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1. Purpose of the Procedure

The purpose of this internal act is to
determine the procedure how to handle
the appeals of individuals and legal
entities by the head office and branches of
JSC "KDB Bank Uzbekistan" (hereinafter
referred to as "the Bank"), including their
officials.

The Appeals Part created for coordination
over handling appeals of individuals and
legal entities at the Bank shall use this
Procedure while executing its roles and
responsibilities.

Within the framework of this Procedure,
the employees of the Appeals Part are
authorized to receive the information
necessary to study the appeals, as well as
to take action on special cases and
systemic problems and submit proposals
for resolving disputes with consumers to
the Bank's Management Board.

The Bank ensures availability of
information on previous appeals of
appealers to all employees working with
them.

1. Tartibning magsadi

Ushbu ichki me’yoriy hujjatning magsadi
‘KDB Bank O‘zbekiston” AJ (bundan
buyon matnda “Bank” deb yuritiladi)ning
bosh ofisi va filiallari, shuningdek ularning
mansabdor shaxslari tomonidan jismoniy
va yuridik shaxslarning murojaatlarini
ko'rib chiqish tartibini belgilashdan iborat.

Bankda jismoniy va yuridik shaxslarning
murojaatlarini ko'rib chigishni
muvofiglashtirish ~ magsadida  tashkil
etilgan Murojaatlar bilan ishlash bo‘linmasi
o'z vazifa va majburiyatlarini amalga
oshirishda ushbu Tartibdan foydalanadi.

Murojaatlar bilan ishlash bo‘linmasi
xodimlari  ushbu  Tartib  doirasida
murojaatlarni  o‘rganish  uchun zarur

bo‘lgan ma’lumotlarni olish, shuningdek,
alohida holatlar va tizimli muammolar
bo‘yicha  choralar  ko'rish hamda
iste’molchilar bilan nizolarni hal qilish
bo‘yicha takliflarni Bank boshqaruviga
kiritish vakolatlariga ega.

Bank murojaatlar bilan ishlaydigan barcha
xodimlar uchun murojaat giluvchilarning
avvalgi murojaatlari haqidagi
ma’lumotlarning ochiqgligini ta’minlaydi.

2. Forms and types of appeals

Appeals can be oral (particularly, through
Call Center), written or electronic.

Applications, proposals and complaints
are types of appeals.

Appeals, regardless of their form and type,
have the same importance.

2. Murojaat shakllari va turlari

Murojaatlar og‘zaki (jumladan, Call-
markaz orqali), yozma yoxud elektron
shaklda bo'lishi mumkin.

Arizalar, takliflar va shikoyatlar
murojaatlarning turlari hisoblanadi.

Murojaatlar, ularning shakli va turidan
gat’iy nazar, bir xil ahamiyatga ega bo‘ladi.




In this Procedure, the following basic
concepts are used regarding the types of
appeals:

application - an appeal to the Bank by
consumers of banking services with the
intention to use the service provided by the
Bank;

proposal - an appeal containing the
recommendations of consumers  of
banking services on improving the Bank's
activities;

complaint - an appeal stating the
demands of consumers of banking
services to restore their violated rights and
protect their legal interests or an
expression of dissatisfaction with any
service of the Bank, including an action or
inaction of the Bank and its employees,
the quality of services and the culture of
the customer service;

repeated appeal - received from the same
individual or legal entity, who is
complaining about the decision made by
the Bank in connection with his/her
previous appeal or protesting in some
other way, as well as if the review period
established by law has expired by the time
the repeated appeal is received, an appeal
that is informed that the previous appeal
was not considered on time;

duplicate appeal - a copy of an appeal of
the same individual or legal entity;

anonymous appeal - the surname (first
name, middle name) of an individual,
information about his/her place of

Ushbu Tartibda murojaat turlari yuzasidan
quyidagi asosiy tushunchalar go‘llaniladi:

ariza - bank xizmatlari iste’molchilarining
Bank tomonidan ko‘rsatilayotgan
xizmatdan foydalanish istagida Bankka
gilgan murojaati;

taklif - bank xizmatlari iste’molchilarining
Bank faoliyatini takomillashtirishga doir
tavsiyalarini o'z ichiga olgan murojaat;

shikoyat - bank xizmatlari
iste’molchilarining buzilgan huquglarini,
erkinliklarini tiklash va gonuniy
manfaatlarini himoya qilish to‘g‘risidagi
talablari bayon etilgan murojaat yoki bank
xizmatlaridan, shu jumladan, Bank yoki
uning  xodimlarining  harakati  yoki
harakatsizligi, mijozlarga xizmat ko‘rsatish
sifati va madaniyatidan gonigmaganlikni
ifoda etish;

takroriy murojaat - ayni bir jismoniy yoki
yuridik shaxsdan kelib tushgan, uning
avvalgi murojaati yuzasidan Bank
tomonidan gabul gilingan qaror ustidan
shikoyat qilinayotgan yoki boshgacha
tarzda norozilik bildirilayotgan, shuningdek
agar takroriy murojaat kelib tushgan
paytga kelib gonunchilikda belgilangan
ko‘rib chigish muddati tugagan bo‘lsa,
ilgarigi murojaati oz vaqtida ko‘rib
chigilmaganligi to‘g‘risida xabar
gilinayotgan murojaat;

dublikat murojaat — ayni bir jismoniy yoki
yuridik shaxs murojaatining ko‘chirma
nusxasi;

anonim murojaat - jismoniy shaxsning
familiyasi (ismi, otasining ismi), uning
yashash joyi to‘g‘risidagi ma’lumotlar yoki




residence or the full name of a legal entity,
information about its location (postal
address) are not indicated or an appeal
with false information about them, as well
as an electronic appeal that does not allow
identification, or a written appeal that is not
confirmed by a signature.

yuridik shaxsning toliq nomi, uning
joylashgan  vyeri (pochta  manazili)
to‘grisidagi ma’lumotlar ko‘rsatiimagan

yoxud ular haqgida yolg‘on ma’lumotlar
ko‘rsatiigan murojaat, shuningdek uni
identifikatsiya qgilish imkoniyatini
bermaydigan elektron murojaat yoxud
imzo bilan tasdiglanmagan yozma
murojaat.

3. Registration of appeals

The Bank has no right to limit the right of
consumers of banking services to appeal.
The bank reviews the appeals of
consumers of banking services, free of
charge.

The Bank cannot refuse to accept the
appeal.

From the date of entry into force of this
Procedure, the appeal received by the
Bank shall be electronically registered in
the Bank's electronic system (KDB
Intranet).

Proposals, complaints and repeated
appeals directly sent by consumers of
banking services to the head office and
branches of the Bank, as well as
applications, proposals, complaints and
repeated appeals indirectly received by
the Bank through authorized state bodies
from consumers of banking services are
registered with full confidentiality and
information security on the same day of
receipt, and if it is received after the end of
working hours, on the next working day.

The task of registering appeals is carried
out by the General Affairs Department at
the head office and by the unit or
employee appointed by the head of the

3. Murojaatlarni ro‘yxatga olish

Bank bank xizmatlari iste’molchilarining
murojaat gilish huquqini cheklashga haqli
emas. Bank tomonidan bank xizmatlari
iste’molchilarining murojaatlarini  ko‘rib
chigish bepul amalga oshiriladi.

Bank tomonidan murojaatni gabul gilishni
rad etishga yo'l go‘yilmaydi.

Ushbu Tartib kuchga kirgan sanadan
boshlab, Bankka kelib tushgan murojaat
Bankning elektron tizimi (KDB Intranet)da
elektron ro‘yxatdan o‘tkaziladi.

Bank bosh ofisi va filiallariga bank
xizmatlari iste’molchilari tomonidan
bevosita yo‘llangan taklif, shikoyat va
takroriy murojaatlari hamda bilvosita,
vakolatli davlat organlari orgali bank
xizmatlari iste’molchilarining Bankka kelib
tushgan ariza, taklif, shikoyat va takroriy
murojaatlari, to‘liq maxfiylik va axborot
xavfsizligi ta’minlangan holda, murojaat
kelib tushgan kunning o‘zida, ish vaqti
tugaganidan keyin kelib tushgan taqdirda
esa, keyingi ish kunida ro‘yxatdan
o'tkaziladi.

Murojaatlarni ro‘'yxatdan o‘tkazish vazifasi
Bankning bosh ofisida Umumiy ishlar
boshgarmasi hamda filiallarida esa filial
rahbari tomonidan ushbu vazifaga mas'’ul




branch to be responsible for this task at

the branches of the Bank. In this case, the

following basic information related to the
appeal is entered into the system:

- Information whether the appeal was
sent directly to the Bank or received
through an authorized state body;

- Number and date of the appeal;

- Number and date of the letter sent by
the authorized state body when the
Bank receives an appeal through the
authorized state body;

- Number and date of registration of the
appeal in the Bank (generated
automatically);

- Type of appeal;

- Information on whether the appealer is
an individual or a legal entity;

- When the appealer is an individual,
his/her surname, first name and
middle name;

- When the appealer is a legal entity,
the full name of the legal entity and the
surname, first name, middle name,
title or position of the person who
signed the appeal;

- An electronic copy of the appeal and
other attached documents in pdf
format.

Within 3 (three) working days, the Bank
sends a written, electronic, or SMS
notification to the consumer on the
registration number and date of his/her
appeal.

gilib tayinlangan bo‘linma yoki xodim

tomonidan amalga oshiriladi. Bunda,

murojaatga tegishli bo‘lgan quyidagi
asosiy ma’lumotlar tizimga kiritiladi:

- Murojaatning Bankka bevosita
yuborilganligi yoki vakolatli davlat
organi orgali kelib tushganligi;

- Murojaatning ragami va sanasi;

- Vakolatli davlat organi orgali Bankka
murojaat kelib tushganda, ushbu
vakolatli organ tomonidan yo‘llangan
xatning ragami va sanasi;

- Murojaatni Bankda ro‘yxatdan
o'tkazilgan ragami va sanasi
(avtomatik ravishda shakllantiriladi);

- Murojaat turi;

- Murojaatchining jismoniy yoki yuridik
shaxs ekanligi;

- Murojaatchi jismoniy shaxs bo‘lganda,
uning familiyasi, ismi va sha’rifi;

- Murojaatchi yuridik shaxs bo‘lganda,
yuridik shaxsning to'lig nomi va
murojaatni  imzolagan  shaxsning
familiya, ismi, sha'rifi, mansabi yoxud
lavozimi;

- Murojaat, uning ilovalari va boshga
biriktirilgan hujjatlarning pdf shaklidagi
elektron nusxasi.

Bank iste’'molchiga uning ro‘yxatga
olingan murojaati ragami va sanasi
haqgidagi ma’lumotni 3 (uch) ish kuni ichida
yozma, elektron yoxud SMS-xabarnoma
orqali ma’lum giladi.

4. Designation of the responsible
executor, review of appeals and
response to them

The executive responsible for proposals,
complaints _and repeated appeals sent
directly to the head office and branches of
the Bank by the consumers of banking
services is determined by the Deputy

4. Mas’ul ijrochini belgilash,
murojaatlarni ko‘rib chiqish va
ularga javob yo‘llash

Bank bosh ofisi va filiallariga bank
xizmatlari iste’molchilari tomonidan
bevosita yo‘llangan taklif, shikoyat va
takroriy murojaatlar bo‘yicha mas’ul ijrochi
Bankning bosh ofisida Boshqgaruv Raisi




Chairman of the Management Board of the
Bank (or another official responsible for
this task) at the head office of the Bank as
well as by the head of the branch (or
another official responsible for this task) in
branches.

The executive responsible for the
applications, proposals, complaints and
repeated appeals indirectly received by
the head office and branches of the Bank
from the consumers of banking services
through the authorized state bodies is
determined by the Deputy Chairman of the
Management Board of the Bank (or
another official responsible for this task).

At the same time, it is strictly controlled
that appeals are not sent for consideration
to the structural unit or officials of the Bank
whose action (inaction) is being appealed.

The executor(s) responsible for handling
the appeals and the execution period are
entered into the Bank's electronic system
(KDB Intranet).

Upon receiving an appeal, the responsible
executor(s) shall inform their relevant Line
Manager(s) about the receipt of an appeal.

If the appeal contains issues related to
several structural units of the Bank, all of
them are designated as executors of the
review of the appeal. Among the
executors, the first specified structural unit
is considered the main executor and
ensures the review of the appeal together
with other structural units.

If the content of the appeal is related to the
banking services, the structural unit of the

Ofrinbosari (yoxud ushbu vazifaga mas’ul
boshga rahbar), filiallarda esa filial rahbari
(yoxud ushbu vazifaga mas’ul boshqa
rahbar) tomonidan belgilanadi.

Bank bosh ofisi va filiallariga bilvosita,
vakolatli davlat organlari orgali bank
xizmatlari iste’molchilarining kelib tushgan
ariza, taklif, shikoyat va takroriy
murojaatlari  bo'yicha mas’ul ijrochi
Bankning Boshgaruv Raisi Ofrinbosari
(yoxud ushbu vazifaga mas’ul boshqga
rahbar) tomonidan belgilanadi.

Bunda, murojaatlarni ko‘rib chigish uchun
harakati (harakatsizligi) ustidan shikoyat
gilinayotgan Bankning tarkibiy
bo‘linmasiga yoki mansabdor shaxslariga
yuborilmasligi gat’iy nazoratga olinadi.

Murojaatlarni ko‘rib chigish uchun mas'ul
jjrochi(lar) va ijro muddati Bankning
elektron tizimi (KDB Intranet)ga kiritiladi.

Mas'ul ijrochi(lar) murojaat  kelib
tushganidan so‘ng, tegishli ravishda
o‘z(lar)ining tarmoq menejerini bu hagda
xabardor qilish(lar)i lozim.

Agar murojaatda Bankning bir nechta
tarkibiy bo‘linmalariga taallugli masalalar
mavjud  bo‘lsa, ularning  barchasi
murojaatni ko‘rib chigish bo‘yicha ijrochilar
etib belgilanadi. ljrochilar o‘rtasida birinchi
ko‘rsatilgan tarkibiy bo‘linma asosiy ijrochi
hisoblanib, murojaatning ko‘rib chiqilishini
boshqa tarkibiy bo‘linmalar bilan birgalikda
ta’minlaydi.

Murojaatning mazmuni bank xizmatlariga
oid bo‘lsa, odatda, bank xizmatining egasi

9



Bank, which is considered the owner of the
banking service, the structural unit of the
Bank, which is responsible for customer
relations (if the appealer is a client of the
Bank), the legal department of the Bank
and other relevant structural units are
generally designated as responsible
executors.

If a duplicate appeal is received during the
review of the appeal, this appeal will be
considered together with the previously
received appeal.

If a duplicate of the appeal is received after
the appeal has been considered and the
response letter has been sent, the Bank
will notify the appealer and/or the
authorized state body that sent the
duplicate of this appeal accordingly.

The Bank provides internal control over
the review of appeal.

Based on the results of review of appeal,
a decision is made by the Bank’s officials,
and the appealer is immediately given a
response in written or electronic form.

In the Bank’s response letter, it should be
explained that the appealer has the right
to file a complaint if he/she is dissatisfied
with the decision made by the Bank or the
results of the review of his/her appeal:

- to the Central Bank of the Republic of
Uzbekistan or other state bodies
authorized to protect the rights of
consumers of financial services;

- to the court.

hisoblangan Bankning tegishli tarkibiy
bo‘linmasi, mijoz bilan alogalarga mas’ul
Bankning tarkibiy bo'linmasi  (agar
murojaatchi Bankning mijozi hisoblansa),
Bankning yuridik boshgarmasi va boshga
tegishli tarkibiy bo‘linmalar mas'’ul ijrochilar
sifatida belgilanadi.

Agar murojaatni ko‘rib chigish davomida
murojaatning  dublikati  kelib  tushsa,
mazkur murojaat avval kelib tushgan
murojaat bilan birgalikda ko‘rib chiqgiladi.

Agar murojaatning dublikati murojaat
ko‘rib  chigilganidan va javob xati
yuborilganidan keyin kelib tushsa, bu
hagida Bank murojaat etuvchini va/yoki
ushbu murojaat dublikatini yuborgan
vakolatli davlat organini tegishli tartibda
xabardor qgiladi.

Bank murojaatlarni ko‘rib chigish bo‘yicha
ichki nazoratni ta’minlaydi.

Murojaatlarni ko‘rib chigish natijalariga
ko‘ra Bankning mansabdor shaxslari
tomonidan garor gabul gilinadi, bu hagida
murojaat qiluvchiga darhol yozma yoki
elektron shaklda javob beriladi.

Murojaatchiga murojaat yuzasidan Bank
tomonidan gabul gilingan garordan yoki
murojaatni ko'rib chigish natijalaridan rozi
bo‘lmagan taqdirda quyidagilarga shikoyat
berish  huqugi mavjudligi  to‘g'risida
Bankning javob xatida tushuntirish berilishi
lozim:

- Of‘zbekiston Respublikasi Markaziy
bankiga  yoki  moliyaviy  xizmatlar
iste’molchilarining  huquglarini  himoya

gilish vakolati berilgan davlat organlariga;
- sudga.
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In cases where the appeal of consumers
of banking services is found to be justified,
the Bank will take appropriate measures to
eliminate the shortcomings and restore
the lawful interests and rights of the
consumers of banking services.

In particular, if the consumer’s rights and
lawful interests are violated, resulting in
material damage or moral harm, the Bank
shall, based on a decision of the Central
Bank of the Republic of Uzbekistan, an
authorized state body, or the court, take
measures to compensate for the material
damage or moral harm in accordance with
the procedures established by law.

The response letter sent in connection
with the appeal of consumers of banking
services, is signed by the management of
the Bank (branch).

The response letter will be sent in the
language in which the appeal was sent.

The responsible executor uploads the
documents, which show the fact of
execution, to the electronic system of the
Bank (KDB Intranet) and their original
copies are stored in the responsible
executor, namely in the structural unit
he/she works for.

Uploading the documents into the special
electronic systems of the authorized state
bodies, including the Virtual Reception of
the President of the Republic of
Uzbekistan, is carried out by the Appeals
Part of the Bank.

Bank xizmatlari iste’molchilarining
murojaati asosli deb topilgan hollarda,
Bank yo'l qo‘yilgan kamchiliklarni bartaraf
etish, bank xizmatlari iste’molchilarining
gonuniy manfaatlari va huquglarini tiklash
yuzasidan tegishli choralarni ko‘radi.

Jumladan, Bank tomonidan iste’molchiga
uning huquglari va qonuniy manfaatlari
buzilishi natijasida moddiy zarar yoki
ma’naviy ziyon yetkazilgan bo‘lsa, Bank
O‘zbekiston Respublikasi Markaziy banki
yoki moliyaviy xizmatlar iste’molchilarining
huquaglarini himoya qilish vakolati berilgan
davlat organlari yoxud sudning garoriga
asosan, gonunchilikda belgilangan
tartibda, moddiy zararning o‘rnini qoplash
yoki ma’naviy ziyonni kompensatsiya
gilish choralarini ko‘radi.

Bank xizmatlari iste’molchilarining
murojaati yuzasidan yo‘llanadigan javob
xati Bank (filial) rahbariyati tomonidan
imzolanadi.

Murojaat qaysi tilda yo‘llangan bo'lsa,
javob xati ham o‘sha tilda yo‘llanadi.

Murojaat ijrosi ta’minlanganligini
asoslantiruvchi hujjatlar mas’ul ijrochi
tomonidan Bankning elektron tizimi (KDB
Intranet)ga yuklanadi va ularning asl
nusxalari mas’ul ijrochi, anigrog’‘l u faoliyat
yuritadigan tarkibiy bo‘linmasida
saglanadi.

Murojaat ijrosi vakolatli davlat organining
maxsus elektron tizimlari, shu jumladan
O‘zbekiston  Respublikasi  Prezidenti
Virtual gabulxonasiga yuklash ishlari
Bankning Murojaatlar bilan ishlash
bo‘linmasi tomonidan amalga oshiriladi.
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At the request of the appealer, the
responsible executor must clarify the
response to the appeal without altering its
content. Additionally, the executor is
required to correct any errors either on
his/her own initiative or at the request of
the appealer, provided that such
corrections do not affect the content of the
response. A request to clarify or correct
the response must be reviewed within 10
(ten) days from the date it is received.
Once the errors in the response letter have
been corrected, the responsible executor
shall upload the supporting documents to
the Bank’'s electronic system (KDB
Intranet).

Murojaat qiluvchining iltimosiga ko‘ra
mas’ul ijrochi murojaatga javobni uning
mazmunini o‘zgartirmasdan tushuntirishi,
shuningdek, yo‘l qo'yilgan xatolarni o'z
tashabbusiga ko‘ra  yoki  murojaat
giluvchining iltimosiga ko‘ra, murojaatga
javobning mazmuniga daxl gilmagan
holda tuzatishi shart. Bunda murojaatga

javobni  tushuntirish va uni tuzatish
to‘grisidagi iltimos u kelib tushgan
sanadan e’tiboran 10 (o‘n) kun ichida
ko'rib chiqiladi.

Javob xatida yol qgo'yilgan xatoliklar
tuzatilganidan  so'’ng, mas’ul ijrochi
asoslantiruvchi  hujjatlarni  Bankning
elektron tizimi (KDB Intranet)ga yuklaydi.

5. Deadlines for review of
applications

Appeals will be considered within 15
(fifteen) days from the date of receipt by
the Bank. If additional study and (or)
verification is necessary, or additional
documents are required, the appeals will
be considered within up to 1 (one) month
from the date of receipt by the Bank with
the formalized permission of the
responsible manager (Deputy Chairman
of the Management Board of the Bank, the
head of the branch, or another manager
responsible for these tasks) in the form
specified in Appendix 1 of this Procedure.

The extension of the appeal review period
up to 1 (one) month will be entered into the
Bank's electronic system (KDB Intranet),
and the appealer will be informed about it
by the responsible executor.

5. Murojaatlarni ko‘rib chiqgish
muddatlari

Murojaatlar Bankka kelib tushgan kundan
e'tiboran 15 (o'n besh) kun ichida,
go‘shimcha o‘rganish va (yoki) tekshirish,
go‘shimcha hujjatlarni so‘rab olish talab
etilganda esa, mas’ul rahbar (Bankning
Boshqaruv Raisi Ofrinbosari, filial rahbari
yoxud ushbu vazifalarga mas’ul boshqa
rahbar)ning mazkur Tartibning 1-ilovasida
keltirigan  shaklda  rasmiylashtirilgan
ruxsati bilan 1 (bir) oygacha bo‘lgan
muddatda ko‘rib chigiladi.

Murojaatni ko‘rib chigish muddati 1 (bir) oy
muddatga uzaytirilishi Bankning elektron
tizimi (KDB Intranet)ga kiritiladi hamda
mas’ul ijrochi tomonidan bu haqda
murojaatchiga xabar qgilinadi.

6. Leaving appeals unattended

The following applications will not be
considered:

6. Murojaatlarni ko‘rmay qoldirish

Quyidagi murojaatlar ko‘rib chigilmaydi:
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- anonymous appeals;

- appeals submitted through
representatives of individual and legal
entities, in the absence of documents
confirming their authority;

- appeals that do not comply with other
requirements established by law.

If appeals are left without consideration,
an appropriate conclusion is drawn up
according to the sample given in Appendix
2 and approved by the Deputy Chairman
of the Management Board of the Bank (or
other manager responsible for this task).

The appealer will be informed in the
appropriate manner that the appeal has
been rejected due to the lack of
documents confirming the authority of the
representative of an individual or legal
entity.

- anonim murojaatlar;

- jismoniy va yuridik shaxslarning
vakillari orqgali berilgan murojaatlar,
ularning vakolatini tasdiglovchi
hujjatlar mavjud bo‘lmagan taqdirda;

- qonunchilikda belgilangan boshga
talablarga muvofiq bo‘lmagan
murojaatlar.

Murojaatlar ko‘rmay goldirilganda
2-ilovadagi namunaga muvofiq tegishli
xulosa tuzilib, Bankning Boshgaruv Raisi
Ofrinbosari (yoxud ushbu vazifaga mas’ul
boshga rahbar) tomonidan tasdiglanadi.

Jismoniy va vyuridik shaxs vakilining
vakolatini tasdiglovchi hujjatlar mavjud
emasligi sababli murojaatlar ko‘rmay
goldirilganligi to‘g‘risida murojaat qiluvchi
tegishli tartibda xabardor gilinadi.

7. Completion of appeal review

Consideration of appeal is terminated in

the following cases:

- if no new reasons or newly discovered
cases were presented in the repeated
appeals, and the previous appeal
materials contained complete
materials of investigations and the
appealer was sent answers in the
prescribed manner;

- if the appealer has withdrawn his
appeal in the prescribed manner or
requested to terminate its
consideration;

- when itis not possible to consider the
appeal without the presence of the
appealer due to the inability to find
him/her due to the fact that he did not
timely inform about the change of the
place of residence, residence (malil

7. Murojaatlarni ko‘rib chiqishni
tugatish

Murojaatlarni  ko‘rib
hollarda tugatiladi:

- agar takroriy murojaatlarda yangi
vajlar yoki yangidan ochilgan holatlar
keltiriimagan bo'lsa, ilgarigi murojaat
materiallarida esa tekshiruvlarning
to‘la-to’kis materiallari mavjud bo‘lsa
va murojaat giluvchiga belgilangan
tartibda javoblar yo‘llangan bo‘lsa;

- agar murojaat qiluvchi o’z murojaatini
belgilangan tartibda chaqirib olgan
bo‘lsa yoki uni ko‘rib chigishni tugatish
to‘g‘risida iltimos gilgan bo‘lsa;

- yashash joyi, turgan joyi (pochta
manzili), elektron pochta manzili yoki
boshga  rekvizitlari  o‘zgarganligi
to‘grisida o'z vaqtida xabardor
gilmaganligi  tufayli  chagqirishning
imkoni yo‘qligi sababli murojaatni

chigish quyidagi
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address), e-mail address or other
details;

- in case of failure of the appealer to
appear upon request by a government
body, organization or their official due
to the impossibility of considering the
appeal without the participation of the
appealer;

- if consideration of the appeal after the
death of the individual appealer does
not allow legal succession.

The decision to terminate the review of the
appeal is made by the Deputy Chairman of
the Bank’s Management Board (or
another responsible head for this task)
according to the sample in Appendix 3.

When the review of the repeated appeal is
completed in accordance with the second
paragraph of the first part of this section,
the appealer is notified in writing about the
appeal is unfounded and the termination of
correspondence with him on this issue. In
case of receiving a repeated appeal from
the appealer whose correspondence has
been terminated, consideration of such an
appeal will be terminated without notifying
the appealer.

When the review of the appeal is
terminated according to the application for
its recall, the appeal is returned to the
appealer along with a letter signed by the
Deputy Chairman of the Management
Board of the Bank (or another responsible
head for this task) within 3 (three) days.
The application to withdraw the appeal
does not exclude the taking of measures
to identify and eliminate violations of the
law.

murojaat  qiluvchining  ishtirokisiz
ko‘rib chigish imkoniyati bo‘lmaganda;
- murojaatni murojaat  qiluvchining
ishtirokisiz ko‘rib chigish imkoniyati
mavjud emasligi sababli, davlat
organi, tashkilot yoki ularning
mansabdor shaxsi tomonidan
chagqirilgan murojaat qgiluvchi kelmay
golgan taqdirda;

- agar murojaat giluvchi jismoniy shaxs
vafot etganidan so‘ng murojaatni
ko‘rib chigish huqugiy vorislikka yo'l
go‘ymasa.

Murojaatni  ko‘rib  chiqishni  tugatish
to‘g'risidagi qaror 3-ilovadagi namunaga
muvofig Bankning Boshgaruv Raisi
Ofrinbosari (yoxud ushbu vazifaga mas’ul
boshga rahbar) tomonidan gabul gilinadi.

Takroriy murojaatni ko‘rib chigish ushbu
bo‘limning  birinchi  gismining ikkinchi
xatboshisiga muvofiq tugatilganda,
murojaat qiluvchi takroriy murojaatning
asossizligi va ushbu masala yuzasidan u

bilan yozishmalar tugatilishi to‘g‘risida
yozma ravishda xabardor qilinadi.
Yozishmalar olib  borish  tugatilgan

murojaat qiluvchidan takroriy murojaat
kelib tushgan taqdirda, bunday murojaatni
korib chiqgish murojaat qiluvchini  bu
hagida xabardor gilmasdan tugatiladi.

Murojaatni ko‘rib chigish uni chagirib olish
to‘g'risidagi ariza bo‘yicha tugatilganda
murojaat murojaat qiluvchiga Bank
Boshqaruv raisi o‘rinbosari (yoxud ushbu
vazifaga mas’ul boshga rahbar) imzolagan

xat bilan birga 3 (uch) kun ichida
gaytariladi. Murojaatni chagirib  olish
to‘grisidagi ariza qonun buzilishlarini

aniglash va bartaraf etish yuzasidan
chora-tadbirlar ko'rilishini istisno etmaydi.
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The appealer will be informed in the
appropriate manner about the termination
of the review of the appeal due to the

Murojaat qiluvchi chagirilgan jismoniy
shaxsning yoki yuridik shaxs vakilining
kelmay golganligi sababli murojaatni ko‘rib

absence of the representative of individual | chigishni  tugatish to‘g‘risida  tegishli
or the legal entity. tartibda xabardor qgilinadi.
8. Monitoring and control of 8. Murojaatlarning ko‘rib

review of applications

The Bank’s officials (Line Managers and
heads of branches) continuously control
over the review of appeals by the
structural units under their supervision,
take measures to ensure their complete,
impartial and timely review.

The Appeals Part conducts continuous
monitoring over the review of appeals by
the reponsible executors within the
established deadlines.

The appeal is removed from control and
execution by the manager or other
authorized official by whom this appeal
was taken under control.

Appeals for which intermediate responses
are given and not fully considered are not
removed from control.

chigilishini monitoring va nazorat
gilish

Bankning mansabdor shaxslari (yo‘nalish
menejerlari  va filial rahbarlari) o'z
rahbarligi ostidagi tarkibiy tuzilmalar
tomonidan murojaatlarning ko‘rib chiqilishi
ustidan doimiy nazoratni amalga oshiradi,
ularning to‘liq, xolisona va o'z vaqtida
ko‘rib chiqilishini ta’minlash choralarini
ko‘radi.

Murojaatlar bilan ishlash  bo‘linmasi
murojaatlarni mas’ul ijrochilar tomonidan
o‘rnatilgan muddatlarni buzmasdan ko‘rib
chigilishini  muntazam monitoring qilib
boradi.

Murojaat u qaysi rahbar yoki vakolat

berilgan boshga mansabdor shaxs
tomonidan nazoratga olingan bo‘lsa, o‘sha
shaxs tomonidan nazorat va ijrodan
olinadi.

Oraliq javoblar berilgan va to'lig ko'‘rib
chigilmagan  murojaatlar  nazoratdan
olinmaydi.

9. Creating convenience for
consumers of banking services
Information on the procedure for

considering appeals by the Bank and
phone numbers of call centers are posted
on the main page of the Bank's official
website, as well as on information boards
in the buildings of Head office and
branches.

9. Bank xizmatlari iste’molchilari
uchun qulayliklar yaratish

Bank tomonidan murojaatlarni  ko‘rib
chigish tartibi to‘g‘risidagi ma’lumotlar va
Call-markazlar telefonlarining ragamlari
Bank rasmiy veb-sayti bosh sahifasida,
shuningdek uning bosh ofisi va filiallari
binosining axborot stendlarida
joylashtiriladi.
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The procedure for reviewing appeals upon
the request of the consumers of banking
services is explained by the employees
responsible for client service at the Bank's
head office and branches.

The Bank accepts electronic appeals from
the consumers of banking services
through its official website.

In addition, the Bank has a Call Center that
provides communication  with the
consumers of banking services by phone.
Verbal advice and explanations related to
the Bank's activities are provided to
consumers of banking services through
this call center.

Appeals received to the Call Center are
received during working hours.

The management of the Bank (branch)
receives consumers of banking services
personally in accordance with the
schedule for the reception of individuals
and representatives of legal entities
posted on the Bank's official website and
information  boards. The personal
reception shall be formalized in a written
form or, with the consumer’s consent,
recorded using special (audio and video)
technical means.

When requests for a personal reception
with the Bank’s officials are submitted by
individuals or representatives of legal
entities, the Bank must notify the
appealers, no later than 7 (seven) days
from the date the request is received,
about the scheduled reception, indicating
the date and time of the meeting. The
notification must also include contact

Bank xizmatlari iste’molchilarining talabiga
muvofiq murojaatlarni ko‘rib chiqish tartibi
Bank bosh ofisi va filiallarida mijozlarga
xizmat ko‘rsatish uchun mas’ul xodimlar
tomonidan tushuntirib beriladi.

Bank o‘zining rasmiy veb-sayti orgali bank
xizmatlari  iste’molchilarining  elektron
murojaatlarini gabul giladi.

Bundan tashgari, Bank bank xizmatlari
iste’molchilarining bilan telefon alogasi
orqali bog‘lanishini ta’minlovchi Call-
markazga ega. Mazkur Call-markaz orqali
bank xizmatlari iste’molchilariga Bank
faoliyati bilan bog‘lig og‘zaki maslahatlar
va tushuntirishlar beriladi.

Call-markazga tushayotgan murojaatlar
ish vagti davomida gabul qgilinadi.

Bank (filial) rahbariyati Bankning rasmiy
veb-sayti va  axborot stendlarida
joylashtiriigan jismoniy shaxslarni va
yuridik shaxslarning vakillarini gabul gilish
jadvaliga  muvofig bank  xizmatlari
iste’molchilarini shaxsan qgabul qiladi.
Shaxsiy qabul bayonnoma asosida
rasmiylashtiriladi yoKi iste’molchini
xabardor gilgan holda maxsus (audio va
video) texnika vositalari yordamida ovozlar
yozib olinishi yoki videotasvirga tushirilishi
mumekin.

Bankning mansabdor shaxslari tomonidan
shaxsiy qabulni o‘tkazishga doir talab bilan
jismoniy shaxslardan va yuridik
shaxslarning vakillaridan murojaatlar kelib
tushganda, bank ushbu murojaatlar kelib
tushgan sanadan boshlab 7 (yetti) kundan

kechiktirmagan holda murojaat
giluvchilarga Bankning mansabdor
shaxslariga qgabul sanasi va vaqti

ko‘rsatiigan holda qabul belgilanganligi
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phone numbers for coordination when
attending the reception.

Personal reception can also be conducted
remotely (via video conferencing).

to‘g‘risidagi, shuningdek ushbu gabulga
kelganda bog‘lanish  uchun telefon
raqamlari hagidagi ma’lumotlarni
ko‘rsatgan holda xabarnoma yuborishi
lozim.

tarzda
ham

Shaxsiy  qgabul masofaviy
(videokonferensaloga  rejimida)
amalga oshirilishi mumkin.

10. Summarizing, analyzing and
reporting on the appeals

The Appeals Part of the Bank maintains a
statistical record of the appeals received
by the Bank, and submits reports on
appeals to the Central Bank of the
Republic of Uzbekistan when requested.

The Appeals Part summarizes, analyzes,
and prepares reports (reviews) on appeals
based on quarterly results.

The Bank’'s Management Board reviews
the state of appeals handling at its
meetings, including the reports (reviews)
on the results of summarizing and
analyzing appeals, negative issues raised
in complaints, systemic deficiencies, and
specific risks. It also approves action plans
to eliminate systemic deficiencies (if any)
that lead to violations of consumer rights.

Decisions of the Bank’s Management
Board, along with the reports (reviews) on
the results of summarizing and analyzing
appeals, are submitted to the internal
audit. The internal audit uses these
materials when developing work plans for

10. Murojaatlarni umumlashtirish,
tahlil gilish va hisobot berish

Murojaatlar  bilan ishlash  bo‘linmasi
Bankka kelib tushgan murojaatlarning
statistik  hisobini  yuritadi, o‘rnatilgan
tartibda O‘zbekiston Respublikasi
Markaziy bankiga murojaatlar yuzasidan
hisobotlar tagdim qilib boradi.

Murojaatlar bilan ishlash bo‘linmasi har
chorak natijalariga ko‘ra murojaatlarni
umumlashtiradi, tahlil giladi va
ma’lumotnomalar (sharhlar) tuzadi.

Bank boshgaruvi o'z yig‘ilishlarida Bankda
murojaatlar bilan ishlash holatini, shu
jumladan murojaatlarni umumlashtirish va
tahlil qgilish natijalari bo‘yicha
ma’lumotnomalarni (sharhlarni),
murojaatlarda ko‘tarilgan salbiy holatlarni,
tizimli  kamchiliklarni va o‘ziga xos
tavakkalchiliklarni  muhokama  qilishi
hamda iste’molchilarning huquqlari
buzilishiga olib keluvchi tizimli
kamchiliklarni  (agar mavjud bo'lsa)
bartaraf etish bo'yicha harakatlar rejalarini
tasdiglaydi.

Bunda, Bank boshgaruvi qarorlari,
shuningdek, murojaatlarni umumlashtirish
va tahlil qilish natijalari bo'yicha

ma’lumotnomalar (sharhlar) ichki audit
xizmatiga tagdim etiladi. Ichki audit xizmati
mazkur ma’lumotlardan bankda
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reviewing the state of appeals handling in
the Bank and conducting monitoring
activities.

Quarterly informational reports (reviews)
prepared based on the results of
summarizing and analyzing appeals are
published on the Bank’s official website by
the 20" day of the month following the
reporting quarter. Annual informational

reports (reviews) are published by
February 15%.
Information on the Bank’s appeals

handling activity is also included in the
annual report approved at the Annual
General Meeting of the Bank’s
shareholders.

murojaatlar bilan ishlash holatini tekshirish
bo'yicha ish rejalarini tuzishda va
monitoring faoliyatini amalga oshirishda
foydalanadi.

Murojaatlarni umumlashtirish va tahlil
qilish natijalariga ko‘ra tuzilgan choraklik
ma’lumotnomalar  (sharhlar)  hisobot
choragidan keyingi oyning 20-sanasiga va
yillik ma’lumotnomalar (sharhlar) fevral
oyining 15-sanasiga qadar Bankning
rasmiy veb-saytlarida e’lon qilinadi.

Bank aksiyadorlarining yillik umumiy
yig‘ilishida tasdiglanadigan vyillik hisobotda
Bankning murojaatlar bilan ishlash
faoliyati to‘g‘risidagi ma’lumotlar ham aks
ettiriladi.

11. Certain Types of Appeals

If the issue described in a consumer’s oral
appeal does not require additional study or
investigation, a response is provided orally
during the personal reception or via
telephone.

If the issue outlined in a text-based appeal
submitted through real-time
communication technologies does not
require additional study or investigation, a
response is provided using the same
communication technologies.

If the issue in the consumer’s appeal, as
described in the above two paragraphs,
requires additional study or investigation,
the consumer is proposed to submit the
appeal in writing or electronically by
attaching the supporting documents

11. Ayrim turdagi murojaatlar

Iste’molchining og‘zaki murojaatida bayon
etiigan masala qgo'shimcha organishni
yoki qo‘shimcha tekshirish o'tkazishni
talab etmasa, ushbu murojaatga javob
shaxsiy gabul davomida yoki telefon orgali
og‘zaki beriladi.
Real vaqt rejimida axborot-
kommunikatsiya texnologiyalari orgali
berilgan matnli murojaatda keltirilgan
masala qo‘shimcha o‘rganishni  yoki
go‘shimcha tekshirish o‘tkazishni talab
etmasa, ushbu murojaatga axborot-
kommunikatsiya texnologiyalaridan
foydalangan holda javob beriladi.

Agar iste’molchining mazkur bandning
yugoridagi ikkita xatboshida keltirilgan
murojaatida bayon etilgan masalasi
go‘shimcha o‘rganishni yoki qo‘shimcha
tekshirish ~ o‘tkazishni  talab  etsa,
iste’'molchiga  murojaatida  keltirilgan
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related to the issue. Such appeals are
registered in the Bank’s electronic system
(KDB Intranet), and the responses are
provided in writing or electronically.

Consumers can notify the Bank orally
about the loss and/or unauthorized use of
their card issued by the Bank by calling the
Bank’s Call Center at any time of the day.
During the call, the responsible Bank’s
employee will immediately block the
consumer’s bank card.

Additionally, the Bank’s mobile application

holatlarni  tasdiglovchi  hujjatlar ilova
gilingan holda ushbu murojaatni yozma
yoki elektron shaklda taqdim etish taklif
gilinadi, bu turdagi murojaatlar Bankning
elektron tizimi (KDB Intranet)da ro‘yxatga
olinadi va ularga yozma vyoki elektron
shaklda javob beriladi.

Bank tomonidan chiqgarilgan bank kartasini
saqlovchi uning yo‘qolganligi va (yoki)
undan ruxsatsiz foydalanilganligi
to‘g‘risida Bankning  Call-markaziga
go‘ng‘iroq qilib, o‘g‘zaki tarzda tunu kun
xabarnoma taqdim etish mumkin. Bunda
telefon suhbati davomida Bankning mas’ul
xodimi tomonidan murojaatchining bank
kartasi darhol blokirovka gilinadi.

Bundan tashgari, Bankning mobil ilovasida

provides cardholders with the ability to | bank kartasini  saglovchilari  uchun

independently block their bank cards at | o‘zlariga tegishli bank kartasini sutkaning

any time of the day. istalgan  paytida mustaqgil ravishda
bloklash imkoniyati yaratilgan.

12. Materials for use at work 12. Ishda foydalanish uchun
materiallar

The samples presented in 4-6 appendices | Quyida 4-6-ilovalarda keltirilgan

below can be used in work depending on | namunalardan, Bankga kelib tushgan

the content and nature of the application
received by the Bank.

In this case, the appendices can be used
in drawing up the report of the interview
(Appendix 4) regarding the appeal sent to
the President of the Republic of
Uzbekistan through the Virtual Reception,
the certificate of refusal to sign the report
of the interview (Appendix 5), the report of
the interview (Appendix 6) confirming the
fact that the author of the proposed
application has not visited the Bank's
building.

murojaatning mazmun - mohiyatiga garab
ishda foydalanilishi mumkin.

Bunda, O‘zbekiston Respublikasi
Prezidentiga Virtual gabulxona orqgali
yo‘llangan murojaat yuzasidan o‘tkazilgan
suhbat bayoni (4-ilova) tuzishda, suhbat
bayonini imzolashdan bosh tortganlik
holatini tasdiglash to‘g‘risidagi
dalolathnoma (5-ilova) tuzishda, suhbat
bayoni tuzilishi uchun taklif etilgan
murojaat muallifining Bank binosiga tashrif
buyurmaganligi holatini tasdiglash
to‘g‘risidagi dalolatnoma (6-ilova) tuzishda
foydalanilishi mumkin.
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13. Final Rules

The Bank’s managers and employees
who have violated the requirements of the
legislation and internal acts of the Bank
when reviewing the appeals of individuals
and legal entities shall be subject to
disciplinary measures.

Identifying the Bank’s managers and
employees who have Vviolated the
requirements of the legislation and internal
acts of the Bank when reviewing the
appeals of individuals and legal entities as
well as executing disciplinary measures
against them shall be carried out in
accordance with the rules approved by the
Bank’s management board.

Issues not covered by this Procedure are
resolved in accordance with the legislation
of the Republic of Uzbekistan. In cases
discrepancy between the clauses of the
Procedure and the law, the clauses of the
legislation of the Republic of Uzbekistan
are applied.

13. Yakuniy goidalar

Jismoniy va  yuridik  shaxslarning
murojaatlarini ko‘rib chigish va ular bilan
ishlashda gonunchilik va Bankning ichki
me’yoriy hujjatlarida belgilangan talablarni
buzgan Bankning rahbar va xodimlariga

nisbatan intizomiy  jazo  choralari
go‘laniladi.
Jismoniy va  yuridik  shaxslarning

murojaatlarini ko‘rib chigish va ular bilan
ishlashda gonunchilik va Bankning ichki
me’yoriy hujjatlarida belgilangan talablarni
buzgan Bankning rahbar va xodimlarini
aniglash, ularga nisbatan intizomiy jazo
choralarini qo‘llash Bank boshgaruvi
tomonidan tasdiglangan reglamentga
ko‘ra amalga oshiriladi.

Ushbu Tartibda nazarda tutiimagan
masalalar  O‘zbekiston  Respublikasi
gonunchiligiga ko‘ra hal etiladi. Tartib
bandlari gonunchilikka muvofiq bo‘lmagan

holatlarda, = O‘zbekiston = Respublikasi
gonunchiligida keltirilgan goidalar
go'llaniladi.
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1-llova (O‘zbek tilida)
“Tasdiglayman”
Boshgaruv raisi o‘rinbosari
S.S. Saydaxmedov

Murojaatni ko‘rib chigish muddatini uzaytirish to‘g‘risida

_ 20 il Toshkent shahri
tomonidan, viloyati tumanida yashovchi fugaro
ning 20__ vyl dagi O‘zbekiston Respublikasi Prezidentining virtual

gabulxonasiga ( - sonli) yo‘llagan murojaati o‘rganib chiqildi.
Mazkur murojaatda, fuqgaro :

hagida

vajlar keltirilgan.

Birog, “KDB Bank Ofzbekiston” AJ Komplayens boshgarmasi Sanksiyaviy
komplayens bo‘linmasi boshligi O.Boltoyev tagdim gilgan ma’lumotga asosan, hozirda
yugorida gayd etilganmurojaatni ko‘rib chigish yuzasidan go‘shimcha o‘rganishni amalga
oshirish talab etilayotganligi sababli, O‘zbekiston Respublikasi “Jismoniy va yuridik
shaxslarning murojaatlari to‘g‘risida”gi Qonunning 28-moddasi birinchi gismiga muvofiq,
murojaatni ko‘rib chigish muddatini 20__ yil “_” sanasiga gadar uzaytirishga
ruxsat berilsin hamda bu haqgda yuqoridagi murojaatning muallifi xabardor qilinsin.
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2-llova (O'zbek tilida)
“Tasdiglayman”
Boshqgaruv raisi o‘rinbosari
S.S. Saydaxmedov

XULOSA
Murojaatni ko‘rmasdan goldirish hagida

yil Toshkent shahar

Mijozlarga xizmat ko‘rsatish boshgarmasi-2 boshlig‘i G.Xodjayeva tomonidan,
Toshkent viloyati Olmaliq shahrida istigomat giluvchi fugaro nomidan
2023 yil 8 iyun sanasida O‘zbekiston Respublikasi Prezidentiga Virtual gabulxona orgali
yo‘llangan hamda tegishliligi bo‘yicha 2023 yil 12 iyun sanasida “KDB Bank O‘zbekiston”
AJga kelib tushgan 410365/23-sonli murojaat o‘rganib chiqildi.

Mazkur murojaatda, fugaro o'z farzandi Nurmatov Shoxrux Normat
o‘g’liishxonada baxtsiz xodisa tufayli kasalxonaga tushib golganligi va plastik kartochkasi
yo‘golganligi tufayli ushbu farzandining plastik kartochkasidagi pul mablag‘larini boshga
bir farzandi ning plastik kartasiga o‘tkazib berilishida amaliy
yordam ko‘rsatilishini so‘ragan.

O‘zbekiston Respublikasi “Jismoniy va yuridik shaxslarning murojaatlari
to‘g‘risida’gi Qonunning 29-moddasi birinchi gismi ikkinchi xatboshida jismoniy va yuridik
shaxslarning vakillari orgali berilgan murojaatlar, ularning vakolatini tasdiglovchi hujjatlar
mavjud bo‘lmagan taqdirda ko'rib chigilmasligi, mazkur moddaning ikkinchi va uchinchi
gismlarida esa, murojaatlar ko‘rmay qoldirilganda tegishli xulosa tuzilib, u davlat
organining, tashkilotning rahbari yoki ularning vakolat berilgan mansabdor shaxsi
tomonidan tasdiglanishi hamda murojaatlar ko‘rmay qoldirilganligi to‘g‘risida murojaat
giluvchi tegishli tartibda xabardor qgilinishi belgilab qo‘yilgan.

Shu bois, murojaat muallifi oz farzandi nomidan vakolatli vakil sifatida
ishonchnoma asosida murojaat gilmaganligi, ya’ni o‘z farzandi nomidan murojaat gilish
vakolatining mavjud emasligi sababli uni ko‘rmasdan goldirish magsadga muvofiq bo‘ladi.

Shuningdek, jismoniy shaxs vakilining vakolatini tasdiglovchi hujjatlar mavjud
emasligi sababli murojaat ko‘rmay goldirilganligi to‘g‘risida murojaat qiluvchi tegishli
tartibda xabardor gilinadi.

Yugoridagilarga ko‘ra va O‘zbekiston Respublikasi “Jismoniy va yuridik
shaxslarning murojaatlari to‘g‘risida”gi Qonunining 29-moddasiga asoslanib,

XULOSAQILDIM:

1. O‘zbekiston Respublikasi Prezidentiga Virtual gabulxona orgali yil
sanasida fugaro nomidan yozilgan — sonli murojaat

jismoniy shaxs vakilining vakolatini tasdiglovchi hujjatlar mavjud emasligi tufayli
ko‘rmasdan goldirilsin.

2. Ushbu murojaat yuzasidan sabablarini ko‘rsatgan holda murojaat ko‘rmay
goldirilgani to‘g‘risida fugaro ga yozma ravishda xabarnoma yuborilsin.

3. Xulosa nusxasi nazoratdan chigarish va ma’lumot uchun Bosh ofis tegishli
boshgarmalariga taqdim qilinsin.

Mijozlarga xizmat ko‘rsatish
boshgarmasi-2 boshlig‘i
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2.a- ilova
Namuna
viloyati
tumani
ko‘chasi
___uydayashovchi fugaro
ga

XABARNOMA

Bankning tomonidan, Sizning 20 yil dagi Prezidenti virtual
gabulxonasiga ( - sonli)

mazmunda yo‘llagan murojaatingiz Sizning
ishtirokingizda o‘tkazilgan suhbatda, fugaro/yuridik shaxs nomidan xarakat
gilayotganligingiz aniglanib, uning nomidan ish ko‘rishga asosli hujjatlar, vakolatni
tasdiglovchi hujjatlar mavjud emasligi ma’lum gilingan va suhbat bayonnomasi bilan
rasmiylashtirilgan.

O‘zbekiston Respublikasi “Jismoniy va yuridik shaxslarning murojaatlari
to‘g‘risida’gi Qonunining 29-moddasi birinchi gismi ikkinchi xat boshi talabidan kelib
chiqib, jismoniy va yuridik shaxslarning vakillari orgali berilgan murojaatlar, ularning
vakolatini tasdiglovchi hujjatlar mavjud bo‘lmaganligi sababli ko‘rmay qoldirilganligini
ma’lum gilamiz.

Mazkur javob xatidan norozi bo‘lsangiz, O‘zbekiston Respublikasi Markaziy bankiga yoki

moliyaviy Xizmatlar iste’molchilarining huquglarini himoya gilish vakolati berilgan davlat
organlariga yoxud sudga murojaat gilish hugugingiz mavjudligini tushuntiramiz.

Imzo F.I.SH
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2.b.-llova (Ozbek tilida)

“Tasdiglayman”
Boshqgaruv raisi o‘rinbosari
S.S. Saydaxmedov

XULOSA
Murojaatni anonim deb topish va ko‘rmasdan qoldirish hagida
2023 yil 4 yanvar Toshkent shahar
tomonidan, viloyati tumanida yashovchi fugaro

ning 20 vyil dagi Prezidentining virtual gabulxonasiga ( - sonli) yo‘llagan
murojaati o‘rganib chiqildi.

Mazkur murojaatda, fugaro ,
haqgida

vajlar keltirilgan.

Birog ushbu Fugaro bilan o‘tkazilgan suhbatda, u fuqgaro
/yuridik shaxs nomidan xarakat gilayotganligi aniglanib, uning

nomidan ish ko‘rishga asosli hujjatlar, vakolatini tasdiglovchi hujjatlar mavjud emasligi
ma’lum gilingan va suhbat bayonnomasi bilan rasmiylashtiriigan. Shuningdek, suhbat
jarayonida ham murojaat giluvchi vakolatini tasdiglovchi hujjatni tagdim etmadi.

O‘zbekiston Respublikasi “Jismoniy va yuridik shaxslarning murojaatlari
to‘g‘risida”gi Qonunning 29- moddasi birinchi gismi ikkinchi xat boshida jismoniy va yuridik
shaxslarning vakillari orgali berilgan murojaatlar, ularning vakolatini tasdiglovchi hujjatlar
mavjud bo‘lmagan taqdirda ko‘rib chigilmasligi qayd etilgan.

Shuningdek Mazkur gonunning 29 moddasida birinchi gismi birinchi xat boshida
anonim murojaatlar ko‘rib chigilmasligi va to‘rtinchi xat boshida murojaatlar ko‘rmay
goldirilganda tegishli xulosa tuzilib, u davlat organining, tashkilotning rahbari yoki ularning
vakolat berilgan mansabdor shaxsi tomonidan tasdiglanishi belgilab go‘yilgan.

Shu bois, mazkur murojaat vakili orgali berilgan murojaat bo‘lib,
vakolatini tasdiglovchi hujjatlar mavjud emasligi sababli uni anonim deb topish va
ko‘rmasdan goldirish magsadga muvofig bo‘ladi.

Yugoridagilarga ko‘ra va O‘zbekiston Respublikasi “Jismoniy va yuridik
shaxslarning murojaatlari to‘g‘risida”gi Qonunining 3- va 29-moddalariga asoslanib,

XULOSAQILDIM:
1. O'zbekiston Respublikasi Prezidentiga Virtual gabulxona orgali 20__ yil
sanasida fugaro nomidan yozilgan __ - sonli murojaat anonim deb
topilsin va ko‘rmasdan goldirilsin.

2. Xulosa nusxasi nazoratdan chigarish va ma’lumot uchun Bosh ofis regishli

boshgarmalariga tagdim qilinsin.

Mijozlarga xizmat ko‘rsatish
boshgarmasi-2 boshlig‘i
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3-llova (O‘zbek tilida)

“Tasdiglayman”

QAROR
Murojaatni ko‘rib chigishni tugatish hagida

tuman (shahar)

tomonidan O‘zbekiston Respublikasi Prezidenti virtual

gabulxonasi orqali joriy yilning __ - da kelib tushgan va .....-s/17-son bilan gayd
etilgan murojaat o‘rganilib chiqildi.

Aniglanishicha, fugaro bilan
__sababli u bilan tuzilgan mexnat shartnomasi Mexnat kodeksining __..— moddasi, _ —
gismi, __ - bandi bilan gonuniy bekor gilingan.

Fugaro ning ushbu mazmundagi 00.00.20_ vyilda .....-s/17-sonli,
00.00.20_ yilda .....-s/17-sonli, 00.00.20_ vyilda .....-s/17-sonli, 00.00.20 _vyilda .....-s/17-
sonli, 00.00.20_ vyilda ... -s/17-sonli  muqgaddai  yo'llagan  murojaatlariga

(boshgarma) tomonidan amaldagi gonunchilik asosida o‘rganilib,
o‘rnatilgan tartibda javob xatlari yo‘llangan.

00.00.20_ vyilda ..... -s/17-sonli murojaat bilan fugaro , xuddi
shunday mazmunda (yangi vajlar, yangidan ochilgan holatlar
keltirilmagan) takroran murojaat gilgan.

O‘zbekiston Respublikasining “Jismoniy va yuridik shaxslarning murojaatlari
to‘g‘risida’gi  Qonunning 30-moddasi 1-gismi ikkinchi xat boshida agar takroriy
murojaatlarda yangi vajlar yoki yangidan ochilgan holatlar keltirimagan bo‘lsa, ilgarigi
murojaat materiallarida esa tekshiruvlarning to‘la-to‘kis materiallari mavjud bo‘lsa va
murojaat giluvchiga belgilangan tartibda javoblar berilgan bo‘lsa bunday murojaatni ko‘rib
chigish tugatilishi ko‘rsatilgan.

Qayd etilganlardan kelib chigib, fugaro ning mazkur murojaati
takroriy bo‘lib, unda yangi vajlar, yangidan ochilgan holatlar keltiriimagan, ilgarigi
murojaati to‘la o‘rganilib, fugaroga belgilangan tartibda javob xatlari berilganligi sababli
mazmunidagi murojaatini ko‘rib chigishni tugatish magsadga muvofiq

bo‘ladi.
O‘zbekiston Respublikasining “Jismoniy va yuridik shaxslarning murojaatlari
to‘g‘risida’gi Qonunning 30 moddasi 1-gismi ikkinchi xat boshiga asoslanib:

QAROR QILDIM:

1. Fugaro ning O‘zbekiston Respublikasi Prezidenti virtual
gabulxonasi mazmunida yo‘llagan murojaatini ko‘rib chigish tugatilsin.
2. Murojaatni ko‘rib chigish tugatilganligi hagida Fugaro ga yozma

ravishda xabarnoma yuborilsin.

tarkibiy tuzilma rahbari imzo
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3.a-llova (Ozbek tilida)
viloyati

tumani
ko‘chasi
___uydayashovchi fugaro

ga

XABARNOMA

tomonidan, Sizning O‘zbekiston Respublikasi Prezidentiga

mazmunda yo‘llagan murojaatingiz O‘zbekiston
Respublikasining “Jismoniy va yuridik shaxslarning murojaatlari to‘g‘risida”gi Qonunning
30-moddasi talablariga asosan ko‘rib chigish tugatilganligini ma’lum gilamiz.

Mazkur javob xatidan norozi bo‘lsangiz, O‘zbekiston Respublikasi Markaziy
bankiga yoki moliyaviy xizmatlar iste’molchilarining huquqlarini himoya qilish vakolati
berilgan davlat organlariga yoxud sudga murojaat qilish huqugingiz mavjudligini
tushuntiramiz.

imzo F.I.SH
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3.b-llova (Ozbek tilida)

“Tasdiglayman”

QAROR
Murojaatni ko‘rib chigishni tugatish xagida

tuman(shahar)

tomonidan O‘zbekiston Respublikasi Prezidenti virtual gabulxonasi

orgali joriy yilning __ - da kelib tushgan va ..... -s/17-son bilan qayd etilgan
murojaat o‘rganilib chiqildi.

O‘rganish davomida fuqgaro , jorly yilning kuni O‘zbekiston
Respublikasi Prezidenti virtual gabulxonasi orqali - dagi ..... -s/17-son bilan

gayd etilgan murojaatini chagqirib olish, uni ko‘rib chigishni tugatish to‘g‘risida xat bilan
murojaat gilgan.
O‘zbekiston Respublikasining “Jismoniy va yuridik shaxslarning murojaatlari to‘g‘risida’gi
Qonunning 30-moddasi 1-gismi uchinchi xat boshida agar murojaat gqiluvchi o'z
murojaatini belgilangan tartibda chagirib olgan bo‘lsa yoki uni ko'rib chigishni tugatish
to‘g‘risida iltimos qgilgan bo‘lsa bunday murojaatni ko‘rib chigish tugatilishi ko‘rsatilgan.
Bayon etilganlardan kelib chiqib, fugaro ning mazkur murojaatini ko‘rib
chigishni tugatish magsadga muvofig bo‘ladi.
O‘zbekiston Respublikasining “Jismoniy va yuridik shaxslarning murojaatlari to‘g‘risida’gi
Qonunning 30-moddasi 1-gismi uchinchi xat boshiga asoslanib:

QAROR QILDIM:
1. Fuqgaro ning O‘zbekiston Respublikasi Prezidenti virtual gabulxonasi
mazmunida yo‘llagan murojaati fugaro ning joriy il
_ kungi ushbu murojaatini chagirib olish, uni ko‘rib chigishni tugatish to‘g‘risida
iitimosnomasini inobatga olib ko'rib chigish tugatilsin.
2. Ushbu Murojaat yuzasidan Fuqaro ga yozma ravishda xabarnoma
yuborilsin.

tarkibiy tuzilma raxbari imzo
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3.v-llova (Ozbek tilida)

tumani
ko‘chasi
___uydayashovchi fugaro

ga

XABARNOMA

tomonidan, Sizning O‘zbekiston Respublikasi Prezidentiga

mazmunda yo‘llagan murojaatingiz yuzasidan joriy
yilning kungi murojaatni chagirib olish, uni ko‘rib chigishni tugatish to‘g‘risida
bayon etilgan —sonli xatingizga binoan, O‘zbekiston Respublikasining “Jismoniy va yuridik
shaxslarning murojaatlari to‘g‘risida”gi Qonunning 30-moddasi 1-gismi uchinchi xatboshi
talabidan kelib chigib, murojaatingizni ko‘rib chigish tugatilganligini ma’lum gilamiz.

Mazkur javob xatidan norozi boflsangiz, O‘zbekiston Respublikasi Markaziy
bankiga yoki moliyaviy xizmatlar iste’molchilarining huqugqlarini himoya qilish vakolati
berilgan davlat organlariga yoxud sudga murojaat qilish huqugingiz mavjudligini
tushuntiramiz.

imzo F.I.SH
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3.g-llova (O‘zbek tilida)

“Tasdiglayman”

QAROR
Murojaatni ko‘rib chigishni tugatish xagida

tuman(shaxar)

tomonidan O‘zbekiston Respublikasi Prezidenti virtual
gabulxonasi orqgali joriy yilning __ - da kelib tushgan va .....-s/17-son bilan qayd
etilgan murojaat o‘rganilib chigildi.

Murojaatni o‘rganish yuzasidan mazkur Murojaatda ko‘rsatiigan manzilga
borilganda ushbu manzilda yashamasligi aniglangan va maxalla fugarolari yig‘ini
ma’lumotnomasi bilan tasdiglangan. Shuningdek murojaatda ko‘rsatilgan elektron pochta
manzili noto‘g‘ri ekanligi aniglandi.

O‘zbekiston Respublikasining “Jismoniy va yuridik shaxslarning murojaatlari
to‘g‘risida’gi Qonunning 30-moddasi 1-gismi to‘rtinchi xat boshida yashash joyi, turgan
joyi (pochta manzili), elektron pochta manzili yoki boshqga rekvizitlari o‘zgarganligi
to‘g‘risida oz vagtida xabardor gilmaganligi tufayli chagirishning imkoni yo‘qligi sababli
murojaatni murojaat giluvchining ishtirokisiz ko‘rib chigish imkoniyati bo‘lmaganda
bunday murojaatni ko'rib chigish tugatilishi ko‘rsatilgan.

Bayon etilganlardan kelib chiqib, fugaro ning mazkur murojaatini
ko‘rib chigishni tugatish magsadga muvofiq bo‘ladi.

O‘zbekiston Respublikasining “Jismoniy va yuridik shaxslarning murojaatlari
to‘g‘risida’gi Qonunning 30-moddasi 1-gismi to‘rtinchi xat boshiga asoslanib:

QAROR QILDIM:

1. Fugaro ning O‘zbekiston Respublikasi Prezidenti virtual
gabulxonasi mazmunida yo‘llagan murojaatini ko‘rib chigish tugatilsin.

2.Xulosa nusxasi nazoratdan chigarish va ma’lumot uchun xududiy boshgarma ijro
nazorati/ Bank apparatiga taqdim gilinsin.

tarkibiy tuzilma raxbari imzo
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3.d-llova (Ozbek tilida)

“Tasdiglayman”

QAROR
Murojaatni ko‘rib chigishni tugatish xagida

tuman (shahar)

tomonidan O‘zbekiston Respublikasi Prezidenti virtual gabulxonasi
orgali joriy yilning __ - da kelib tushgan va ..... -s/17-son bilan qayd etilgan
murojaat o‘rganilib chiqildi.

Mazkur murojaat murojaat etuvchi ishtirokida o‘rganib chigish zarurligi, bu borada
murojaatchiga joriy yilning - kuni -sonli xat bilan chagirlganligi va
murojaatchi hozirda cababli kelmaganligi aniglandi.

O‘zbekiston Respublikasining “Jismoniy va yuridik shaxslarning murojaatlari to‘g‘risida’qgi
Qonunning 30-moddasi 1-gismi beshinchi xat boshida murojaatni murojaat giluvchining
ishtirokisiz ko‘rib chigish imkoniyati mavjud emasligi sababli, davlat organi, tashkilot yoki
ularning mansabdor shaxsi tomonidan chagiriigan murojaat giluvchi kelmay qolgan
taqdirda murojaatni ko‘rib chigish tugatilishi ko‘rsatilgan.

Bayon etilganlardan kelib chiqib, fugaro ning mazkur murojaatini ko‘rib
chigishni tugatish magsadga muvofig bo‘ladi.

O‘zbekiston Respublikasining “Jismoniy va yuridik shaxslarning murojaatlari to‘g‘risida’gi
Qonunning 30-moddasi 1-gismi beshinchi xat boshiga asoslanib:

QAROR QILDIM:

1. Fugaro ning O‘zbekiston Respublikasi Prezidenti virtual gabulxonasi
mazmunida yo‘llagan murojaatini ko‘rib chigish tugatilsin.

2. Murojaatni ko‘rib chigish tugatilganligi xagida Fugaro ga yozma ravishda
xabarnoma yuborilsin.

tarkibiy tuzilma raxbari imzo
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3.e-llova (Ozbek tilida)

viloyati
tumani

ko‘chasi
___uydayashovchi fugaro

ga

XABARNOMA

tomonidan, Sizning O‘zbekiston Respublikasi Prezidentiga

mazmunda yo‘llagan murojaatingiz O‘zbekiston
Respublikasining “Jismoniy va yuridik shaxslarning murojaatlari to‘g‘risida”gi Qonunning
30-moddasi 1-gismi beshinchi xat boshi talablariga asosan murojaatni murojaat
giluvchining ishtirokisiz ko‘rib chigish imkoniyati mavjud emasligi sababli, murojaat
giluvchi kelmay golganligi uchun murojaatni ko‘rib chiqish tugatilganligini ma’lum gilamiz.

Mazkur javob xatidan norozi bo‘lsangiz, O‘zbekiston Respublikasi Markaziy
bankiga yoki moliyaviy xizmatlar iste’molchilarining huquqlarini himoya qilish vakolati
berilgan davlat organlariga yoxud sudga murojaat qilish huqugingiz mavjudligini
tushuntiramiz.

imzo F.I.SH
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4-llova (O‘zbek tilida)

tomonidan O‘zbekiston Respublikasi Prezidentiga Virtual
gabulxona orqali yo‘llangan murojaat yuzasidan o‘tkazilgan
SUHBAT BAYONI

Toshkent sh. yil __ dekabr

‘KDB Bank O‘zbekiston” AJ (keyingi orinlarda - Bank) Bosh ofisi binosida joriy
yilning __ dekabr sanasida Bankning mijozi bo‘lmish “ ” MChJ
(keyingi o‘rinlarda — Ishonch bildiruvchi) nomidan yildagi ___ -sonli order
asosida ish yuritayotgan “ ” advokatlik firmasi advokati (keyingi

o‘rinlarda — Murojaat muallifi) tomonidan O‘zbekiston Respublikasi Prezidentiga Virtual
gabulxona orgali 2023 yil 11 dekabrda yo‘llangan hamda 2023 yil 15 dekabr sanasida
Bankka kelib tushgan murojaat, shuningdek huddi shunday mazmunda
manzilidan Bankning info@kdb.uz manziliga 2023 vyil 11 dekabr
sanasida yo‘llangan murojaat yuzasidan suhbat o‘tkazildi. Suhbat davomida Bank
xodimlari tomonidan murojaat muallifiga yugoridagi murojaatlarda gayd etilgan Toshkent
tumanlararo igtisodiy sudining -sonliish yuzasidan yilda
gabul qilingan da’voni ta’minlash to‘g‘risidagi ajrimi ijrosi O‘zbekiston Respublikasi
Igtisodiy protsessual kodeksining 98 va 198-moddalariga muvofig to‘liq va oz vaqtida

ta’'minlanganligi, ya’ni Bank mijozi bo‘lmish * ” MChJ barcha
hisobvaraglari chigim gismining ish hagi, soliq va boshga majburiy to‘lovlardan tashqari
gismiga jami so‘m miqgdoridagi pul mablag'lari

xatlanganligi yuzasidan batafsil ma’lumot hamda tushuntirish berildi.

O‘z navbatida, murojaat muallifi Bank xodimlari tomonidan taqdim etilgan ma’lumot
va tushuntirishlardan to‘liq ganoat hosil gilganligi hamda Bank va uning xodimlariga
nisbatan biron-bir e’tirozi yo‘qligini ma’lum qildi.

Bayonnoma ikki nusxada, bir nusxa murojaat muallifiga taqdim qilish, ikkinchi
nusxa Bankda goldirish uchun tuzildi.

Murojaat muallifi
advokat

Hisobragamlar bilan ishlash boshgarmasi
bosh mutaxassisi

Bosh yuriskonsult

32


mailto:info@kdb.uz

4-llova (Rus tilida)

NMPOTOKOJ1 BECE[bI
c , npeactaButenem 00O « »,
KacaTtenbHo o6palieHus lNpe3naeHty Pecnybnuku Y3b6ekucraH yepes
BUPTYanbHYI NPUEMHYO

28 cheBpansa 2023 r. r. TawkeHT

23 deBpans Tekywero roga B 3gaHue AO «KIOB baHk Y3bekuctaH» (ganee -
BaHk), npurnawdeH npeacraBuTernb 000 « »,
(nanee - ABTOp), no nosogy obpawieHunsa [lpeanaeHTy
Pecnybnukn Y3bekuctaH Yyepes BUpPTYyarnbHy NpMemMHyto 3a Ne oT
roga, noctynusewee B baHk roga. Ho ABTop OTkasancs OT MnoceLleHus
BaHka.

Ha cnegyrowmn paeHb roga ABTOpPY NOBTOPHO MNpeanoXeHo
BCTpPeTUTbCA Ons obcyxaeHna obpalleHuda. locne oTkasa, B xoge TenegoHHOro
pasroBopa CcO CTOPOHbI paboOTHUKOB BaHka AaHbl crefyowime pasbAaCHEeHUS:

CornacHo VYkasy [lpeangeHta Pecnybnukn YsbekuctaH «O6 ycTpaHeHuu
HapyweHuin 1 3noynoTpebrneHMn  Nno  3KCNOPTHO-UMMOPTHBIM  onepaunsm,
ocyuwecTBnaemMbiM Ha BapTepHon ocHoBe» NeYT1-616 ot 09 uons 1993 roga, ¢ 16 uiong
1993 ropa 3anpelleHO 3aKkniyeHWe KOHTPaKTOB Ha OCYyLIEeCTBfIeHWe 3KCMOPTHO-
MMMOPTHBIX BapTepHbIX onepauun Ha 6e3BantoTHOM OCHOBE.

OKCMNOPTHO-UMMOPTHbIE onepaumn Ha 6apTepHON OCHOBE MOTYT OCYLLIECTBNATLCS
Ha OCHOBaHuUM peweHun KabuHeTa MUHUCTPOB B paMKax MeEXNpaBUTENbCTBEHHbIX
cornalleHun.

CornacHo [lonoxeHuto «O nopsiake BeAeHMs MOHUTOPMHIa M KOHTPOns 3a
OCYyLLECTBNEHNEM BHeELWHeToproebix onepaumny (Mpunoxenne Nel k NocTaHoOBRNEHMIO
KabuHeta MwuHuctpos Pecnybnuku YsbekuctaH ot 14 mas 2020 roga Ne 283)
aonyckaeTtcs:

OCYyLLEeCTBMEHNe B3aMMOpacyeToB B paMkax [AByx W 0Oonee MMMNOPTHbIX
KOHTPaKTOB OOHOro XO35IMCTBYIOLLEro cybbekTa, onnarta no KOTOpbIM OCyLLEeCTBMEHa 3a
cyeT COBCTBEHHbLIX CPeACcTB UMMOPTEPA;

OCYLLeCTBMNEHNE B3aMMOpac4eTOB B pamkax [ABYyX W 0Oonee 3KCMOPTHbIX
KOHTPaKTOB OHOr0 XO35MCTBYHOLLErO CybbekTa.

B uenax cnucaHus BO3HMKLWIEN 3a40SMKEHHOCTM ABTOpY ObiNio NpeanioXkeHo
ocyuwiecTBneHne pencteum cornacHo [lonoxeHns «O nopsgke CHATUMA € ydveTa
Ge3HagexHbIX 3a00MMKEHHOCTEN B €4UHOW 3NEeKTPOHHOW MHAOPMALMOHHON CUCTEME
BHelwlHeToproBbix onepauun» (MpunoxeHne Ne1 «k [MoctaHoeBneHuto KabuHeTa
MwuHucTpoB Pecnybnuku Y3beknctaH ot 14 anpens 2021 roga Ne 216).

B xopne ©Oecegbl ABTOp 3asBWn, 4YTO pasbsicHeHMe baHka OTHOCUTESNbHO
9KCMOPTHO-UMMNOPTHBIX Onepaumin Ha GapTepHOM OCHOBE Kak W NO NOPSAOKY
B3aMMOpac4eToB B paMKax OBYX U 6Boree MMMNOPTHLIX MAW 3KCMOPTHbLIX KOHTPAKTOB
OAOHOro XO3SMCTBYHOLEro CyObekTa He WMEKT HUKAKOro OTHOLUEHMSI K npeameTy
obpalleHns, HanpaBreHHOro Yyepes3 BUpPTyanbHy0 npuemMHyto 3a Ne25789-s/23 ot 21
deBpans 2023 roga.

MpeonoxeHne xe NO CAUCAHUK BO3HUKLIEW 3aJ0/HKEHHOCTM B Ka4vecTBe
Ge3HagexXHoOM He WUCMNONHMMO B BUAY OTCYTCTBMSI OCHOBAHWA [ONsi MPU3HaHUSA KX
TakoBbIMW.

[MocTaBneHHbI BOMNPOC, OTHOCUTENBbHO OTCYTCTBMSA paboyero MexaHusma
peanus3auun Xo3SMUCTBYIOLWMM CyObEeKTOM npaBa Ha npekpalleHne obasaTenbcrea
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Hepe3naeHTa 3a4eTOM BCTPEYHOro OAHOPOAHOro TpeboBaHus, NnpeanmcaHHbin 3akOHOM
PY3 «O BantoTHOM perynmpoBaHuny, octancst OTKpbITbiM, 6€3 paspeLleHuns npobnemsi.

B oTBeT Ha BbllweykasaHHble 3asiBNeHns ABTopa, OO0 ero ceeaeHus 6bino
[0OBEOEHO, YTO COrMacHO AeNCTBYOLLEMY 3aKOHOA4ATENbCTBY, KOMMepYeckne 6aHkn He
YNOMHOMOYEHbI Ha W3MEeHeHne nMbo [ONOSIHEHUE BbllWEyKa3aHHbIX HOPMaTUBHO-
NPaBOBbIX aKTOB, COOTBETCTBEHHO ABTOpPY ObIfI0 pekoMeHA0BaHO 06paTUTCA B AaHHbIE
BEAOMCTBa C COOTBETCTBYHOLMUMU MPEANOXKEHNSIMNU O BHECEHUUM W3MEHEHUA W/Mnun
[AOMNOSTHEHWI B 3aKOHOAATENbLCTBO.

O yem cocTtaBneH lNpoTokon B ABYX ak3eMnnspax (ana npegoctaBreHns aBTopy
obpalueHna n gna baxka).

ABTOp OobpalyeHus

HavanbHuK ynpaBrnieHus
BaJNTlOTHOINoO KOHTpPOIA

HavanbHuK KpeAUTHOro ynpaBJrieHuUsA - 2

FMaBHbLIN KOPUCKOHCYNbT
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5-llova (O zbek tilida)

Suhbat bayonini imzolashdan bosh tortganlik holatini tasdiglash to‘g‘risidagi

DALOLATNOMA
Toshkent sh. yil
Biz, quyida imzo chekuvchilar fugaro (keying ofrinlarda -

murojaat muallifi) tomonidan 2023 yil 28 noyabr sanasida “KDB Bank O‘zbekiston” AJ
(keyingi o‘rinlarda - Bank)ga yo‘llangan murojaatida gqayd etilgan masalalar yuzasidan
Bankning bosh ofisi binosida soat 16-00 da o‘tkazilgan suhbatda ishtirok etgan murojaat
muallifi tomonidan yugorida tilga olingan suhbat natijalariga ko‘ra tuzilgan suhbat bayonini
imzolashdan bosh tortganligini tasdiglaymiz (Imzolashdan bosh tortish sababini murojaat
muallifi so‘zidan qayd etilishi mumkin),

Kassa amaliyotlari bo‘linmasi boshlig’i

Xodimlar bilan ishlash bo‘limi boshlig‘i

Bosh yuriskonsult

Mijozlarga xizmat ko‘rsatish-1 va
Bank kartalari bilan ishlash
boshgarmalari boshlig‘i
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5-llova (Rus tilida)

AKT
0 noaTBepXaeHUU oTkasa B nognucaHum MpoTtokona Gecepbl

r. TawkeHT 02 pekabpsa 2023 roga

Mbl HWXenoanucasLwmnecs noaTBepxaaem, YTto (nanee
3aaBuTenb) oTkasanacb nognucatb [lpoTtokon 6ecefpbl, COCTaBMNEHHbIN B Xode ee
nu4yHoro npuema B 3gaHum [onosHoro odmca AO «KOB BaHk Y3bekuctan» (ganee
«BbaHk») B 16-00 4acos.

HavanbHuk OTaena KaccoBbIX
onepauum

HavanbHuk OTaena no pa6ote
nepcoHanom

FMaBHLIW FOPUCKOHCYNbLT

naBa YnpaBneHus no o6cnyxuBaHuro
KnueHToB-1 u YnpaBneHus no pabote
¢ 6aHKOBCKMMM KapTamu
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6-llova (Ozbek tilida)

Suhbat bayoni tuzilishi uchun taklif etilgan murojaat muallifining Bank bosh ofisi
binosiga tashrif buyurmaganligi holatini tasdiglash to‘g‘risidagi

DALOLATNOMA
Toshkent sh. 2023 yil 25 noyabr
Biz, quyida imzo chekuvchilar O‘zbekiston Respublikasi Prezidentiga Virtual
gabulxona orgali murojaat yo‘llagan (2023 yil 21 fevral sanasidagi -s/ - sonli
murojaat, bankka kelib tushgan sanasi 2023 yil 22 fevral) « » MChJ

vakili (lavozimi ko‘rsatilishi ham mumkin) janob Fedosin Dmitriy Anatolyevich (keyingi
o‘rinlarda — murojaat muallifi) 2023 yil 23 noyabr kuni soat 15-00 da +99800 0000000
telefon ragamiga hamda 24 noyabr kuni soat 10-00da +99800 0000000 telefon ragamiga
Bank xodimlari (xodimlarning lavozimi va F.l.Sh ham ko‘rsatilishi mumkin) tomonidan
amalga oshirilgan go‘ng‘iroglar davomida murojaatda ilgari surilgan masalalarni murojaat
muallifining shaxsan ishtirokida ko‘rib chigish uchun “KDB Bank O‘zbekiston” AJ (keyingi
o‘rinlarda - Bank) bosh ofisi binosiga muallif uchun qulay vagtda tashrif buyurish taklif
gilinganligini taklif gilinganligi, shunungdek muallif uchun qulay joyga Bank xodimlarining
tashrif buyurishi mumkin ekanligi ham ma’lum qilinganligini, biroq muallif 2023 vyil 25
noyabr sanasida soat 13-00da bank bosh ofisi binosiga tashrif buyurishga oz roziligini
bildirgan bo‘lishiga garamay, kelishilgan sana va vaqtda Bank bosh ofisiga tashrif
buyurmaganligini tasdiglaymiz.

Shuningdek, yugoridagi telefon orgali muloqotlar davomida Muallifga murojaatdan
o‘rin olgan masalalar yuzasidan batafsil tushuntirishlar ham berilgan.

Valyuta nazorati boshgarmasi
boshlig‘i o‘rinbosari

Kredit boshgarmasi-2 boshlig‘i/
Mijozlar bilan ishlash menejeri
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6-llova (Rus tilida)

AKT
0 noaTBepXxaeHUU hakTa He NoceLeHUsa 34aHus ronoBHoro odpuca 6aHka
aBTOpOM o6palleHusi, NpurnaweHHoro Ans coctaBneHus MpoTtokona BcTpeun

r. TawkeHT 24 gpeBpans 2023 roga

Mbl HWXenognucasLnecs NOATBEPXKOAEM, YTO NpeacTaBuTeNb (MOXHO yKa3amb
domkHocmb) OO0 « » TOCMoauH (nanee -
3aasuTens) obpaTtusLmincsa K MpeangeHty Pecny6nukn Y3beknctaH Yepes BUpTyanbHyo
npuemMHyto (obpaiueHne 3a Ne25789-s/23 ot 21 deBpansa 2023 roga, NoCcTynuslLLEE B
BaHk 22 depansa 2023 roga), B xoae TernieoHHbIX pa3roBopos 23 1 24 cdespansa 2024
roga, 6oin npurnaweH B baHk ons paccMoTpeHus 4OBOAOB, YKa3aHHbIX B obpalleHnn
npu nNUYHOM yyactum 3aasutens. Takke, 3assuTento ObiNo NpeasioXeHo noceleHne
npeacrasutenamm baHka nokaumn, yoobHonm ana 3assutend. BbleynomsiHyTbie
TenegoHHble 3BOHKM OblNM OcywecTBneHbl paboTHMkam baHka (MOXHO ykazamb
domkHocme u @.1.0.) Ha Homep +99800 0000000 B 15-00 yacoB 23 deBpans M Ha
HomMep +99800 0000000 B 10-00 yacoB 24 dpeBpand. XoTd, B XO4e YKasaHHbIX
TenegOoHHbIX Pa3roBopoB, 3asiBUTENb Bblpa3usl CBOE cornacme Ha nocelleHne baHka 25
deBpans B 13-00 yacos, B UTore oH Tak 1 He noceTun baHk.

A Takke, B xof€e BbllLeyKa3aHHbIX TenedOHHbIX pa3roBopos, 3asBuTtento Obinm
npegoctaBneHbl NOAPOOHbIE Pa3bACHEHUSI KacaTeflbHO BOMPOCOB, WM3MOXEHHbLIX B
obpalueHun,

3amecTuTenbs HavYanbHUKa anaBneHml
BariloOTHOro KOHTponsa

HavyanbHuk KpegutHoro ynpaBneHus-2/
MeHenxep no paboTte ¢ KUneHTamm
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07/2025 13 yanvar / 13 January 2025
LEGAL OPINION
YURIDIK XULOSA

Legal review carried out by | Legal department / Yuridik boshgarma

Yuridik ekspertiza o‘tkazdi

The title of the Internal
Act subject to legal review
Yuridik ekspertiza o‘tkazil-
gan ichki me'yoriy hujjat
nomi

Legal acts applied in the
process of legal review

Yuridik ekspertiza
jarayonida qo‘llanilgan
normativ-huquqiy hujjatlar

Procedure On Handling Appeals of Individuals and Legal
Entities

Jismoniy va yuridik shaxslarning murojaatlari bilan ishlash
Tartibi

1. Law «On Central Bank of the Republic of Uzbekistan» (New
edition) / “O‘zbekiston Respublikasining Markaziy banki
to'grisida”gi Qonun (Yangi tahrir);

2. Law “On banks and banking activity” (New edition) / “Banklar
va bank faoliyati to'grisida”gi Qonun (Yangi tahrir);

3. Law “On the appeals of individuals and legal entities” (New
edition) / “Jismoniy va yuridik shaxslarning murojaatlari
to'g'risida”gi Qonun (yangi tahriri);

4. Resolution of the Cabinet of Ministers “On the approval of a
standard provision on the procedure for working with the
appeals of individuals and legal entities in state bodies, state
institutions and organizations with state participation” (#341 dd.
07.05.2018) / Ozbekiston Respublikasi Vazirlar Mahkamasining
“Davlat organlarida, davlat muassasalarida va davlat
ishtirokidagi tashkilotlarda jismoniy va yuridik shaxslarning
murojaatlari bilan ishlash tartibi to'grisidagi namunaviy
nizomni tasdiqlash hagidagi Qarori (07.05.2018 y. 341-son);

5. Regulation “On requirements of the Central Bank on internal
acts of commercial banks” registered by Ministry of Justice #916
dd 05.04.2000 / “Markaziy bank tomonidan tijorat banklarining
ichki me'yoriy hujjatlariga qo'yiladigan talablar to‘grisida”gi
Nizom (Adliya vazirligi tomonidan 05.04.2000 y. 916-son bilan
ro‘yxatga olingan);

6. Regulation “On minimum requirements for the activities of
commercial banks in the course of relationship with consumers
of banking services” registered by Ministry of Justice #3030 dd
02.07.2018 / “Bank xizmatlari iste’'molchilari bilan o'zaro
munosabatlarni amalga oshirishda tijorat banklarining
faoliyatiga qo'yiladigan minimal talablar to'grisida”gi Nizom
(Adliva vazirligi tomonidan 02.07.2018 y. 3030-son bilan
ro'yxatga olingan).

This document sets out Procedure On Handling Appeals of Individuals and Legal Entities of

the Bank.

Current project of the internal act is in compliance with the applicable laws of the
Regubllc of Uzbekistan, decrees and resolutions of the President of the Republic of
Uzbekistan, resolutions of the Cabinet of Ministers, legal and regulatory instruments of

the Central Bank as well as Re

lation “On requirements of the Central Bank on internal

acts of commercial banks” registered by Ministry of Justice under #916 dd 05.04.2000
and the requirements of the Bank’s Charter.



Mazkur hujjat Bankning Jismoniy va yuridik shaxslarming murogjaatlari bilan ishlash
Tartibini belgilab beradi.

Ushbu loyiha Ozbekiston Respublikasining amaldagi qonunlari, O‘zbekiston Respublikasi
Prezidentining farmonlari va garorlari, Vazirlar Mahkamasining qarorlari, Markaziy
bankining normativ-huquqiy hujjatlari, shu jumladan Adliya vazirligi tomonidan
05.04.2000 y. 916-son bilan ro‘vhatga olingan “Markaziy bank tomonidan tijorat
banklarining ichki me'voriy hujjatlariga go‘iladigan talablar to'grisida’gi Nizomda
belgilangan ichki me'voriy hujjatlarga qo'viladigan talablarga hamda Bank Ustavining
talablariga muvofiq keladi.

Azizbek Zaynobidinov

Lawyer / Yurist

Legal Department / Yuridik boshgarma
“KDB Bank Uzbekistan” JSC /

“KDB Bank O‘zbekiston” AJ

Sanjar Rasulov

Senior legal adviser / Bosh yuriskonsult
Legal Department / Yuridik boshqarma
“KDB Bank Uzbekistan” JSC /

“KDB Bank O‘zbekiston” AJ

Agree with legal opinion / Yuridik xulosaga qo'shilaman

Bunyod Islomov

Head / Boshgarma boshlig'i

Legal Department / Yuridik boshgarma .
“KDB Bank Uzbekistan” JSC / Jad77 4
“KDB Bank O‘zbekiston” AJ J
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PROTOCOL OF THE MANAGEMENT BOARD MEETING

BOSHQARUV MAJLISI BAYONNOMASI

Time / Vagti: 10:00
Place / Joyi: 3, Bukhoro Street, Tashkent / Toshkent shahri,
Buxoro ko‘chasi, 3

AGENDA / KUN TARTIBI:
On consideration of the internal acts of the Bank / Bankning ichki me’yoriy
hujjatlarini ko*rib chiqish to*g risida

st e s e o o e o e o e o e o o oo e o e o e o oo o oo ool e o ofe o ofe o o oo e o e o e s o oo e o e o e o oo e oo oo ool o ol ol o o

As per decision of the Bank’s Internal Acts Review Committee
#IAR/PLD/HO/25/2 dated January 16, 2025, it 1s proposed to submit the below
listed internal acts for approval by the governing bodies of the Bank.




Based on the abovementioned decision, the Management Board
HAS DECIDED:

1. To agree with the following internal acts and submit them to the Supervisory
Board for approval:

- Ligquidity management policy (To be re-approved);
« Foreign currency assets management policy (To be re-approved).

(]

. To approve the following internal acts:

General affairs department procedure (To be revised);

Procedure of Client service department - 1 (To be revised);

Procedure of Client service department - 2 (To be revised);

Account administration department’s procedure (To be revised);

Procedure on handling appeals of individuals and legal entities (To be
revised).

-

-

-

3. To entrust the Planning Department to take necessary actions to submit the
duly approved internal acts to the Central Bank.

s s s e o e o o e o e o e o oo o oo e o e o o o o o o oo ool e o o oo o o e o e o ofe o o oo ool e o o o oo o ool oo oo o sl ook

Bank Ichki me’yoriy hupjatlarmi ko‘rib chigish qo*mitasining 2025-yil 16-
yanvardagi [AR/PLD/HO/25/2-sonli qaroriga binoan, unda qayd etilgan ichki
me’yorty hujjatlarni Bank boshqaruv organlari tomonidan tasdiglash taklif
etilgan.

Yugorida zikr etilgan garorga asoslanib, Bank Boshgaruvi

QAROR QILADI:

1. Quyidagi ichki me’yoriy hujjatlar ma’qullansin va Kuzatuv kengashiga
tasdiglash uchun kiritilsin:
« Likvidlikni boshqarish siyosati (Qayta tasdiglanmoqda);
« Valyuta aktivlarim boshqarish siyosati (Qayta tasdiglanmoqda).

2. Quyidagi ichki me’yoriy hujjatlar tasdiglansin:
« Umumiy ishlar boshgarmasining ishlash tartibi (o‘zgartirilmogda);

- Mijozlarga xizmat ko‘rsatish boshgarmasti - 1 i1sh tartib
(o*zgartirilmogda);
« Mijozlarga xizmat ko‘rsatish  boshgarmasti - 2 i1sh  tartib
(o*zgartirilmoqda);

« Hisobragamlar bilan ishlash boshqarmasi ish tartibi (o‘zgartirilmoqgda);



« Jismoniy va vyuridik shaxslarning murojaatlari bilan 1shlash tartibi
(o*zgartirilmogqda).

3. Rejalashtirish boshgarmasi zimmasiga, mazkur ichki me’yoriy hujjatlar
o‘rnatilgan tartibda tasdiglangach, Markaziy bankka tagdim etish choralarini
ko‘rish vazifasi yuklatilsin.



