Retall Internet
Banking

Frequent Asked Questions

Version 19.0

Thank you for using QNB Egypt individual internet banking. Kindly note that the
following information is intended to help the bank customers to get responses for the
most commonly asked questions while using the new internet banking services. Please
read them in case you have any question, or you need to be oriented with the service
different features.



# QNB

Table of Contents

SERVICES GENERAL FEATURES:....cuiittuiiiiieiiiiieeiiiiesieiiensiosisnsosiensossensosssnssesssnssssssnssssssnssssssnsssssssssssssnssssssnsssssnnsssssnssssssnnnss 8
WHAT ARE THE FEATURES OF THE NEW RETAIL INTERNET BANKING? .....uteiiieiertistestesteeeessesessessesteesessesssessessessessessessesssesens 8
IF | HAVE JOINT ACCOUNTS CAN | REGISTER FOR THE INTERNET BANKING AND USE THE SYSTEM WITH ALL ITS
FUNCTIONALITIES? 1.vteteeteeteettesteesteesseesteeseesseeseaaseeseessesssesssesssessseassassssasesssaassansssssesssesssesssesssesssessesnsesnsesssesseeteessensesssesseessns 8
FROM WHERE CAN | TRACE MY REQUESTS SENT THROUGH THE INTERNET BANKING? .....vevververiinteseeeteeeeeessessesiessesseesesssenens 9
HoOW CAN | SELECT OR CHANGE MY INTERNET BANKING LANGUAGE?......ceciieiiieeieesteeeiteesteesreesteessessseesssessnsesssesssessnsens 9
HOW CAN | REVIEW THE INTERNET BANKING SERVICE TERMS AND CONDITIONS? ....cueeveverieriestesteseeeseessessessessessessessessesssessens 9
REGISTRATION AND LOGIN: «.cuuiiiiteiiiiieesiiitensieisessesisnssesissssosssssssssssssssssnssssssnssssssnssssssnssssssnssssssnssssssnssssssnssssssnssssssnsssssnssssssnne 9
HOW CAN | REGISTER ON THE INTERNET BANKING? ...eiiittiititiieeittesiteesreesseesteesseesateesaseessseessseesssessssessssessseessessssessnsessssess 9
IF | FORGOT MY PASSWORD OR IT IS BLOCKED, WHAT SHOULD | DO? .....viitietieiecie ettt ettt ettt et eneene e eas 9
CAN | CHANGE MY USER NAME OR PASSWORD BEFORE THERE EXPIRY? ...iiiuttirttintiienueenietesiessteeesssesssesesssesssssssssesssessssesnsens 9
WHAT CAN | DO IN CASE MY USER NAME OR PASSWORD IS SUSPECTED OR EXPOSED? ....cccuteiteeieiteeiteesreenteereeveessesssesseesses 9
HOW CAN | CHANGE MY PERSONAL CONTACTS DETAILS?...uttiiitiiieenieeiieesteesiteesteesiseessseessseessssesssesssesesssesssesessssssssessessnsens 10
ACCOUNT QUESTIONS.....citttiuuiiiiiiiirnnsssessiiiemmmsssssssimmsssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssses 10
IS IT POSSIBLE TO DISPLAY ALL MY ACCOUNTS WITH THEIR RELATED DETAILS? ............. .10
HOW CAN | FIND THE ACCOUNT TRANSACTIONS MOVEMENT? .....vvcivieieiieiteeiteenreereenens .10
HOW CAN | NAVIGATE THROUGH THE TRANSACTIONS MOVEMENT? ............ ... 10
HOW CAN | DIFFERENTIATE BETWEEN DEBIT TRANSACTION AND CREDIT TRANSACTION? .....oooiiitieiteeireeeeeeesreesreesreeeneenens 10
WHAT DOES PENDING TRANSACTION MEAN? ...eiittiiitieeiet ettt ettt esttesteessstessbesssseessbesssseesssesssssessssssnssssnsesenssesssssessseenssssnssesnsens 10
HOW CAN | OPEN AN ADDITIONAL ACCOUNT WITHOUT VISITING THE BRANCH? .....ocuiiieiieienienieseeeteseeseeeseesessessessesenssesseensenes 10
HOW CAN | DISPUTE OVER A TRANSACTION? ...vtiitteiteesteesteesteesteesseesssesssseesssesssssesssesssssesssesssssesssesssssesssessssessssesssseesssesssees 11
HOW CAN | DISPUTE ONLINE OVER A TRANSACTION? ...ocuviiiiertietesteeeeeseeseestessessessessesseessessessessessessessessssssensensessessessessesseensenes 11
WHAT IS E-YOUMATY ACCOUNT AND WHAT IS IT’S FEATURES? ..eeittiitietiereeteesteesteestestessaessaesseessesssesssesssesssessesssesssesssessessnes 11
HOW TO OPEN E-YOUMATY SAVING ACCOUNT FROM INTERNET BANKING SERVICE? .....ccveviiriereierereeereeeiesseseessesseeseeseensenes 11
IS THERE MINIMUM AMOUNT TO ENJOY INTEREST FOR E-YOUMATY TAWFEER?......ccciiiiiieiieenieenteenieesreesieeesineeseeeeseseenenas 12
IS THERE ANY WAY TO CALCULATE THE INTEREST FOR MY INITIAL AMOUNT WHILE | AM OPENING THE ACCOUNT?.............. 12
CHEQUE BOOK QUESTIONS .....citiuiiiiiiuiiiieeiiiiessisisnssisissssssissssssiesssssisssssstsssssstsnsssstsssssstsssssssssssssssssssstsnssssssnssssssnsssssnnsssssnns 12
WHAT IS THE CHEQUE BOOK TYPE THAT | COULD REQUEST?.... .12
WHEN AND HOW THE CHEQUE BOOK IS DELIVERED?............... .12
WHAT CAN | VIEW FROM CHEQUE HISTORY SCREEN?.............. .12
IF THE CHEQUE BOOK IS REQUESTED THROUGH THE INTERNET BANKING , WILL | BE CHARGED BY THE BANK?.......c.cceu... 12
LOAN QUESTIONS ....cuuiiiiuuiiirnnniiireneiiinmesisimmssssimsssssisssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssassssssassssssansssssanssssss 12
WHAT CAN BE CHECKED CONCERNING THE LOAN THROUGH THE INTERNET BANKING SERVICE ?..ccccvviviieiniiieniieenireeneeenenes 12
WHAT DO UNPAID INSTALLMENTS MEAN? .. .etetteiittt ettt eiteeesteeestesesteeetesesssesssesasssessesesssssssssesssssssesssssesssesesssesssseessssessseesssesnsees 12
HOW CAN | DEPEND ON THE CALCULATION RESULT OF THE LOAN CALCULATOR?.....ccvetevertirtertesteseeeseeseessessessessesssssessesssenes 12
CAN | ISSUE SECURED LOAN FROM INTERNET BANKING SERVICE AND WHAT IS ITS CONDITIONS? ...cccvvierieeeiirenieeeieeeneneenns 13
HOW TO ISSUE SECURED LOAN THROUGH INTERNET BANKING? ..eueevveteerieiestistertrssesseeseessessessessessessesssssssssessessessessessessessenes 13
WHAT ARE THE REASONS OF REJECTING A SECURED LOAN REQUEST?....utiiiiieitieteiteeteereeeetestestesteeteessessessessessesssessessensenns 13

FAQ V19.02-April-25 Page 1



# QNB

FUNDS TRANSFERS QUESTIONS:....c.iittuiiiiteiiiiteiiimeniiimmsssimessssimsssssimssssstessssstsssssstsssssstsssssstsssssstsssssssssssssssnsssssansssssanssssss 13
CAN | MAKE TRANSFERS TO BENEFICIARIES?....uveittieitteetetesieesteeesteestesesseesstesasseesssesssseesssssasessssesansessssesessesessssansessssesesessns 13
HOW CAN | ADD BENEFICIARIES AND PERFORM 3R° PARTY TRANSFER TRANSACTIONS? ...ccvviveivieieieeereeseeeessesteseesseeseeseesenes 13
LAY L I ST e = N SRR 14
WHAT ARE TOKEN TYPES? ...iticttetietestestestestesteestessessessesseasesssassessessessessssssssssssessessessessssssssssssessessessessesssssssssessessessessessessessenes 14
HOW CAN | APPLY FOR M-TOKEN? AND HOW TO ACTIVATE T2 e it ittieieeiieesiteeiteeeteesteessseessseessseessseesssessssessssesssessssessssesssees 14
WHAT IF | CHANGED MY MOBILE DEVICE, WHAT SHALL | DO TO USE M-TOKEN ON THE NEW DEVICE? OR IN CASE OF OTP
ERROR WHILE USING ON INTERNET BANKING .....ccciitiitietietieiestistestestesteeteesaessestesteste s e staessessessessessesssssaasesssessessessessessessesssessens 15
How CAN | APPLY FOR HARD TOKEN? AND HOW TO ACTIVATE IT? ..uuvieiiieeieeiteesiteesteeseteesiteessaeessseessseessseesssesssseesssessssesssnes 15
MY HARD TOKEN HAS BEEN BLOCKED, AND A CODE IS DISPLAYED ON IT, WHAT SHOULD | DO?......ccccevvevierieriesieseeereeneenenns 15
HOw CAN | USE THE M-TOKEN APPLICATION TO GENERATE OTP FOR LOGIN THE INTERNET BANKING AND VALIDATE HIGH
RISK TRANSACTIONS? ..ovitieieeeieteeteeteete ettt eeeeesaeeseeveereeveeseennennens .15

WHAT ARE THE TRANSFER FUNDS LIMITS BETWEEN ACCOUNTS? ...

CAN | MAKE TRANSFERS BETWEEN 2 DIFFERENT CURRENCIES?... ...16
WHAT IS IBAN? AND HOW TO GET MY IBANT ...ttt ettt sttt ettt sbe e st e e sba e e naa e e bee e saaeensseesaaeenseas 16
HOW CAN | TRANSFER “TO OTHER ACCOUNTS” IN FOREIGN CURRENCY INSIDE EGYPT?....ccviiieetieteeiece e, 16
HOW CAN | TRACK MY TRANSFER “TO OTHER ACCOUNTS™? ...iitiitiitietieteeieie st estestesteeseestesaestestestestesseessessessessessessesssssessesssenes 16
WHAT ARE THE REASONS TO HAVE A REJECTED TRANSFER REQUEST? ...uviiuiiitieiteeteeteeeeesteesaeesreereessesssessaesseeseensesssesnnesns 16
DO | HAVE A LIMITED NUMBER OF BENEFICIARIES THAT CAN BE ADDED? ....veviiteitieteeteetieeestestestestesseessessessessessessesssssssssssenes 16
CAN | DELETE OR MODIFY ANY OF THE CREATED BENEFICIARIES? .....ccutiiuieitieteeteeeteeeteesteesteeteesesaeesseesseesseessesasesssesssessessses 16
ARE THERE ANY CHARGES AND FEES TO PERFORM TRANSFERS?......ciiitietteieiestestesteeteeseessessessestessessssssessessessessessessassssssenns 17
WHO WILL CARRY THE CHARGES, THE ORDER CUSTOMERS OR THE BENEFICIARY 2 .....viiiiitieiteeireeteere e ereeereesteeseene e e 17
| AM FACING PROBLEMS DURING DEFINING QNB BENEFICIARY’S ACCOUNT NUMBERS ON INTERNET BANKING ALTHOUGH IT
IS CORRECT, WHAT SHOULD | DO7.cuittiitiiiiieiitesitestte st ste e st site e st e s e e s aae e sateesateesateesaaaessbeensseessbeesseaennteenseeenasesnssesnsseensens 17
CAN | CREATE STANDING INSTRUCTIONS (AUTOMATIC TRANSFERS) TO TRANSFER REGULAR AMOUNT TO OTHER

X 01070 10 | N SRS 17
CAN | SPECIFY THE FIRST DAY OF THE TRANSFER EXECUTION DATE TODAY (SAME REQUEST DAY)?...ccvevievierienreereereeeenens 17
WHAT IF THE TRANSFER IS DUE ON A HOLIDAY? WHEN SHOULD | DEPOSIT THE REQUIRED AMOUNT IN THE ACCOUNT TO BE
DEBITED . ettt ttteeteteitteeeteesttesteesseessteesteessseesasaesatessasaeasseeaaseesabeesasaesateeaaseeeaseeeaseesateeeaseeenbeeenseeaabeeanseesabeeensaeeabeeenseeenbaeenneennt 17
WHAT IS THE LIMIT OF THE STANDING INSTRUCTION (AUTOMATIC TRANSFER)? ...ecvtittetieeeieiestesieseessesseessessessessesssssessesssenes 17
CAN | MAKE SEVERAL STANDING INSTRUCTIONS TO THE SAME BENEFICIARY? ....veiuiitieieieiesrestesteeseeseessesessessessessesssessessens 17
HOW CAN | USE THE FUND TRANSFER FUNCTION FOR DONATION? ....vtiiitiriterteesteesreesteesseessseessseesssessesssssssssesssseesssesssees 18
WHAT EXACTLY IS IPN OR INSTANT PAYMENT NETWORK? ....uoetiriirierteeteeteietestesteseessesseessessessessesssssesssessessessensessessessesssenes 18
WHAT ARE IPN SERVICES AVAILABLE ON INTERNET BANKING/MOBILE BANKING?.....cccuiiieieieieeesteeteeseesesssesseesseesesssesnnesns 18
HOW CAN | START USING IPN SERVICES?......ccotiiietieieeteeteteiestestestesteeseessessessessessessessesssessessensesssssessesssessensessessessessessesseensenes 18
IS THERE A LIMIT TO THE AMOUNT OF MONEY THAT CAN BE SENT? ...uiotiiieieitiiieiteeteeteeteestestestestestesseessessessesessessesssessessensenss 19
WWHAT ARE THE CHARGES? ....vteuteteiertestestestesseestestessessessessesseessessessessesssssesseessensessensesssasesseessensessensessessesssessensessessessessesseensenss 19
LTAT LT N I ST | NPT 19
| HAVE SENT MONEY BUT THE TRANSACTION FAILED/DECLINED AND MY ACCOUNT IS DEBITED. WHAT SHOULD | DO? ........ 19
MONEY SENT TO WRONG RECEIVER. CAN | REVERSE THE TRANSACTION?....ccvtiiitteiieesteesreesseesseesseeesseessseesssesssesessesssnes 19
WHY | CAN'T FIND THE IPN AS “TRANSFER TYPES” FOR MANY BANKS ACCOUNTS | AM TRYING TO ADD AS BENEFICIARY AND
ONLY ACH IS AVAILABLE FOR EGP ACCOUNTS? ..uitiiiteiieeiieesteesteesteesteesiteessaeesatesssseesaseasssessssessssessssessssessnsesssessnsessssees 19

DEPOSITS QUESTIONS ....ccuuiiiiuuiiiiinniiirreieiimssisimmssssimsssssissssssisssssssssssssssssssstsssssssssssssssssssssssssssssssssssssssssssssssssassssssansssssanssssss 19

WHERE CAN | CHECK MY DEPOSITS SUMMARY ? ..utiittttttteitteeiteeeseeetesesseessssesssesssesesssssssesesssssssesesssssssesesssssssesessssesssessssesssens 19

FAQ V19.02-April-25 Page 2



# QNB

HOW CAN | KNOW THE DEPOSITS INTEREST RATES BEFORE REQUESTING A NEW ONE?....
WILL THE DEPOSIT BE ISSUED ON SAME DAY OF REQUEST?.....ooieuierieieieereerecreeveeeennenns
CAN | BREAK MY CD OR TD RIGHT AFTER ITS ISSUANCE USING THE INTERNET BANKING?
IS THERE ANY LIMITATION FOR ISSUING DEPOSIT FROM MY INTERNET BANKING? ...cccviiiiieiieieetieeteesteestesresaesreesseesseeseennenns 20
WHAT DOES THE AUTO RENEW OPTION MEAN?....c.veitiitiiteeteeteestestestestesseaseeseessessessessesseassssesssessessessessesssssssssessessessessessessessenes 20
FUNDS QUESTIONS ... .ittuiiiiteiiiienniiiteesieisnssisissssisisssssstssssssssssssstsssssssssssssssssssssssssssssnssssssnssssssnssssssnssssssnsssssansssssansssssanssssse 20
WHERE CAN | CHECK MY INVESTMENT FUNDS? ...cuveitistiiteeteeteestetestestessesseessessessessessessessessesssessessessessssssssssssessessessessessessssssenes 20
HOW CAN | BUY INVESTMENT FUNDS (THEMAR/ TAWAZON/ TADAWOL)? ...c.vcutruerieuteterieieetesteseeteseeeeresteseeseseeseereseeseeseseesesens 20
WHAT ARE THE CONDITIONS FOR FUNDS SUBSCRIPTIONS? ...uvetiitieteiteeteeeeestesestesteseessesseessessessessessssssssesssessessessessessessesssenes 21
CARDS QUESTIONS: ... ceeiiiiteiiiiennieiiensieienssssisnssssisnssssissssesssssssssssssssssnssssssnssssssnssssssnssssssnssssssnssssssnssssssnsssssansssssnssssssnnsssssnne 21
WHAT ARE THE CARDS SERVICES AVAILABLE ON-LINE?......ccctertertertistesteeteeeesessessessesseasessessessessessessessessssssessessessessessessessenes 21
CAN | REACTIVATE CARD DEACTIVATED FROM INTERNET BANKING? ....vviivieitierieeeeteeereesteesteereesesseesaeesseenseensesnsesssesssesseesses 21
WHAT IS THE LIMIT TO PERFORM CARD PAYMENT? ....ctiitiitietietetestestesteeteestessessessestessessaessessessessessessesssssssssessessensessessessesssenes 21
HOW CAN | MANAGE MY CREDIT CARD PIN CODE? ....ocouiiiiitieeeetteeteete ettt ettt et et ettt e ebeesbeebeeabesaaesaeesseesbeeseenrenns 22
HOW CAN | APPLY FOR SUPPLEMENTARY CARD?...eiittiitteitiesteesieesteesteesseesssessseessseessssesssesssssesssesssssessesssssesssessssessssesssens 22
HOW CAN | APPLY FOR PREPAID CARD? .....vtetiiteeitteiteeiteesteeiteesteeteesseeaseesesssesssessaesssesssesesssessssssssssssssesssesssessesssssseessesssesnsenns 22
HOW CAN | INSTALL CREDIT CARD PURCHASE TRANSACTION THROUGH INTERNET BANKING?....cccvviriienieeniiienieenereesveenenes 22
WHAT ARE THE CONDITIONS FOR TRANSACTION INSTALLMENT? ..uveiitietietteeteeeteesteereeressaessaesseesseeseessesssesssesssessessesssessnesnes 23
HOW CAN | ASK FOR DISPUTE THROUGH INTERNET BANKING? ...cuvtiitierieenieesieesteesreessseessseessssessseessssesssesssssssssessssesssesssees 23
HOW CAN | APPLY FOR SECURED CREDIT CARD THROUGH INTERNET BANKING?.....ccvciuieiieieeteenteenteeiteeresaesreesseesseeseenneens 23
WHAT IS THE MAXIMUM AMOUNT FOR SECURED CREDIT CARD?......ccititietieteeieiestestesteeseessessessessessessessssssessessessessessesssssssssenns 23
WHAT IS THE TYPE OF CREDIT CARDS AND LIMITS WHICH ELIGIBLE FOR APPLYING THROUGH INTERNET BANKING? ........... 24
WHAT IS QNB LIFE REWARDS PROGRAM? .....iiiiitiiitieiteteiite sttt esitestesssstesasesssssesssesssssssssesssssssssssssssssssesesssesssssesssessssessssesnsens 24
ARE THERE ANY MEMBERSHIP OR ENROLLMENT FEES?....cutetetetertinteseeetesseessessessessessessesseessessessessessessessesssessessessessessessesssenes 24
DO POINTS EVER EXPIRE? ..eiiiuttiitttesttesttesteestteesseesiteessseessseassssesssesssssesssesssssesssesssssssssesssssesssesssssesssesssssesssesssssssssesssseesssesnsens 24
HOW CAN | VIEW MY REWARD POINTS? ...ceutertisterteetesteeseetesessessessessessesseessessessessessessessesssessessensessessessesssessensensessessessessessesnsenss 24
HOw CAN | REDEEM MY REWARD POINTS & WHAT ARE THE REDEMPTION TYPES?......... .24
ARE THERE LIMITS OF REWARD REDEMPTION? ....cuvoiiieiiiesteetesteeteesseseaessestesveeveeseensenns .24
DOES THE CASHBACK AMOUNT BE CREDITED TO MY CREDIT CARD INSTANTLY? ............ .25
HAS THE E-VOUCHER AN EXPIRY DATE?..eiitteittteteesteesiteesteesseessessseesssessssessssssseessseessssesssesssssesssessssessessssesssesssssesssesssens 25
CAN | CHANGE THE E-VOUCHER TO BE A CASHBACK AFTER REDEMPTION REQUEST? ...ccuviiieriiiereeeeesseeneensessessessessesseesseneens 25
HOW WILL | RECEIVE THE E-VOUCHER? ..ccutiiittiitteiieeste e st esiteesiteesiteesiteesseeessteessseessseessssesssesssssesssesssesssssesssssessesssesesssesnsens 25
HOW CAN | USE THE E-VOUCHER AT LIFE REWARDS MERCHANT PARTNERS? ....ccvvteieieniesieseestesieeseeseesensessessesssssessesssenes 25
WILL | GET THE E-VOUCHER CASHED BACK TO MY CARD BALANCE IF | RETURNED THE PRODUCT PURCHASED WITH E-
VOUGCHER? ..oittettetteitetestes e st steeseeeestessessessestesseeseessessesesaeaseeseensense s et esseaseeseessensesensesseaseeseensense s et eseeaseeseensensensensesaeasenneensenes 25
HOW CAN | ACTIVATE MY CARD OUTSIDE EGYPT? oiitiiiiieiiiesie sttt siee st site e s te e siteesateesiteesaseessteesaeeesateessseessseessseesssesnsens 25
SECURITY QUESTIONS: .....itiuiiiiiniiininiiirinsiimmsssimnssssimssssssssssssrsssssssssssssssssssssssssssssssssssssssssssssssssssssssssnssssssnsssssassssssassssssnns 25
WHAT PRECAUTIONS SHOULD | TAKE FOR THIS ONLINE SERVICE? ....utiiiitiititesiteeitesesieessteseseseessssessseessssesssesssssessseessseessesnsees 25
WHAT SHOULD | DO IN CASE THERE IS A SUSPICIOUS ACTION OR TRANSACTION ON MY USER ACCESS ACCOUNT, OR
ACCOUNTS OR PERSONAL DETAILS?.....ecttitteteeetetetestisteseesseeseessessessessasssasessesssessessessesssasessesssessessessessessesseessessessessessessessesssenes 25
WHAT IS A COOKIE AND HOW IT IS USED FOR THIS SERVICE? ....cuviitiiteiteeteeteettetestesteeteeteessesessessessessesssessessessessessessssssessensenss 26
HOW CAN | PROTECT MY PASSWORD?? .....cvertistertietesseeseeeesessessessesseasessesssessessessessessesseessessessessesssasessessssssensessessessessessessesssenes 26

FAQ V19.02-April-25 Page 3



# QNB

2AI) CHLAAAI) €30 308, oooeeeessssesessssssessesssssessesssssasse s ssess s RRe AR RR SR AR SRR AR SR RRA AR RA AR R R 28
$i Y1 e A padll Aadddl Gallia (LA Lo, e 28
9aaills 5 asamy oUail) aladind o i Y1 e A el ciladdl) 8 Qo) Ji€ay Ja AS jidie il (s OIS 28
€ Y1 e 4 peaall Gleadll A (o Al el llall w881 Gl G 29
9 Y1 e A peaall Aadll Aol i ol 0aad S GRS e 29
RCA Ry TS T RV b DX EN [ TN I R BN o O g 29

1A Bl g & JEYN A | eeeeseesee s saeeee s aee s aaa SRR eSS RA eSS RAA s RRA AR R R 29
f V) e A paall daddll e Jiaadll S5y CRIS st 29
280 13Le (Le8lay) a3 13) sh yudl AalS ot 13 e 29
ot elel fo jl3 J8 pual) Al g addiiveall aaal 5 G B e 29
Tagih ya o sl gy il paall Al g aniiusall sl O AN (8 S8l 3 Lo 29
haad all Uk juad adalal GBS oo 30

CULLAA) ettt st s s e s s s s s s s s s s R R e AR AR e A AR AR AR AR AR E AR e e R e ee 30
flgs Aalaiall Jaaléill pa i aaan (2 )6 GSaall A UB e 30
fbuad) CBlalae A8 ja el Ky RIS e 30
€ alnall A8y (420 Lo el 01 LB oo e 30
ORI PUUREN L PO D e O g 30
SR B ALElaa (350 L Lo 30
e A8 5L (s (Alial lia i Sy oS e 30
falalan (Ao (ml Fe W) (KA GRS et e 30
e Y1 e A yad) sl A (g Alelrs e al jie ) calls a8y GBS 30
faailiad & Loy g SV 5 68 Tlo gy Ol 98 Lo 31
§ i iY) ue A yeaall deaall J3A (e 35 SSIVY 58 65 e sp ol i ol shad A La e 31
9 RSN b 65 e gy luaad 2ilay g BB (800 33 33 50 B s 31
fbual) i ie 5y 63 3l pall alaall 80518l bl 485 1o 3 03 A e 31

UG JI00 ettt ettt s st st b s s s bbb bR e R AR R AR AR AR AR AR AR AR s bR st 32
Saalla 5y (o) CUSLEN Y8 03 08 Lo i 32
SISLAN Y383 Jia 1o (0 g IS s 32
Sl Apualall a1 AELE (pedain je 35S0y A Lo oo 32
il 38 (e iy il padla Ja < Y1 yue G peaall deadll ye SN s by B 1A 32

DR ettt sess et s b s st es s s s s s s s AR R RS R AR R AR AR AR AR AR AR AR e AR e E AR n s aneen 32
Ol 4ie Gl Sy (2 La S Sy yue A jeaal) CLada ) DA (o a8 e 32
800000 il AU ) (320 L. oo 32
R T B B P B P I 32
04 slaall Lo gl o Loy S Y1 e 4 peaall daxdll Ga sl o S A Glasiy (A e il (S A e 32
$ i) e A peaall Leadll (5 yh e S A Glacay i B e @il (e CaS e, 32
LI B DR i T N D 33

FAQ V19.02-April-25 Page 4



# QNB

A1) B GO o oeeeoseeeeeeseeeeeseasseseeseasseessssess e essees s ssses et e s et s e et eses et s et s et s st ss s esesseae 33
¢ Opiinall O ga% Jae (S UB et 33
A cllual (Gl ) @B gat alai) 5 Cpasdivaal) 48] (S0 CRST e 33
LAY 3505 JHEm 98 Lo eeeeeeee e eeeee e sttt s e seen e 33
SY) 350  Aadail §1 51 (8 Lo eeeeesees e eeeneseee e 34
Sle Jpand) dli€ay Ca alind Sy o€ 5§ ganall Callgd) yae Gl 3say Grdai e, 34

Uy 2 gns s 3560 alad) G ) say Gk aladiid sale) iSay (oS J genal) Ciilgll i dlla JOTP 2ie Uaa

S IV (o ATl | 34
alindi iS5 LY gy Slea (Ao Jpanll by a8l 5Say oS 34
€l ) e 13k cadde (ym aa Jandill 358 5 s Aalall Qe e Slea &I a3 35
9 sanall Cailgll yue GLaY) 3 sa 5 (Badad al Al K5 RIS Lo eeeeeee e eeene e eeeee e 35
bl G O 5a ) o gmil 3 50Tl (G8 Lo 35
foialing Cpilee (G B0 gt el Ja) (St B Lt 35
) (sl (s padd) Cluall o8 5 o8 LiBAN) o) e dhanl o s SIBANT 2 0ol (oo 35
¢ ema Jaha dpin ) EBlealls "G AT clbua I Jasntll A5 GRS s 35
9o Al bl (" 50l 5 a3 (IS oo 35
€ saill bl (128 51 L) (8 Lo 36
$agiila) (S Al (el (103 9330 338 (GO UB L 36
R O I T N O I B O O 36
0y gaill ol 5aY (i jaa shagm ) 61 A A Lo 36
FETE VO PR BCEN e B S e P T 36
Crvbiese bl ol ) iy yat U JSLEe 42 SIQNB (e 13l cayma gl (o a2 )l e < J5Y) e 4 jeaall Lasdll e
U (1o eeeeaeeee e et 1ot s ettt e et e e eeeeseeeene e 36
Al Dl 14 ) 50 ddiay a3 dlie ol Aapaiine Cilagla oLl (S JB s 36
LN O P I O e 36
Soanadl) Clua 8 aly g% ol jall dliall gl o 1 0 ang (e Allall 038 8 5 Asany Allae o 53 gl 2 o 59 Caabia 5113l 37
B OO N N D 37
TN T B B O D P U I e O OO 37
DD P L O T R N X 37
Abanlll Cile ARl ASLE 28 LUIPN™ ..o n e 37
“ sl Aghaalll cile aall 180 (33 yha e Aaliall CHedAI) CALSIPN™ ...oooooo oo ecenesessseeee e 37
B g O B R K O g 38
L sall Bl 2 0 53 A e eeeeeeeaeaee e eeeeete e e e eeseeeenen 38
2300 2 gt 3 (0B oL 38
EOU ) 830 98 LAIPAT e 38
Sy Jae ) (lus (e dlaall aaad o3 815 A glaall Lgaiad ) 23/0lE8 g dlaa Sl ga s 38
Cadaall 3 ) ii€ar b g ala Gad B ALAIN Qy gmSal e 38
dalial) Jy sail) 44y yla Lot ol S5 o giall amy dilal die " aalll el jlaal) aad o)) L3Sy W ISLIACH 5 _aaall 4l
BT 2 39

FAQ V19.02-April-25 Page 5



# QNB

2RI [ CALGEI) e a AR ARt ARt 39
b o 32 sa pall aila gl s Clalg ) Anal jo (St CBS e 39
lls e L) 8 lalgdll / adla gl e Gadaall 823081 Jane 48 yre (S COS AN s 39
a0 gl alla o gall (i B &8I g1 JUais JA s 39
i Y jue 4 jeaal) dadal) aladinly W ) sia dey Aaga gl 51 LAY 8algd 3u€ G A s 39
few Y1 e 4 padll daddll JA e dlagll plaal sgaa L N 39
a0l JLA S SEEI Saatll et 39

L) (BIEG et as s bR bR AR R RS R bR Ra R R b b aa et R s penes 39
9 o Aalall HLiuy) (Balia danl jo (At QB e 39
$saiall (Bl LAY da g 1 (B Lo 39

2B CUBULL | oot bes bR AR AR AR SRR SRR SRR SRR bR AR AR R AR 40
ey e Aaliall Ul CHlada (28 Lo e 40
i Y e A peaal) dardll 3 sl e LA &3 Of aay adal) A8lay Jamiizale) A dA e 40
ALY 28Ul 31l camBYN 2AI 8 Lo et e eeeneeeee e 40
SO A8lasy yalal) (g puall a8 38 51a) Ay CBIS e 40
$Adlay) Adlad) o J gaall ad@il]  S5as Co e 40
$adal) ddpne Ay o J geanll Callay ad@ill 55Ky CaK e 41
i Y1 e A jeaall Clead) JOA e QLY A8y ¢ 5l Alalae Jarusl 3y COS s 41
Aol Jatiida g 35 (8 La L.t 4
i Y1 e 4 peadll Clead) J3A e dlalas e (al jie ) bl w3580y GBS 41
i Y] e A peaall Laddll PR e S A28 lanay Ailaiil A8Uay e aadil) w5 COS s 42
€ e AlatiV) 48U mBY) 2ndl 5 Lo oo seseeeeeses e eseeeeeee e 42
Tl alall 3 gasll 5 i S5V e 48 yeaal) Laxdl) IS (e Lo mpaill Aaliall dubait¥) ldladl ¢ ) 58l A e 42
€ e AilatiV) 48U mBY) 2ndl 5 Lo oo eeeeeeseses e seeeeeeen 42
S el 1 58 Lo LIFE @it (AQINBY .....oooveeooeeeeeeeeeeeeee oo s ees s esse s 42
Uit 13 500 us ) (1 I LB oo eeeeeeeese e seeseeeese e eeeeeene e 42
SIS Z0aDla L@ UB oo 42
€2 Ul Lalill dum H Aadlie (g GRS 43
EVRN FER i P I TN (G D O B O Ty 43
Salaal) Jliad lasd 15 ale s SRl TS JIasisd (3503 GBS 43
R T I O | J N i BN N OO 43
€ o8 aliay Jal&Hl) i) UKy A |t 43
$ldand 4 alaivy) A8l dpa Tl CEH AL Al A Lo 43
9400 5 IV ) il AasnB Aaadla g0 UB s 43
Tl joual ey el S A g STV ) Al dapd JIaiod (SSar B e 43
005 5 ISV o i) apu Al LIS et 43
IS i g B (S el el A (e A g STV o) i) A aladins) Ky JALIFES oo 44
0 5 I Alandlly 4ty 15 (o3l peiiall Balely ol 13) 38Uy dacm ) ) i 5 I Aasnsdll & il A 44

FAQ V19.02-April-25 Page 6



# QNB

S zeali g3 8 Lo LIFE €l (AQNBY .....oooooooeceeoeeeeceeeeeee e 44
Uit 14 500 gus 5 (1 GIA U Lo 44
AN AnDlim g8 B et 44
€ L) Ll e jAadlie (ar G 44
SLalaal) Jlasind ciladi o) gl oala s LS Lol It S8y GBS s 44
1oLl Jlaiasl Cilplend sl dn gh 300 05 G JA Lo 45
$ldand A laiiy) A8Uanl) e Vel (I ABLA) &l A Lo 45
94 5 SIY) ) il BB Aaa Dl (50 A et 45
$a jaal day el (BG40 5 SV o) 8l dard JIagid ey JA s 45
NP W O S 45
IS0 iy B S el il IS (e Ay g STV o) ) Al alodins) Ky JALIFES oo 45
0940 5 I Laguadlly 4ty i3 (20 gritall sole Ly uad 1) iUy e 5 ) A g I gl i DB e 46
€l ie ABUA) m5 Cany JB e 46
Y. e eesseseeesesses s8R 47
G IS T VR - DR ER I REGN P B S g B R D 47
Saddl) Sy o sl cllal) e sl aadinal o) Claa e o sadia dlabae 5 dlas 5 ga 54 8 Jadl of e Dl 47
(s LCOOKIETARA) 53] Al aATii) Al CIS g |t 47
¢ Al A A len Ay GBS e 47

FAQ V19.02-April-25 Page 7



# QNB

Services general features:

What are the features of the new retail internet banking?

The tool is supported in English and Arabic language.

You can check all accounts, deposits, loan and card balances, details and
movements online and all the details are up to date on real time.

View and Print account and card statement with different format

Perform transfers within Your own accounts in QNB online and with real time
effect (only same currency)

Create /modify/delete beneficiary, filling all required details (One time password
generated from m-Token is mandated)

Perform online transfers to other QNB account and with real time effect (EGP
only) — (One time password generated from m-Token is mandated)

Request EGP transfers to non QNB account - requests send during business day
till 03:00 pm will be implemented same day. (One time password is mandated)
Request foreign currency transfers to non QNB account - will be implemented
after 2 business day. (One time password generated from m-Token is mandated)
(Debit account and beneficiary account have to be in same currency)

Online Request for CD or TD - requests send during business day and till 03:00
pm will be implemented same day applying related bank policies.

You can show interest or inquire about any of bank products, the request will be
directed to a specialized customer service representative who will contact you
either by call or email.

Submit a complain that will be directed with all its detail to our Quality team to
contact you.

You can pay for credit or prepaid card and it will take real time effect.

You can activate or deactivate debit, prepaid or credit card and it will take real
time effect.

View interest rate for bank products (loan — deposit — accounts)

View Bank Exchange Rates

Viewing and updating contact details registered in the bank (One time password
generated from m-Token is mandated)

Reward redemption request

Open additional account

Funds subscription

Apply for supplementary card (credit or prepaid)

Apply for prepaid card.

Install credit card transactions.

Dispute credit card transactions

If | have joint accounts, can | register for the internet banking and use the

system with all its functionalities?
QNB’s joint account holder can register on the new internet banking; they will have only
one username and password and they can use the system with all its functionalities.
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From where can | trace my requests sent through the internet banking?
e For cheque book requests: Through “Account tab/Cheque book request status”
e For deposit request: Through “Customer service/ message center “- the last line
of the request number reflect “QNB response “
e For transfer requests: Through “transfer tab/ transfer history”
e For Inquiries / complains: Through “Customer service/ message center “- the
last line of the request number reflects “QNB response *

How can | select or change my Internet banking language?
The internet banking default language will be the one selected at the registration time.
After login you can change the language from the language button on the top of HOME
tab

How can | review the Internet Banking service terms and conditions?
Click here to view the terms and conditions of the Internet Banking service.

Registration and Login:

How can | register on the Internet banking?
There are 2 methods to register on the internet banking.
1- Using the National ID & customer ID: you must have the 10 digits customer ID
along with the national ID to proceed the registration.
2- Using the Passport number & customer ID: if you have opened the account with
the passport number not the national ID this method will be suitable for you along with
the 10 digits customer ID.

If | forgot my password or it is blocked, what should | do?
Using Forget username /password option to reset your password.
Please Refer to forget username/password Demo in the right-hand side of the
‘Registration and login page’ and follow the mentioned steps.

Can | change my username or password before there expiry?
Username is unique per client and could not be changed but the password could be
changed any time even if before its expiry through ‘My profile/Change password’ option.

What can | do in case my username or password is suspected or exposed?
Immediately change the password, then refer to call center ‘19700’ to take the proper
action.
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How can | change my personal contacts details?
You can easily update the below details through the internet banking using your token:

. Mobile number

. Home phone number
. Mailing Address

. Email

Account Questions

Is it possible to display all my accounts with their related details?
Yes, the home summary page displays all your account, credit cards, loan and deposit
summary.

How can | find the account transactions movement?
You can press the account number hyperlink to be directed to the account transaction
movement page. Transaction date range displayed by default is the last 6 months.
In case you need to view more than 6 months transactions, you have to select “Account -
view more than 6 months transactions.”

How can | navigate through the transaction’s movement?
You have a search engine that enables you to search for transaction by type, date or
amount.
You can export the movement to Excel sheet.

How can | differentiate between debit transaction and credit transaction?
Debit transaction amount has a negative sign (-)
Also you can filter by Debit and Credit

What does pending transaction mean?
It means that transaction is authorized by the bank but not yet posted or settled on your
account.

How can | open an additional account without visiting the branch?

- From the Accounts tab you can select open additional account in the left
navigation menu

- Select Account type that you wish to open (Current, Savings, Checking...... ) and
its currency.

- Accept terms and conditions and then confirm.

- You can track the status of your request through message center, and the newly
created account will appear in your account summary as well.
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Charges according to QNB’s tariffs.

How can | dispute over atransaction?
You can only dispute on settled amounts (on hold transactions can’t be disputed). You
can raise a dispute either through the Internet banking or through the nearest branch.

How can | dispute online over a transaction?

- From Cards tab, you can select “Card and Account Dispute request” in the left
navigation menu

- Select the Account to display the transactions list (ATM cash withdrawal
transactions & Purchase transactions)

- Select the transaction subject to dispute.

- Select the dispute reason from the list of reasons.

- Enter any additional information if any and press continue.

- Please read terms and conditions and digitally accept by select the related
checkbox.

- You can track the status of your request through message center.

NB: Some transactions require card deactivation please carefully read the page
notes before confirming your request

Charges according to QNB'’s tariffs.

What is E-Youmaty account and what is it’s features?

- A Free EGP account which can be opened once through internet banking service
only.

- With E-Youmaty Tawfeer from QNB you can enjoy 5 increasing competitive
interest rates in EGP.

- Interest rate is Calculated on daily basis and credited on monthly basis. You can
open it for a specific target purpose (to view the applied interest please refer to
customer service page)

How to open E-Youmaty saving account from internet banking service?
- Login on internet banking service with username and password
- Select “Account” from the menu.
- Choose “Open Additional Account” from side menu.
- Select E-Youmaty account.
- Fulfill account opening fields.
- Enter target account balance and standing order details to credit the account
“Optional.”
- Accept terms and conditions and press submit.
- The account has been opened instantly.
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Is there minimum amount to enjoy interest for E-Youmaty Tawfeer?

Yes, and you can check the minimum amount from the note while opening the account
through the internet banking service.

Is there any way to calculate the interest for my initial amount while | am

opening the account?
Yes, there is a calculator you just need to enter the amount and number of months then
you the interest rate and total amount (the entered amount +interest) will be displayed.

Cheque Book Questions

What is the Cheque Book type that | could request?
You can request through the internet banking cross or uncross cheque book type.
You can request 10, 25 or 50 leaves.

When and How the cheque book is delivered?
The cheque book is delivered to your selected delivery branch.
After the bank validation, in general it needs 3 business days for cheque book to be
available at your branch.

What can | view from cheque history screen?
From cheque history screen, you can inquire the cheque history of any of your account.
It reflects the cheque status, cheque number, date and amount for cheques paid.

If the Cheque Book is requested through the internet banking, will | be

charged by the bank?
Yes, Standard bank tariff is applied.

Loan Questions

What can be checked concerning the loan through the Internet Banking Service?
Loan Maturity date, Current Outstanding (Pending Loan amount), Monthly installment.

What do unpaid installments mean?
It is the total amount of missed paid installments considering any accrued interest
calculated.

How can | depend on the calculation result of the loan calculator?
The loan calculator is a very general and preliminary for reference.
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You have to refer to your branch to get more relative and precise calculation.

Can |l issue secured loan from Internet banking service and what is its
conditions?
Yes, secured loan can be issued through internet banking with the following criteria:

You must have unpledged deposit.

Credit facility amount shouldn’t exceed 90% from deposit with maximum of
EGP500,000

Only one credit facility (Loan or Credit card) can be issued against the unpledged
deposit in case new facility is needed please choose another unpledged
collateral.

How to issue secured loan through internet banking?

Login with internet banking username and password

Select “Loans” from the menu.

On the side menu press “Apply for Secured Facilities”

Select collateral and enter loan details.

Upload NID both side

Accept terms and conditions other checkbox declarations.

Check fees link

Generate OTP from m-token.

You can check the status of your request from your inbox in customer service tab.

What are the reasons of rejecting a secured loan request?
There are many reasons for that:

The credit score (should be above 628)
To be within the CBE/ bank Negative list
Having legal actions

Non-performing active facilities

Funds transfers Questions:

Can | make transfers to beneficiaries?
Yes, you can make transfers to beneficiaries after adding them as beneficiaries on your
internet banking account.
Beneficiaries could be subject to QNB approval according to banks rules and policies in
these regards.

How can | add beneficiaries and perform 39 party transfer transactions?
Only using token, you can add beneficiaries and perform 3™ party transfers.
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What is Token?

Token is an electronic device or a mobile application with a function to generate random
7 digits codes. The mobile token uses the mobile device ID and the device time as factor
for OTP codes generated. Each code generated is a One Time Password (OTP) that is
needed to confirm some of the internet banking transactions.

Token will be mandated only for certain internet banking transactions that are considered
high risk, currently it is only necessary to enter OTP generated from token each time
customer create a beneficiary or perform a transfer to the beneficiary in order to validate
and confirm such transaction type.

Customers who have token product will be able to have a full fledge of internet banking
services and should use their token to generate OTP for most of banking requests.

Customers who don’t have token product, will be limited in term of functionality available
on internet banking services as they will not be able to perform transfer to third party.
Those customers will receive OTP through SMS on their mobile no. registered in the
bank in order to log in to the internet banking.

What are token Types?

Mobile Token is a mobile application that can be downloaded by the customer on his

smart phones from Apple and Android stores 4 ooyl @ AppSiore [y application name is
“QNB Egypt m-Token” the application supports English and Arabic languages.

Hard Token is an electronic portable device with a display screen that customer has to
physically receive from the branch in a second visit.

How can | apply for m-Token? and how to activate it?

Apply for soft token through your branch, download “QNB Egypt m-Token” application from
P> Gosgie oy Jll @ AppStore

adjust your mobile phone time to “automatic” to avoid problem occurrence and
ensure enable application to access mobile camera.

To activate m-Token application, please follow the below steps:

1. After registering on the Internet Banking Service site, and creating your username and
password, please press on “Home” or “Transfers” tab and select “Activate Token”.

2. To continue Assign/ Re-assign the m-Token, Click on "Send OTP" button then enter the
OTP sent to your registered mobile number or e-mail and press continue

3. Press “Assign / Activate m-Token” to assign the m-Token to yourself and press Next to
activate it.

4. The screen of the Token activation data and related QR code will be displayed, please log
in to your m-Token and choose “Activation using QR-code” or in case you have issue
with your camera choose “Manual activation” and in this case please enter the displayed
codes on internet banking screen manually on your application.

5. If “Activation using QR-code” please scan the QR appeared on your internet banking
and enter the first login OTP that pop up on your m-Token on the required field on internet
banking page.
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Now your m-Token is successfully activated.

Then you will be requested to create a 4-digit password, taking into consideration not to
choose easy numbers like 1234 or 5555. You will be requested to enter this password each
time you use the m-Token application to protect you against any unauthorized usage.
Now application is ready to be used to generate OTP anytime anywhere even if the
mobile is offline.

What if | changed my mobile device, what shall | do to use m-Token on the

new device? Or in case of OTP error while using on Internet Banking
Just login to your internet banking service and follow the same clarified activation steps.

How can | apply for Hard Token? and how to activate it?

1.
2.

4.

5.

Apply for Hard token through your branch.

You will receive SMS notifying you that your hard token is ready for delivery at your
branch.

You have to visit the branch and receive the token device along with a guide that
describes the whole activation process.

You have to create a 4-digit local password for the device to be used each time customer
need to generate OTP

Now device is ready to be used by the customer to generate OTP anytime anywhere.

My Hard token has been blocked, and a code is displayed on it, what should

| do?

If your Hard token has been blocked a code will be displayed on the token screen, you have to
call 19700 and provide them with the code displayed, based on the verification of the code, press
OK to enter the code which will be provided from the call center agent to enable you to create a
new password.

How can | use the m-Token application to generate OTP for login the
internet banking and validate high risk transactions?

1.

2
3.
4.
5

Open QNB Egypt m-Token application

Select OTP button.

Enter your local 4-digit password created.

The 7 digits One Time Password (OTP) will be displayed and valid for 90 sec.

You must input the OTP on the internet banking to log on or to proceed with transaction
validation.

What are the transfer funds limits between accounts?

1.

Between customer own accounts daily limit:
e Within client accounts same currency: Equivalent to EGP 20 M.
e Within client accounts from foreign currency to EGP: Equivalent to EGP 1 M

2. To another beneficiary daily limit:

e To other QNB client: Equivalent to EGP 2.5 M
e To another bank: Equivalent to EGP 2.5 million.
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Can | make transfers between 2 different currencies?
Yes, only within your accounts you can transfer from any foreign currency to EGP.

What is IBAN? And how to get my IBAN?

IBAN is not a new account number but a developed format of the existing banking
account number. It unifies the number of digits for all banking accounts numbers in Egypt
to facilitate the processing of the banking transfers and enable their passing through
electronic systems.

You can get the IBAN of any of your account number by following the below steps:
¢ Go to your internet banking / transfer module /My IBAN/ select one of your
account number/ tabs next a new screen will be displayed containing your IBAN,
swift code, account type and currency and Account holder name.

How can | transfer “to other accounts” in foreign currency inside Egypt?
You can transfer inside Egypt using ACH or SWIFT if the currency requested to be
transferred is EURO / USD, or you can transfer any other currency using SWIFT.

How can | track my transfer “to other accounts”?
You can track the status of your transfer to beneficiaries from transfer history screen.
Transfer to non QNB account is subject to bank approval, applying bank related policies.
In general:
e Transfer to QNB beneficiary is debited from your account real time.
o Transfer to non QNB EGP beneficiary is debited from your account same
business day if requests send till 03:00 pm (on business day)
e Transfer to non QNB foreign currency beneficiary using ACH is debited from your
account within 2 business days, however using SWIFT is debited from your
account within 5 business days

What are the reasons to have a rejected transfer request?
There are different reasons to reject a transfer request, from which;
e Insufficient fund in your source account.
e Beneficiary details are not clear or incorrect.
e |tis not permitted to transfer to the selected beneficiary.
e Transaction amount exceeds the allowable limit set by the bank or regulatory.
e Transfer is rejected/returned from beneficiary bank.

Do | have a limited number of beneficiaries that can be added?
No, you can add any number of beneficiaries.

Can | delete or modify any of the created beneficiaries?
Yes, you can remove or modify the activated beneficiary at any time.
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Are there any charges and fees to perform transfers?
Transfers between QNB accounts are free of charges.
Transfers to non QNB accounts are subject to bank charges according to QNB'’s tariffs.

Who will carry the charges, the order customers or the beneficiary?
The default fee charging is shared, each party carry his own bank charges.

| am facing problems during defining QNB beneficiary’s account numbers

on internet banking although it is correct, what should | do?
Make sure that the beneficiary account number is written in full (13 digits) as the system
validate the number for QNB beneficiary.

Can | create standing instructions (Automatic transfers) to transfer regular

amount to other account?
Yes you can create standing instructions (Automatic transfer) to transfer regular amount
on specific date to a beneficiary either inside QNB Egypt or outside QNB using your
Token for more security

Can | specify the first day of the transfer execution date today (same

request day)?
No, in order to ensure proper execution of the automatic transfer on the agreed date and
considering the bank cut off time, the first date should be at least after 2 business days
from the request date

What if the transfer is due on a holiday? When should | deposit the required

amount in the account to be debited?
in case of the transfer is due on a holiday, it will be executed on the following working day
and In order to ensure the execution of the automatic transfer in the agreed date the
required amount should be available on the selected debited account at the last working
day before the transaction

What is the limit of the standing instruction (Automatic transfer)?
Standing instruction limit per transaction is:

o To other QNB client: EGP 2.5 M
o To another bank: EGP 500,000

Can | make several standing instructions to the same beneficiary?
No, it is not possible to create several Standing instruction to the same beneficiary
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How can | use the fund transfer function for donation?
You have to identify the donation accounts as beneficiary in order be able to donate
easily and securely at any time.
For your reference, find below sample of donation accounts;

Institution Account Number

Children’s Cancer Hospital Talaat Harb 2031020215867
Foundation 57357

Magdy Yacoub Heart Foundation Opera 2031181768762
Misr El Khier Organization ZAKAT Champollion 2031013016534
Misr El Khier Organization SADAKA Champollion 2031013018086
Egyptian Food Bank Talaat Harb 2031020216061
Dar El Orman Foundation Faissal 2031021445986

Shefaa El Orman Establishment Haram 2031948624732

What Exactly is IPN or Instant Payment Network?
Instant Payment Network such as ACH & Swift but in EGP only & only inside Egypt
allows you to execute instantaneous payment transactions, seven days a week, around
the clock (24*7).

What are IPN services available on Internet banking/Mobile banking?
IPN will allow you to send money to any of the following:

e Bank accounts:
o Using account number
o Using Mobile Number
o Using IPA (instant payment address)
o Digital wallets (using Mobile Number)
o Meeza Cards (using 16 digits card number)

How can | start using IPN services?
Following adding beneficiary steps (Inside Egypt in EGP currency)

By identifying any of the beneficiary related data:

e Bank accounts:
o Using account number

o Using Mobile Number (for onboarded customers only on instapay App )
o Using IPA éinstant payment address, for onboarded customers only on instapay App

)

e Digital wallets (using Mobile Number)
e Meeza Cards (using 16 digits card number)
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To be added as beneficiary in your beneficiary list and once activate it, you can start to transfer
money normally to them from any of your accounts through “other accounts” in transfer tab same
as your current beneficiaries.

Is there a limit to the amount of money that can be sent?
As you are using IPN services through your Internet or Mobile banking, you will enjoy
normally the allowed limits on those channels.

To another beneficiary daily limit:
o To other QNB client: EGP 2.5 M
o To another bank: EGP 2.5 M

What Are the Charges?
You can check the applied fees by clicking on the tariff link in initial screen.

What is IPA?
An Instant Payment Address “IPA” is a simplified address for your account which you can
use to send and receive money on IPN instead of using the full bank account or card
details. Think of it as an email Address which you can use to transfer money.

| have sent money, but the transaction failed/declined, and my account is

debited. What should 1 do?

Please contact 19700 and provide us with the transaction reference number to track the
transaction.

Money sent to wrong receiver. Can | reverse the transaction?
A successful transaction cannot be reversed so please ensure that all details provided
are correct before submitting transfer.

Why can’t | find the IPN as “transfer types” for many banks accounts | am

trying to add as beneficiary and only ACH is available for EGP accounts?
Instant Payment Network “IPN service” is a payment system for transfers in EGP and
currently it’s available in some participant banks and gradually all the banks will join the
network.

Deposits Questions

Where can | check my deposits summary?
You can check your deposits summary through your online services in the deposits & Investment fund
summary page.

How can | know the deposits interest rates before requesting a new one?
From “customer services/interest rates”
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Will the deposit be issued on same day of request?

Deposit requests send till 03:00 pm (on business day) will be issued on same day
applying related bank value date policies.

Can | break my CD or TD right after its issuance using the Internet Banking?

All related banks breaking rules will be applied, please carefully read the related terms
and conditions applied, they include all the necessary information you may need.

Is there any limitation for issuing deposit from my internet banking?

e Minimum limit per deposit type needs to be considered, please refer to customer
services/interest rates.”

e Funding account currency and deposit currency should be the same.

e CD amount should be by the multiples of 1,000.

What does the auto renew option mean?

For some deposit types, you can keep instruction to renew your deposit automatically.
The amount that will be renewed could be “principal only” or” principal and interest”.

Funds Questions:

Where can | check my investment funds?
You can check your investment fund ICs through your online services in the deposits & Investment fund
summary page.

How can | buy investment funds (Themar/ Tawazon/ Tadawol)?
- From Deposits and Investment tab you can select Investment fund in the left
navigation menu
- Choose the debit account number
- Choose the fund type (Themar /Tawazon /Tadawol)
- Enter the amount that will be debited from the selected account
- Read terms and conditions and digitally accept by select the related checkbox.
- You can track the status of your request through message center
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What are the conditions for Funds subscriptions?

For Themar:

- Cut off time to receive requests in Themar is 12:00 pm.

- The final unit price that will be applied is the price on the execution date.

- Minimum purchase unit in Themar for the first time is 100 unit.

- The unit price will be displayed in the pre-confirmation page of your request.

For Tadawol or Tawazon:

- Cut off time to receive requests in Tadawol or Tawazon is on every Sunday at 2
pm. All received requests all over the week will be processed every Monday.

- Any request received on Sunday after 2:00 pm will be processed on Monday of
the next week No Minimum purchase unit in Tawazon or Tadawal

- The final unit price that will be applied is the price on the execution date.

- The unit price will be displayed in the pre-confirmation page of your request.

Cards questions:

What are the cards services available on-line?
QNB clients who are registered on internet banking can:

View credit card and transaction details.
Perform instant card payments for credit cards.
Charge instant prepaid cards.

View and download credit card e-statements.
Activate and de-activate cards debit, credit, and prepaid cards.
View credit card reward points balances.
Redeem your cards points.

Apply for supplementary card (credit or prepaid)
Apply for secured credit card.

Apply for prepaid card.

Install credit card transactions.

Dispute on accounts & credit card transactions
Manage card PIN code.

Can | reactivate card deactivated from internet banking?
Take care, once you deactivate your card via internet banking, the card will be no longer
activated, and you will have to reissue a new one from the branch.

What is the limit to perform card payment?
Up to 500,000 per transaction
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How can | manage my credit card PIN code?
You can set/reset/ unblock your credit card PIN code through:

Internet banking: through “Card” tab by choosing “Manage PIN” from the left
navigation sub-menu.

Website link: “ ” by entering the National ID along with the last 6 digits
numbers of the card.

How can | apply for supplementary card?

From Cards tab, select apply for supplementary card in the left navigation menu
Select the primary card that you wish to create its supplementary card

Select the relation for the supplementary card holder (Son, Daughter, Mother,
Father)

Enter the NID for the supplementary card holder

Enter supplementary card holder full name & the name that will be displayed on
the card

Enter the requested card limit (to be less than or equal to primary card limit)
Upload valid NID both sides (in same document) of the supplementary card holder
Read terms and conditions and digitally accept by selecting the related checkbox
You can track the status of your request through message center or cards status

Charges according to QNB'’s tariffs.

How can | apply for prepaid card?

From Cards tab, select apply for prepaid card in the left navigation menu

Select either shopping/Internet card or Wearable wristband.

Enter the name that will be displayed on card (in case of Shopping/Internet card)

Upload valid NID both sides (in same document)

Read terms and conditions and digitally accept by selecting the related checkbox.
You can track the status of your request through message center or cards status.

Charges according to QNB'’s tariffs.

How can | install credit card purchase transaction through Internet banking?

From Cards tab, select Installment program in the left navigation menu.

The eligible transactions for installment program will be displayed with details.
Select the transaction that you wish to install

Select the installment program plan (3 Months, 6 Months............ ,36 Month)
Please read terms and conditions and digitally accept by select the related
checkbox.

You can track the status of your request through message center.
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What are the conditions for Transaction installment?

- Installment periods start from 6 to 36 months.

- Minimum purchase amount is EGP 500

- The transaction posting date must be within the current month.

- There is no limit to the number of purchases that can be installed as long as they
are within your credit card limit.

- The installment service is only available during the same month of the purchase.

- To make use of this service, your credit card must be valid and not blocked for
any reason.

- Our loyalty pointing system does not apply on any installment transaction.

How can | ask for dispute through Internet banking?

- From Cards tab, you can select Card and account dispute request in the left
navigation menu.

- Select the card to display the list of credit card transactions.

- Select the transaction subject to dispute.

- Select the dispute reason from the list of reasons.

- Enter any additional information if any and press continue.

- Please read terms and conditions and digitally accept by select the related
checkbox.

- You can track the status of your request through message center.

NB: Some transactions require card deactivation please carefully read the page
notes before confirming your request.

Charges according to QNB'’s tariffs.

How can | apply for secured credit card through internet banking?
- Login with internet banking username and password
- Select “Cards” from the menu.
- On the side menu press “Apply for Secured Credit Card”
- Select collateral and enter credit card details
- Upload NID both side
- Accept terms and conditions other checkbox declarations.
- Check fees link.
- Generate ID from m-token.
- You can check the status of your request from your inbox in customer service tab.

What is the maximum amount for secured credit card?
Maximum credit card amount can reach to 90% from unpledged deposit with maximum
of EGP200,000
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What is the type of credit cards and limits which eligible for applying
through internet banking?

All types of cards that are eligible for sale, the card type will appear based on requested
limit considering collateral value with maximum of EGP200,000

What is QNB Life rewards program?
QNB Life reward program is a loyalty program offered to customers allowing them to
earn points when using their credit card (locally or internationally) in purchase, these
points can be redeemed on different types of rewards. Points earnings calculations differ
per card type.

Are there any membership or enrollment fees?
The program is free for life. All retail credit cards are automatically enrolled to the
program since issued. There is no cost or fees associated with enrollment or usage.

Do points ever expire?
Points are valid for 2 years after being earned.

How can | view my reward points?
You can view your reward points from internet & mobile banking services home screen
as well as card summary screen located at the end of the page. The reward points
balance will display the balance of the last business day.

How can | redeem my reward points & what are the redemption types?
Through internet or mobile banking application you can redeem your points as:
e Cashback amount that will be credited to your card balance.
e E-voucher that you can use through one of our QNB merchants’ partners, noting
that your redeemed points will be deducted instantly

Are there limits of reward redemption?

Yes, there is minimum for cashback redemption requests 10k points and multiple of 5k,
with no maximum.

E-voucher can be redeemed as following:

Points 10,000 Points | 20,000 Points | 50,000 Points | 100,000 Points | 200,000Points | 500,000 Points
E-voucher
I 50 EGP 100 EGP 250 EGP 500 EGP 1,000 EGP 2,500 EGP
values
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Does the cashback amount be credited to my credit card instantly?
The cash back amount will be credited to the card balance after the end of the first
business day.

Has the e-voucher an expiry date?
Yes, the e-voucher is valid for 90 days since its issuance.

Can | change the E-voucher to be a cashback after redemption request?
Redemption request can’t be cancelled or refunded or exchanged with other redemption

type.

How will | receive the E-voucher?
The E-voucher details will be sent instantly once redeemed to the registered mobile
number via SMS.

How can | use the E-voucher at Life Rewards Merchant Partners?
In the partners stores, you must show the merchant your E-voucher.

You can view the list of QNB merchant partners in the redemption initial screen, or you
can view the list of merchant partners by clicking here

Will | get the E-voucher cashed back to my card balance if | returned the

product purchased with E-voucher?
No, the E-voucher amount can’t be refunded to the credit card account after being used.

How can | activate my card outside Egypt?
All cards are automatically activated outside Egypt, however you are required to leave a
travel note, for security purposes, through internet banking or the contact center to
guarantee the cards to work there. Also, international limits are available on the website or
through the WhatsApp.

Security questions:

What precautions should | take for this online service?
QNB clients can refer to internet security message ‘View more’ option for further security
instructions and guidelines on the main registration and login page of the system. Also,
whenever you face any problem or suspicious action or transaction revert back to the
bank’s call center “19700°.

What should | do in case there is a suspicious action or transaction on my

user access account, or accounts or personal details?
QNB client can call immediately call center ‘19700’ for further investigation and support.
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What is a cookie and how it is used for this service?
A cookie is information about the client saved on the client’s hard drive and used by web
server for quick retrieval of information in a shorter time. Through cookies, hackers can
successfully access users’ confidential data and breach it and accordingly QNB Egypt
internet banking is not storing any confidential data in cookies.

How can | protect my password?

Choose passwords with the following characteristics:

1- Not less than 8 characters in length.

2- Away from any personal identification or could easily be guessed (i.e. birthday,
telephone number,).

3- Avoid using simple passwords and must comply with complexity requirements (i.e
Contains letters, numbers, and special characters, in caps and small)

4- Never use password as or close to system username.

5- Change passwords periodically (at least every 90 days and preferable less)

6- Do not use passwords that are used previously for 4 times before.

7- Do not write down or disclose your password anywhere or to anybody whatever the
reason.

8- Change your password immediately whenever you suspect any suspicious action on
internet banking.
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