n 3anHTEPeCcoBaHHbIX CTOPOH U
onpegenieHne  OCHOBHbIX  CTpaTermyeckux
HanpaBneHus  ONd  COBEepLIeHCTBOBaHUSA
NpoOAyKUMMW 1N CUCTEMbI  MEHEeIKMeEHTa
kayectBa baHka c ydyetom TpeboBaHuMI
notpebutenen n saMHTepPeCcoBaHHbIX CTOPOH.
2. O6bnacTtb NnpMMeHeHusA

TpeboBaHus HacTosLero [[OKYMeHTa
pacnpoCcTpaHAlTCA Ha BCe noapasfeneHuvs
BaHka.

3. OTBeTCTBEHHOCTb

Mo BbIMNOSTHEHWNIO TpeboBaHui
HacTosLero AOKyMeHTa cnegyowme
COTpyAHWKM BbaHka HecyT OTBETCTBEHHOCTb:

1. Beicwee PYKOBOACTBO baHka
ABNAETCA OTBETCTBEHHbIMU 3a:

— BbINOSIHEHUSA BCEX MNPUMEHUMbIM
TpeboBaHUN, nNpeabABNAeMbIX K cuUcteme
MeHeKMeHTa KadecTBa baHka;

— onpegeneHus uenewn
obnacTtu kayecTBa;

— NpoBeAEHUs PErynspHbIX aHanM3oB
OeATenbHOCTU BaHka, OT3bIBOB
notpebutenen, BbINOMHEHUIO MNOCTaBEHHbIX
uenen, nonutukn B oBnacTm kadectBa Ha
npeamMeT NOCTOSAHHOW NPUro4HOCTU;

— npoBefeHus NOCTOSIHHOrO
YyNyylWeHns CUCTEMbl KavecTBa Ha OCHOBE
TakMx aHanu3oB, MOCPEeACTBOM MNpPOBeEOEHMS
KOPPEKTUPYOLLMX U npegynpexaarLwmx
OEeNCTBUN, onpefeneHvs uenen v 3agad B
obnacTtu kayecTBa,;

— pasbsicHeHus lMonutnkn B obnactu
KayecTBa M ee peanunsauus Ha BCEX YPOBHAX
BaHka.

2. PykoBoautenu nogpasgeneHnn
ABMAKOTCA OTBETCTBEHHbLIMM 3a:
— PYKOBOACTBO B

M 3agady B

cBOEen

1. Purpose

The purpose of this document is to identify the
main priorities and value orientations that JSC
‘KDB BANK UZBEKISTAN” (hereinafter
referred to as the "Bank") will adhere to in
relation to all its customers and interested
parties and determine the main strategic
directions for improving the Bank’s products
and quality management system with taking
into account the requirements of consumers
and stakeholders.

2. Scope
The requirements of this document apply to all
departments of the Bank.

3. Responsibility
To fulfill the requirements of this document, the
following employees of the Bank are
responsible:
1. Top Management of the Bank is responsible
for:
- fulfilment of all applicable requirements for
the Bank’s quality management system;

- definition of goals and objectives in the field
of quality;

- conducting regular reviews of the Bank,
customer reviews, fulfiling goals, quality
policies for ongoing suitability;

- carrying out the continuous improvement of
the quality system on the basis of such
analyzes, through corrective and preventive
actions, determination of goals and objectives
in the field of quality.

- clarification of the Quality Policy and its
implementation at all levels of the Bank;

2. Heads of departments are responsible for:

- guidance in their activities to the
requirements of this Policy, to ensure its

6
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neAaTernibHOCTU Tpe6OBaHl/IFIMI/I HacTosiwen
MonuTtuku, obecneuntb ee NoHUMaHue U
NPakTU4eCKYyro peann3auunto BCEMU

paboTHMKaMn noapasaeneHni;

— co3gaHua HeobxoOuMbIX YCIOBUN
ONA NOBbIWEHUS pe3ynbTaTUBHOCTU Tpyaa, U
cos3gaBaTb  YCNoBWUS AN MOCTOSIHHOrO
NOBbILWEHWS KBanudukauum n nx cnyxebHoro
pocTa B COOTBETCTBUM C NMpeabsBNAeMbIMU K
HUM KBannmkaLmMoHHbIMN TpeboBaHNSAMN.

3. Kaxgbii coTpyaHuk 6aHka HeceT
OTBETCTBEHHOCTb 3a:

— MOHMMaHWe 1 peanusaumsa B CBOEN
OEeATeNnbHOCTU CTpaTernyeckmx HanpasrieHun
NONUTUKM B 06NacTn KayecTsa;

— BbINOMHATL  BCe  Heobxoaumble
npMMeHUMble  TpeboBaHWss K  cucteme
MeHeKMeHTa KavecTBa baHka;

— NpOosBNATbL TBOPYECKYHO
WHUUMATUBY, [OaBaTb  MNPEeanoXeHus  no
MOCTOAHHOMY  YIyYLIEHWO  CUCTEMbI U
nobumBaTbCs YCTPaAHEHUs §OObLIX NPUYUH 1
obCcTOoATENBCTB, NPensaTCTBYHOLNX
KayeCTBEHHOMY OCYLLEeCTBEHUIO paboT.

4, MpencraButens / generart
yrnpaBneHus no Ka4ecTsy OTBeYaeT 3a:

— paccbiniky [Nonutnkn B obnactu
KayecTBa BceM nogpasgeneHunsam baHka;

— CBOEBpPEMEHHYIO aKTyanm3auuro
NONUTMKM B 0ONacTn KayecTBa;
— CBOeBpeMEHHOro yBeJoMITEHUA

noapasgeneHnn ob n3amMeHeHnaX CBA3aHHbIE C
Monutnkon B obnactu kavecTea.

5. BHyTpeHHue ayauTopbl
ABMAKOTCA OTBETCTBEHHbIMM 3a:

— NpOBeAEHUNS OUEHKU AoBeAeHue u
noHnmaHune [llonntnkn B obnactnm kayectBa
BCEMU cOTpyaHuKamu baHka;

— NpoBedeHUNs OLEHKU BHeApeHus u
dyHKUNMOHUpoBaHus [llonutukn B obnactu
KayecTBa Ha BceX ypoBHAX baHka.

Bce BbllenepeyncrieHHble COTPYAHUKN
BaHka MoryT ObITb nNpuBeYeHbl K Mepam
AancumnnanHapHom OTBETCTBEHHOCTU B
COOTBETCTBUM C BHYTPEHHUM pacrnopsiikoMm

BaHka

understanding and practical implementation by
all employees of Departments;

- creating the necessary conditions for
improving labor productivity, and creating
conditions for continuous training and career
development in accordance with the
gualification requirements for them.

3. Each employee of the bank is responsible
for:

- understanding and implementation of
strategic directions of quality policy in their
activities;

- comply with all
requirements  for

management system;
- take creative initiative, give suggestions for
continuous improvement of the system and
seek to eliminate any causes and
circumstances that impede the quality of work.

necessary applicable
the Bank's quality

4. The representative/delegate of the
management on quality is responsible for:

- distribution of the Quality Policy to all
Departments of the Bank;

- timely updating of quality policy;

- Timely notification of Departments about
changes related to the Quality Policy.

5. The Audit Department of the Bank is
responsible for:

- conducting an assessment, bringing and
understanding the Quality Policy to all
employees of the Bank;

- Assessment of the implementation and
functioning of the Quality Policy at all levels of
the Bank.

All of the above employees of the Bank can be
brought to disciplinary action in accordance
with the internal regulations of the Bank, in
case of failure to fulfill the above duties, unless
otherwise provided.
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BaHka, B cny4vae HEBbIMONTHEHUS
BbILLENEPEYNCNEHHbIX 06A3aHHOCTEN, €CNN He
npeaycMOTPEHO NHOE.

4. MNMonutuka B o6nacTu KayecTBa
4.1. O6nacTtb NPpMMEHEeHNA CUCTEMbI
MeHeXMeHTa KayecTBa

O6nacTtb NPUMEHEHNS

MeHemKMeHTa kKadectBa AO
Y3BEKNCTAH» ABNsieTcs
PUHAHCOBbIE YCIYIW.

cuUcTeMsl
«KOB BAHK
OaHKoBCKMe

4.2. BuneHue baHka

AO «KOB BAHK Y3BEKMUCTAH»
ABNSAETCA OOHMM W3 MHOCTPAHHbIX GaHKOB B
Y3bekucraHe, npenocTaBNALLNX
BbICOKOKAQYE€CTBEHHbIE YyCNnyrM B OaHKOBCKOM

chepe. Vimesa BbICOKOKBaNMMUUMPOBAHHbIX
crneumanncToB 7 COBpEMEHHOe
TexHororuyeckoe obopynoBaHue, BaHk
CTPEMUTCA paclUMpuTb CBOW MO3ULUKN  Ha
BHYTPEHHEM n BHELUHEM pbIHKaX,
npegocTaBnas KayeCTBEHHble ycnyru,

oTBevawwme TpeboBaHuAM noTpedbuTenen u
aKLMOHEPOB.

4.3. CtpaTternyeckue HanpaBneHusa baHka

Mcxoga ns mmuccum baHka, pykoBOoACTBO
n nepcoHan AO «K[Ob BAHK Y3BEKNCTAH»
cTaBuT nepeg cobon OCHOBHYK Uefb B
obnactm kavectBa - obecnevyeHune wn
nogaepxaHue y knueHtoB posepus k AO
«KOB BAHK Y3BEKMCTAH» «kak 0aHK,
npenocTaBNAOLNNA KayeCTBEHHbIe
PUHAHCOBbIE YCIYIW.

[na pocTmwkeHuss U peanu3aumm 3Ton
uenn, B 06aHke onpegeneHbl OCHOBHbIE
cTpaTernyeckne HanpaeneHus:

- KnueHm-opueHmupogaHHOCMb

- BauHmepecosaHHOCMb

- [oeepue

- Ycmodu4usas npou3sodumersibHOCMb

4. Quality Policy
4.1. The scope of implementation of the
guality management system
The scope of implementation of the quality
management system
The scope of the quality management system
of JSC “KDB BANK UZBEKISTAN” is Banking
and Financial Services.
4.2. The vision of the Bank
JSC “KDB BANK UZBEKISTAN” is one of the
foreign banks in Uzbekistan providing high-
guality services in the Banking sector. Having
highly qualified specialists and modern
technological equipment, the Bank seeks to
expand its position in the domestic and foreign
markets by providing high-quality services that
meet the requirements of consumers and
shareholders.

4.3. Strategic directions of the Bank

Based on the mission of the Bank, the
management and staff of JSC “KDB BANK
UZBEKISTAN” set the main goal in the field of
qguality - to ensure and maintain customer
confidence in JSC “KDB BANK UZBEKISTAN”
as a bank providing high-quality financial
services.

To achieve and realize this goal, the Bank
defines the main strategic directions:

- Client Focus

- Concernment

- Trust

- Sustainable Performance
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4.4. Oba3arenbcTBO BhICWeEro
pykoBoacTBa baHka

Boicwee pykoBoactBo baHka GepeT Ha
cebsi 0683aTENbLCTBO:

— 1O BbIMOSTHEHUIO BCEX NPUMEHMMbIX
TpeboBaHUN, npeabsABRAsSieMbIX K CUCTEME
MeHe)KMeHTa KavecTBa baHka;

— MO onpeaenexHunio uenen v 3agay B
obnacTtu ka4yecTBa;

- no npoBeaeHunto perynsipHbix
aHanusoB [pgedtenbHocTu baHka, o0T3bIBOB
noTpebuTtenen, BLINOSTHEHUIO MOCTABMEHHbIX
uenen, nonutMkM B obnactm kadectBa Ha
npeamMeT NOCTOSAHHOW MPUro4HOCTY;

— NpoBeAeHnto NMOCTOSIHHOIO
yrny4lleHns CUCTeMbl KavecTBa Ha OCHOBE
TakMx aHanuM3oB, MNOCPeACTBOM MNpPOBeAEHUs

KOPPEKTUPYOLUMX  OENCTBUA, oOnpeneneHus
uenen u 3agad B obnactun ka4yecTsa,
— pasbsCHEHNEM NOSNTIUTUKN B

obnactn KkayecTBa U ee peanus3auusa Ha BcexX
ypoBHsAX baHka.

4.5. TpeboBaHUA U 06A3aHHOCTU K

COOTBETCTBYHOLMUM COTPYAHUKAM U

otaenam 6aHka

- YeTko nposiBnsiemas KOMNETEHTHOCTb

- JlocTaTo4YHOCTb pecypcoB

- YeTKkoe NoHMMaHune OeaTenbHoCTH
npouecca n notpebutenen

- Xopoluee noHnmaHue TpeboBaHnn
notpebutenen

- [NpoBepeHHOe HagexHoe ynpasneHue,
MeTOoAbl KOHTPOMS U MOHUTOPUHIa

-  Hagnexawmin ypoBeHb UCMONb30BaHUS
HOBbIX TEXHOMOIMI

- OddekTnBHOE MHGPOPMUPOBaHUE
KNMMEHTOB O NOJSTyYEeHHOW ycnyre

- O6yuyeHune nepcoHana

- TMBKOCTb NPMHMMAaEMbIX peLLEHNI

- YeTtkas TapugHaga ctpartervs B
COOTBETCTBUM C 0OLLen Lenbtlo baHka.

4.4. Commitment by top management

The top management of the Bank undertakes:
- to comply with all applicable requirements for
the Bank’s quality management system;

- to determine goals and objectives in the field
of quality;

- to conduct regular reviews of the Bank,
customer reviews, the fulfillment of goals,
quality policy for ongoing suitability;

- the continuous improvement of the quality
system based on such analyzes, through
corrective actions, determination of goals and
objectives in the field of quality;

- An explanation of the quality policy and its
implementation at all levels of the Bank.

4.5. Requirements and responsibilities for
the relevant bank staff and Departments

- Clear competency

- Sufficiency of resources

- A clear understanding of the process
and clients

- Good understanding of
requirements

- Proven reliable management, control,
and monitoring methods

- The appropriate level of use of new
technologies

- Effective communication of information
about the service received to the clients

- Training of the staff

- Decision flexibility

- Clear tariffs strategy in line with the
overall bank’s goal.

clients’
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4.6. CooTBeTCTBYHOLWME COTPYAHUKN BaHKa

M oTaenbl AOMKHbI U3beratb cnepyroLwwmx

OEeUCTBUN:

- [loTeps KOMNETEHTHOCTHU

- OTcytcTBME aHanui3a obpaTHOW CBA3WN OT
notpebutenemn

- OTcytcTBUME YeTKOn
NOHMMaHWA Lenen npowuecca

- WNHepTHbIM nepcoHars, He CTpeMsLWwmncsa K
3HaHUAM

- HepassuTtas nHppacTpyktypa

- Cnabbin oxBat pblHKa (cnabas ctparterus
MapKeTuHra).

cTparteruu,

4.7. BHewHue dakTopbl, KOTOpbIE

Heo6XxoAUMO yYUTbIBaTh:

- PaBHOMepHbIN  (NpeackasyemMblin)
NHPNALMU, PE3KNIA CKAYOK MHNALMK

- CrabunbHas BHeLLHenonuTuyeckas
CUTyaunsi B permoHe

- PacwwupeHnue
npeaocTaBnAembIxX ycnyr

- Jlnbepanusaums 3aKoHoOaTeNbHbIX
TpeboBaHui

- Hanuune anbTepHaTUBHbLIX NOCTaBLUNKOB

- [NlosiBrneHne HOBbIX MHOCTPAHHbLIX BaHKOB

- HebnaronpuaTHbIN CABUI KYpCOB BarstoT.

pocT

AvanasoHa

5. 3akno4eHune

JlaHHasa nonuTmnka MoXxeT OblTb OOHOBMNEHO NO
mMepe HeobXxoanMOCTN COOTBETCTBUE C
N3MeHeHNaAMU B cTpaternm 6aHka unm
3aKoHoOaTeslbHOM cpeabl.

4.6. Relevant bank staff and departments
should avoid the followings:

Loss of competence
Lack of consumer feedback analysis

- Lack of a clear strategy, understanding of
the goals of the process
- Inert staff not seeking knowledge

- Underdeveloped infrastructure
-  Weak market coverage (poor marketing
strategy).

4.7. External factors that have to be
considered:
- Uniform (predictable) inflation growth,
- asharp jump in inflation
- Stable foreign policy situation in the
region

- Extension of the range of services
provided
- Liberalization of legal requirements

- Avalilability of alternative suppliers

- The emergence of new foreign banks

- Unexpected adverse of exchange rate
movements.

5. Conclusion
This policy can be updated as necessary in
accordance with changes in the bank's
strategy or legislative environment.
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