Retail Internet Banking

Frequent Asked Questions

Version 21.0

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.
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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
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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.

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 I 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 must 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.Charges according to QNB’s tariffs.
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How can | dispute over a transaction?
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?
- AFree 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.
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How can | depend on the calculation result of the loan calculator?
The loan calculator is a very general and preliminary for reference.
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 EGP
3000,000

- Only one credit facility (Cash Loan/Car 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.
- Onthe 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.
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How can | add beneficiaries and perform 3™ party transfer transactions?

Only using token, you can add beneficiaries and perform 3™ party transfers.

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

£ Download on the

 § App Store

smart phones from Apple and Android stores . The 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

£ Download on the

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.
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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.

6. Now your m-Token is successfully activated.

7. 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.

8. 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. Apply for Hard token through your branch.

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

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

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

5. 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. 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

vk wN

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 100 M.
e Within client accounts from foreign currency to EGP: Equivalent to EGP 900,000
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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.

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:
e Go to yourinternet 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.
e 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.
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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.

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.

I 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:

FAQ V21.12-March-26 Page 17



# QNB

o To other QNB client: EGP 2.5 M
o To another bank: EGP 2.5 M

Can | make several standing instructions to the same beneficiary?
No, it is not possible to create several Standing instructions to the same beneficiary

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 | Branch | AccountNumber

Children’s Cancer Hospital Foundation Talaat Harb 2031020215867
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.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)
° Digital wallets (using Mobile Number)
° 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:
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e Bank accounts:
o Using account number

o Using Mobile Number (for onboarded customers only on instapay App )
o Using IPA (instant payment address, for onboarded customers only on instapay App
s7ay |

e Digital wallets (using Mobile Number)
e Meeza Cards (using 16 digits card number)

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.

I have sent money, but the transaction failed/declined, and my account is debited.
What should I 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.
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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”

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, breaking option is
available only through mobile banking application.

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

Cards questions:

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.

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, Cashback redemptions have a minimum with no maximum limit, for E-vouchers, redemption
is based on tier levels.

You can view more details about cashback/ e-voucher redemption values through website by
clicking here

Does the cashback amount be credited to my credit card instantly?
Yes, the cash back amount will be credited to the card balance instantly.

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.
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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.

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.
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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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