Global Gold Bank (GGB) — License to
Carry on No. 383819

Community Banking Business Code of
Practice

Introduction

Global Gold Bank (GGB) holds License No. 383819, issued by the
relevant banking and financial regulatory authorities, authorizing the
bank to operate in the community banking sector. This Community
Banking Business Code of Practice establishes the principles,
standards, and procedures by which GGB will conduct its banking
operations, ensuring that all employees, representatives, and partners
operate with the utmost integrity, transparency, and professionalism.

As a community-focused institution, GGB is committed to fostering
trust-based relationships with its customers, employees, and
stakeholders, while delivering superior banking services. This Code of
Practice reflects GGB's commitment to ethical conduct, legal
compliance, and excellent customer service in all aspects of its
operations.

Mission and Vision

« Mission: To provide innovative, customer-centric banking
solutions that foster financial inclusion, economic empowerment,
and community development.



« Vision: To be the most trusted and customer-friendly bank,
building long-lasting relationships with our clients and
contributing to the growth and sustainability of the communities
Wwe serve.

Core Values

At GGB, we operate based on the following core values, which guide
our decisions and actions in everything we do:

1. Integrity — We act with honesty and transparency, ensuring that
our business dealings are always ethical and aligned with the best
interests of our customers.

2. Customer Centricity — Our customers are at the heart of
everything we do. We strive to meet their needs, exceed their
expectations, and build lasting relationships based on trust.

3. Excellence — We maintain the highest standards in everything we
do, from the services we offer to the way we interact with
customers and stakeholders.

4. Accountability — We hold ourselves accountable for our actions
and are committed to fulfilling our responsibilities to our
customers, employees, shareholders, and the broader community.

5. Innovation — We embrace new ideas, technologies, and
approaches to continuously improve our products and services,
enhancing the banking experience for our customers.

6. Sustainability — We are dedicated to conducting business in a way
that is socially responsible, environmentally sustainable, and
economically viable.

Standards of Practice



1. Customer Care and Service Delivery

Clear and Transparent Communication:

GGB will ensure that all communications with customers,
including marketing materials, account statements, product
brochures, and digital content, are clear, concise, and transparent.
This includes providing a detailed breakdown of fees, charges,
terms, and conditions associated with our products and services.

o Advertising and Promotions: All promotional materials and
advertisements will truthfully reflect the features and benefits
of the products or services being offered. GGB will not make
misleading or deceptive claims.

Fair Treatment of Customers:

Every customer will be treated with respect and fairness, regardless
of their financial status, background, or any other characteristic.
GGB will not discriminate on any grounds, including race, gender,
age, religion, disability, or socioeconomic status.

o Equal Access to Services: GGB will provide services to all
eligible customers, ensuring equal access to all products and
services offered, including for individuals with disabilities or
those facing language barriers.

Complaint Handling and Resolution:

GGB will establish an efficient and effective complaints resolution
process. We will handle complaints in a timely and fair manner,
ensuring that all issues are addressed and resolved to the
satisfaction of the customer. All complaints will be taken seriously,
and customers will receive a formal response within a specified
time frame.

o Independent Dispute Resolution: In cases where a customer
is unsatisfied with the resolution of a complaint, GGB will
provide access to an independent external dispute resolution
service.

Accessibility and Inclusion:
GGB will work to ensure that our services are accessible to all
members of the community. This includes providing services in



multiple languages, offering accessible digital platforms, and
maintaining branches that comply with accessibility standards for
people with disabilities.

2. Ethical Standards for Staff and Representatives

Professional Conduct and Ethical Behavior:

All employees and representatives of GGB will uphold the highest
standards of professional conduct, ethical behavior, and integrity.
We expect employees to demonstrate a commitment to serving the
best interests of our customers and act with transparency and
honesty in all dealings.

o Code of Ethics: GGB will maintain a formal Code of Ethics
that outlines acceptable behavior, conflict-of-interest policies,
and guidelines for reporting unethical conduct. This Code
will be available to all employees, stakeholders, and
customers.

Training and Development:

GGB will invest in the continuous professional development of its
employees. Regular training programs will ensure that staff are
well-versed in regulatory changes, customer service best practices,
and product knowledge, empowering them to provide accurate, up-
to-date advice to customers.

o Customer Interaction Training: We will equip employees
with the skills needed to effectively engage with customers,
resolve conflicts, and understand customer needs and
preferences.

Contflicts of Interest:

Employees, directors, and representatives of GGB are required to
disclose any potential conflicts of interest. GGB will take
appropriate action to mitigate conflicts and ensure that staff make
decisions in the best interests of customers, rather than for personal
gain.



Confidentiality and Data Protection:

GGB is committed to protecting the confidentiality and privacy of
customer information. All staff members are bound by strict
confidentiality agreements and must adhere to data protection laws
to safeguard sensitive financial data. Customers' personal and
financial information will not be disclosed without their consent,
unless required by law.

3. Product and Service Standards

Suitability of Products and Services:

GGB will ensure that all products and services offered are suitable
for the needs of the customer. We will assess the financial situation
and objectives of customers before recommending products such
as loans, credit cards, or investment opportunities.

o Risk Assessment and Disclosure: GGB will provide
customers with all relevant information about the risks
associated with financial products, ensuring that they
understand any potential consequences before making a
commitment.

Transparency in Pricing and Terms:

We will clearly outline the fees, interest rates, charges, and
penalties associated with each product. There will be no hidden
fees, and all terms and conditions will be easily accessible and
understandable. If there are any changes to pricing or terms, GGB
will provide customers with sufficient notice.

Responsible Lending:

GGB is committed to lending responsibly, ensuring that customers
are not offered loans or credit products that they cannot
realistically repay. Before approving any loan or credit, GGB will
conduct a thorough creditworthiness assessment, considering the
customer’s income, expenses, credit history, and ability to repay.
Account Management and Updates:

GGB will ensure that all customers receive regular updates on their



account status, including balances, transactions, and any changes
to terms, interest rates, or fees. Customers will have access to their
account information 24/7 through secure online and mobile
banking platforms.

4. Customer Protection and Legal Compliance

« Regulatory Compliance:
GGB is committed to complying with all local, national, and
international regulations governing financial services. This
includes adhering to Anti-Money Laundering (AML) laws, Know
Your Customer (KYC) guidelines, and regulations designed to
protect consumers from fraud and financial crime.

o Anti-Money Laundering (AML) and Counter-Terrorism
Financing (CTF): GGB will implement robust AML and
CTF procedures, including thorough customer identification
and transaction monitoring, to prevent money laundering and
other illicit activities.

« Fraud Prevention and Cybersecurity:
GGB will take all necessary steps to protect customer accounts and
data from fraud and cyberattacks. We will employ advanced
security systems, encryption protocols, and regular system audits
to safeguard information.

o Customer Education on Fraud Prevention: GGB will
provide customers with resources and guidance on how to
recognize and prevent fraud, phishing scams, and identity
theft.

. Dispute Resolution and Legal Protection:
In the event of a dispute, GGB will ensure that customers have
access to a fair and transparent process for resolving the issue. This
includes access to independent dispute resolution mechanisms and
adherence to applicable consumer protection laws.



5. Corporate Social Responsibility (CSR)

Community Engagement and Financial Literacy:

GGB will actively support initiatives that promote financial
literacy, entrepreneurship, and community development. This may
include providing educational workshops, grants, or support for
community-based organizations.

o Support for Vulnerable Groups: GGB will develop
products and initiatives tailored to help vulnerable
populations, such as low-income families, the elderly, and
small businesses.

Environmental Sustainability:

GGB will adopt green banking practices, such as reducing paper
usage, promoting digital banking, and investing in sustainable
projects. We will seek to minimize our environmental footprint and
invest in technologies that promote sustainability.

Governance and Oversight

Board of Directors and Senior Management:

GGB’s Board of Directors is responsible for overseeing the
implementation of this Code of Practice. The senior management
team is tasked with ensuring that all operational policies align with
the Code and with regulatory requirements. They will regularly
review and update the Code to reflect evolving standards and
customer needs.

Internal Audits and Compliance Monitoring:

GGB will establish robust internal audit processes to ensure
compliance with the Code of Practice, regulatory standards, and
company policies. Independent audits will be conducted
periodically to evaluate the bank’s adherence to ethical and
operational guidelines.

Transparency and Reporting:

GGB will issue annual reports on its activities, financial



performance, and adherence to the principles of this Code. These
reports will be available to stakeholders, including customers,
investors, and regulatory authorities.

Conclusion

Global Gold Bank (GGB) is committed to maintaining the highest
ethical and professional standards in all aspects of its operations. This
Community Banking Business Code of Practice serves as a
cornerstone for our commitment to transparency, customer care, and
responsible banking practices. By adhering to these principles, GGB
strives to be a trusted partner in the financial journey of our customers
and a positive force within the community.

We thank our customers for their trust and partnership, and we remain
committed to improving our services to meet their evolving needs.

Contact Information:

For any inquiries or further information regarding this Code of Practice,
please contact GGB’s customer support team at:

« Email: support@globalgoldbank.org
« Website: www.globalgoldbank.org




