Analytical Report on Appeals from Individuals and Legal Entities Received by "KDB Bank Uzbekistan" JSC and Their Consideration During 2025

This report was prepared for the Management Board of "KDB Bank Uzbekistan" JSC (hereinafter referred to as the "Bank") to discuss at its regular meeting the status of appeal processing, negative trends identified, systemic deficiencies, and specific risks. The objective is to develop measures to eliminate systemic shortcomings that lead to the violation of consumer rights.
□ Statistical Summary
During 2025, the Bank received a total of 72 appeals from individuals and legal entities, all of which were reviewed in compliance with the requirements established by law and Bank regulations. 
By entity type: 71 appeals from individuals and 1 from a legal entity.
By region: 1 from the Russian Federation, 39 from Tashkent city, 2 from Bukhara, 11 from Tashkent region, 1 from Samarkand, and 18 from other regions.
By source: 
· Central Bank: 44;
· President’s Virtual Reception: 9;
· Directly to the Bank: 3;
· Others: 16.
By category: 61 were classified as applications, 1 was clssified as proposal and 10 as complaints.
	#
	Subject of appeal
	Quantity

	1
	Bank loans and credit operations
	18

	2
	Bank savings and other deposit operations
	12

	3
	Proposals regarding the banking system
	1

	4
	Code of conduct of bank employees
	1

	5
	Procedures for opening and maintaining bank accounts
	4

	6
	Currency regulation and currency control
	2

	7
	Bank cards and terminals
	24

	8
	Payment systems and non-cash settlements
	3

	[bookmark: _Hlk218782521]9
	Other matters
	7

	
	Total
	72





□ Details of issues raised in appeals
The Bank received appeals on various topics as listed in the table above, brief commentaries on their content are provided below:
1. Bank loans and credit operations
There were 18 appeals regarding loans and microloans. Citizens requested the cancellation of illegal loans processed in their names by fraudsters via mobile apps and sought a total ban on any lending without their personal presence to prevent theft.

2. Bank savings and other deposit operations 
12 appeals concerned requests from heirs and relatives for information on accounts, balances, and safe deposit boxes belonging to deceased or incapacitated individuals.

3. Proposals regarding the banking system
1 proposal was received regarding the revision of customer service procedures.

4. Code of conduct of bank employees
One instance was noted where an employee failed to respect a customer's request to use the state language during service. It was recommended to remind staff of communication etiquette and state language legislation to prevent future misunderstandings.

5. Procedures for opening and maintaining bank accounts
Requests were made to stop suspicious operations due to fraudulent loans and illegal foreign transfers. One appeal demanded the closure of fake accounts and the cancellation of transfers, while others requested bank-imposed restrictions on personal and organizational accounts as a security measure.

6. [bookmark: _Hlk218849698]Currency regulation and control
2 appeals (from one individual) concerned breaches of banking secrecy due to the submission of incorrect currency operation data to tax authorities. 

7. Plastic cards and terminals 
24 appeals - the largest category - primarily involved requests to block illegal accounts opened by fraudsters and to stop unauthorized fund withdrawals.

8. Payment systems and non-cash settlements
Issues included the non-execution of collection orders based on court decisions and delays in crediting international transfers. Complaints also cited technical glitches in the mobile app and suboptimal service quality.



9. Other matters
These included urgent requests to stop suspicious transactions and block accounts due to fraud risk, technical improvements to the mobile app, and the review of job applications submitted by specialists. 

□ Review of appeals, systemic deficiencies, and remedial measures
All appeals received in 2025 were reviewed by the Bank's management and responsible officers within legal timeframes. Explanations were provided, and formal response letters were sent. The management strictly followed the schedule for receiving individuals and representatives of legal entities, and no complaints were received regarding this process. 
Following a deep analysis, the following systemic deficiencies were identified, and measures are being taken to address them:
· Digital services: Issues such as insufficient or delayed data in mobile app reports and service interruptions on weekends are being addressed step-by-step by the Digital Banking and Information Technology departments. 
· Operational stability: To reduce technical failures in ATMs, terminals, and card operations, the Bank Cards and Operations departments are working to mitigate operational risks and prevent customer dissatisfaction. 
· Cybersecurity and literacy: Given the rise in financial fraud alongside the popularity of online banking, the Bank is focusing heavily on cybersecurity and increasing the financial literacy of its consumers. 
Currently, combating financial fraud which can lead to the violation of consumer rights, material damage, and customer complaints remains a top priority for "KDB Bank Uzbekistan" JSC. 

