MAGYAR TAKAREKSZOVETKEZETI BANK ZRT.

Appendix No 1 to the CEO-Directive No 15/2014 on
consumer protection and complaint management

Complaint Management Information

With its signature, Takarékbank Zrt undertook to adhere to the contents of the Code of
Conduct governing the fair behaviour of financial nstitutions providing retail loans

towards the clients.

(Access path to the Code of Conduct: www.takareklariinformécids oldalak )

Budapest APRIL 30 2014




COMPLAINT MANAGEMENT INFORMATION

Dear Customer,

Our staff members make every effort to serve youha most possible efficient way, yet
occasionally there are cases when some dissentsobetween you and Takarékbank. Our
aim is to settle these cases quickly, in a manmaris satisfactory to both parties. Towards
this end, please, read this information materiafcély, as it describes all the information
that is connected with the management of repobiserwations and complaints, as well as the
associated order of procedures.

Definitions connected to client announcements

Consumer: natural persons making use of the services of Ekkank — for objectives
that are beyond their independent occupation arginess activity -, including such
natural persons who are addressees of informatthrertisement or offer about and of the
service or product of Takarékbank. Natural persapying for or expressing an interest
in a service also qualify as consumer.

Client: in addition to natural persons who qualify as comsts, clients include private
entrepreneurs, legal persons and business erditigésother organizations without legal
personality and their representative who /thattbhegproduct/service of Takarékbank and
who are addressees of information, advertisemerdffer about and of the service or
product of Takarékbank as well as those applyingdio expressing an interest in a
service.

Complaint: all and any verbal or written reports made by onenore clients referring to
personal right or the violation of interests thhjeats the individual or general activities,
conduct of any of Takarékbank’'s organizational singr staff members or the
intermediaries used by Takarékbank, the activitislures or conduct prior to
Takarékbank’s contract conclusion or connectedotaract conclusion, the fulfilment of
the contract by Takarékbank, the termination ofdbetractual legal relations, as well as
the settlement of the following legal disputesisiinot qualified complaint if the client
requires general information, opinion or a statenfirerm Takarékbank.

Petition: in case of a suspected breach of law, the petdfahe client submitted to the
National Bank of Hungary criticizing the procedwfethe financial services provider.
Report: all and any verbal and written observations thdicate any illegal or unethical
deficiency or defect in connection with the Ban&fserations.

Proposal: all and any verbal and written initiatives that anmed at the improvement of the
Bank’s operations.

Customer report shall be interpreted as the collective designatibmerbal and written
complaints, reports and proposals.

Customer service:organizational units designated to receive custoreports. General
customer services are provided at the receptiok deghe first-floor customer space in
Margit House, yet upon the express requests ofcttstomers — apart from the staff
members dedicated to customer services — anymtafiber of Takarékbank is obliged to
receive customer reports, and then forward the tartiee competent customer services.



Method for the submission of customer reports

The Bank shall accept reports made verbally (irs@eror on the phone) or in writing (in
person or via a document handed over by the remiases/authorised person), by mail, fax,
e-mail and via internet) reports.

If you wish to make a report in person or via tbkephone, please, seek the assistance of our
receptionists, who will then inform the competedtrénistrator, or if the administrator is in
the Bank he/she will be called to you.

At the customer service you have the possibilityotmk the date of personal service in
advance both electronically and per telephone.

Takarékbank immediately investigates oral compgaiahd remedies them as far as possible.
In case of verbal complaints disclosed on the phomerder to answer the call in life voice
within five minutes from the successful establishingf the initiated call, the Bank shall act
as reasonably to be expected in the given situationcase the complaint cannot be
investigated at once, or you disagree with the th@ycomplaint is being handled, the Bank
shall draw up the minutes of the complaint byrjiin the form attached in Annex No 1.

The minutes must contain at least the following:

a) name of the customer,

b) residential address, official seat of the customer, respectively, if necessary,
postal/administrative address of the customer,

c) place, date, method of submitting the complaint,

d) detailed description of the customer complaintsbgarately recording the objections
concerned by the complaint in order to examine acefmgnsively all objections raised
in the customer complaint,

e) number of the contract concerned by the complaimtyber of customer subject to the
transaction involved, or respectively, member'sctidle,

f) list of the documents and other proofs submittethbyclient,

g) in case the complaint cannot be investigated aeonwith the exemption of verbal
complaints disclosed on the phone - signature @réltorder of the minutes, signature
of the customer and

h) place and date of recording the minutes.

The form may be filled in either by you or by thank employee receiving the customer's
concern. Once the form is filled in, you receiveapy signed and dated by the Bank; its
receipt must be confirmed. Please attach the cbplyeodocuments related to the customer’s
concern.

In case of complaint management over the telephibv@ephone conversation between the
Bank and you is recorded, and the Bank shall retiaen audio recording for a year. If

requested by you, we enable you to listen to therdeng, and provide the certified record of
the audio recording free of charge.

You can contact customer service at the receptiamddys, Tuesdays, Wednesdays and
Fridays between 8am and 4pm and on Thursdays bet8sa and 8pm; it is available 24/7
electronically.

The completed form is handed over to the conceumgtdof the Bank, which then sends you
its response or recommendation for a solution,ttagewith the explanation given in response



to the customer’s-eeneern complaint as soon asipgesbéut no later than 30 calendar days
from the submittal of the-eeneern complaint. Ourcefs provide at your request information
concerning in which stage the investigation of yoomplaint is.

You can make your written complaint by filling ile form in Annex 1, which is also
suspended in the customer premises and made deadabthe Bank's website and on the
website of the National Bank of Hungary, too. Ta&kdank also accepts written complaints
submitted in other forms than described above.

Should Takarékbank require additional informatiorinivestigate the complaint, in particular
information required for client identification réda to the legal relation concerned by the
complaint, the Bank contacts you without delay ahthins the information.
Takarékbank may request in particular the followidgta from the client in course of
complaint management:
a) name of the client,
b) contract number, client number cashier ID-code,
c) residential address, official seat, correspondeaddress,
d) phone number,
e) means of notification,
f) product or service subject to the complaint,
g) description, reason of complaint,
h) request of the client,
i) copy of the documents required as proof of the tampof which the client is the
holder that are not available at the service prarid
j) in case of clients acting by means of an authorizegresentative, a valid
authorisation and
k) other data required for investigating, answering tomplaint.

The investigation of the complaint is free of chegrthe Bank shall not charge an extra fee for
this. The complaint is investigated in considerawd all relevant circumstances.

In case the complaint is rejected, the Bank sinétirm the client classified consumer that in
its opinion the complaint and the complaint manag@mvas aimed at
a) settling the legal disputes connected to the astabkent, the validity, the legal effects
and the termination of the contract, furthermohe violation of the contract and its
legal effects, or
b) investigating the violation of the client protecticegulations of Act CXXXIX of 2013
on the National Bank of Hungary.

In case the complaint is rejected, or after theuaosssful ending of the lawful deadline of 30
days set for the investigation of the complairits, ¢lient classified consumer may turn to the
Financial Arbitration Board or to the court withs itomplaint concerning the contractual
relation.

The Financial Arbitration Board may initiate prodews if for example the Bank:

a) terminated the contract prematurely,

b) did not inform you on the fact that it will termate the contract,

c) charged you some extra costs that are not aflomssed on the contract, the general
contractual conditions, the announcement or thefisonditions,

d) caused you a damage with its breach of contract.



Contact details to the Financial Arbitration Board:
Correspondence address: H-1525 Budapest BKKP P.OoR: 172
Telephone number: 06-1-4899-100

E-mail: pbt@mnb.hu
Website: https://felugyelet.mnb.hu/pbt

You may turn to a Court specified in the provisiafishe Code of Civil Procedure in case of
the violation of the law.

In case of the violation of the client protectioroyasions of Act CXXXIX of 2013 on the
National Bank of Hungary the client classified acom&r may initiate a consumer protection
procedure at the National Bank of Hungary, if thieent has already submitted to
Takarékbank its complaint related to the servictherprocedure of the Bank, but no response
was received to the complaint; or the investigatidn the complaint was not carried out in
accordance with the legal stipulations containeéan. 39 of Act CXXXIX of 2013 on the
National Bank of Hungary; or the consumer claimat tihe response of the Bank has given
rise to another violation of consumer rights spediin legal provisions.

The following shall qualify client protection pr@ns:

a) the laws specified in Par. 39 of Act CXXXIX of 2008 the National Bank of Hungary
or the implementing provisions thereof, as well as

b) provisions of the Law on the prohibition of unfammmercial services towards clients
(misleading information supply, aggressive pragtice

c) provisions of the Law on the basic conditions aedain restrictions related to economic
advertisement activities (direct marketing), aslasl

d) provisions of the Law on certain issues relatedléztronic commercial services as well
as the information society (information transmissicand access, electronic
advertisements).

Contact details to the National Bank of Hungary:
Correspondence address: H-1534 Budapest BKKP P.OoR: 777
Telephone number: 06-1-4899-100

E-mail: ugyfelszolgalat@mnb.hu

Website: https://felugyelet.mnb.hu/fogyasztoknak

In case the complaint is rejected, or after theuaosssful ending of the lawful deadline of 30
days set for the investigation of the complairtig, ¢lient not classified consumer may turn to
the competent court of jurisdiction for remedy.

The Bank shall keep records with a content as pddiy the law on the complaints and the
measures taken in order to settle and resolve mastocomplaints. The Bank shall retain the
closed complaint and the related response foriagbef three years.

Should you encounter a problem with respect tonfired, investment and supplementary
financial or investment services, please, address guestions to the intermediary employed
by Takarékbank or to Takarékbank itself. Takarékharresponsible for the activities of the
intermediary in the same way as if it acted duthmgytransaction in question itself.



The intermediary shall be responsible for immedyaterwarding any complaint received by
him to Takarékbank and, respectively, Takarékbarfhallsimmediately inform the
intermediary in view to the complaints receivec¢@mnection with the given intermediary.

Irrespective of whether you submit your complaimt Takarékbank or one of the
intermediaries of the Bank, compliance with théwdtay deadline with respect to answering
such complaint remains unaffected.

Should you wish to file your complaint via an auihed party, please use - if possible - the
form listed in Appendix 3. If you are not using tfeem provided by Takarékbank, please
ensure that the mandatory formal requirementseatithorization are met, as listed in Act Ill
of 1952 on the Code of Civil Procedure.

We would hereby like to advise you that you caml falditional information associated with
consumer protection on the website of the Natidehk of Hungary, using the following
link:

https://felugyelet.mnb.hu/fogyasztoknak

The website of the National Bank of Hungary feaduramerous information materials related
to financial and investment services, as well asdpct descriptions and applications that
support the comparison of products (e.g. loan ¢aior).

Takarékbank Zrt manages all information relevantctstomers who file complaints in
compliance with the stipulations of Act CXIl of 2Dbn Informational Self-Determination
and Freedom of Information.

Channels for the submission of customer reports (geral contact details)

Telephone: +36 1-457-8900
Fax: +36 1-225-4210
E-mail: info@tbank.hu

Mailing address:  H-1122 Budapest, Pethényi koz 10.
1525 Budapest, Pf. 114.
Internet: www.takarekbank.hu in the menu Ugyfélszolgalat/panaszkezelés

Takarékbank Zrt.
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* TakarekBank

Annex 1

CUSTOMER COMPLAINT
(MINUTES)

DETAILS OF THE FINANCIAL ORGANIZATION:

Name:

Address:

DETAILS OF THE PLAINTIFF:

Name?*:

Residential

address/Official
seat/Correspondence
address*:

Representative**:

The fields marked witif must be filled in obligatorily.
** |t needs to be filled in if the plaintiff submitise complaint through his/her representative.

Method for the submission of the complaint

[J on the phone [0 in person O in writing

Type of the service complained aboute.g. loan, bank card distribution, account keeping

Request of the custome(e.g. information, amendment of service, termimabb contract,
indemnification)




Other data necessary to identify the customer*
(e.g. bank account number, contract number)

DESCRIPTION OF THE COMPLAINT*:

Please attach the documents that support your eamfif possible, in copies) to the form completew! keep
the copy or other documents that certify that yauehsubmitted or sent the form!
We additionally request you to record all your céeimts and the relevant reasons separately (se#wht
individual complaint can be identified), listingetim in a concise manner.




List of the submitted documents:

P D P

Date:

Signature of the person recording the minutes &uge of the Customer



Dear Customer,

Annex 2

In case of complaints, please dial our central rermat +36-1-457-8900, where our
employees are at your service at the following msitans.

Thank you!
Persons designated to attend to customer services
Division Name of the responsible| Extension Deputy of the Extension
administrator responsible
administrator
Savings Cooperatives Business | Erika Ban 1176 Maria Kovacs 1540
Unit
Financial Markets Andras Redk 1181 Krisztina Racsko 1177
Money and Capital Market Back | Zita Gyodrgyfalvi 1314 Szilvia Makrai 1316
Office
Corporate and Institutional Timea Végvari 1515 Erika Werli-végvari501
Customers
Credit Risk Management Tunde Kosztolanyi 1561 Aniké Ritter- 1120
Czeglédi
Operations
Account Keeping and Paymefitamas Volarik 1696 Bea Stélich 1690
Transfer Department / Internationgl
Transfers
Account Keeping and Paymemtoltan Kokény 1142 Edina Szab6-Pohl 1570
Transfer Department / Corporate
and Employee Account Keeping
Savings Cooperative Accountdzsef Nagy 1637 Klara Sandor 1634
Keeping Department
Bankcard DepartmentBeata Kardos 1629 Szilvia Ferenczi 1627
Cash Management Departmewtnna Konkoly 1656 Norbert Vernyik 1241
IT, Facility and Bank Security
IT Department Mrs. Schlezdk Sandorné 1156 Gabor Nyul 1172
Staff
Secretariat Departmenflinde Henriett Harmati- | 1657 Szilvia Koblov 1228

Horvath
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Annex 3

AUTHORISATION

[, the UNdersigned. .. ... e e e e e e e e e e
(residential address/official Seat: ....... ..o ———— ,
type and number of ID card/ registry number: ............cooeiiiiiiiiiiiininn. )

Shall  AUINOKISE e e e ey
(residential  A0OrESS:  ..oivi it i et et e e e e e e e e e .
type and number of ID card: .........ccoiiiiiiiiiii ) to act bahalf of me at Magyar
Takarékszovetkezeti Bank Zrt. (official seat: H-21Budapest, Pethényi kéz 10.; company
registry number: 01-10-041206) in the case of

................................................................................................... with full authorisation.

This authorisation laid down in writing shall bdidaunless withdrawn.

Authorising person Authorised person
Dated: ...................
Witness 1 Witness 2
SIGNALUIe: ..oveeeiiiiiie e SIgNAUIe: ..oeeeeicee e
(P21 0 P21 0 L
Residential address: .......coocoevvvvviviiennen. Residential address:.....ccoceecevvenviniinnen.
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