Pursuant to Articles 4 and 6 of the Rules for the organization and manner of operations of the Banking
Association No 26-752/4 as of 22.02.2005, the Banking Association on its session held on 11.02.2013
adopted the following:

CODE
of Good Performance of Banks and Savings Banks in the Republic of Macedonia

The banks and savings banks members of the Banking Association with the Economic Chamber of
Macedonia adopted the Code of Good Performance of Banks and Savings Banks in the Republic of
Macedonia (hereinafter referred to as the Code) for the purpose of:

e Setting up standards of good conduct and open communication intended for protection of their
clients;

e Reinforcing security and trust in the banking system as well as reputation of the financial sector
in the society;

e Promotion of accountability, transparency and professionalism in their performance.

1. General provisions

1.1.The CODE is a voluntary framework to regulate the performance of banks and savings banks
with their clients (legal and natural persons), establishing minimum standards and values of
good performance, fair market competition and aimed at fostering the banks and savings banks
to achieve as high as possible standards for benefit of their clients.

1.2.The CODE contains the basic rules to be observed and incorporated by each bank in their
internal acts or codes including but not limited to signing other elements in their internal codes
of conduct in addition to the standards and principles provided herein.

2. Principles of Conduct of the Banks to their Clients

2.1.Ethical and professional conduct.

2.2. Application and compliance with laws and bylaws.

2.3.Keeping secret banking data and information.

2.4.Impartial and fair performance with clients.

2.5.Competent application of new knowledge.

2.6.Safe and reliable banking systems.

2.7.Transparency of expenses in the operation with clients in compliance with applicable legislation.



2.8.Care for their clients.
3. The Bank is a Partner in the Financial Operations

3.1.Banks and savings banks shall pay attention and care particularly to professional qualification
and advancement of their staff and associates for the purpose of adequate response to their
clients’ requests and development of their activity.

3.2. Attitudes of their employees, who through their work represent the institution as a whole, and
relations with the clients shall be based on the principles of good cooperation mutual respect
and assistance.

4. Protection of the Clients

4.1.Business relations between banks and savings banks and their clients shall be based on the
principles of openness and mutual trust, and the information disseminated between banks and
savings banks and their clients during the operations — shall be accurate, full and timely.

4.2.Compensations for services offered, interest rates and other information shall be accessible for
the public (in the premises and official website of each bank / savings bank) pursuant to
applicable regulation.

4.3.Advertising and other marketing activities have to be clear, true and unambiguous and in
compliance with applicable regulation. They must not mislead the public, and have adverse
effect on the good business practice or cause damage to others.

4.4.1n their operations, banks and savings banks shall apply the standards and values provided for in
the Code, paying attention to protect integrity of the banking and financial system as a whole
and to protect the rights and interests of depositors, debtors and shareholders adequately to
their own and their employees’ interests. Hereupon, banks and savings banks shall be aware of
their responsibility to ensure transparency and regularity of the financial flows.

4.5. All information on the bank’s clients and business partners as well as the information acquired
in the course of performing banking and other activities of individuals, transactions with
individuals obtained in the course of the operations shall be deemed bank secrecy, and it may
be disclosed to third parties only in conditions provided for in law.

4.6. All personal data as well as data related to clients’ accounts may not be disclosed to third
parties, except in cases provided for in applicable laws and bylaws and written consent provided

by the person whose data is to be disclosed.

4.7.Banks and savings banks shall regulate the procedure of submission and the manner of dealing
with the clients’ complaints.

5. Relations between Banks

5.1.Banks and savings banks shall be obliged to act in accordance with this Code, while in the event
of possible problems or disagreements between the banks and savings banks related to



application of this Code, they shall commit to resolve them within the Baking Association
applying the principles of good banking practice, due diligence and general interest of the
banking sector.

6. Transitional and final provisions

6.1.This Code shall enter into force as on the date of its adoption, and the members of the Banking
Association shall undertake to harmonize their operations with its provisions (if not harmonized
with the provisions hereof in the period of its entering into force), and implement it in their
internal Codes within 6 months as of its adoption.

6.2.Amendments to the Code may be made if initiated by any of the members of the Banking
Association. The amendments shall be unanimously approved by all its members, and they shall
enter into force within 60 days as of the date of their approval.

6.3.This Code shall be made available to the public through the official website of the Banking
Association http://www.mchamber and on the official website of each bank / savings bank —
member of the Association.

President of the Banking Association Minister for Economy

Gjorgji Janchevski Valon Saracini

Skopje, 15 March 2013


http://www.mchamber/

