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Preface

Banking services are essential fomnservices for households and businesses, and
the banking corporations rendering these services—#tanks and credit card
companies—ifulfill a significant public role.The banks should fulfilighrole while
strictly adhering to the principles of transpareaoy fairness toward their customers,
exercising care in their business conduct, in otdegnsure their long term stability,

for the benefit of the general public.

In order to promote these principlése Banking Supervision Department uses
numerous tools, including regulation of bankingiaist through Proper Conduct of
Banking Business Directives, rules and circulanggitaand enforcement, public

relations and financial education.

One of the main tools used by the K@ Supervision Department to ensure the
proper treatment of customers by banks is the randf public enquiries: the Public
Enquiries Unit at the Banking Supervision Departmestarifies customers'
complaints, decides whether the complaints ardfipdtand, if needed, orders the
banking corporations to provide the customers witmedies. The enquiries are
handled by professional, experienced employees mldvant academic background,
using various channels—telephone, mail and e-mdihis activity makesigrsficant
contribution to promoting fairness in bank-customalations, and in enhancing the
public's confidence in the banking system as wsllirathe Banking Supervision

Department as the authority protecting bank custeme

In order to ensure that public enigsirare handled fairly and professionally, as well
as efficiently and as quickly as possible, we amgently working on amending the
procedure for filing clarifications and complaintsth the Public Enquiries Unit, as
well as reinforcing the mechanisms used by bankmgorations in order to handle

and monitor public enquiries.

! This power is in accordance with ter16 of the Banking (Service to the Customenyv| 8741
1981.
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The following report presents the main actions @ygdl by the Banking Enquiries
Department in terms of handling public enquiries2i®l3, including examples of
handling specific customer-related areas, for #@eht of the public and the banking

system.

Respectfully,

=S

David Zaken
Supervisor of Banks
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Introduction

The Banking Supervision Department hangldslic enquiries under the authority of
Section 16 of the Banking (Service to the Custorhawy, 5741-1981. The enquiries
are handled by the Public Enquiries Unit at thel®@uastomer Relations Division of
the Banking Supervision Department, and the Uniempowered to clarify the
public’'s complaints regarding its business withkmag corporations—the banks and
credit card companies—in all areas of their agtiincluding: management of current
accounts, means of payment, deposits, foreign meyrefees, loans, mortgages, and
activities related to securities. For further imf@tion on the activity of the Unit and
how to submit enquiries, please go to the followaalgress:

http://www.boi.org.il/len/Consumerinformaii®ublicEnquiries/Pages/Default.aspx

The purview of the Banking Supervision Dypeent does not includecomplaints
against the Postal Bank (which is under the purvieiv the Ministry of
Communications); complaints against insurance caomega provident funds and
pension funds (which are under the purview of ten@issioner of Capital Markets,
Insurance and Savings at the Ministry of Finanag®mplaints concerning the
deduction of taxes (which is under the purview loé israel Tax Authority); and
complaints concerning securities investment ad{deich is under the purview the
Israel Securities Authority) . Naths the Banking Supervision Department involved
in matters that are being discussed concurrently that were discussed in the past —
in the courts, the Execution Office or other insts

It is important to contact the bank befditeng enquiries with the Unit on the
following matters: refusal to open an account; wintg information on the accounts
of deceased customers; locating accounts; locatiraptaining documents; obtaining

explanations regardin@es or banking products; checking balances and calculations.

The rating of the banking corporations hers based only on the information
obtained by the Banking Supervision Departmentt#n processing of customers’
enquiries and complaints, and does not constitumraprehensive rating of the
banking corporation's entire range of activitieShe rating is provided as a public
service, and should not be regarded as a recommi@mada proposal.
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The complaints included in this report ad constitute a representative sample. They
were selected because, in our view, they may batefest to the general public.
While these complaints may be indicativaha position of the Banking Supervision
Department, they should not be regarded as bingliegedents, since each case was

handled in accordance with its specific facts anclmstances.



Part A — Statistical Data

1. Processing of public enquiries and complaints: Gemal data®

1.1 Data regarding all enquiries and compiats by the public

In 2013, the Banking Supervision Departmeandled approximately 5,300 written
enquiries and complaints, of which 2,484 were caimp$ related to a specific dispute
between the customer and the bank, and 2,816 \wgreests to receive information
on consumer rights, questions and various clatitoa.

In addition, the Department responded tal2Q,telephone enquiries. In 2013, the
number of telephone enquiries increased by 31 peesecompared with 2012, since
the public tends to make more and more phone imgyinter alia while taking a
mortgage and moving from one bank to another, afdré filing a complaint with
the bank itself or the Banking Supervision Deparitne These enquiries were

answered shortly after being filed.

In 2013, the Banking Supervision Departmeampleted the handling of 5,067
written enquiries and complaints, of which 1,549aveomplaints related to a specific
dispute between the customer and the bank, and 3pgte requests to receive
information on consumer rights, questions regar@agking Supervision policy and
various clarifications. Seventy-nine percehthe enquiries were processed within 3

months (see Table 1 below).

Table 1
Distribution of handling time for written enquiries and complaints

Upto3 3-6 6-9 9-12 More than
months months months months 12 months
79% 9% 5% 3% 4%

1.2 Data onpublic enquiries
The Banking Supervision Department placegnicant emphasis on handling
individual complaints filed by customers of the kiag system. Its findings resulting

2 "Enquiries"—requests for information regardingtomsers' consumer rights, questions regarding the
Banking Supervision Department's policies and wericlarifications. "Complaints"—mefs on
specific conflicts between a bank and a custonsrally accompanied by a request for a remedy.
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from the processing of the complaints are useddemtify and amend systemic

deficiencies and identify issues requiring regolatiaudits and public relations.

As mentioned above, in 2013 2,484 complaivese received, 1,549 of which were
fully processed, as compared with 1,253 complatigch were fully processed in
2012. A position was taken on 1,13fnplaints — that they were either justified or
unjustified — which constitute 73 percent of théyfprocessed complaints (a portion
similar to the one recorded in 2012)No position was taken on the remaining
complaints, inter alia, due to an inability to dicibetween conflicting oral claims,
due to concurrent legal proceedings, or due tobHrks' readiness to accede to the
customers’ requests before a position was takeardety the complaint.

Table 2
Number of complaints for which handling was completd, and proportion of
justified complaints, 2013 compared with 2012

2012 | 2013
Number of complaints for which handling was comgdiet 1,253| 1,549
Number of complaints on which a position was taken 898 | 1,131
Number of complaints found to be justified 193 251
Percentage of justified complaints out of thosevbith a position 21.5%| 22.2%
was taken

In 2013, the portion of justified complaimsnstituted 22.2 percent of the complaints
on which a position was taken—a proportion similarthe portion of justified

complaints in 2012 (21.5 percent). Iegd indicates that the portion of justified
complaints declined in the past two years from\arage of 26 percent to an average

of 22 percent.

Figure 1
Proportion of complaints found to be justified, ove the past decade

30%

27.00%
270 - 26.6%
26.4%
26.1%
26% a5as  25.6%
25.1% 25.06

22.2%
220 21.5%

Proportion of complaints found to be justified

2004 2005 2006 2007 2008 2009 2010 2011 2012 2013
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Following the involvement of the Banking Sopsion Department in individual
complaints, banking corporations paid their cust@natotal of approximately NIS
1.5 million (see Table 3 in Appendix BAdditional amounts (approximately NIS 3.8
million) were returned to customers following sysie treatment or audits conducted
by the Banking Supervision Department followingier alia, the use of information

obtained from the Public Enquiries Unit.

The distribution of the proportion of compi which were fully processed,
according to their total processing time, appear§able 3 below. Most complaints
filed in 2013 were processed within three montAscomplaint's processing time
depends on its factual or legal complexifyt.times, the processing is lengthy, since it
needs to be clarified with the banks or credit canhpanies. In some cases, a number

of clarifications are required in order to reaategision regarding a complaint.

Table 3
Length of time to process complaints for which therocessing was completed,
2013

Upto3 3to 6 months 6 to 9 months 9to 12 Over 12
months months months
62 % 15 % 10 % 5% 8 %

Detailed review of statistics on complais against the banking corporations

The quality of treatment of customers by the largest banks, as reflected in
complaints handled by the Banking Supervision Dmpant, is based on the
following four criteria, which are based, in turon data accumulated by the

Department while handling the complaints.

a. The portion of justified complaints out of aliet complaints on which a
position was taken;
b. The ratio between the bank's share of jestiiomplaints and its share of the

banking system;"

% The processing time includes the time needexider to examine a complaint and obtain a raspo
from the banking corporation, in cases where thekiBe Supervision Department approaches the
banking corporation.

* The share of the system was calculated usitag assets less business credit, since thigeseaant
criterion for estimating the volume of each bam&tsil activity.
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C. The portion of complaints that were satisfatt processed by the banking
corporation out of the total number of complainegarding which the Banking

Supervision Department contacted the corporation;

d. The portion of cases in which the bankingpooation acted in the customer's

favor even if the complaints were not found to usified .

On the basis of these criteria, the bankiogpaerations are rated on the following
scale, which is similar to the one used to evalude banking corporations'
performance in terms of management and controtide&arly good, good, adequate,
needs improvement, needs significant improvemenat,deficient. See Appendix A to
the report for a description of the criteria and ¥eighting attributed to them.

2.1 The overall rating

The overall ratings of tHeve largest banks(based on a weighting of the four above-
mentioned criteria) in 2011-13 are set out in TableThree banks show a trend of
improvement in their handling of public complainkdizrahi-Tefahot, Discount Bank
and First International Bank, while Bank Lewsnd Bank Hapoalim show stability.
The overall rating given to four of the filergest banks was identical—they were

rated "good"—while Bank Hapoalim was given a lowaing, "adequate".

Table 4
The overall rating of the five largest bankgbased on a weighting of the four
above-mentioned criteria), 2011-13

Rating
Bank® 2011 2012 2013
First International | Adequate Good Good
Discount Good Adequate Good
Leumi Good Good Good
Mizrahi-Tefahot Needs significant improvement  4date Good
Hapoalim Adequate Adequate Adequate

2.2 The rating criteria
The following are data regarding the fivegksst banks. Appendix B includes dethile
data on the entire banking system, including meeiza and small banks, as well as

credit card companies.

®> The order in which the banking groups appeahétable is according to their rating in 2013, and
within the rating, by alphabetical order.
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2.2.1 The proportion of justified complaintgo the total number of complaints on
which a position was taken

As indicated in Table 5, the lowest propartaf justified complaints was recorded in
Bank Discount—15.1 percent—which is a significamtprovement in relation to
2012, in which the proportion of justified complaragainst the Bank stood at 20
percent; while the highest proportion was recorgeBank Hapoalim—27.3 percent.
In terms of change in the proportion of jfisti complaints, Bank Leumi and the First

International Bank recorded the greatest increasmmpared with 2012.

Table 5
The five largest banks: Number of complaints in 203, and proportion of
justified complaints, 2013 vs. 2012

Bank Complaints | Complaints | Justified | Proportion | Proportion
on which a | complaints | of justified | of justified
position complaints | complaints
was taken in 2013 in 2012
Discount 233 179 27 15.1% 20.0%
Mizrahi- 209 152 28
Tefahot 18.4% 20.1 %
First 89 63 12
International 19.0% 16.7%
Leumi 262 189 39 20.6% 18.0 %
Hapoalim 358 271 74 27.3% 26.6%
Total 1,151 854 180 21.1% 21.4 %

2.2.2 The ratio between the bank's share ofigtified complaints and its share of
the banking system

The second assessment criterion is, as nmetjdhe ratio between the Bank's share
of justified complaints and its share in the bagkaystem. A low ratio may indicate
that the Bank is adequately handling customersptaints both in its branches and in
its dedicated complaints handling departm@iile 6 indicates that, similar to 2012,
First International Bank, Bank Leumi, and Mizratefahot Bank have a relatively
low ratio between their share of justified complaito their share of the system; Bank

Hapoalim, on the other hand, has a greater shareithshare of the system.
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Table 6
The five largest banks The ratio between the bank’s share of justified
complaints and its share of the system, 2013 vs.120

Ratio between share| Ratio between share
of justified of justified
Share of complaints and complaints and

justified Share in  share in the system,| share in the system,
Bank complaints the system 2013 2012
Leumi 15.5% 27.7% 0.56 0.46
Mizrahi-Tefahot 11.1% 16.2% 0.68 1.17
First International 4.8% 6.4% 0.74 0.75
Discount 10.7% 10.9% 0.98 1.44
Hapoalim 29.4% 25.9% 1.13 1.15

"Total assets less business credit (according teefi@rt obtained by the Banking Supervision
Department at the end of 2013) constitutes an agtiof the each bank's share of retail

activity.

2.2.3 The proportion of complaints that wereatisfactorily processed by the bank
to the total number of complaints regarding which he Banking Supervision
Department addressed the bank

According to the Banking Supervision Depaity the manner in which a banking
corporation handles a complaint reflects the capon's treatment of customers'
complaints, thus attesting to the importance itikaites to handling complaints
adequately. Thus, the Department cliessthe treatment and weights this figure in
the Banks' rating measure.

Similar to previous years, in 2013, the fimgest banks handled a large proportion of
the complaints adequately—approximately 98 per(ssd table 2 in Appendix B). In
this respect, the banking system showed significaptovement, since in 2009, the

average proportion of adequate handling stood geséent

2.2.4 The proportion of cases where the bardcted in the customer's favor even

if the complaint was not found to be justified

In certain cases, banking corporations expvéaisigness to act in the customer's

favor even if his/her complaint is not found tojbstified. These cases are notable
for the credibility shown by the corporation foretltustomer's version despite the

® Details appearing in the survey of the activityttod Banking Supervision Department in the area of
handling enquiries and complaints by customer2@i0 (Table 3 on page 9):

http://www.boi.org.il/en/NewsAndPublications/RegularPublications/Pages/eng actl0e.aspx
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difficulty in proving it, or in the bank's decidinm favor of the customer for

humanitarian reasons. In some cases,ifgntorporations exhibit a standard of

fairness which is higher than required by law.

On average, about a quarter of the dispules With the banks in 2013 were resolved

due to the banks' willingness to accede to theoowsts' requests and to their

satisfaction. This represents a declih@® percent in relation to 2012. Exchgli

Discount Bank and First International Bank, whiofproved in this figure, there was

a decline in the banks' willingness to resolve didisputes with their customers in

three of the largest five banks. The Banking Sup&m Department attributes great

significance to resolving disputes directly witrstamers, and regards such resolution

as compliance with a high standard of fairness.
Table 7

The five largest banks: Share of cases where thefdaacted in the customer's
favor even though the complaint was not classifieds justified, 2013 vs. 2012

Complaints Proportion Proportion
not of of
classified as unjustified unjustified
justified Total rebate  Total rebate  complaints complaints
Complaints where the to to to total to total
submitted to the  bank acted complainants complainants complaints complaints
bank which were in the in unjustified in all not classified | not classified
not classified as  customers’ complaints complaints  as justified, as justified,
Bank justified favor (‘000 NIS) (‘000 NIS) 2013 2012
First
International 106 42 93 95 39.6 % 38.0%
Mizrahi-
Tefahot 265 77 378 436 29.1% 31.4%
Discount 280 71 65 87 25.4% 22.4%
Hapoalim 397 91 313 405 22.9% 31.8%
Leumi 332 71 56 256 21.4 % 28.9%
Total 1,380 352 905 1,279 25.5 % 29.7%

3. Areas of banking activity to which complaints wererelated
3.1 The main data

Most complaints handled in 2013 dealt with ngeaf payment and current accounts —

see Figure 2.
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Figure 2: Segmentation of the complaints by banking actitypes, 2013
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* This year, the Banking Supervision Departtne@ade certain changes in the
classification of areas of activity. Tlotassification is now based on key
products and services offered by the banking systeedit for housing and
other types of credit; deposits and savings; seesrideposits; all types of
current accounts—joint accounts, minors' accowetts; means of payment—
checks, payment cards, account debit authorizatiEtos information services.
Under the title "Additional activities offered Hyanks" there are additional
areas of activity, such as distribution of estategplementing injunctions issued
under law, debt collection, and reporting to comesirproviding credit data
services.

In the means of payment area, the enquiries antplaints focused on checks (47
percent of all enquiries and complaints in thisap@nd payment cards (31 percent).
The numerous complaints regarding checks, as amdpwith payment cards, is
especially striking since the volume of paymendcactivity is significantly higher
than the volume of checking activityAs opposed to the latter two, the percentdge o
complaints regarding cash and account debit audwion was lower (8 percent and 7

percent of all enquiries and complaints in thisaarespectively).

34 percent of the enquiries and complaints reggrdurrent accounts dealt with fees,

17 percent dealt with closing of accounts, and df@gnt in opening of accounts.

An additional area of activity for the banks' ludes debt collection, handling

inheritances, reporting to companies providing itreldta services, prevention of

" The Bank of lIsrael, Israel's Payments and Setttem8ystems, the 2012 Red Book:
http://www.boi.org.il/en/PaymentSystem/Pages/Déafaspx
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money laundering and funding of terrorism, and enpénting various injunctions,
including foreclosures and guardianship writs.y=dhe percent of the complaints in
this area dealt with debt collection, 24 percerthvioreclosuresand 15 percent with

handling inheritances.

The portion of complaints regarding housing lohas been growing smaller in the
past few years: in 2013, they constituted 7 peroémtl complaints, compared with
10 percent in 2012 and 17 percent in 2011. Wibate the reduction to the Banking

Supervision Department's systemic activity in themaof housing loans.

3.2 Processing of enquiries following restrictiosiimposed on granting credit for
housing

In the past few years, the Banking Supervisiopddegnent initiated a number of
macroprudential steps, which included various i&g&ins on granting credit for

housing by the banking corporations.

On November 1, 2012, the Supervisor of Banksiphbt a letter which restricted the
loan to value ratio of residential mortgade®ollowing the letter, the Public Enquiries
Unit provided responses to public enquiries (irs ttase, mainly by phone) regarding

the restrictions and their significante.

In addition, the Unit handled individual compl@non the issue. The handling is
usually intended in prevent situations where priypeurchase transactions which
have already been executed cannot be completeetlbas situations where the bank
does not comply with its commitments to the bornmswngiven prior to the order's
effective date.

The vast majority of the enquiries and complaiwmsre answered by the Unit's
representatives by phone, within short time fransas] most were handled to the

satisfaction of the borrowers.

8 As a rule, handling debt collection and foreclesorders is under the purview of the courts and
execution office.

® 75 percent— in case of a single property purchésedn Israeli citizen or resident, 70 percent—in
case the borrower is an lIsraeli citizen or residemd he/she is committing to selling his/her only
apartment and is purchasing another property in B® percent—in other cases. The binding slraift
the Supervisor's letters, as well as the FAQ figarding loans for housing, appear on the Bank of
Israel's website, atww.boi.gov.il under the Banking Supervision Department seciiothe "Letter
and Circulars" and "FAQ" chapters.

1 The scope of these inquiries is not shown in Egirsince it only relates to written enquires and
complaints.
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4. Nature of the deficiencies detected while pressing the public's complaints
Segmentation of the justified complaints by tyy@etof deficiencies found indicates
that the main reason for deficiencies in bankingomtions in 2013 remains human

error.

Figure 3: Segmentation of the justified complaints by theetgp deficiencies, 2013
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Part B — Examples of complaints processed by thganking Supervision

Department in 2013

General: Examining the complaints and reaching dasions regarding them

The relationship between banks and their custeniercharacterized by gaps in
information and in market power, which warrant gased protection for bank
customers. The protection is regulated by banklegislation (special laws,
regulations and rules stemming therefrom and Pr@umerduct of Banking Business
Directives issued by the Supervisor of Banks) aedegal civil legislation. An
additional level of protection is created as a ltesfuetters and position papers issued
by the Banking Supervision Department, includingsipon papers which are
developed through the handling of customer comgdaifVide ranging principles,
which were prescribed in court rulings, as welttees duty of trust and care by which
a banking corporation is bound vis-a-vis its custmnas well as the duties imposed
on a banking corporation by the very fact thasiperceived as a semi-public sector
entity, rule all areas of banking activity and th@urpose is to ensure proper
relationship between the banks and their customEng contractual engagements
between a bank and its customers are bound byaheug protections mentioned
above, as well as the standard contract courtsStipgeme Court and other courts,
which determined which terms and conditions aréniited from being included in

contracts, due to being discriminatory.

In addition, responsible and fair conduct by akiag corporation is one of the
overriding principles of the OECD (Organization feconomic Co-operation and

Development) for the purpose of protecting conssméfinancial services?

The complaints filed with the Banking SupervisiDepartment are examined and
handled in light of the duties imposed on the bagkcorporations, which were

mentioned above, based on a pro-consumer approhidh wakes into account the

information and market power gaps that characteheeelationships between a bank
and its customer. If necessary, the interpmtagiven to legislation and general
principles is based on the need to ensure propetum towards the banking system's
customers. Nevertheless, one should remembagredch enquiry is examined on a

case by case basis, according to each case'suparttaccumstances.

1 G20 High-Level Principles on Financial ConsurRentection (the statement of principles, as well as
other relevant documents, can be found on the O @Bbsite).
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The following are examples of specific complairtandled by the Banking
Supervision Department, and which we wish to btowthe attention of the public and
the banking system.

A bank's duties towards its customers
1.1 Outsourcing of banking services
What happens when a bank wishes to use the ssno€ an outside entity —
outsourcing — for the purpose of providing servittegts customers? Which entity is
bound by the above mentioned stringent duties bigclwbanks are bound towards

their customers?

One of the banks engaged an external company toderd@s customers with online
trading services in foreign securities. Follogvithis, the bank blocked its customers'
access to their securities portfolios on its wehsihtil the customers will have signed

a direct agreement with the external company.

Banks are allowed to receive services throughsauting under conditions

prescribed by the Supervisor of Barfk8ut even in such situations, the entity which
is liable towards its customers is the banking cmapon, an entity which has, as
mentioned above, public sector characteristicsigbdund by stringent duties of trust
and care towards its customers. A bank maycoatlition these duties, by way of

agreements or otherwise, either directly or indiyec

The very fact that a bank demands that its custensign an agreement with a
nonbanking entity as a precondition for providingeavice (in general or in a given
area) is inconsistent with the duties and positiba banking corporation. In addition,
the agreement with the external company includeshgeand conditions (including
such that were intended to exempt the company fraility in various areas) which
are prohibited from being included in agreementsvben a bank and a customer

since they are discriminatory in nature.

We thus found the complaint to be justified andeoed the bank to refrain from
having customers sign agreements with other estiteven if the bank receives

services from external sources.

12 The issue is regulated in Section 17 of PropendDct of Banking Business Directive No. 357
("Information Technology Management").
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Current accounts
2.1 Joint accounts
Joint accounts pose numerous challenges for bartksh become more acute when
partners are in dispute, especially if a dispute almeady erupted. Disputes often
occur after one of the partners has passed awafythee medical condition of one of

them has worsened.

This reality requires banks to anticipate risksl @&xercise controls so as to prevent
possible damages in joint accounts. Banks &en wequired to balance conflicting
interests, a task which is not easy in the ledaturally, in this complex area, as well
as in additional areas which pertain to relatiopshbetween banks and their
customers, it is impossible to develop "automatlohe size fits all" solutions which
would be appropriate for each and every case. Tthadyank is required, as an entity
with public sector characteristics which is bourydskringent duties of trust and care,
to take into account the customers' respective acleristics, the activity in the
account and the circumstances. The effortsstedeby various banks in developing
and implementing means of care, so as to redud@ar &s possible, their customers’
distress, serve as a significant test for the Ilsatdkvel of fairness towards its

customers.

The duties of trust and care by which banks anent are further reinforced when
customers find it difficult—or impossible—to handleeir affairs due to age, medical
condition, disability, or other reason. In sweses, the banks are bound by the duty to
act in a reasonable manner so as to prevent digituahere a customer's distress is
used to gain at the customer's expense, or a igituathere customers cannot

withdraw funds for their day to day sustenanceita needs.

When the account in question is one that wasraily opened under the name of a
parent, or when the funds in the account arise fiteerparent's income, then if in old

age the children are added as partners to the agdbis, in and of itself, does not

mean that the ownership of the account has chariggdiather that partners have
been added to it in order to assist the senioroowst. In such circumstances, the
position of the account owner's children may beywsemilar to that of an authorized

agent. Banks and customers should give ampmegtit to the question whether
children of an account owner should be added toattewunt as authorized parties
ratherthan as partners; the bank should provide customers with full explanations, so

as to allow them to reach an informed decisiBut even if they were added to the
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account as partners for the purpose of convenighedyank is still bound by a special

duty of care toward the original account owner.

A senior customer held an old account which serf@dmany years, for the purpose
of obtaining a stipend for victims of Nazi crimasdaaccumulated significant funds;
the customer asked to add his two daughters tadbeunt, as partners, so they would
assist him in managing it when he reaches old agaer on, the father became ill,
and a dispute erupted between his daughters: tlheyeld each other for carrying out

transactions in the account which were not in teeciit of the father.

Due to the dispute, one of the daughters askedhbatignatory rights in the account
would be changed to "all together", so that hetesisvould not be able to make
transactions in the account without her authomratWhen the sister learned about it,
she attempted to withdraw a large sum from the @wug@and complained to us that
the bank did not allow it, due to the change in $signatory rights. In effect, the

change in signatory rights led to the account'adpbiocked.

The bank acted appropriately when preventingsister from withdrawing large sums
which were outside the day to day management sobpige account. But the bank
erred in enabling the account to be completely ke#dcfor a certain period of time
(albeit a relatively short one) due to the chandethe signatory rights to "all
together". Taking into account humanitarian siderations and the special
characteristics of a "convenience partner”, suahange in signatory rights should
not prevent the release of funds for the fathexistd-day needs and his proven needs

(such as a home for the elderly or medical expgnses

2.2 Minors' accounts

A bank's duties of trust and care by which a bianound towards its customers are
all the more evident when it comes to customers afgominors. It is evident that a
bank may not enable a minor's account to be overdveithout his parents’ consefit.

It is equally important that a bank know its cuser, develop reasonable estimates
regarding the activities expected in his/her actomnonitor the actual activity in his
account, and take adequate measures of care egesvent exceptional transactions

13 This prohibition is also prescribed by Sectiooféhe Proper Conduct of Banking Business Dirextiv
No. 416 ("Minors' accounts").
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which may be in breach of the bank's duties oftteusd care or compromise the

customert?

An account was opened under a minor's name, anchbdiler complained that the
bank allowed his father to use the funds in theoawt for his personal needs. The
father was an authorized signatory in the accoHiet.deposited checks in it and
frequently withdrew funds from it. The fathedstivity caused the account to be

significantly overdrawn.

After examining the issue, we determined that ihek acted inappropriately—the
bank allowed the father to use the account forveigtthat was unreasonable for a
minor's account, and allowed the account to be dva@m without the mother's

consent. On these grounds, the enquiry wasifits as justified, and the bank was
instructed to refund the minor the full amount wittwn as a result of the father's
activity. The refund amounted to NIS 18,000.

2.3 Withholding the transfer of an account to aother bank and resetting a credit

balance to zero for the purpose of closing the acaot

The difficulties involved in transferring an acet from one bank to another
constitute one of the barriers to increasing coitipetin the banking system. As a
result, the Banking Supervision Department attebigreat significance to facilitating
such transfers. As part of its ongoing effddsincrease competition, the Banking
Supervision Department invested efforts in regnfatand enforcing this issue: it
simplified the process and, as far as possibleceplahe main responsibility for
transferring accounts on the banking system, tledsiaing the cost of transferring

accounts.

As for terminating an engagement with a bank Wwiiioes not involve transferring an
account to another bank — banks are also expecteslich cases, to streamline the

process and provide customers with maximum assistan

A customer of one of the banks complained of pstanation in closing an account

and transferring it to another bank. She cldinigat the bank was delaying the

“Technically, the duty to know one's customers, mmraccount activity and follow up on exceptional
activity, is prescribed by Proper Conduct of BagkBusiness Directive N0.411, "Prevention of Money
Laundering and the Financing of Terror, and Custoldentification". However, it is obvious that

protecting customers is one of the main purposdisasie actions.
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transfer of her securities portfolio and savingsoamt, while continuing to charge her
fees for managing the account. According tobidek, the delay was due to its attempt
to dissuade the customer from leaving the bankaasof its customer preservation

process.

According to our findings, the bank did delay thensfer of the customer's securities
deposits and savings account—a securities portfakes a few business days to be
transferred, and the transfer of a depgositkes one business day—we thus concluded
that the bank delayed the closing of the accowr. thus determined that the bank

should compensate the customer for the damagesheed as a result of the delay.

When examining the account statements, we disedvéhat after the securities

portfolio and savings account were transferrednottzer bank, a credit balance was
left in the customer's current account. In ordeclose the account, the balance was
reset to zero, but the amount was not forwardedeaustomer's new account. It goes
without saying the bank was instructed to forwdre &amount to the customer's new

account in the other bank, with added linkage diéffiees and interest.

2.4 Closing of an account at the bankisitiative

As a rule, a bank may close an account on its murative if the activity in the
account is illegal or in violation of an agreemaerith the bank. May the bank close
the account on its own initiative if there has beenactivity in the account for a
significant period of time and the customer onlgurs damage due to the payment of

fees?

A bank closed an account of a customer after theeno activity in the account for

over a year, and since the customer did not deposittunds to cover his overdraft
balance, in the amount of NIS 100, created follgvanmonthly charge of account
management fees. In addition, the bank revadked credit card attached to the
account, which had not been used for a signifigzeriod of time. A number of

months later, the Israel Tax Authority depositedxarefund in the account. Since the
account was closed, the credit bounced, which chtise customer to receive the
funds at a later date. According to the custoime did not know that the account was

closed and was not informed of the matter by thekba

!5 This is a term savings deposit whose term hasceratea fixed-term savings deposit which has exit
points, or a deposit which was "broken" followingustomer's order.
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When examining the complaint, we found that tael $ank tends to close accounts
which have been inactive for a significant periddtime and which seem to have
been abandoned by their owners. The bank cldsesaccounts so as to assist
customers and save them the minimum monthly feesgeld for managing the
account. However, it does not inform the cussmof its intention to close the

account or of its actual closing.

When a bank closes an account or revokes a cecagit without informing the
customer, this can cause the customer unnecesasy and inconveniences and, at
times, even more extensive damage. The bardgisired to inform customers of its
intention to close an account, a requirement wiscprescribed by Section 9 of the
Proper Conduct of Banking Business Directive NA2;48e requirement to inform a
customer regarding the revocation of a credit taptescribed by Section 4(c) of the
Debit Card Law, 5746-1986, and by Section 10 of Rineper Conduct of Banking
Business Directive No. 470. Taking into accotimg extensive liability imposed on
banking corporations and the public-sector charisties of their activity, there is
great significance in the bank's informing the oostr—in an effective manner—of
its intention to close an account or to revoke aditrcard. Thus, the banking
corporation must attempt to contact the customeorder to ensure that he/she has

received the notification.

The bank claimed that a reasonable customer gtk@elp track of his account's status,
inter alia by using the various tools for information retaéprovided by the banks to
their customers through automated information sambbile devices and the web. If
an account is overdrawn beyond the authorized tcied?, the customer should
deposit funds in the account without delay in oriecover the debit balance; and if
customers wish to continue managing an accounthwés no ongoing activity, they
should leave enough funds in the account to cdwerekpected fees and contact the

bank from time to time.

We found the complaint to be justified, but detered that the bank was not required
to compensate the customer, since the damage eadchyrthe customer cancelled out
the debit balance covered by the bank itself ireotd close the account. The bank
was instructed to amend its work procedures and setifications to clients when

revoking services.
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3. Means of payment

3.1 Checks ordered through an automated telt machine using a credit card

The banking system is developing innovative neadpcts and services based on
state of the art technology. These servicesiaually very convenient for customers,
since they reduce the effort often involved in abtay such services. Nevertheless, it
is important to ensure that the use of technicaimaedoes not expose customers to

unreasonable risks.

In one of the banks, checkbooks can be printetdeasérvice stations, using a credit
card: customers can order a checkbook and receiaatomatically. A customer
complained that customers had no way of cancetimigiocking this service. In other
words, if customers wish to be issued a credit,dda@ly cannot ask the bank to block

the possibility of issuing a checkbook at the awgbenservice station.

Upon examining the complaint, we found that thees a risk that the card get into
the hands of a third party following loss or a thahd that that third party could then
obtain a checkbook and use it. In such casksrena debit card is misused, the bank's
liability is regulated under the Debit Card Law,4571986. Nevertheless, the
protection granted by the law does not includerthisuse of a check book ordered
and issued through a teller machine by using thd. delisusing checks can expose
customers to serious risks. For example, akchatof a checkbook issued by a party
who stole or found the card can find its way toeotparties (including ones who sold
products or services in good faith), and theseiggmdan attempt to collect the check

amounts from the customer, including by way of exien office proceedings.

Due to the risks embodied in this service in @sard is lost or stolen, and due to the
duties of a bank towards its customers, we detexchthat when a customer incurs
damage as a result of cashing a forged check iassiad a stolen or lost credit card,
the bank's liability arrangement will be similarits liability arrangement regarding
the use of a debit card by an unauthorized pastprescribed by the Debit Card Law.

3.2 Customer's error in entering a bank account nmber when performing a

money transfer

Bank transfers are a common means of paynk@aw. are aware that bank transfers
are performed using technological means only, tjincan inter-bank clearing house,

using the numerical details provided by the custowishing to perform the transfer.
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When executing the transfer, only numerical Sedgle checked — the account number,
branch number and bank number—as provided in #resfer order, but the name of
the transfer recipient is not check&dn addition, when the transfers are between tw
different banks, the transferring bank has no whayenifying that the details of the
branch and account at the receiving bank are dpraed the receiving bank has no
way of knowing the name of the beneficiary writtey the transferring party at the
transferring bank. Thus, when making a banksfiexr, the public should exercise
utmost precision when entering the details of thadferee account (account number,

branch number and bank numb¥r).

A customer made a bank transfer, but erred in migteme of the digits of the bank
account number. As a result, an account ofstoater who was not the intended party
was credited. The bank contacted him, butelfiesed to have his account debited in

the erroneous amount, claiming it constituted amngmous gift.
As noted, it is currently impossible to prevembaeous transfers in such cases.

After the funds have been transferred to a aeparty using an account's numerical
details as provided by the customer, the bank balegal right to debit the account
without the account owner's consent, even if theamer claims that its owners are

not the rightful recipients of the fund.

Nevertheless, the bank cannot ignore the custendistress upon making the
erroneous transfer, and may not ignore the claahttie account was credited in error

and its owner has made an unlawful gain.

We believe that the proper balance should besgedithus: the bank should demand
that the owner of the wrongly credited accountmethe funds. If that person refuses
to return them and, in addition, does not suppBoacite and reasonable explanations
as to why he/she is entitled to them, the bank nmagertain cases, withhold the funds
(prevent their withdrawal) until his right to thamproven. In addition, in the absence
of reasonable explanations by the owner of theitg@daccount, the bank should

6 Comparing the name of the bank account owner ¢ rihme written on the transfer order is
technologically not feasible, since hames can kb#enrin various ways. If the banks were toathe
names, they would not execute a large portion etrdinsfer orders.

" various banks still have identically numberedamts in different branches, despite efforts tocu
the phenomenon, so there is great significancateriag the branch number correctly.

18 This is possible if the account was credited dwean error made by the bank and there is no
reasonable dispute regarding the error itdétfwever, it is impossible to do the same when there
was committed by the transferring customer rathen ty the bank.



26

provide the complainant with information that wowdable him/her to file a lawsuit

against that person.

The owner of the credited account did not pro\adg convincing explanation as to
why his account was credited with the funds and rbtl point to any relationship
between himself and the transferring party.c8ithere is reasonable basis to assume
that the customer was not acting in good faith, Haak's duties towards the
transferring party — who has a right to demand thatfunds be returned to him —
takes precedence over its duties towards the atooumer; and since, in any case, a
legal procedure will result in the exposure of itientity of the account owner, we
instructed the bank to provide the transferringtypavith the contact details of the
account owner and withhold the balance created rasudt of the transfer, so that it

cannot be withdrawn until the court's decisionawsuit is handed down.

3.3 Authorization to debit an account by a speaid amount.

An authorization to debit an account is a commuaans of payment, especially for
the payment of utility bills such as water, eleagty, telephone, etc. In most cases, the
amount by which the account will be debited forhsacservice is unknown, since the
amount naturally depends on usage. Howevegudimorization to debit an account
may constitute a means of making predetermined imhppayments.

A customer asked for a monthly authorization toideils account for a specific party,
by a set predetermined amount. The bank edtifim that even if he informed the
bank of a specific amount, the bank had not inbentif checking whether the charges
correspond to the monthly amount which appearedhenauthorization form. The
said bank claimed that it was not required by lawehieck whether the actual debited
amounts corresponded to the authorization fdmaddition, the bank claimed that it

was not feasible for it to do so.

The Banking Supervision Department rejected thekls claims and found the
complaint to be justified. The option to give authorization to debit an account by a
predetermined amount is prescribed by Proper CdnaddicBanking Business
Directive No. 439, "Debits by Authorization"h@& bank's right to debit a customer's
account is limited to the amount noted in the axtdation form. If the authorization
form prescribes a certain amount, the bank maydebtt the account by a different
amount. If the authorization form limits thenmoer of payments, the bank may not
continue to debit the account after the last paynmas been made. The bank is
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required to refund the customer any amount beybadtithorized amount, according
to the corresponding value date, and in case oéditdbalance — with added interest
and linkage differences.

4. Housing credit

4.1 Approval in principle for a housing loan

When a bank gives an approval in principle fomartgage loan, it constitutes a
commitment to grant that housing loan, provided tha customer meets the terms
and conditions outlined in the approval. Thesnenitment is intended to ensure, for a
certain period of time—at least 12 days—the coaodgi under which the bank

commits to grant the loan, including the loan amptive loan period, the interest rate
and the monthly repayment amount. This meanmsasly intended to provide the

customer with a period of complete certainty regaydhe terms and conditions of

the mortgage loan, so as to enable him to check tred compare them to terms and
conditions offered by other banks, reach an infarnadecision, and prepare for

entering into the agreemetit.

A customer received an approval in principle fromedain bank, and contacted other
banks in order to compare the terms and conditamuschoose the best offer. After
having received competing offers, the customerrnei to the first bank in order to

give it an opportunity to improve its offer. &lbank presented its improved and final
offer only on a computer screen, and provided thstamner with the option of

receiving either a photocopy or screen print thierdde customer complained that
the bank was unwilling to note the details of tidenest rate in an approval in

principle form, but only on a screen print.

Competition between the banks is one of the timisiarrowing the information and
power gaps between the banks and their custorm@es.approval in principle by the
bank for granting a mortgage loan is an importaa for promoting competition
among banks in the area of housing loans and f@rawing actual credit terms

granted to customers.

¥ The duty to provide an in principle approvaldahe content of that approval, are prescribed by
Section 4c of Proper Conduct of Banking Businesse®ive No. 451, "Procedures for Granting
Housing Loans".
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The bank should give a customer its offer regaydiousing credit only by means of
the approval in principle form, which includes efl the details required by Proper
Conduct of Banking Business Directive No. 451vébal offer, or by way of an a

offhand document, such as a printout or screen,gram compromise the customer's
ability to obtain improved interest rates in othmmks, since only an approval in
principle—on the regular form, which is known thghwut the banking system—

constitutes definite proof of the terms offeredite customer by the bank.

We found the complaint to be justified, and thenlkbavas instructed to issue an
approval in principle, with any change in the ietdrrate for the approved loan, even
for customers who are in the process of their ntaggsearch.

4.2 Bank's refusal to meet a commitment torgnt a loan

As noted, an approval in principle is a commitmanthe bank to provide a mortgage
loan under the terms specified in the form, prodideat the customer meet the
conditions. May the bank retract its commitmédnthe customer has met all of the

conditions?

The complainant (who wished to purchase a propedgjacted one of the banks and
requested a mortgage loan for purchasing an apartr8ae obtained an approval in
principle. She provided the bank with all of thecuments required in order to obtain
the bank's agreement to grant the loan and mef #ile conditions. The bank delayed
the granting of the loan, claiming that the setiéthe apartment had a debt to the

bank, which caused the Execution Office to attamhldank account.

Meeting commitments to customers is one of the@mtones of banking services.
The seller's debts to the bank had nothing to il the transaction in question, and
we found no cause for the bank to violate its comant to the customer. The bank
knew about the seller's debts on the date it gdatite customer an approval in
principle, but did not include in that approval acgndition regarding the seller's
debts or removing attachments from her accowgnkinder the assumption that the
bank made a misjudgment, this is a mistake thatctheaterparty could not have

known about and, in any case, it pertains to whetreedeal was worthwhif@.

The bank was instructed to grant the customeaa i accordance with the approval

in principle, and it did.

2 Such errors do not allow the bank to revoke ariiment unilaterally (see Section 14 of the
Contract (General) Law, 1973-5733).
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4.3 Setting conditions for issuing a letteof intent

In a letter of intent, the bank commits to therbaser that when the latter deposits the
loan balance, the amount of which is noted in tbeudhent, the customer’s entire
debt to the bank will have been repaid, and thek beself will remove any liens
ensuring the repayment of the loan. A lettemdémt was given to the borrower upon
request. The borrower was considering rolling dvierloan—i.e., repaying it early,
including by obtaining a loan from another bamke letter was meant to provide the
borrower with certainty regarding the amount he Mobe repaying in order to

remove the mortgage and any other liens to thefibefi¢he banié:

The letter of intent has great significance invprging failures and complications
while executing a real estate transaction. [§itssued late, it can compromise the
proper course of a real estate transaction—whichast cases, is the most important
transaction in a person's life. A letter of iritamay also help the customer roll over a
loan through another bank—a process which encosre@@petition among banks in
the area of credit provision. Thus, banks shastdie letters of intent as soon as

possible, without creating difficulti€s.

A customer complained that a bank was unwillingssue a letter of intent unless a

rights in land certificate or an abstract of tlke presented to it.

Since a letter of intent is highly significant fhre purpose of protecting customers
and third parties and for encouraging competitioroag banks in the area of credit
provision, the Banking Supervision Department'sitpms is that a bank cannot
condition its issuance, including by demanding ghts in land certificate or an
abstract of title. We were not convinced that sdobuments are indeed required for

the bank to issue a letter of intent.

ZThe balance in the letter of intent may, due taowar reasons, be somewhat different than the actual
final balance which the customer will be requiredépay. In the majority of cases, the differenase
small in relation to the loan amount. Howevengcsi such differences may occur, customers can find
out the final amount close to the actual to theyement date.

22 Regarding housing loans, Proper Conduct of BanBuosiness Directive No. 451 requires banks to
issue letters of intent within three business daysl prohibits them from charging a fee for thetfir
two requests for the same loan filed by the custamghe same year.
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We found the customer's complaint to be justifidhe bank changed its work
procedures, guided its employees and amended the ffr requesting a letter of
intent, which included the request for the docursent

4.4 Transferring a lien for a housing mortgge loan

When a customer sells an apartment which is pkkdgea bank before finding an
alternative apartment, the bank allows it to terapty swap—for a period of time

determined by the bank—the lien of the pledged @rypfor a pledged deposit
(“transfer deposit”). The bank commits to offéskeé deposit balance from the loan
balance in case the customer does not provideahle Wwith an alternative pledgeable

asset within the maximum period provided.

A customer complained that the bank did not ofteettransfer deposit at the end of
the agreed period (in this case — 4 years). Aliogrto her, this resulted in her
incurring significant damage, since the value @f ttansfer deposit was linked to the
USD, whose exchange rate decreased significantlyiarany case, the return from it
would have been significantly lower than interdsarges for the mortgage loan. The

customer demanded that the bank compensate hisidatamage

It turned out that the bank did not offset thensfar deposit, despite the fact that the
agreed period had ended, and did not attempt ttacbthe customers (excluding an
annual notice regarding the existence of the dépwadiich the bank sent to the

address contained in its files, which is not alwdngsup to date address).

The Banking Supervision Department instructedaduek to offset the transfer deposit
beginning from the date in which the four years kaded, and the customers were
credited with interest and linkage differences ttoe period which elapsed until the
date in which the deposit was actually offset.
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Appendix A — Explanation of the system for rating he banking corporations

The Public Enquiries Unit in the Bank—Customer Bien of the Banking
Supervision Department rates the five largest bamid the five banking groups in
Israel on the manner in which they treat their comrs.

The principle purpose of the rating system is talgate the quality of the treatment
of customers, as reflected in the enquiries and dbmplaints processed by the
Banking Supervision Department, from the aspectsseivice, compliance with
consumer regulations, the Supervisor of Banks'ctiwes and the assimilation of
standards of fairness which form the basis for erdgank-customer relations.

Banks are rated with respect to their treatmentcuwdtomers by weighting four
criteria:

a. The proportion of justified complaints withinethotal number of complaints
against a bank on which a position was taken.

b. The ratio between the bank’s share of justifiedchplaints and its share in the
banking system.

c. The proportion of complaints dealt with in aisfactory manner by the bank
within the total number of complaints submittedhe bank by the Unit;

d. The proportion of enquiries and complaints iniokhthe bank accepted the
customer’s claim even though these were not clads#fs justified by the Unit.

A brief explanation of each of the criteria and thanner in which the evaluation is
made is set out below:

a. Proportion of justified complaints within the total number of complaints
against the bank on which a position was taken

The weighting of this criterion in the overall evatiation is 30 percent.

Calculation of the criterion: For each bank, the number of complaints for wiineh
processing was completed and which were found foidigied in the reviewed year,
divided by the total number of complaints agaihsit toank on which a position was
taken (either justified or unjustified).

M = number of complaints against the bank the msiog of which was completed in
the reporting year and that were found to be jiestif

E = number of complaints against that bank thegssicig of which was completed in
the reporting year and on which a position wasrigk&her justified or unjustified).

P1=M/E

b. The ratio of the bank's share of total justified canplaints to its share in the
banking system

The weighting of this criterion in the overall evauation is 30 percent.
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Calculation of the criterion: The ratio of the number of complaints against taekb
in question, the processing of which was completethe reporting year and that
were found to be justified, to the total numbercomplaints against all the banks
found to be justified in the reporting year, dividby the ratio of the bank’s total
assets (minus business creditp the banking system’s total assets (minus basine
credit).
M = number of complaints against that bank, thegssing of which was completed
in the reporting year and that were found to béfjed.
>M = total complaints against all the banks, thecpssing of which was completed
in the reporting year and that were found to béfjed.
A = Total assets of the bank minus business cesddt the end of the reporting year.
YA = Total assets of the banking system minus bgsiceedit as at the end of the
reporting year.

P2 = (M/ZM) / (A/ZA)

A ratio of less than 1 implies that the bank's shadrtotal justified complaints (against
all the banks) is lower than its share in the baglsystem (retail and commercial
banking).

c. Proportion of complaints and enquiries processed s$iafactorily by the bank
within the total number of complaints and enquiriesregarding which the
bank was contacted by the Public Enquiries Uniait the Banking Supervision
Department.

The weighting of this criterion in the overall evatation is 20 percent.

Calculation of the criterion: Number of complaints, the processing of which was
completed in the reporting year in a satisfactosnner by the bank in questfdn
divided by the total complaints, the processingwdfich was completed in the
reporting year and regarding which the bank wasamed by the Unit.
T = number of complaints, the processing of whicdmswompleted in the reporting
year in a satisfactory manner by the bank in qaesti
B = Number of complaints, the processing of whicdsveompleted in the reporting
year and regarding which the bank was contactatidynit.

P3=T/B

d. The proportion of complaints and enquiries in whichthe bank acted in the
customer’s favor even though the Unit did not clasfy them as justified

The weighting of this criterion in the overall evauation is 20 percent.

In view of the nature of this criterion (which redkts an act of good will), the scores
“needs improvement” or “deficient” were not usedhe evaluation.

% Total assets minus business credit (based ontsejoothe Banking Supervision Department at the
end of the reviewed year) serves as an estimdteathare of each bank in retail activity.

24 As distinct from complaints and enquiries which trank in question processed in an unsatisfactory
manner.
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Calculation of the criterion: For each bank, it is the number of complaints and
enquiries, the processing of which was completetthénreporting year and in respect
of which the bank acted in the customer's favonaheugh the Unit did not classify
them as justified, divided by total complaints ardjuiries, the processing of which
was completed in the reporting year, regarding twhiee Unit contacted the bank,
minus complaints that were found to be justified.
L = Number of complaints and enquiries, the proogssf which was completed in
the reporting year and in respect of which the bactked in the customer’s favor even
though the Unit did not classify them as justified.
B = Number of complaints and enquiries, the praogssf which was completed in
the reporting year and regarding which the bank seaacted by the Unit.
M = Number of complaints against that bank, thecpssing of which was completed
in the reporting year and which were found to Istified.

P4=L/(B-M)

Each criterion (P1, P2, P3 and P4) was assignadreemcal score on the basis of an
evaluation scale determined by the Banking SuperviBepartment.

The overall rating was calculated as follows:

G =0.3*P1 + 0.3*P2 + 0.2*P3 + 0.2*P4
A verbal evaluation was determined for each nuraéscore as follows: particularly
good, good, adequate, needs improvement, needsficggh improvement and
deficient. The overall evaluation of the bank frtme aspect of customer relations, as
reflected from investigation of the public's comipts, is published in a verbal format
only.
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Appendix B — Data on the entire banking systefi

Table 1

Number of complaints in 2013, and proportion of jusified complaints in the

banking systent®, 2013 vs. 2012

Banking
corporation

Bank Hapoalim
Bank Leumi Le-
Israel

Israel Discount
Bank
Mizrahi-Tefahot
Bank

First International
Bank of Israel
Bank Otsar
Hahayal

Bank Yahav
Union Bank of
Israel
Mercantile
Discount Bank

Bank of Jerusalem

Bank Poalei Agudat

Israel
Bank Massad

Arab Israel Bank

U-Bank

Cal (Cartisey
Ashrai Le’Yisrael)-
Israel Credit Cards

Isracard

Leumi Card

Complaints
out of total
complaints

358
262
233
209
89

52
54

40

36

34

21
16

40
37
22

Complaints
on which a Number of
position justified
was taken complaints

271 74
189 39
179 27
152 28
63 12
39 13
37 6
28 10
23 9
30 10
18 2
12 2

3 3

3 1
29 1
31 9
18 4

Proportion
of justified
complaints
to those on
which a
position
was taken,
2013

27.3%
20.6 %
15.1%
18.4%

19.0%

Proportion
of justified
complaints
to those on
which a
position
was taken,
2012

26.6%
18.0%
20.0%
20.1%

16.7%

% All data in this Appendix refer to complaints fohich the handling was completed in 2013.
% The proportion of justified complaints againshkiag corporations against where the number of
complaints was less than 40 was not detailed imapert. The same applies to the other tables in

Appendix B.
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Diners Club Israel 1 1 1
Other 34 5 0
Total 1,549 1,131 251 22.2% 21.5%
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Table 2

Proportion of complaints that were processed satiattorily by the corporation,

2013 vs. 2012

Proportion of

Proportion of

complaints complaints
Number of processed processed
Number of Number of complaints Number of satisfactorily satisfactorily
complaints complaints processed complaints and and
Banking referred to processed particularly processed particularly particularly
corporation corporation  satisfactorily well unsatisfactorily well, 2013 well, 2012
Bank Hapoalim 469 429 30 10 97.9% 97.9%
Bank Leumi
Le-Israel 371 351 15 5 98.7% 99.7%
Israel Discount
Bank 307 280 25 2 99.3% 97.4%
Mizrahi-
Tefahot Bank 293 255 36 2 99.3% 98.1%
First
International
Bank of Israel 118 106 11 1 99.2% 96.0%
Bank Yahav 82 80 0 2 97.6% 90.0%
Bank Otsar
Hahayal 64 61 3 0 100.0% 100.0%
Mercantile
Discount Bank 53 48 5 0 100.0% 100.0%
Union Bank of
Israel 52 50 2 0 100.0% 100.0%
Bank of
Jerusalem 48 33 1 14 70.8%
Bank Poalei
Agudat Israel 27 22 5 0
Bank Massad 19 19 0 0
Arab Israel
Bank 8 7 0 1
U-Bank 5 3 1 1
Isracard 50 48 2 0 100.0% 94.1%
Cal (Cartisey
Ashrai
Le'Yisrael)-
Israel Credit
Cards 49 47 2 0 100.0% 100.0%
Leumi Card 33 32 1 0
Diners Club
Israel 1 1 0 0
Other 11 10 0 0
Total 2,060 1,882 139 39 98.1% 98.1%
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Table 3

Proportion of requests and complaints that were proessedx gratia even though
they werenot classified as justified, 2013 vs. 2012

Cases where

Proportion of

Proportion of

Total corporation acted complaints complaints
complaints  in customer's favor processedex processedex
not even though gratia to total gratia to total
classified as complaint not Total rebate to complaints complaints
justified classified as customers with Total rebate to referred to referred to bank
and justified unjustified all bank and not and not
Banking referred to (unjustified complaints complainants classified as classified as
corporation corporation complains) (NIS) (NIS) justified, 2013  justified, 2012
Bank Hapoalim 397 91 313,077 405,295 22.9% 31.8%
Bank Leumi
Le-Israel 332 71 55,807 256,246 21.4% 28.9%
Israel Discount
Bank 280 71 65,402 86,628 25.4% 22.4%
Mizrahi-
Tefahot Bank 265 77 378,165 436,005 29.1% 31.4%
First
International
Bank of Israel 106 42 93,063 95,177 39.6% 38.0%
Bank Yahav 76 13 1,691 12,018 17.1% 33.8%
Bank Otsar
Hahayal 51 13 54,646 60,032 25.5% 15.9%
Mercantile
Discount Bank 44 12 458 26,898 27.3% 43.1%
Union Bank of
Israel 43 11 3,896 8,376 25.6% 27.8%
Bank of
Jerusalem 38 8 224 764 21.1% 21.4%
Bank Poalei
Agudat Israel 25 10 11,420 13,149 40.0% 13.3%
Bank Massad 17 2 - - 11.8% 35.7%
Arab Israel
Bank 5 2 306 661 40.0% 31.3%
U-Bank 4 0 - 34,751 0.0% 0.0%
Cal (Cartisey
Ashrai
Le’Yisrael)-
Israel Credit
Cards 48 17 2,637 4,159 35.4% 38.1%
Isracard 42 6 564 18,810 14.3% 34.1%
Leumi Card 29 11 6,810 8,261 37.9% 16.7%
Diners Club
Israel 0 0 - 19,936 None 50.0%
Total 1,813 457 988,166 1,487,165 25.2% 29.4%




