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The Report complies with leading international 
ESG disclosure standards and presents our 
achievements and performance on governance, 
economic, social and environmental aspects and 
impacts. 

The sustainability agenda is an essential element 
of our operations and strategic planning. Eurasian 
Bank is one of the seven largest banks in the 
country. As of the end of 2023, the Bank assets 
amounted to about KZT 2.7 trillion, the loan 
portfolio reached KZT 1.4 trillion, and the base 
of deposits and customer accounts exceeded 
KZT 2.1 trillion. About 4.8 million customers 
entrust us with their financial transactions. With 
our broad reach, we recognize our impact 
on the economy and society and strive to realize 
our potential to promote ESG principles and 
satisfy the interests of all stakeholders, 
including shareholders, employees, customers, 
counterparties, regulator and local communities. 

A key area of financial services development today 
is the introduction of innovative digital solutions 
that improve the quality of banking services and 
contribute to the sustainable development of the 
economy and society. In 2023 we introduced 
new services in the Smartbank app, optimized 
its operation and implemented a whole range 
of technological changes. Our digital initiatives 
aim to improve our customers’ living standard 
and create new opportunities through efficient, 
accessible, secure and ergonomic banking 
services. We are always open to feedback and 
develop products and services, striving to find the 
best solutions to the challenges faced by the Bank.

The main focus of our social policy is to create 
decent working conditions for our employees. 
Eurasian Bank employs more than 5 thousand 
people across Kazakhstan. By creating a suppor­
tive and inclusive working environment, we care 
about their well-being and professional growth. 

Message from the 
Chairperson of the 
Management Board

I am honored to present 
you the first Sustainability 
Report of Eurasian Bank — it 
is a crucial milestone in the 
integration of sustainability 
principles into the Bank’s 
operations. This Report 
describes our first steps 
in ESG and reflects the 
aspirations and foundation 
we are laying to make 
sustainability an integral 
part of our corporate DNA.

Dear Ladies and 
Gentlemen,

Chairperson 
of the Management Board 
of Eurasian Bank

Lyazzat  
Satiyeva

GRI 2-22

KZT trillion
Bank’s assets at the end of 2023

2.7 KZT trillion
base of deposits and customer 
accounts

>2.1

KZT trillion
Bank’s loan portfolio at the end 
of 2023

1.4

thousand people
number of people employed by the 
Bank across Kazakhstan

>5

million customers
entrust us with their financial 
transactions

4.8

We care about our employees’
well-being and professional growth 
by creating a supportive and inclusive 
working environment.
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Charity and community support remain 
an important part of our social dimension. We 
partner with various charitable projects and 
organizations. One prominent example is a project 
implemented as part of Eurasian Diamond 
Club private club. At the expense of charitable 
bonuses of Visa metal card KZT 43 million 
were directed to the Mercy Voluntary Society 
Fund (Dobrovolnoye Obshestvo “Miloserdiye”). 
As a result, 19 children received the 
required medical treatment abroad and now their 
lives are not threatened. 

To reduce our environmental impact, we support 
the green office concept by increasing waste 
recycling and optimizing resource use every 
year. The Bank also implements green initiatives 
in the card business, which have already won 
the prestigious PLUS Award. For the first time 
in Kazakhstan, Eurasian Bank together with 
Mastercard issued a special and unique Eco-
card made of recycled plastic, the cash-back from 
which goes to the environmental fund for planting 
trees and recycling garbage.

an efficient mechanism of the Bank activities 
based on the principles of environmental, social 
and corporate responsibility in the interests 
of present and future generations to achieve the 
UN Sustainable Development Goals.

The Bank is implementing ESG risk 
assessment mechanisms and integrating them 
into management processes. From 2024, ESG risks 
are planned to be included in the annual stress 
testing process.  

We introduce responsible finance principles 
and approaches, creating products and services 
that help us respond to current social and 
environmental challenges. In Eurasian Bank, 
the share of carbon-intensive industries and 
associated clients does not exceed 6% of the 
total portfolio. At the same time, even among 
these clients there is a strong commitment 
to ESG practices. The Bank supports the SMEs 
development and offers loan programs for 
individual entrepreneurs and peasant farms. We 
issue green loans for purchase of electric vehicles, 
as well as social loans to pensioners. 

Eurasian Bank supports the efforts of government 
agencies and the public to improve financial 
literacy among the population and counter fraud — 
we understand our social responsibility for the 
financial stability and well-being of citizens.

We are committed to fully integrating 
sustainability into our business model and 
processes. We are currently working on launching 
a full-fledged ESG strategy. Its goal is to build 

We recognize that we are only at the beginning 
of the journey of integrating ESG principles into 
the Bank’s day-to-day operations and there is still 
a lot of work ahead. At the same time, we follow 
the advanced rules and regulations implemented 
by the Agency of the Republic of Kazakhstan 
on Regulation and Development of Financial 
Market. 

I sincerely thank our employees, customers, 
partners and shareholders for their continued 
support and trust. We look forward to sharing 
further achievements. Together we can achieve 
significant success in promoting sustainable 
development and creating a better future!

Lyazzat Satiyeva, 
Chairperson of the Management Board 

of Eurasian Bank

KZT million children
of the total  
portfolio

were directed to the Mercy Volun­
tary Society Fund (Dobrovolnoye 
Obshestvo “Miloserdiye”)

share of carbon-intensive industries and clients 
associated with them

received the required medical 
treatment at the expense of chari­
table bonuses of Visa metal card

43 6%19

In the long term, our ambitious  
goal is to become one of the leaders 
in sustainable banking, actively 
contributing to the development 
of a green economy and social 
well-being. 
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Key sustainability 
indicators for 2023

Financial indicators Social indicators Environmental indicators

Accumulated customer base,  
million customers

Assets,  
KZT billion

Greenhouse gas emissions,  
tons of CO2-eq.

Share of women in management 
positions, %

Deposits and customer accounts,  
KZT billion

Volume of waste sent for recycling, tons

4.5 2,356 

53

1,931 

1.5 

4.82,697 

56

2,144 

3.5

Headcount, people Expenses allocated for waste disposal, 
KZT thousand

Average number of training hours per 
year per employee, hours

Energy intensity,  
GJ/KZT million

5,846 10,350 

0.255 

5,352 13,860 

0.169 

Equity,  
KZT billion

197

304

7,586.0 90.9%

Volume of loans granted to pensioners,  
KZT billion

4.21 

5.08 

Volume of loans granted to SMEs,  
KZT billion

9.5 

9.6

Responsible business

Share of purchases from local 
suppliers

Direct economic value generated, 
KZT billion

428.7 8.7

2022

2022

2022

2023

2023

2023

2022

2022

2023

2023

2022

2023

2022

2023

2022

2023

2022

2023

2022

2023

2022

2023
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Key sustainability events 
for 2023

March

August
Recognition as the Digital Transformation Bank 
of the Year by Asian Banking & Finance for devel­
oping Broker 2.0 online solution

September

September

Adaptation of eubank.kz corporate website for visu­
ally impaired people. Special features were imple­
mented, including audio functionality and font size 
control on the screen

The best auto lending in the Republic of Kazakh­
stan according to the International Business 
Magazine experts

The Fastest Consumer Loan 2023 nomination 
by International Business Magazine for the 
record-short loan approval process developed 
by the Bank

17th place among mobile applications of the 
Republic of Kazakhstan in Forbes TOP-30 rating 
for Smartbank applicationJune

Awarding the Top Innovator in Consumer Finance 
title by Global Finance for the Broker 2.0 project — 
evaluation and approval of a product loan in 4 
seconds (the market average is 30-40 seconds)

Configuring the function of prompt transfer 
of funds to the National Volunteer Network 
in Smartbank mobile application

October

Receiving the PLUS Award in the Best ESG Initia­
tive in Finance category for issuing and promoting 
Eco-cards made of recycled plastic

The Bank wrote off over KZT 10 million in loans 
to the families of the fire victims in the Abay Re­
gion

Successful passing of repeated 
independent external audit and 
confirmation its compliance 
with the requirements of the PCI 
DSS payment card information 
security standards and SWIFT 
CSP information transfer and 
payment system

October
Presenting a project using artificial intelligence 
to work with credit files at the Digital Bridge 2023

Presenting a new shared construction digital 
project, designed to monitor the targeted use 
of shareholders’ funds with Kazakhstan Housing 
Company

Organization of volunteer clean-up days in all re­
gions of the Republic of Kazakhstan, — more than 
600 employees collected 7.5 tons of waste

November
Issuance of a new digital tenge 
debit card on the Mastercard 
platform, becoming the first 
central bank digital currency 
card in Eurasia 

April
Holding events aimed at improving the urban 
environment, including planting an apple alley 
in the center of Almaty by the Bank’s employees 
together with the Alma-Qala social movement

Signing a Memorandum on the development of co­
operation regarding cash withdrawals from ATMs 
of Kazpost JSC and Eurasian Bank JSC

Inclusion in the rating of 50 reliable banks in Cen­
tral Asia and Caucasus region according to Forbes.
ru, based on the assessments of international rat­
ing agencies (Fitch, Moody’s and Standard&Poor’s)

Expansion of the functionality 
of the Smart Business mobile 
application for legal entities and 
individual entrepreneurs
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General information and 
structure of the Bank

Eurasian Bank is a socially important commercial bank of the Republic 
of Kazakhstan, which will celebrate its 30th anniversary on December 26, 
2024. The Bank belongs to the ecosystem of the ERG Group, one of the 
world’s largest companies in the extraction and processing of mineral 
resources. The Bank’s shareholder is Eurasian Financial Company (EFC), 
a banking and insurance holding company.

The Bank holds leading positions in the retail banking market and provides 
a various services to corporate clients and SMEs. 

GRI 2-1

The Bank’s achievements in 2023

by individual deposits 
among the banks 
of the RoK (more than 
KZT 1 trillion)

Bank No. 1 
in auto lending for new 
cars, holding the leadership 
with significant increase 
of competition

by deposits of legal 
entities among the 
banks of the RoK

place

in terms of assets among the 
banks of the RoK

by volume of loan portfolio among 
the banks of the RoK

in terms of equity among the 
banks of the RoK

place

place

Awards and ratings of the Bank in 2023

Best Custodian and Sub-Custodian 
Bank in Kazakhstan according to Global 
Finance World’s Best Banks Awards and 
Global Brands

Bank of the Year in Digital 
Transformation according to Asian 
Banking & Finance

Top Innovator in Consumer Finance 
in the Innovators Awards of Global 
Finance for the Broker 2.0 project

The Best Bank in Auto Loans in the 
Republic of Kazakhstan according 
to the International Business 
Magazine experts

The Fastest Consumer Loan 
2023 according to International 
Business Magazine

Moody’s Investors Service credit rating 
agency upgraded the Bank’s long-term 
deposit rating from B2 to Ba3 and the 
underlying credit rating from b3 to b1 
with a positive outlook, reflecting 
the Bank’s efficient work on reducing 
problem assets and its ability 
to generate profits

Eurasian Bank Smartbank application 
is ranked 17th among mobile applications 
of the Republic of Kazakhstan in the 
Forbes TOP-30 ranking, conducted 
annually by Intervale Kazakhstan

14%
Eurasian Bank Group’s assets growth 
due to loan portfolio growth

increase in equity of the Bank 

54%

11%
increase of funds on deposits and 
customer accounts

auto loan market share (disbursement) 
for new cars in the RoK

45%
are processed in online format

of loans80%

are processed in online format

of deposits 50%
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Geography of activity 
 GRI 2-6

branches in the Republic 
of Kazakhstan

19
settlement and 
cash offices

118
accredited points 
of sale of auto loans

393

POS-terminals
833

ATMs
510

payment 
terminals

490

Karaganda

Kokshetau

Kostanay

Petropavlovsk

Astana

Pavlodar

Semey

Ust-Kamenogorsk

Uralsk

Aktobe

Aktau

Kyzylorda
Turkestan

Shymkent

Taraz

Zhezkazgan

Almaty

Taldykorgan

Atyrau

2 3 4 75 6
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Eurasian Bank’s strategic vision is to develop 
a universal banking model focusing on retail 
customers, providing the best customer 
experience for all types of customers and 
achieving maximum financial efficiency.

The Bank’s strategic focus is on a bimodal 
business model, which allows it to improve 
product margins and achieve synergies 
from the synchronized management 
of supporting processes. In the digital area, 
work is underway to shift the strategic 
focus from network and sales management 
to technology and product management. 
The analog business is organically developing 
the analog business and replicating the best 
practices of the digital bank.

Strategic  
vision 

Strategic  
focus 

Development strategy 

Eurasian Bank’s mission is to ensure 
stability and create positive change for 
people’s confidence, happiness and 
well-being. 

The Bank continues to implement its 
Development Strategy for 2021-2024, 
seeking to consolidate its position among 
the leading technological retail banks 
in the Republic of Kazakhstan.

The Bank’s mission and values

Eurasian Bank’s values:

We set goals and strive for 
outstanding results in achieving them

Healthy ambition

Trust is the foundation 
of relationships and the backbone 
of banking

Trust

We strive to improve reality and 
create new things continuously. We 
strive to make the best version 
of ourselves

Creativity and creation

The Bank is responsible for the 
decisions it makes and the result 
of its actions

Personal Responsibility 
(Know. Can. Do)

We use the energy of gratitude 
to improve the world around us 
and make people happy

The Power of Gratitude

Strategy, indicators and targets

2 3 4 75 6
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Participation 
in associations

GRI 2-28

The mission of the Association of Financiers of Kazakhstan 
(AFC) is to protect and promote the growth of shareholder val­
ue of its members. The main tasks of the AFC are to represent 
the interests of AFC members in state bodies, constructively 
interact with state bodies and participate in the work on im­
proving the financial legislation of the Republic of Kazakhstan.

The main goal of the National Chamber of Entrepreneurs 
of the Republic of Kazakhstan “Atameken” (NCE “Atameken”) 
is to protect business rights and interests and ensure broad 
participation of all entrepreneurs in the process of creating 
legislative and regulatory rules for business. Activity of NCE 
“Atameken” is aimed at improving the business and investment 
climate, ensuring stability and development of business condi­
tions in the country for both domestic and foreign investors.

The New Kazakhstan Taxpayers Association (NKTA) is a non-
profit organization established to protect taxpayers’ legal 
rights and interests and raise their awareness to ensure 
voluntary and timely tax payments.

NKTA protects the rights and interests of its members in tax 
authorities and courts, monitors compliance with the law 
in taxation and establishes interaction with government 
agencies.

Participation in professional associations enables Eurasian Bank 
to cooperate with other industry representatives, contribute to the 
formation of standards and market practices, and expand business 
relations. Fruitful partnership supports the achievement of the Bank’s 
strategic goals and allows joint efforts to strengthen the banking 
sector of the Republic of Kazakhstan. 

The Bank’s contribution 
to the Sustainable 
Development Goals
 GRI 2-6

The Sustainable Development Goals (SDGs), adopted by the United Nations in 2015, are a key reference point 
for Eurasian Bank’s strategic prioritization efforts and have become the basis for the Bank’s sustainability ac­
tion plan. The Bank identifies 8 priority Goals.

No poverty Decent work and 
economic growth

1.b. Create sound policy frameworks at the national, 
regional and international levels, based on pro-poor 
and gender-sensitive development strategies, to sup-
port accelerated investment in poverty eradication 
actions.

8.5. By 2030, achieve full and productive employment 
and decent work for all women and men, including for 
young people and persons with disabilities, and equal 
pay for work of equal value.

8.10. Strengthen the capacity of domestic financial in-
stitutions to encourage and expand access to banking, 
insurance and financial services for all.

Eurasian Bank’s contribution to the most significant UN Sustainable Development Goals

Targets of the UN SDGs

The Bank promotes the development of sustainable 
finance instruments and supports corporate volun­
teering.

The Bank ensures decent remuneration, comfort­
able working conditions and a favorable corporate 
environment, and strives to improve public access 
to financial services and inclusion. 

The Bank’s approach to achieving the UN SDGs

•• Expanding access to financial services for vulnera­
ble groups.

•• Working to improve financial literacy, including 
by regularly publishing articles and tips on the 
Bank corporate website.

•• Holding charity events instead of corporate holi­
days and gifts to clients.

•• Development of corporate volunteering.
•• Implementation of social programs and projects.

•• Development of the personnel motivation 
system.

•• Provision of financial services to promote 
economic development of small and medium-
sized businesses.

•• Cooperation with Kazpost JSC regarding cash 
withdrawals from ATMs, focused on improving 
the quality of financial services.

•• Successful adaptation of the corporate website 
eubank.kz for visually impaired people.

Bank’s actions to achieve the UN SDGs in 2023

2 3 4 75 6
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Table 1.	Eurasian Bank’s contribution to the most significant UN Sustainable Development Goals

7.3. By 2030, double the global 
rate of improvement in energy 
efficiency.

Affordable and 
clean energy

Peace, justice and 
strong institutions

Good health and 
well-being

Climate  
action

Quality  
education

Gender  
equality

13.3. Improve education, aware-
ness-raising and human and 
institutional capacity on climate 
change mitigation, adaptation, im-
pact reduction and early warning.

13.b. Promote mechanisms for 
raising capacity for efficient 
climate change-related planning 
and management in least devel-
oped countries and small island 
developing States, including fo-
cusing on women, youth and local 
and marginalized communities.

4.4. By 2030, substantially in-
crease the number of youth and 
adults who have relevant skills, 
including technical and vocation-
al skills, for employment, decent 
jobs and entrepreneurship.

3.d. Strengthen the capacity 
of all countries, in particular 
developing countries, for early 
warning, risk reduction and man-
agement of national and global 
health risks.

5.1. End all forms of discrimina-
tion against all women and girls 
everywhere.

5.5. Ensure women’s full and 
efficient participation and equal 
opportunities for leadership at all 
levels of decision-making in politi-
cal, economic and public life.

16.5. Substantially reduce corrup-
tion and bribery in all their forms.

Targets of the UN SDGs

The Bank is committed to the eco­
nomical use of energy resources, 
works to improve energy efficien­
cy, and supports the development 
and implementation of renewable 
energy sources.

The Bank recognizes its role 
in countering climate change and 
plans to develop an environmen­
tal policy to reduce its carbon 
footprint. 

The Bank takes a proactive stance 
in improving  its employees’ quali­
fication level and personal growth 
by implementing a wide range 
of initiatives in the field of profes­
sional education.

The Bank promotes the values 
of a healthy lifestyle among its 
employees, ensures the availabil­
ity of medical services and sup­
ports sports and fitness activities.

The Bank follows the principles 
of gender equality in hiring prac­
tices, career advancement, and 
remuneration. It does not accept 
any manifestations of discrimina­
tion or infringement of employees’ 
rights and strives to overcome 
gender stereotypes in society. 

The Bank adheres to the princi­
ples of the rule of law and high 
standards of corporate gover­
nance and takes necessary mea­
sures to prevent corruption and 
financial fraud. 

The Bank’s approach to achieving the UN SDGs

•• Organization of eco-activities.
•• Implementation of the green office concept.
•• Introduction of contactless payments.
•• Issuance of the country’s first Eco-card made of recycled plastic.
•• Participation in the contest of innovative solutions in the field 

of sustainable banking from Mastercard and Tech Hub AIFC 
as a partner. 

•• Conducting activities to improve the ecology of the urban 
environment.

•• Creating decent working conditions and ensuring equal career opportunities.
•• Providing additional medical insurance for employees.
•• Holding internal corporate training.
•• Support of female entrepreneurship — participation in the Business Lady Aqmola forum for women entrepre­

neurs as a partner.
•• Attracting girls to the IT sphere through the TechnoWomen Central Asia forum: “Ozine sen!”.

•• Following the recommenda­
tions of the Basel Committee 
on Banking Supervision.

•• Compliance with the exchange’s 
listing rules.

•• Compliance with the require­
ments of regulatory authorities.

•• Compliance with the Corporate 
Governance Code and the Code 
of Ethics and Business Conduct.

•• Developing cybersecurity and 
data protection.

•• Participation in the pilot project 
on creation of the Anti-Fraud 
Center initiated by the National 
Bank of the Republic of Kazakh­
stan.

Bank’s actions to achieve the UN SDGs in 2023
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Approach to sustainable 
development management

An important goal of the Bank in the 
context of sustainability management 
is to build an efficient model of operation 
based on the principles of environmental, 
social and corporate responsibility for the 
benefit of current and future generations, 
and on the implementation of initiatives 
to achieve the UN Sustainable Development 
Goals. 

As part of the financial community, the 
Bank understands its importance in the 
economy and social sphere of the Republic 
of Kazakhstan and aims to realize its poten­
tial and use opportunities to promote ESG 
principles for the benefit of a wide range 
of stakeholders, including shareholders, 
employees, clients, counterparties, local 
communities and the state. 

The Bank does not make payments to po­
litical campaigns, political organizations, 
lobbyists, trade associations, or any tax-ex­
empt groups whose role is to influence 
political decisions.

Eurasian Bank integrates sustainability approaches and principles into 
its operations and management decision-making processes, striving 
to achieve high financial and ESG performance (environmental, social and 
governance). The sustainability agenda is an essential benchmark for the 
Bank development and a key focus of its growth strategy. 

The Bank adheres to the following fundamental principles in the field of sustainable development, 
following the principles of the UN Global Compact:

Eurasian Bank seeks to optimize the process 
of managing ESG aspects by planning 
a phased introduction of sustainability 
issues into the existing corporate 
governance structure. The Bank’s approach 
focuses on better integrating sustainable 
development into all business processes 
and strategic planning, and includes the 
development of new policies, procedures 
and practices that ensure adherence to ESG 
principles at all levels of the organizational 
structure and management decision-making 
system. 

The Bank’s key sustainability 
objectives are:

2
The Bank makes every effort 
to preserve and protect 
the environment, trying 
to always be involved in the 
environmental agenda 5

The Bank adheres to the 
principles of openness and 
transparency towards all 
stakeholders

3
As a responsible participant 
in the financial market, the 
Bank aims to comply with all 
norms of the current legis­
lation, including respect for 
human rights, intolerance 
to corruption and inadmissi­
bility of conflict of interests

1
The Bank professes the prin­
ciples of fairness and equal­
ity for all stakeholders — it 
is unacceptable to infringe 
upon the interests of share­
holders, customers, employ­
ees or partners in the name 
of achieving the Bank’s 
goals 4

The Bank always promotes 
the principles of ethical 
behavior and high standards 
of corporate governance

Promoting financial literacy of the 
society

Developing sustainable financial 
products and services

Supporting the community and 
addressing pressing social issues

Protecting the interests 
of customers

Creating a favorable environment 
for personnel development

Efficient management of own 
environmental impacts

Compliance with new requirements from 
banking supervision
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Corporate governance 
overview

One key aspect of corporate governance in the 
Bank is protecting the rights and legitimate 
interests of shareholders. The corporate 
governance system is aimed at ensuring the 
efficiency of the Bank’s operations, including 
the growth of its assets, creation of new jobs 
and maintenance of financial stability.

An important element of corporate governance 
is constantly updating and improving corporate 
procedures and internal regulatory documents. 
The Bank actively studies and implements the 
best global corporate governance practices, 
which contribute to enhancing competitiveness 
and adapting to changing market conditions.

In June 2020, the sole shareholder, Eurasian 
Financial Company JSC, approved the Bank’s 
Corporate Governance Code. The Code estab­
lishes the basic principles guiding the Bank’s 
governance process, including the relationship 
between the shareholder, the Board of Direc­
tors, the Management Board and auditors. 
The Code regulates relations between the 
Bank’s collegial bodies and officials, structural 
subdivisions and employees. 

Eurasian Bank’s corporate governance system is a structure 
of relationships and procedures that includes shareholders, the Board 
of Directors, the Management Board and other stakeholders. This 
system is based on the principles of transparency, responsibility and 
consideration of the interests of all participants in the banking process. 

Shareholders
Managing Director - Chief 

Compliance Controller

Compliance and 
Internal Control 

Service

Board of Directors Head of risk management

Chairman 
of the Manage­

ment Board

Head of monitoring 
of equity instruments with 

signs of self-financing 
by the Bank

Corporate Gover­
nance Service

Internal Audit 
Service

The Board of Directors and its committees

The Board of Directors performs 
general management of the Bank activities, except 
for the issues allocated by the legislation of the 
Republic of Kazakhstan and/or the Charter of the 
Bank as the exclusive competence of the General 
Meeting of Shareholders. Exercising supervisory 
functions, the Board of Directors determines 
strategic directions and priorities of the Bank’s 
development. The Board of Directors makes 
decisions on holding annual and extraordinary 
General Meetings of Shareholders, on entering 
into significant transactions and related-party 
transactions (except for those requiring a decision 
of the General Meeting of Shareholders), 
on determining the number of members and terms 
of office of the Management Board, on electing 

its head and members and on other matters not 
within the competence of the General Meeting 
of Shareholders.

To implement best corporate governance 
practices, the Board of Directors works with 
external auditors, the Chief Compliance Officer, 
the Compliance and Internal Control Service, the 
Internal Audit Service, the Corporate Governance 
Service, and the Head of Equity Instruments 
Monitoring. 

To improve its efficiency, the Board of Directors 
has formed committees and working groups 
to analyze significant issues in each area 
of activity.

GRI 2-9, GRI 2-10, GRI 2-16, GRI 2-18, GRI 2-27 

Eurasian Bank’s corporate governance system 

The Bank management 
bodies are:

Executive body — the 
Management Board

Management body — the Board 
of Directors

Superior body — General Meeting 
of Shareholders
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In accordance with the Republic of Kazakhstan’s 
current legislation, the Bank provides regular evalua­
tion of the performance of the Board of Directors and 
its members, which is carried out at least once a year. 

In the process of nomination and selection of candi­
dates to the Board of Directors and its committees, 
the Bank carefully complies with the requirements 
of the laws of the Republic of Kazakhstan and regu­
lations of the regulatory authorities. These require­
ments include the following selection criteria:

•• Submission of relevant documents for obtaining 
consent to appointment (election).

Notifying the Board of Directors of critical financial 
and non-financial matters is organized in accordance 
with applicable laws and internal rules. In 2023, no 
critical issues required informing the Board of Direc­
tors.

The Board of Directors, other authorized collegial 
bodies and all Bank employees adhere to the policy 
of zero tolerance to the manifestation of conflicts 
of interest in the performance of their functions. 

The Bank Charter, the Code of Ethics and Business 
Conduct, the Conflict of Interest Rules, and other 
internal regulatory documents of the Bank deter­
mine the necessity and create all conditions for 
identifying and eliminating any possible manifesta­
tions of a conflict of interest in the Bank’s activities 
at an early stage of its possible emergence.

The main principles of conflict of interest manage­
ment in the Bank include legality, professionalism, 
independence, integrity, confidentiality, honesty, 
objectivity, clear division of responsibilities and 
intransigence towards any manifestations of conflict 
of interest. 

Systematic work in the Bank made it possible to ex­
clude the facts of conflict of interest in the activities 
of the Bank and its personnel during 2023.

Conflict of interest  
management

2 The Eurasian Bank 2023 Annual Report provides detailed information on the biographies of the Board members.

•• Consideration of specific requirements for profes­
sional experience and certification for candidates 
with international qualifications.

•• Impeccable business reputation, high professional­
ism and relevant experience in the financial market.

•• No conflict of interest in the sphere of financial 
activities.

 
Before appointment, all candidates are pre-screened 
by the relevant structural subdivisions of the Bank 
to ensure that they comply with external standards, 
internal regulations and legislation of the Republic 
of Kazakhstan. 

Members of the Board of Directors2

GRI 2-15

Chairman of the Board of Directors 
of the Bank and ultimate beneficiary 

Owning 33.33% of the total number 
of outstanding shares of Eurasian Fi­
nancial Company JSC

Alexander 
Machkevitch

Zhanbota 
Temirgaliyevich 
Bekenov

Vitaliy 
Nikolayevich 
Repey

Shukhrat 
Alidzhanovich 
Ibragimov

Member of the Board of Directors 
of the Bank as an independent director
 
Does not own any shares in the 
equity of the Bank, its subsidiaries 
or affiliates

Member of the Board of Directors 
of the Bank

Does not own any shares in the 
equity of the Bank, its subsidiaries 
or affiliates

Member of the Board of Directors 
of the Bank as an independent director
 
Does not own any shares in the 
equity of the Bank, its subsidiaries 
or affiliates

There are 4 committees 
under the Board of Directors:

The Strategic Planning and Social Affairs 
Committee is responsible for develop­
ing and monitoring the Bank strategy, 
adapting it to current market conditions 
and legal requirements. It also oversees 
the budget and compliance with the prof­
itability management policy. In addition, 
the committee looks after the Bank’s 
social policy, assessing the compliance 
of other policies and strategies with mar­
ket requirements.

The Remuneration Committee aims 
to minimize conflicts of interest and 
establish an effective remunera­
tion management system in the Bank. 
The Committee develops organizational 
structure, procedures for managing con­
flict of interest and remuneration policy 
in accordance with the legislation of the 
Republic of Kazakhstan.

The Risk and Internal Control Committee 
works to establish an efficient risk man­
agement and internal control system. 
The committee’s tasks include devel­
oping risk management policies, risk 
assessment, monitoring compliance with 
risk appetite levels and the functioning 
of risk management systems.

The Audit Committee promotes internal 
audit efficiency and cooperation with the 
external auditor. The Committee’s tasks 
include ensuring the reliability of fi­
nancial reporting and coordinating the 
annual external audit.
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Management Board

Management Board of the Bank, headed by the Chairman, is a collegial 
executive body responsible for general management of the Bank’s 
day-to-day operations. It exercises operational control, enters into 
transactions on behalf of the Bank in accordance with the laws and 
the Charter, ensures compliance with the laws by the Bank employees, 
approves documents and adopts binding decisions. Management Board 
also performs other functions not referred to the competence of other 
bodies of the Bank in accordance with the laws, the Charter and internal 
regulations. 

Members of the Management Board3

Remuneration 
of management bodies 

Anti-corruption

Remuneration of members of the Board of Directors 
is determined and approved by the General Meet­
ing of Shareholders. The Board of Directors sets 
the amount of remuneration for members of the 
Management Board on the recommendation of the 
Remuneration Committee. Determination of remu­
neration for employees of the services reporting 
to the Board of Directors is also within the com­
petence of the Board of Directors. The Chairman 
of the Management Board determines the amount 
of remuneration for all other employees. 

Based on the results of 2023, the amount of re­
muneration paid to the members of the Board 
of Directors amounted4 to KZT 541.4 million, and 
to the members of the Management Board — 
KZT 1,026.0 million.

The Bank has zero tolerance for any manifestation 
of corruption and works to prevent its occurrence. 
The Bank’s internal policies and procedures are 
strictly comply with legislation and regulatory re­
quirements.

Internal regulatory documents that govern actions 
to prevent corrupt practices are:

•• Code of Corporate Governance.
•• Code of Ethics and Business Conduct.

 
During the reporting period, there were no con­
firmed cases of corruption in the Bank, and no legal 
proceedings related to fraudulent actions, criminal 
prosecutions or other similar violations.

GRI 2-19, GRI 2-20 

GRI 3-3, GRI 205-3, ARDFM 

3 The Eurasian Bank 2023 Annual Report provides detailed informa­
tion on the biographies of the Management Board members.

4 Excluding expenses for social tax, social contributions and contri­
butions to mandatory social medical insurance.

Yerlanbek 
Zhandarbekuly 
Kappar

Deputy Chairman of the Management 
Board of the Bank

Ibragim Alimbekovich 
Altamirov

Deputy Chairman of the Management 
Board of the Bank

Sabyrzhan Madiyevich 
Bekbosunov

Deputy Chairman of the Management 
Board of the Bank

Gaziz Maratovich 
Yermekov

Deputy Chairman of the Management 
Board of the Bank

Chairman of the Management Board 
of the Bank

Lyazzat Adylovna 
Satiyeva
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Countering financial crime

Eurasian Bank has an Anti-Fraud Department, 
whose activities aim to ensure the safety of the 
Bank’s financial operations. Action plans are 
developed and implemented to efficiently respond 
to new critical situations. These plans have de­
fined deadlines and responsible persons, and their 
implementation is monitored.

In addition to the planned introduction of new 
software, several measures are taken to protect 
customers’ funds from fraud, including continu­
ous monitoring of transactions in 24/7 mode, man­
ual processing of suspicious transactions, for­
mation of blacklists and active interaction with 
payment systems such as MasterCard and VISA.

To prevent possible material losses and rep­
utational risks, the Bank developed the Rules 
for Working with the List of Clients with Signs 
of Fraud. A new unit for monitoring dormant ac­
counts was established. Specialized reports were 
developed to identify customers and transactions 
requiring additional attention. 

The customer verification procedure was 
changed, separating customers and transac­
tions by categories and areas of activity. This 
procedure allows for efficient customer service, 
complying with all necessary regulatory require­
ments and ensuring the security of financial 
transactions. 

Eurasian Bank constantly works to combat financial crime and fraud and 
strives to improve mechanisms for detecting and preventing fraudulent 
activities. 

In the second half of 2023, the Security Depart­
ment and the Strategic Communications and Mar­
keting Division initiated an information campaign 
on the importance of open customer communica­
tion. Posters with contact details of the city and 
internal helplines were placed in all branches 
of the Bank. Customers who find themselves un­
der pressure from fraudsters have the opportunity 
to contact the Bank through various communi­
cation channels, including the instant messag­
ing system (IMS), the official website and social 
networks. The Bank carefully analyzes all appeals, 
effectively responding to customers’ difficulties 
and problems.

To minimize the risk of fraud in transactional op­
erations, the Bank plans to introduce specialized 
transactional antifraud software and improve ex­
isting rules, processes and procedures to increase 
the level of security.

Compliance 
ARDFM ARDFM 

In 2023, employees of the Compliance and Internal 
control service were tested in accordance with the 
Requirements to the subjects of financial monitoring 
on training and education in the field of combating 
legalization (laundering) of proceeds of crime and the 
financing of terrorism, which were approved by the 
Order of the Chairman of the Agency of the Republic 
of Kazakhstan on Financial Monitoring. Passing the 
test ensures the qualification of employees for the 
next three years.

The Bank takes steps to anti-money laundering 
and combating the financing of terrorism (herein­
after — AML/CFT). To implement the requirements 
of the AML/CFT legislation, the Bank has devel­

The Bank does not have accounts in banks registered 
in the states (territories), that do not participate in in­
ternational cooperation in the sphere of AML/CFT, and 
also does not establish relations and does not main­
tain correspondent relations with shell banks.

Eurasian Bank participates in joint work with other fi­
nancial institutions, the regulator and the authorized 
body in the field of AML/CFT and takes all neces­
sary measures to comply with the relevant legislation 
of the Republic of Kazakhstan.

oped and approved the Internal control rules for 
anti-money laundering and combating the financ­
ing of terrorism (hereinafter — the Rules). 

The Bank is participating in a pilot 
project with the Anti-Fraud Cen-
ter initiated by the National Bank 
of the Republic of Kazakhstan. 
Eurasian Bank has signed an Inter-
action Agreement and is currently 
testing the system of incident in-
formation exchange between the 
pilot banks included in the project.

The organizational 
structure of compliance 
and AML/CFT management 
is as follows:

According to the Rules, the 
implementation of internal 
control in the framework 
of AML/CFT is carried out 
through the following programs:

Managing Director — Chief Compliance 
Officer is responsible for coordina­
tion and organization of the process 
of building the internal control system 
in accordance with the AML/CFT legis­
lation of the Republic of Kazakhstan

Programs for managing the risk of le­
galization (laundering) of proceeds 
of crime and terrorism financing

Programs of monitoring and study 
of client operations

AML/CFT training and education 
programs

The Director of the Compliance and Inter­
nal Control Service monitors compliance 
with the Regulations and the functioning 
of the Bank’s AML/CFT internal control 
system

Programs for identification and record­
ing of information

The Compliance and Internal Control 
Service is responsible for compliance 
with regulatory requirements and AML/
CFT issues

Programs for organization of the inter­
nal control system for AML/CFT pur­
poses
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Risk  
management

The Board of Directors is responsible for the effi­
cient functioning of the risk management control 
system, approval of risk management policies and 
procedures and approval of major transactions. 
Risk and Internal Control Committee or other 
Authorized collegial bodies review these matters 
in advance and develop appropriate recommenda­
tions to the Board of Directors. 

The Management Board is responsible for moni­
toring and implementing risk mitigation measures 
and for ensuring that the Bank operates within the 
established risk limits. 

The Bank analyzes and assesses key risks, based on which the Board 
of Directors sets risk appetite ratios. The Bank’s risk management 
policies aim to identify, analyze and manage the risks posing a potential 
threat to the Bank, set appropriate risk limits and controls, and 
continuously monitor risk levels and adherence to limits. 

Risk management and mitigation methods

Risk management and mitigation methods (continuation)

Risk group Risk mitigation measures

Risk group Risk mitigation measures

Credit risks •• The Bank applies approved policies and procedures for managing credit risk, 
including setting and maintaining limits on the concentration of credit risk for 
recognized financial assets and contractual commitments

•• The Bank has Authorized collegial bodies responsible for credit risk deci­
sion making and management

•• To control the level of credit risk, the Bank has developed internal regulatory 
documents regulating the processes related to accepting and monitoring credit 
risk, as well as control over each employee or subdivision’s fulfillment of the 
requirements of these documents

The Bank uses the concept of the three lines 
of defense in the organization of risk manage­
ment, which includes:

•• Primary analysis by the initiating subdivision. 
•• Analysis by the controlling subdivision. 
•• Verification of the efficiency of the risk manage­

ment system by independent assessment. 
 
The Bank plans to integrate ESG criteria into its 
risk management process and begin identifying 
ESG risks, including climate change risks and 
opportunities. 

Compliance 
risks

•• The Compliance service coordinates the development and improvement of the 
Bank’s compliance risk management system, developing preventive measures 
to reduce the level and impact of this risk on banking activities

Legal risks •• The Bank’s legal subdivision constantly monitors the compliance of its ac­
tivities with the current legislation

•• The Bank manages legal risks by identifying and mitigating them when es­
tablishing business relations with clients

•• The Bank protects its interests in case of legal risks

Information securi-
ty and information 
technology risks

•• Considering the external operating environment, strategy, organizational 
structure and volume of assets, the Bank creates and implements an effi­
cient system aimed at minimizing information security risks

Market risks •• The Bank manages its market risk by setting open position limits for finan­
cial instrument, interest rate maturity, currency positions, and stop-loss 
limits

•• The Bank uses various stress tests to model the possible financial impact 
of exceptional market scenarios on individual trading portfolios and the 
overall position

•• The Bank applies Value-at-Risk (VaR) methodology to manage market risk 
in its trading positions

•• The Bank maintains a high level of liquidity to ensure it always has suffi­
cient cash for its liabilities

•• To promptly respond to changes in liquidity levels, the Bank seeks a di­
verse and stable funding structure, including debt securities in issue, 
loans from other banks, corporate and retail customer deposits and highly 
liquid assets

•• Asset and Liability Management (ALM) monitors liquidity daily, and 
risk management conducts regular stress tests, taking into account vari­
ous market conditions, including unfavorable ones

Liquidity risks

Operational risks •• Operational risk management includes a group of instruments stipulated by the 
Rules of the National Bank of the Republic of Kazakhstan No. 188, which ensure 
coordination of internal procedures, policies and structural subdivisions of the 
Bank, which allows to efficiently identify, measure, assess, monitor and control 
operational risks, minimizing their impact on the Bank’s financial stability and 
soundness
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Stakeholder  
engagement

GRI 2-29 

An essential part of Eurasian Bank’s sustainability 
practices is stakeholder engagement — establish­
ing and maintaining relationships with various 
groups of people whose interests intersect with 
the Bank’s activities. In its work, when develop­
ing strategy and making management decisions, 
the Bank seeks to take into account the interests 
of all key stakeholder groups, including custom­
ers, investors, personnel, regulators, partners, 
public organizations, or the public in general. 

Establishing an open, transparent and mutually 
beneficial dialog with stakeholders allows the 
Bank to better understand and meet their needs, 
respond to changes in the external environment, 
and adapt to new market requirements and ex­
pectations. The Bank maintains various feedback 
channels to ensure efficient communication, en­
abling all stakeholders to receive necessary infor­
mation, ask questions or express their comments 
and suggestions.

•• Annual reports of the Bank 
•• Consolidated financial statements 

for the year ended December 31, 
2023

•• Non-consolidated financial state­
ments for the year ended Decem­
ber 31, 2023

•• Information statements on the 
Bank’s equity securities

•• Efficient labor relations 
practices

•• Satisfaction index “Voice of the 
Internal Customer” — 4.8 

•• Participation in employer ratings

•• Holding of the General Meeting 
of Shareholders

•• Written informational appeals
•• Publication of quarterly and annual 

reports, including financial statements
•• Distribution of investor releases and 

press releases

•• Personal consultations with 
top management

•• Corporate website
•• Appeals to the contact center
•• Publication of quarterly and annual 

reports, including financial statements
•• Publication of press releases
•• Social media
•• Conducting employee engagement 

surveys and studies

Shareholders and 
investors

Employees

•• Support for small and medi­
um-sized businesses

•• Digitalization
•• Growth of the client base

•• Appeals to the contact center
•• Corporate website
•• Social media
•• Publication of press releases
•• Customer satisfaction surveys 

on service quality
•• Publication of quarterly and annual 

reports
•• Consultations in outlets

Customers

•• Unified database of contracts with 
suppliers and partners

•• Organization of meetings, conference 
calls

•• Corporate website
•• Publication of press releases

Suppliers and 
partners

•• Eurasian Bank Eco-Card — Best 
ESG Initiative in Finance 

•• Donations to charity funds 
•• Participation of the Bank em­

ployees in volunteer clean-up 
days and tree planting events 

•• Increasing the literacy of local 
communities in the field of fi­
nance on eubank.kz Bank’s offi­
cial website

•• Volunteer activities

•• Participation in charity programs and 
social initiatives

•• Corporate website 
•• Publication of press releases
•• Appeals to the contact center 

and mailing address

Society

•• Obtaining necessary licenses, 
permits, and conclusions 

•• Providing regulatory, statistical 
and financial reporting

•• Implementation of regulatory require­
ments in the banking sector

•• Publication of quarterly and annual re­
ports, including financial statements

•• Participation in meetings, gatherings 
and forums on financial sector devel­
opment and legislative improvements

•• Making all payments and taxes re­
quired by law

State bodies, 
regulators

•• Raising public awareness of the 
Bank’s activities

•• Strengthening of reputation 
•• Obtaining feedback

•• Corporate website 
•• Publication of press releases 
•• Press conferences and briefings
•• Social media

Mass media

Stakeholders Methods of engagement Results of engagement

Stakeholders Methods of engagement Results of engagement
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Responsible 
business

42 
43 
48 
50 
51 
52

Economic value creation
Sustainable finance
Digitalization and innovation
Data privacy and cybersecurity
Customer support
Supplier relations

Contribution to the UN 
SDGs

GRI indicators

3-3, 201-1, 203-1, 203-2, 204-1, 418-1

eubank.kz
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Economic  
value creation

GRI 3-3, GRI 201-1

GRI 201-1

The increase in direct economic value is due to the 
growth of interest income, which organically reflects 
the Bank’s loan portfolio growth.

Efficient operating activities and improved financial 
results allow the Bank to invest in projects with social 
and economic significance and contribute to solving 
society’s urgent problems.

5 Minor discrepancies between the total and the sum of the summands are due to rounding of the data.
6 The operating expenses include income tax expenses.
7 Direct economic value created minus economic value distributed.

Indicator 2021 2022 2023

1. Direct economic value generated 159.8 292.7 428.7

Interest income 119.5 190.3 326.4

Fee and commission income 29.0 47.4 44.9

Other income 11.3 55.0 57.4

2. Distributed economic value 146.8 209.4 333.2

Operating costs6 44.3 74.3 89.1

- including salaries and employee benefits 23.9 33.1 43.4

- including tax expenses 6.9 25.8 27.3

Interest expense 63.7 84.5 153.7

Other expenses 38.8 50.6 90.5

3. Retained economic value7 13.1 83.3 95.4

Direct economic value generated and distributed, KZT billion5

Sustainable  
finance

Sustainable financial solutions are critical to the 
long-term stability and growth of the economy. 
By integrating environmental, social, and gover­
nance (ESG) factors and criteria into its financial 
practices, the Bank helps to overcome global and 
local challenges and ensures a sustainable and 
future-oriented financial ecosystem.

As part of developing sustainable finance prac­
tices, Eurasian Bank seeks to support projects 
and businesses, develop financial products and 
services that help combat and adapt to climate 
change, and promote social well-being. Working 

in this direction is in line with the Bank’s corpo­
rate values and meets the growing expectations 
of stakeholders, including investors, customers, 
regulators, and society.

At the same time, by investing in sustainable initia­
tives, the Bank mitigates environmental and social 
risks, creating the basis for long-term successful 
development. By implementing the principles 
of sustainable finance and responsible banking, 
Eurasian Bank is paving the way to a more sustain­
able and prosperous future for all.

Eurasian Bank is developing a portfolio of sustain­
ability-oriented products and services. A striking 
result of this work is the awarding of the presti­
gious PLUS Award in 2023 in the Best ESG Initia­
tive in Finance category for launching the Eco-
Card made of recycled plastic. When using this 
card, 0.5% of customers’ non-cash transactions are 
transferred to planting trees in the cities of Almaty 
and Astana, and recycling garbage. Each client 
of the Bank thus gets an opportunity to support 
greening and garbage sorting in the country. 
The PLUS Award is the first award given in the CIS, 
aimed at identifying the best cases in financial 
technologies and payment services and drawing 
attention to innovative and socially important proj­
ects.

ESG-products and services
ARDFM

was the direct economic value 
of the Bank created in 2023, 
increasing by 46% compared 
to 2022 (292.7 KZT billion)

KZT  
billion428.7  

1 2 4 75 6
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ARDFM

ARDFM

Indicator 2021 2022 2023

Volume of outstanding auto loans for electric vehicles 
as of the end of the year

0 0 0.16

Total amount of outstanding loans 0 0 0.13

Retail green loans, KZT billion

ARDFM

Indicator 2021 2022 2023

Volume of loans to pensioners as of the end of the year 2.88 4.21 5.08

Share of the total volume of loans issued 2.59% 1.52% 2.09%

Total amount of outstanding loans to pensioners 1.92 4.18 5.64

Share of total outstanding loans 0.57% 1.24% 1.74%

Retail social loans, KZT billion

ARDFM

Indicator 2021 2022 2023

Number of credits, units. 3,202 2,537 2,742

- incl. State Programs 401 127 157

Amount of loans, KZT million 72,945.1 198,398.9 253,853.2

- incl. State Programs 6,484.2 2,970.8 6,730.9

Number of overdue and non-performing loans, units. 118 147 143

- incl. State Programs 11 15 10

Amount of overdue and non-performing loans, 
KZT million

19,183.2 3,261.2 644.1

- incl. State Programs 330.1 1,015.5 32.1

Loan programs focused on the development of small businesses and local communities

ARDFM

Indicator 2021 2022 2023

Volume of loans granted to IE/PF 6.8 9.5 9.6

Share of the issued loans’ total volume 3.1% 2.4% 1.5%

Volume of IE/PF outstanding loans 8.1
13.4

(incl. Privat  — 0.2)
13.6

(incl. Privat  — 0.2)

Share of total outstanding loans 1.0% 1.1% 0.9%

Table 7.	Volume of issued and outstanding social loans to SME, KZT billion

Eurasian Bank offers a wide range of services 
to SMEs. The Bank develops lending programs aimed 
at stimulating the development of small businesses 
and local communities and supports entrepreneurial 
initiatives, offering, in particular, loan programs for 
individual entrepreneurs and peasant farms. Interac­
tion with this customer cluster stimulates business 
activity, helping to strengthen regional economies 
and create new opportunities for society.

ESG-products for SMEs

In the reporting year, the number of loans issued 
under programs supporting small businesses and 
local communities grew by 8% — this is the evidence 
of both growing interest in entrepreneurship and 
improved access to financial resources for SMEs.

In 2023, the volume of social loans issued to SMEs 
amounted to KZT 9.6 billion. The volume of outstand­
ing social loans increased by 1.5% compared to 2022, 
reaching KZT 13.6 billion.

The Bank develops and offers various green and 
social ESG products to its retail clients. In the 
category of green products, a special place is oc­
cupied by car loans to purchase electric vehicles, 
which help reduce the ecological footprint of the 
transportation sector — one of the primary sources 
of greenhouse gases, making a significant contri­
bution to climate change. Eurasian Bank develops 
socially important financial products, and offers 
a lending program for pensioners without collater­
al requirements with attractive terms and condi­
tions. In addition, the Bank introduced cards with 

Retail ESG products

special accounts to pay social benefits, providing 
protection and convenience to recipients.

In 2023, the volume of green loans issued amounted 
to KZT 0.16 billion and the volume of social loans 
amounted to KZT 5.08 billion. The portfolio of related 
products exceeded the 2022 figure by 24.5%. The to­
tal amount of green and social outstanding loans 
in the reporting year amounted to KZT 5.77 billion, 
which is 38.0% higher than the 2022 level.

volume of issued green loans 
in 2023

KZT billion0.16 

increase in the amount of green and 
social outstanding loans compared 
to 2022

38% 
total amount of green and  
social outstanding loans in 2023

KZT billion5.77 

KZT billion
volume of social loans in 2023

5.08 

KZT billion
volume of social loans issued to SME 
in 2023

9.6 
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Customer satisfaction
ARDFM

By understanding the needs and expectations of its 
customers, the Bank seeks to improve the quality 
of service and develop financial products that meet 
high standards of sustainable development, the 
interests, and demands of different categories of cus­
tomers, and contribute to the expansion of financial 
accessibility.

The Bank has both direct and remote communica­
tion and feedback channels for customers. Direct 
channels provide customers with the opportunity 
to receive service at outlets, points of sale, and car 
dealerships through personal managers. Remote 
channels include a contact center with the possi­
bility to call the Bank or write their appeal to the 
support chat. For private banking clients, service 
is provided both in special outlets and through 
a personal manager.

Remote communication channels provide special pro­
cessing mechanisms for customer feedback, including 
an incident resolution platform and complaints system 
(Complaint Platform). Using such communication 
tools allows the Bank to respond to customer and 
regulator requests promptly.

The Bank regularly conducts surveys of customer 
satisfaction with the Bank products and services. 
The subject of the survey, in particular, is the ergonom­
ics of the mobile application, the quality of service in all 
channels of interaction with customers, as well as the 
efficiency of feedback. Expanding the ATM network, 
introducing an early loan repayment option in the 
application and improving the support chat for prompt 
customer service were successfully implemented cases 
in response to customer feedback in 2023.

To analyze customer satisfaction and loyalty, the Bank 
uses the NPS (Net Promoter Score) index, an indicator 
that determines the level of customer commitment 
to a product, company or brand based on the willing­
ness to recommend it. Information for NPS calculation 
is collected through quarterly surveys and allows the 
Bank to evaluate and improve the quality of service. 
Below is the calculated data on NPS indicator in the 
corporate block by branches for the reporting year.

In addition to the regional analysis of customer satis­
faction and loyalty, the Bank conducts a study of NPS 
indicators for various products within the retail block. 
The difference in NPS indicators between Quarters i-II 
and Quarters III-IV is due to the introduction of a new 
calculation methodology in the second half of 2023:

•• Replacement of the 10-point rating scale with 
a 5-point scale to eliminate customer errors.

CSAT (Customer Satisfaction Score) is another 
of the Customer Satisfaction Score indicators suc­
cessfully applied by the Bank. CSAT measures the 
quality of service provided by managers through 
direct channels, and by Contact Center operators 

Branch Quarter I Quarter II Quarter III Quarter IV
Aktau 76% 78% 72% 83%
Aktobe 73% 83% 86% 74%
Almaty 69% 75% 64% 54%
Astana 62% 71% 73% 69%
Atyrau 73% 89% 80% 73%
Karaganda 65% 75% 80% 58%
Kokshetau 79% 81% 83% 88%
Kostanay 71% 89% 93% 78%
Kyzylorda 81% 85% 95% 80%
Pavlodar 61% 81% 68% 69%
Petropavlovsk 82% 88% 90% 90%
Taldykorgan 85% 75% 88% 88%
Taraz 77% 85% 89% 82%
Turkestan 85% 95% 94% 56%
Uralsk 72% 81% 88% 79%
Ust-Kamenogorsk 77% 64% 85% 77%
Shymkent 75% 87% 82% 82%

Branch CSAT

Aktau 64%

Aktobe 63%

Almaty 52%

Astana 54%

Atyrau 56%

Karaganda 68%

Kokshetau 77%

Kostanay 74%

Kyzylorda 95%

Pavlodar 48%

Petropavlovsk 75%

Taldykorgan 84%

Taraz 70%

Turkestan 71%

Uralsk 52%

Ust-Kamenogorsk 63%

Shymkent 69%

Product Quarter I Quarter II Quarter III Quarter IV
DEPOSIT 72% 74% 48% 46%
CASH (Cash Credit) 63% 59% 54% 54%
POS (Product credit) 55% 61% 52% 55%
AUTO (Auto loans) 37% 24% 42% 42%
CREDIT CARD 22% 19% 44% 44%
Debit Card 43% 41% 34% 29%
SmartBank 72% 74% 16% 28%
NPS Retail banking 59% 59% 32% 32%

Table 8.	NPS indicators in the corporate block by branches in 2023, %

CSAT indicators in the corporate block 
by branches for IV quarter 20238, %

NPS indicators in retail block by products, %

•• Prioritization of surveys to WhatsApp messenger 
as the primary measurement channel.

•• Introduction of surveys to assess a single  
 
NPS of a product/service without dividing it into 
separate steps of the customer journey to obtain 
results that maximize the level of customer loyalty 
to the Bank.

in the process of remote servicing and feedback 
processing. The survey on the quality of remote 
banking services was conducted among active 
retail customers and legal partners.

•• Development of a digital lending process for 
the medium-sized business segment and fast 
revolving lending in the market (3-5 days).

•• Introduction of instant online loans for mi­
cro-businesses with approval in 5 minutes and 
a check of up to KZT 50 million.

•• Ensuring a complete digital experience: 100% 
availability of small business transactional prod­
ucts.

•• Introduction of an increased rate of deposits for 
clients of the Bank’s salary projects.

•• Further promotion of online channels and 
transfer of the car lending process to an online 
format.

•• Expansion of deposit programs with increased 
rates for pensioners.

•• Introduction of the Concept of increased bonus­
es for the purchase of environmentally friendly 
products.

Plans for 2024 and the medium 
term

8 No measurements were conducted for Semey and Zhezkazgan branches. Customer surveys at Zhezkazgan branch are included in the Kara­
ganda branch assessment. Semey branch participates in the quality assessment from Quarter I, 2024.

Customer feedback plays a key role 
for Eurasian Bank in strengthening 
the principles of responsible 
finance and building its 
development strategy.

Sustainability report • 2023Eurasian Bank JSC 1 2 4 75 6Responsible business

4746

3

https://eubank.kz/


Digitalization and 
innovation

By developing the strategic direction of digitaliza­
tion, the Bank focuses on digital interaction with 
its customers through chatbots, robots, and other 
technologies and is actively working to improve 
the stability and customer journey in the Smart­
Bank mobile application for individuals. Optimizing 
SmartBank has been a priority for Eurasian Bank 
in 2023 and it has yielded results. The application 
was ranked 17th among mobile applications of the 
Republic of Kazakhstan in Forbes TOP-30 rating, an­
nually conducted by Intervale Kazakhstan. Thanks 
to the application update, the process of registra­
tion of new users was reduced from 11 to 3 steps, 
and also the possibility of returning the transfer 
to the sender was added. 

Today 49% of the Bank customers prefer to receive 
services via mobile application. Eurasian Bank pays 

Digitalization today is a key area of modernization of banking services, 
significantly improving their efficiency, security and accessibility. 
An important strategic priority for Eurasian Bank is the progressive 
transition from traditional methods of working with clients to the use 
of digital solutions.

special attention to the security of all its digital 
solutions. In particular, the Bank implements reliable 
authentication and data protection methods, which 
reduces the risks of fraud and information leakage. 

An important achievement in 2023 was the full 
integration of SmartBank with government digital 
services. With the implementation of this initiative, 
the Bank customers were able to pay fines and re­
ceive other government services directly through the 
application.

Among the new services successfully launched 
by the Bank in 2023 are Forex and rate trading. 
The Forex platform available in Smartbank mobile ap­
plication enables individuals to buy and sell curren­
cies at the current exchange rates, which are updated 
in real time.

In 2023, Eurasian Bank adapted online services for 
commodity lending to the broker credit platforms 
of leading retailers in Kazakhstan and the CIS, while 
integration with partner marketplaces and aggre­
gators opened up new opportunities for the Bank 
clients.

As part of implementing strategic projects in the 
reporting year, the architecture of the Corporate 
Data Warehouse (CDW) was redesigned, including 
the formation of a logical model and structure, and 
the connection of new systems for loading data into 
the CDW. 

The Bank strengthened its regional leadership 
position by successfully implementing the digital 
tenge project. Eurasian Bank was the first in Eurasia 
to issue a payment card in the Central Bank Digital 
Currency (CBDC) and conducted the first card trans­
action using the digital tenge.

In 2023, the Bank conducted the first crypto-fiat 
transaction between an exchange and a banking cli­
ent on the Eurasian continent, opening access to le­
gal purchase of cryptocurrencies for tenge to citizens 
of the Republic of Kazakhstan.

In 2024, the Bank plans to continue developing 
digital solutions, including modernizing systems 
and introducing new technologies such as sig­
nature via EDS and paperless office. The Bank 
will also continue to work on improving the Bank 
application and adding new functionality for cus­
tomers’ convenience.

Plans for 2024 and the medium 
term

Implementation of digitalization projects in the 
corporate block

place of SmartBank application 
among RoK mobile applications 
in Forbes TOP-30 ranking

-th place 17 
prefer to receive services 
via mobile application

of customers 49%

SMS informing  
service

SMS informing service on receipt 
of currency proceeds

SMS informing service on receipts/
expenditures on accounts, including 
arrests

IE registration
Service for IE registration as a business 
entity

 
Accounting Service
Service for connecting accounting ser­
vice from the Bank’s website

Online Account Opening

 
Opening an LLP account from the 
Bank’s website

Opening an IE account from the Bank’s 
website

Remote Service System 
(RSS)
Online deposit opening

Online release of tender guarantees for 
public procurement

Self-connection of clients to the system

Counterparty verification service

Displaying employee payroll calculations

Possibility to issue an invoice for pay­
ment to a counterparty

Implementation of public services 
section
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Data privacy and 
cybersecurity

Customer  
support

Eurasian Bank regularly introduces new technol­
ogies and measures to protect information from 
unauthorized access and leaks to ensure a high 
level of data privacy and cyber security.

Two subdivisions of the Bank are responsible for 
identifying and eliminating data security risks: 
the IT Security Service and the Risk Management 
block.

The Bank adheres to a comprehensive approach 
to security, which includes:

•• Introduction and development of specialized 
technical cybersecurity tools.

•• Monitoring of activity in the Bank infrastructure.
•• Conducting penetration testing by external spe­

cialists and an internal team of pen-testers.
•• Annual independent audits and certifications, 

such as PCI DSS.
•• Mandatory regular training of employees on cy­

bersecurity and confidential data protection.

The goal is to increase the maturity level of all 
cybersecurity processes, formulate a roadmap and 
budget, and identify the following key development 
areas:

•• Data protection and access control.
•• Secure development.
•• Infrastructure security.

ARDFM, GRI 3-3, GRI 418-1

•• Incident management.
•• Vulnerability management.
•• Personnel awareness.

 
As part of the Bank subdivisions’ work in cyberse­
curity, the Bank modernized its network security 
system and information leakage countermeasure 
system in 2023. In addition, the Bank implemented 
processes to secure containerization systems. 

GRI 418-1  
 
In the reporting year, one complaint was recorded 
regarding a suspected breach of customer data confi­
dentiality, but no actual information leaks occurred.

To identify and minimize risks, the Bank identifies 
critical systems and periodically reviews their 
security, constantly updating security procedures 
and implementing new tools. The Bank develops 
a strategic plan and approves an annual action plan 
for efficient risk control and management.

•• Implementation of systems to enhance develop­
ment security.

•• Launch a particular cybersecurity training program 
for administrators and developers.

•• Automating data classification and access manage­
ment processes.

•• Strengthening mobile access policies and segment­
ing networks.

The plans for 2024 and 
the medium term are as follows

Accessibility of financial services  

Improving financial literacy

Eurasian Bank is constantly working to improve 
financial literacy among the population, aimed 
at protecting users of financial services and in­
creasing their well-being. 

The Bank cooperates with various financial institu­
tions and the Agency of the Republic of Kazakhstan 
on Regulation and Development of Financial Market 
(ARDFM) to develop and implement financial liter­
acy programs. As part of this cooperation, mar­
ket participants share information on new types 
of fraud and take joint actions to protect custom­
ers’ interests.

GRI 203-1, GRI 203-2, ARDFM 

For the convenience of visually impaired custom­
ers, Eurasian Bank introduced special options for 
audio functionality and font size control on the 
screen. Moreover, to comply with the standard ST 
RoK 3844-2023 The Requirements for accessibili­
ty of outlets of financial organizations to provide 
services to persons with disabilities and other 
low-mobility groups of population, the Bank carries 
out significant work to ensure the convenience 
of outlets, including cash areas.

Eurasian Bank provides information support 
through various communication channels, includ­
ing corporate publications and internal commu­
nication networks. The Bank employees regularly 
publish articles, tips, and information on various 
financial fraud schemes on the corporate website 
in the Financial Literacy section. The Bank outlets 
use advertising banners and commercials to draw 
customers’ attention to financial security issues. 
In addition, Eurasian Bank participates in the pro­
cess of improving financial literacy among employ­
ees of large corporate clients.

Eurasian Bank supports financial 
inclusion by ensuring access 
to banking services for all 
categories of citizens and all 
social groups. In particular, the 
Bank has successfully adapted its 
eubank.kz corporate website for 
people with disabilities. 

In 2023, the Bank’s Board of Directors 
approved the Cybersecurity strategy 
for 2023-2025. 
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Supplier  
relations
GRI 3-3, GRI 204-1 

Eurasian Bank adheres 
to the principles of responsible 
procurement management, seeking 
both to improve economic efficiency 
and protect suppliers’ interests.

GRI 204-1

Indicator 2021 2022 2023

Total number of suppliers 677 712 824

Number of local suppliers 666 663 770

Share of local suppliers 98.4% 93.1% 93.4%

Number of suppliers 9

GRI 204-1

Indicator 2021 2022 2023

Total purchases from suppliers 10,223,506 11,245,250 18,582,141

Total purchases from local suppliers 8,402,912 9,903,378 16,894,768

Share of purchases from local suppliers by sum 82.2% 88.1% 90.9%

Number of purchases from suppliers 10, KZT thousand

In the medium term, Eurasian Bank plans to contin­
ue to improve its procurement process, including:

•• Creating a single database of contracts with an es­
tablished access system. 

•• Implementing security mechanisms to protect the 
confidentiality and integrity of data in the data­
base. 

•• Improvement and revision of existing supplier 
requirements. 

•• Evaluating the efficiency of new vendor require­
ments and their impact on procurement operations.

Plans for 2024 and the medium 
term

9 Data on the number of suppliers is presented for Eurasian Bank Head Office and excludes branches.
10 Data on the sum of purchases from suppliers is presented for Eurasian Bank Head Office and excludes branches.

In the course of procurement activities, the 
Bank maintains a respectful attitude towards its 
business partners, ensures objective selection 
of suppliers to maintain the principles of fair compe­
tition, and seeks to develop partnerships with those 
suppliers who follow high standards of business 
ethics.

When making purchases, the Bank adheres to the 
following principles:

•• Procurement of rationally necessary goods, works 
and services.

•• Observance of the Bank’s interests in relations with 
suppliers/contractors. 

•• Openness and transparency of the process. 
•• Availability of information for potential suppliers 

about the Bank purchases.
•• Equal conditions for all participants-potential sup­

pliers.
•• Independence of decision-making.
•• Purchase of quality goods, works and services.
•• Compliance with the operating and capital expendi­

tures budget.
•• Compliance with the legislation of the Republic 

of Kazakhstan and international law.
 
The Bank maintains a register of unreliable suppli­
ers to minimize risks in supplier selection, improve 
supply quality, and increase transparency in the 
procurement process. 

In 2023, the total number of suppliers reached 824, 
which exceeds last year’s values by 15.7% (in 2022 — 
712 suppliers). Eurasian Bank is committed to sup­
porting domestic producers of goods and services. 
In the reporting year, the share of local suppliers 
in the total number of suppliers reached 93.4%, and 
the share of purchases from local suppliers in total 
purchases amounted to 90.9%.

The Bank’s relations with suppliers are regulated 
by the Instruction on Procurement of Goods, Works 
and Services, current legislation of the Republic 
of Kazakhstan, and internal regulatory documents 
of the Bank. 

share of local suppliers in 2023

93.4% 
total number of suppliers in 2023

824

The entities responsible for 
procurement management 
in the Bank are 3 collegial 
working bodies reporting to the 
Bank’s Management Board: 

The Technology Committee considers 
issues of purchasing goods, works and 
services in the field of information tech­
nologies and information security

The Digital Committee is responsible for 
procurement for administrative and busi­
ness needs, as well as for IT and informa­
tion security procurement that does not 
affect the entire Bank’s IT architecture

The Budget and Write-off of Fixed 
Assets and Intangible Assets Commit­
tee makes decisions on procurement 
related to the Bank’s administrative and 
business activities
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Social  
aspect

56 
64 
68 
71 
76

Human resources management and responsible labor practices
Diversity, equality and inclusion 
Motivation and remuneration of employees
Employee training and development
Occupational health and safety

Contribution to the UN 
SDGs

GRI indicators

2-7, 2-8, 2-23, 2-24, 2-26, 2-27, 3-3, 
202-2, 401-1, 401-2, 401-3, 402-1, 403-1, 
403-2, 403-3, 403-5, 403-8, 404-1, 404-
2, 405-1, 405-2, 406-1

eubank.kz
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GRI 2-7, GRI 2-8

Human 
resources management 
and responsible labor 
practices

GRI 3-3, GRI 2-23, GRI 2-24, GRI 2-27, ARDFM

Personnel  
headcount

The priority of Eurasian Bank’s HR policy is to im­
prove working conditions and comply with social 
protection standards for employees. The HR policy 
aims to create a favorable atmosphere for the devel­
opment of professional skills in the team and expand­
ing career opportunities. The Bank adheres to the 
legislation of the Republic of Kazakhstan and interna­
tional norms in the sphere of human rights protection 
and ensures protection of employees’ rights. 

The main corporate values and principles of Eurasian 
Bank are set out in the Code of Ethics and Business 

At the end of 2023, the headcount of Eurasian Bank 
decreased by 8.5% compared to 2022 and amounted 
to 5,352 people. 

Conduct. The Bank’s corporate culture is focused 
on building an efficient and motivated team. 

The Human Resources Division of Eurasian Bank 
is responsible for personnel management issues. 
The Division is engaged in organizing responsible 
labor practices, including recruitment and adap­
tation, performance evaluation, development, and 
training of employees, as well as ensuring a com­
fortable working environment. In addition, the Bank 
has a Personnel Service responsible for personnel 
administration.

As a significant employer in Kazakhstan, Eurasian Bank is constantly 
improving its approach to human resources management. The company-
wide HR management system is focused on creating a positive experience 
for each employee. The Bank fulfills its obligations to its employees and 
cooperates with them to achieve common goals. 

Dynamics of headcount of employees, people

6,168

5,846

5,352

2021 2022 2023

headcount of Eurasian Bank at the 
end of 2023

people5,352
share of women in Eurasian Bank’s 
personnel structure

67.7% 

The key corporate documents 
that regulate the social aspect 
of the Bank are:

Rules on selection of trainees/interns, 
internship organization, traineeship, 
and study visits

Rules for organizing and conducting 
personnel assessment

Policy on appointments, remuneration 
and remuneration of executive staff

Policy on remuneration of employees

Instruction on provision of employee 
benefits

Instruction on interaction of subdi­
visions when making changes to the 
Bank’s organizational structure and 
staffing table

Instruction on organization of training 
and professional development 
of employees

Rules on maintenance of a unified knowl­
edge base, development and actualiza­
tion of information and training materials 
by structural subdivisions of the Bank

Rules of internal labor order

Rules on formation of personnel reserve

Instruction on assessment and bonus 
payment to employees of business 
support subdivisions

HR policy

Rules on recruitment, admission, and 
adaptation of personnel

reduction in headcount of Eurasian 
Bank’s personnel in 2023

8.5% 
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At the end of 2023, the headcount of employees of the Head Bank amounted to 2,316 people. The number 
of employees in branches, which operate in major cities of the Republic of Kazakhstan, reached 3,036 people. 
The majority of the Bank personnel works in branches of Astana and Almaty that is directly connected with 
high population of big cities.

The Bank subdivisions have 44 workers who are not employ-
ees at the end of 2023, mainly engaged in loan collections, 
and 5 part-time employees working under a civil law con-
tract between the contractor and the Bank.

Headcount of employees in the Head Bank and by branches for 2023, 
people  

number of employees 
in branches of Eurasian 
Bank

people3,036

Temporary employees

MenWomen

Permanent employees

Number of permanent and temporary employees for 2023, 
people 

GRI 2-7

Head bank

2,316
2,155 161

Almaty  

364
299 65

Taldykorgan

109
91 18

Aktau

185
134 51

Kyzylorda

131
117 14

Turkestan

77
72 5

Shymkent

172
156 16

Taraz  

147
122 25

Atyrau  

148
126 22

Uralsk

128
104 24

Aktobe

226
193 33

Zhezkazgan

36
26 10

Kokshetau

135
114 21

Petropavlovsk

105
95 10

Kostanay

206
175 31

Branches

3,036
2,570 466

Astana

273
245 28

Karaganda

185
152 33

Pavlodar

181
159 22

Semey

90
74 16

Ust-Kamenogorsk

138
116 22

41

48

43

46

41

44

2021 2022 2023

Number of workers who are not employees, people
GRI 2-8

GRI 2-7

Permanent employees Temporary employees

Indicator 2021 2022 2023

Number of full-time employees 6,168 5,836 5,347 

Number of part-time employees - 10 5

Number of employees by length of working day, people

Average headcount of employees
Headcount of employees

520 
82.9%

107 
17.1%

627
total

3,101 
65.6%

1,624 
34.4%

4,725
total
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Personnel recruitment Employee turnover

Eurasian Bank recruits personnel in accordance with 
the established procedure defined in the Rules of Re­
cruitment, Admission and Adaptation of Personnel. 
All candidates are considered on the same terms. 
The Bank excludes discrimination on any grounds, 
including origin, social, official and property status, 
gender, race, nationality, language, religious beliefs 
and other factors.

When selecting personnel for vacant positions, the 
Bank will consider whether a candidate’s profes­
sional skills and personal qualities meet the position 
requirements. Employees of the recruitment subdi­
vision will assess candidates’ knowledge and quali­

In 2023, the number of employees whose employ­
ment contracts were terminated decreased by 19.0% 
compared to 2022, totaling 2,635. Among them, 
by gender, women predominate (1,735 or 65.8%), 
and by age group, the highest number of termina­
tions of labor contracts is observed among workers 
under 30 (1,667 or 63.2%).

Efficient HR management is one of the key focus areas of the Development 
Strategy. The Bank strives to create a synchronized HR management 
system covering recruitment, retention, motivation and development 
of employees.

Region Number
Republic of Kazakhstan 2,146
Head bank 976
Branches: 1,170
Aktau 72
Aktobe 80
Almaty 131
Astana 144
Atyrau 45
Zhezkazgan 8
Karaganda 82
Kokshetau 52
Kostanay 87
Kyzylorda 25
Pavlodar 67
Petropavlovsk 56
Semey 49

Taldykorgan 42

Taraz 42

Turkestan 25

Uralsk 30

Ust-Kamenogorsk 68

Shymkent 65

Region Number
Republic of Kazakhstan 2,635
Head bank 1,019
Branches: 1,616
Aktau 102
Aktobe 110
Almaty 182
Astana 195
Atyrau 72
Zhezkazgan 13
Karaganda 106
Kokshetau 78
Kostanay 108
Kyzylorda 58
Pavlodar 88
Petropavlovsk 60
Semey 63
Taldykorgan 63
Taraz 65
Turkestan 38
Uralsk 48
Ust-Kamenogorsk 78
Shymkent 89

Total number of employees hired in the Head 
Bank and by branches in 2023, people

Total number of employees who quit in 2023 
from the Head Bank and branches, people

GRI 401-1, ARDFM GRI 401-1, ARDFMWomen
Men

Women
Men

Up to 30
30-50
50+

Up to 30
30-50
50+

Structure of employees hired  
in 2023, % 

Structure of employees who quit 
in 2023, %

GRI 401-1, ARDFM

By gender groups By gender groups

fications on a general basis. In case of equal results 
in the selection of external and internal candidates, 
preference will be given to the internal candidate.

Eurasian Bank hired 2,146 employees during 2023, 
of which 812 (37.8%) are male and 1,334 (62.2%) 
are female. The Bank focuses on supporting young 
professionals: 68% or 1,450 newly hired employees 
are under 30 years of age. However, the Bank is also 
committed to hiring experienced professionals: the 
number of employees over 50 years of age hired 
increased by 10% compared to 2022, and their share 
accounted for 2% of total hiring in 2023.

30.0% 34.8%

62.2% 65.8%

67.6% 63.2%

37.8% 34.2%

2.4% 2.0%By age groups By age groups

GRI 401-1, ARDFM

decrease in the number of employees 
who quit in 2023

19.0% 
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Measures to retain and motivate highly quali­
fied employees positively impacted reducing the 
employee turnover rate in 2023. The employee 
turnover rate at the end of the reporting year 
amounted to 49.2%, which is 11.7% lower than 
the same indicator for 2022. The main reason 
is improving working conditions and creating train­
ing programs in different areas.

The highest turnover rates are observed in the 
Bank’s branches in Astana and Semey, while the 
lowest are observed in Uralsk and Zhezkazgan.

Region Turnover

Republic of Kazakhstan  49.2%

Head bank  44.0%

Branches:

Aktau  55.1% 

Aktobe  48.7% 

Almaty  50.0% 

Astana  71.4% 

Atyrau  48.6%

Zhezkazgan  36.1% 

Karaganda  57.3% 

Kokshetau  57.8%

Kostanay  52.4% 

Kyzylorda  44.3% 

Pavlodar  48.6% 

Petropavlovsk  57.1% 

Semey  70.0% 

Taldykorgan  57.8% 

Taraz  44.2% 

Turkestan  49.4% 

Uralsk  37.5% 

Ust-Kamenogorsk  56.5% 

Shymkent  51.7% 

Employee turnover in the Head Bank and 
by branches for 2023, %

GRI 401-1, ARDFM

Women
Men

Up to 30
30-50
50+

Structure of employee turnover for 2023, %

GRI 401-1, ARDFM

By gender groups

26.9%

52.1%

61.0%

47.9%

12.1%By age groups

GRI 401-1, ARDFM

Dynamics of employee turnover, %

51.5%

55.7%

49.2%

2021 2022 2023

In case of labor contracts termination due 
to staff reduction, the minimum notice period 
is one month per the Labor Code of the Republic 
of Kazakhstan.

GRI 402-1

The HR Division plans to implement the Personnel 
Reserve Program for the period from 2024 to 2025 
in order to address the following tasks: 

•• Reducing the time of closing vacancies in key 
positions.

•• Reducing the level of employee turnover.
•• Optimization of costs for recruitment and adapta­

tion of new employees.
•• Creating prospects and motivation for profession­

al development. 
•• Maintaining continuity of the work process.
•• Investing in personnel development and training. 
•• Preventing crises when key employees leave. 
•• Reducing risks in the search and selection process 

for new candidates.

Plans for 2024 and the medium 
term

reduction of the employee turnover 
rate compared to 2022

11.7% 
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Diversity,  
equality  
and inclusion

No cases of discrimination on racial, gender, reli­
gious, political or social grounds and other human 
rights violations were recorded during the report­
ing period. 

 
Women traditionally make up a significant propor­
tion of employees in the banking industry, and Eur­
asian Bank is no exception. In the gender structure 
of the staff, women account for 67.7% of the total 

number of employees. The age structure is dom­
inated by the category from 30 to 50 years old 
(51.9%). At the same time, the share of employees 
over 50 increased by 12.2% in 2023.

The share of women in managerial positions 
is 55.6%, while in line positions it is 68.4%. In man­
agerial positions, the share of employees in the age 
category from 30 to 50 years reaches 79.8%, while 
in line positions it is 50.4%.

Eurasian Bank strictly complies with all labor laws of the Republic 
of Kazakhstan and the terms of employment contracts and recognizes 
and protects personal freedoms and human rights. The Bank provides 
equal opportunities for career growth and professional development 
for each employee and opposes discrimination on any grounds.

GRI 2-27, GRI 406-1, ARDFM

GRI 405-1, ARDFM

Indicator 2021 2022 2023

By gender groups:

Men 1,903 1,821 1,731

Women 4,265 4,025 3,621

By age groups:

Up to 30 3,140 2,684 2,242

30-50 2,754 2,866 2,778

50+ 274 296 332

Total 6,168 5,846 5,352

Dynamics of headcount of employees by gender and age, people 

GRI 405-1

Indicator Total

Board of Directors Management Board11

Number Share Number Share

By gender groups:

Men 8 4 100% 4 80%

Women 1 0 0% 1 20%

By age groups:

Up to 30 0 0 0% 0 0%

30-50 6 2 50% 4 80%

50+ 3 2 50% 1 20%

Structure of governing bodies by gender and age groups at the end of 2023, 
people

GRI 405-1, ARDFM

Women
Men

50+
30-50
Up to 30

Personnel structure by gender groups at the 
end of 2023 by employee category, people 

11 The category includes Chief Accountant and Deputy Chief Accountants.

Structure of personnel by age groups at the 
end of 2023 by employee category, people 

GRI 405-1 GRI 405-1

Managerial 
positions 

Managerial 
positions 

1,604
(31.6%)

2,553
(50.4%)

2,233
(44.0%)

123
(44.4%) 221

(79.8%)

9
(3.2%)

3,466
(68.4%)

284
(5.6%)

154
(55.6%) 47

(17.0%)

Line positions Line 
positions

277
total

277
total

5,070
total

5,070
total
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Dynamics of the number of employees with disabilities, people
Dynamics of base salary and remuneration, KZT thousand

GRI 405-1 GRI 405-2

Indicator

2021 2022 2023

Number Share Number Share Number Share

Managerial positions (managing 
directors, directors of departments 
and heads of offices)

3 1.1% 4 1.5% 5 1.8%

Line positions 43 0.7% 59 1.1% 72 1.4%

Indicator

2021 2022 2023

Men Women Men Women Men Women

Average salary, incl15.: 290.2 174.5 376.6 220.1 475.0 282.4

- Line positions 228.3 140.8 312.6 175.4 397.2 225.4

- Managerial positions16 544.5 424.9 623.3 511.1 763.1 610.2

Average remuneration, incl. : 361.8 220.3 940.4 486.8 1,214.4 673.2

- Line positions 298.2 195.8 836.0 435.2 1,113.3 599.3

- Managerial positions17 1,191.0 888.3 2,350.3 1,806.7 2,539.0 2,247.0

Average monthly/quarterly/annual 
bonus by gender

100.8 42.0 596, 0 266.1 762.9 370.7
The ratio of women’s base salary to men’s in line positions has remained unchanged for the past several years. 
At managerial positions, the ratio of women’s average remuneration to men’s increased by 12.5% in the report­
ing year, from 0.8 to 0.9, and the ratio of women’s bonus to men’s bonus increased by 25.0%, from 0.4 to 0.5.

Eurasian Bank strives to provide equal career opportunities for all and makes efforts to promote inclusive 
employment. In the reporting period, the number of employees with disabilities increased by 22.2% compared 
to 2022 and amounted to 77 employees.

In 2023, the average salary amounted to KZT 225.4 thousand for women and KZT 397.2 thousand for men at line 
positions, and at managerial positions — KZT 610.2 thousand for women and KZT 763.1 thousand for men. 
During the reporting period, there was an increase in the average remuneration of women by 38.3% and men 
by 29.1% compared to 2022.

GRI 405-2

Indicator 2021 2022 2023

Ratio of women’s average salary to average salary of men, incl.12: 0.6 0.6 0.6

- Line positions 0.6 0.6 0.6

- Managerial positions13 0.8 0.8 0.8

Ratio of women’s average remuneration to average remuneration  
of men, incl .14:

0.6 0.5 0.6

- Line positions 0.7 0.5 0.5

- Managerial positions 0.7 0.8 0.9

Ratio of average monthly/quarterly/annual bonus by gender 0.4 0.4 0.5

Ratio of base salary and remuneration of women to men

GRI 405-2

12 Data according to salaries of full-time employees at the end of 2023.
13 Data excluding the Management Board and the Board of Directors.
14 Data consider all fixed and non-fixed remuneration paid in 2023 on a monthly average basis, excluding vacation payments, compensation, and 
withholdings.

15 Data according to salaries of full-time employees at the end of 2023.
16 Data excluding the Management Board and the Board of Directors.
17 Data considers all fixed and non-fixed remuneration paid in 2023 on a monthly average basis, excluding vacation payments, compensation, 
and withholdings.

GRI 202-2

Dynamics of the share of top managers hired from the local population, %

81.8%2022

83.3%2021

77.8%2023

Eurasian Bank is committed to supporting and promoting local talent and local economic development. In 2023, 
the share of executives hired from the local community is 77.8%.

increase in the number 
of employees with disabilities 
in 2023

22.2%
increase in the ratio of women’s 
bonus to men’s bonus in 2023

25.0%
increase in the ratio of women’s av­
erage remuneration to men’s average 
remuneration at managerial posi­
tions in 2023

12.5%
share of executives hired from the 
local community in 2023

77.8%
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Motivation and 
remuneration of employees

Labor assessment 

Improving the system of remuneration and compensation of employees 
is one of the key objectives of Eurasian BANK’S HR policy. 

GRI 3-3

The remuneration system is reflected in the Em­
ployee Remuneration Policy. The policy is based 
on the principles of internal fairness, external com­
petitiveness, and individual incentives. The Bank 
pays labor remuneration and other types of materi­
al incentives in accordance with the legislation and 
internal documents. 

The Bank uses various forms of financial incen­
tives. The relationship between employee per­
formance evaluation and individual remuneration 

Eurasian Bank conducts labor assessment based 
on objective data on professional skills, qualifica­
tion level, labor efficiency, and personal qualities 
of employees’ compliance with job requirements. 
Employees are assessed in accordance with the 
Rules for organizing and conducting personnel 
assessment. The main principles of the assess­
ment include strategic orientation, purposefulness, 

is realized through the bonus system. The system 
provides for payment of individual remunera­
tion in accordance with the assessment of labor 
productivity and fulfillment of key performance 
indicators based on individual employee develop­
ment plans. The Bank’s employees are remunerat­
ed on an annual, monthly, or quarterly.

Since January 10, 2023, Eurasian Bank has been 
implementing Eurasian Bank Atlants project, aims 
to improve the professional level of middle man­
agers in the retail business. The project solves 
problems related to personnel management, 
training, and development. Project participants 
perform monthly tasks both individually and 
as a team, receiving points on 14 criteria. They 
also submit reports on their achievements to their 
regional business coaches. After submitting their 
reports by the 10th of each month, participants 
can check their results and see their peers’ final 
scores in the project website’s Leaders of the 
Month section.

comprehensiveness, objectivity, democracy, and 
confidentiality.

The assessment procedure is used in career 
planning, filling vacancies, personnel relocation, 
professional development, material, and non-ma­
terial incentives, as well as in the development 
of individual development plans for employees. 

Social policy
GRI 401-2

Social policy for employees is an integral part 
of the HR management strategy and the formation 
of corporate culture. 

GRI 401-3, ARDFM

In 2023, 100% of the Bank employees were eligible for maternity or childcare leave under the Labor Law of the 
Republic of Kazakhstan. In the medium term, it is planned to introduce statistics on the number of the Bank 
employees who have taken or returned from maternity/paternity leave.

Activities and programs include health insurance, 
compensation for sporting events, social benefits, 
retirement benefits and more. 

The benefits and compensations included in the so­
cial package are defined in the Instruction on Pro­
vision of Employee Benefits and apply to both 
full-time and temporary employees. The Instruction 
was developed in accordance with the Labor Code 
of the Republic of Kazakhstan, Internal Regulation 
Policy, Internal Labor Regulations, and other inter­
nal regulatory documents of Eurasian Bank.

To ensure social protection of per-
sonnel, the Bank provides benefit 
programs such as medical insur-
ance, compensation for sports and 
recreational activities and others, 
which ARE important incentives for 
retaining qualified employees.

Social benefits  
include:

Material assistance shall be 
provided at the discretion of the 
Chairman of the Management 
Board, in case of:

Reimbursement of fuel and 
lubricants

Payment for corporate 
communication services

Provision of shuttle service

Organization of visits to the gym

Provision of material assistance

Illness of the employee requiring 
expensive treatment

Damage to the employee’s health 
due to an accident

Loss/damage to the employee’s 
home due to a natural disaster

Provision of medical care

Birth of a child

Organization of medical insurance

Death of a member 
of the employee’s family (parents, 
children, spouse)

Eurasian Bank is committed 
to creating favorable working 
conditions, providing social 
protection for employees, 
and maintaining their well-being. 
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Employee training and 
development

Employee training is a key area 
of Eurasian Bank HR policy, 
which works to develop the 
professional competencies of the 
team, which supports the BANK’S 
development and enhances the 
career prospects of employees. 

 GRI 2-27, GRI 3-3, ARDFM

Feedback mechanisms

To comply with ethical principles, Eurasian Bank 
utilizes a mechanism for responding to incidents 
and reporting violations by employees. The Bank 
has organized a system for receiving employ­
ee complaints and suggestions, which allows 
it to efficiently detect internal regulations and 
rules violations. The main feedback channels are 
HR Help — the Personnel Recruitment and Adap­
tation unit, and the Security Department.

In accordance with the Code of Ethics and Busi­
ness Conduct, employees should report viola­
tions in the Bank activities to their immediate 
supervisors. If required, the employees may use 
confidential communication channels:

•• Telephone: +7 (727) 244 54 00.
•• Multichannel phone: 911.

 
In addition, Eurasian Bank has the Internal 
Audit Service to monitor compliance with es­
tablished procedures and regulations. In case 
of occurrence or suspicion of violations, em­
ployees may report them by calling  
+7 701 035 32 64.

In 2023, the bulk of complaints were related 
to general corporate issues and came from em­
ployees who were recently hired.

ARDFM, GRI 2-26

Each notification of violations 
is subject to mandatory review 
within the established timeframe, 
after which the complainant 
is provided with feedback 
by chosen method of contact.

The fundamental document in the training and 
development of personnel of Eurasian Bank is the 
Instruction on organization of training and profes­
sional development of employees. Training is planned 
in accordance with the legislation of the Republic 
of Kazakhstan and the Bank’s strategic priorities. 
In 2023, 27 employees in line positions received per­
formance evaluations.

Overall, in 2023, the total number of participants 
in the Bank’s training courses amounted to 18,583, 
considering cases when the same employee took 
several courses. 

total number of participants
in the Bank’s training courses 
in 2023

18,583 people

Number of employees18 trained by the end 
of 2023, people 

ARDFM

Women
Men

Managerial 
positions19

Line positions

18 When calculating the number of trained employees, each completed training course is considered (for example, if 1 employee has completed 
three types of training, the number of trained employees is 3).
19 Management positions include the Chairman of the Board of Directors, members of the Board of Directors, Chairman of the Management 
Board, members of the Management Board, Chief Accountant, Deputy Chief Accountants.

26
(83.9%)

5
(16.1%)

31
total

6,309
(34.0%)

12,243
(66.0%)

18,552
total
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total number of training hours  
for 2023 

46,670 hours
on average, 1 employee of the Bank 
devoted to training courses

8.7hours

GRI 404-1, ARDFM

Dynamics of the total and average number of training hours, hours

27,405

125,852

46,670

2021 2022 2023

4.4

21.5

8.7

2021 2022 2023

Total number of training hours Average hours of training per employee per year

Number of hours of training by categories of Eurasian Bank employees for the 
reporting period, hours

GRI 404-1, ARDFM

Category 

Men Women

Total number 
of training hours

Average number 
of training hours 

per employee
Total number 

of training hours

Average number 
of training hours 

per employee

Managerial positions (managing 
directors, department directors and 
heads of offices)

94 0.7 836 5.4

Line positions 17,209 10.7 28,531 8.2

The Bank provides training in various formats, 
including webinars, classroom training, work 
with mentors, and online courses. A wide range 
of methods represents the live training format: 
webinars account for 4% of total training activi­
ties, business games account for 10%, and class­
room trainings account for 86%. In 2023, the Bank 
implemented mass remote self-study, with 14,332 
sessions. Thus, the Bank ensures diversity and 
accessibility of training for all employees according 
to individual needs and preferences and supports 
knowledge consolidation. 

Internal training is organized through the Bank 
Training Center, allowing employees to improve 
their in Soft and Hard Skills qualifications. 
The Training Center includes both theoretical 
classes and post-training support. The Training 
Center portal contains trainings aimed at devel­
oping management skills, personnel motivation, 
leadership, communication skills and emotional 
intelligence of employees. The training program 
includes such trainings as: Management, Intangi­
ble motivation, Leadership. Team Roles, Coaching 
Management Style, Critical Thinking and others. 
As part of the programs, employees are provided 
with practical tools and knowledge to improve 
teamwork, increase productivity and efficiency 
of interaction with colleagues and subordinates. 
At the same time, the trainings are aimed at ed­
ucating managers on efficient HR management 

strategies, as well as recruitment, adaptation, mo­
tivation, and feedback, which contributes to the 
creation of more efficient work processes and the 
development of a positive corporate culture.

For centralized and reliable storage of training 
information materials, the Training Center manag­
es Eurasian Bank’s Unified Knowledge Base. This 
database is used to post new materials and update 
information on changes to products or procedures.

External trainings are conducted with the partici­
pation of external educational centers and are fo­
cused on the needs of specific subdivisions of the 
Bank.

In 2023, the Bank employees underwent external 
training in 17 different areas, including participa­
tion in conferences and forums, seminars on corpo­
rate governance, HR management, personal growth 
trainings, HR information trainings and many 
others. A total of 344 live trainings were conduct­
ed on 42 topics, including such topics as active 
sales, webinars on Smartcard product, develop­
ment of productive communication skills, manage­
ment basics, personal efficiency, recruitment and 
adaptation processes, etc. A wide range of train­
ing events allows the Bank employees to develop 
a variety of skills and competencies that contrib­
ute to their professional growth and improve their 
performance. 

GRI 404-2

of the total volume of training 
activities were classroom trainings

86%
conducted as part of mass remote 
self-study

14,332 sessions

external training coverage
of the Bank’s employees in 2023

17 areas
were conducted on 42 topics

344 live  
trainings
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Adaptation program Research of the level of personnel 
involvement and the level 
of satisfaction with the Bank’s 
internal services

When selecting candidates for mentors, their person­
al motivation, high communication and qualification 
skills and work experience are considered, and only 
senior or leading financial advisors can be mentors. 

Various training activities are provided for new em­
ployees of the Bank. A mandatory induction training 
(Welcome training) is organized, which is conducted 
in a live communication format. The course can be 
implemented both online in the Teams platform and 
offline. The Bank provides training through a stand-
alone remote system with subsequent testing in two 
areas. These include the Compliance Course, which 
is dedicated to combating money laundering and ter­
rorism financing, and the Emergency Situations (ES) 
Course, which introduces safety requirements and 
subsequent actions in case of threats or emergencies 
at the Bank facilities.

In addition, the training program includes courses 
on information security. They cover the following 
topics: Safe work with e-mail, Safe passwords — it’s 
easy!, Internet security, Remote work, mobile devices 
and removable media, Social engineering, and Funda­
mentals of information security.

In addition to identifying the level of customer satis­
faction with the Bank services, important attention 
is paid to researching the level of personnel satis­
faction and engagement. Since 2021, the Bank has 
been regularly conducting the Voice of the Internal 
Customer survey, in which employees participate 
in surveys reflecting their level of satisfaction with 
internal services. The survey is conducted four times 
a year and covers more than 2,000 people.

Its main objectives include assessing the state 
of internal processes and services, implement­
ing measures to improve internal services, develop­
ing a service model, cultural change, and motivating 
employees to provide quality service. As part of the 
study, all subdivisions of the Bank evaluate each 
other’s internal services. Evaluation criteria include 
service delivery time, quality of information, compli­
ance of results with internal customer expectations, 
and overall satisfaction with the process. 

As a result of each survey, the Action Plan is ap­
proved, including recommendations in areas of im­
provement, activities, deadlines for their implemen­
tation and responsible persons. 

In 2023, the Bank conducted an engagement survey 
of the Information Technology Block (ITB) to de­
termine the level of involvement of ITB employees 
in work processes. The Bank approved the Action 
Plan based on the results of the engagement sur­
vey in the Information Technology Block, including 
recommendations in areas of improvement, activities, 
deadlines for their implementation and responsible 
persons. The plan aims to improve practices in the 
areas of products and services, human resourc­
es management and corporate culture.

In the medium term, the Bank plans to continue de­
veloping its staff through the following programs: 

•• CEO-2 employee development program at internal 
and external trainings.

•• Training program for the development of flexible 
skills for all the Bank personnel.

•• Atlants-2024 Motivational Program for Financial 
Advisors for outlets and units of retail business 
in the Republic of Kazakhstan.

•• Mentoring Pilot Program.
•• Personnel Reserve Program.

Plans for 2024 and the medium 
term

To optimize work and establish 
a systematic approach to know
ledge transfer within the Bank, 
a Mentoring System has been intro
duced. A mentor is an employee 
of the Bank who possesses in-depth 
knowledge, skills and experience 
in the required area and transfers 
them to the mentee on a regular 
basis.

As a result of the assessment 
of 170 services in 15 areas, the 
overall index in 2023 amounted 
to 4.8 out of 5.0 maximum points.

Training areas and events held 
in 2023:

Conferences and forums in the areas 
of the Bank structural subdivisions

Corporate Governance (“Fundamentals 
of Corporate Governance and Finance”, 
“Board of Directors and Management 
Board”, “Internal Audit Service” and 
“Corporate Secretary”, “Fundamentals 
of Corporate Governance”, “Role of Cor­
porate Secretary in Companies”)

Valuation (“Valuation of movable prop­
erty”, “Valuation of immovable proper­
ty”, “Valuation of intellectual property, 
value of intangible assets”, “Valuation 
of business and rights of participation 
in business”)

AML/CFT (“Certification program in the 
field of combating money laundering 
and the financing of terrorism”, “Mod­
ern compliance in the context of EU 
and UK sanctions: case studies, ESG”, 
“Strengthening the financial system 
of Kazakhstan by increasing resistance 
to illicit financing”)

Polygraph (“Advanced training course 
for polygraphologists”)

Sales (“Sales skills on the phone”, 
“Present and sell”)

“Fire and Technical Minimum”, 
“Occupational Health and Safety”

Computer programs (Excel, Power BI, 
SQL, Power Point, etc.)

Kaizen (“Engaging and motivating em­
ployees in continuous improvement”, 
“Process mapping”, “Value stream map”, 
“Problem solving”, “Workspace organi­
zation: 5C system”, etc.)
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Occupational health and 
safety
GRI 3-3, GRI 403-1, GRI 403-2, GRI 403-8, ARDFM 

Occupational health and safety is a fundamental 
aspect of ensuring the well-being of employees 
and maintaining high productivity in the work­
place. Eurasian Bank pays special attention 
to creating a comfortable working environment 
that includes concern for the safety and health 
of employees. The Occupational Health and Safe­
ty, Fire Safety, Mobilization, Civil Defense and 
Emergency Situations Unit is responsible for work­
place safety issues. All employees of the Bank are 
covered by the occupational health and safe­
ty management system and are informed about 
safety measures and rules of behavior. Due to the 
loss of force of the RoK GD on technical regula­
tions on fire safety, the Bank implements its own 
regulatory documents in the field of occupational 
health and safety.

The following internal and external documents 
regulate the Bank’s activities in the field of occu­
pational health and safety:

•• Occupational Health and Safety Instruction. 
•• Rules for fire safety and civil protection, as well 

as the implementation of measures to prevent 
unlawful acts at the facilities of Eurasian Bank JSC 
(updated annually).

•• Order on Fire Safety (control over execution is vest­
ed in the Deputy Chairman of the Management 
Board supervising the security subdivision).

•• Memos to managers (on fire safety audit, on inter­
action in case of terrorist threats and on organiza­
tion of health and safety training).

 
The Bank on a regular basis conducts induction 
training on occupational health and safety in elec­
tronic format for all newly hired employees. Each 
employee is obliged to comply with the norms 
of the documents regulating the Bank activi­

ties on occupational health and safety issues. 
The Health and Safety Instruction covers general 
rules of employee behavior in the premises, re­
quirements to the premises and the Bank’s territo­
ry, as well as lighting and electrical safety, etc.

 In 2023, all 2,146 newly hired employees received 
induction training.

Efficient organization of the occupational health 
and safety management system ensures:

•• Quarterly notification of the heads of all structur­
al subdivisions of the Head Office and the branch 
network on primary/repeat briefings.

•• Delegation of authority in the field of occupation­
al health and safety to one of the branch deputy 
directors who has access to all critical areas.

•• Sharing experience with the management of the 
Bank’s regional subdivisions. For example, in 2023, 
practical assistance was provided to the man­
agement of the affiliated outlets to Branch No. 6 
(Kaskelen-Talgar-Uzynagash) on compliance with 
fire safety regulations.

 

Thus, the Bank complies with the algorithm of prima­
ry/repeat briefing, as well as reconciliation of persons 
having access to critical areas. In the event of an ac­
cident or suspected occupational disease, employ­
ees should contact the head of their subdivision. 
To identify and respond to risks in a timely manner, the 
Bank has organized the Ashyk system, through which 
employees have the opportunity to file a complaint 
when hazards are detected in the workplace.

Employees who received induction training, 
people 

3,129
2,947

2,146

2021 2022 2023

Training on occupational health and safety 
in the workplace

To improve skills and subsequently prevent occu­
pational hazards, the Bank conducts occupational 
health and safety training for all employees, both 
through its own efforts and through cooperation 
with specialized training centers. The training 
is conducted in the Bank through the self-directed 
distance learning (SDL) and testing system.

In 2023, 4,339 employees received health and safety 
training. The average number of training hours per 
employee was 1.6 hours, a decrease of 24.8 hours 
compared to 2022. In the reporting year, the Occu­
pational Health and Safety Unit developed an inde­

The Bank seeks to conduct external training 
as well — 179 employees received a certificate from 
an engaged training center. Training courses cover 
almost all specialists in various areas within the 
Bank, including cashiers, IT specialists, etc. 

pendent course entitled the Safety Requirements 
and Actions in case of Threats or Emergencies at the 
Facilities of Eurasian Bank JSC, as a result of which 
all the Bank’s personnel underwent remote train­
ing/testing twice. Training through SDL system 
is assigned to all new employees before passing the 
probationary period and once every six months to all 
current employees of the Bank. In distance training, 
the course duration is shorter in terms of time and 
the number is much higher, so the average num­
ber of training hours per 1 person has decreased 
in 2023. With the launch of SDL, the number of em­
ployees trained increased from 181 to 4,339.

Fire evacuation drills are conducted on a regular basis 
at the Head Office and in the branch network. Special 
signs on safe places in case of an earthquake and 
evacuation assembly points have been placed in the 
Bank buildings, taking into account the constructions.

GRI 403-5, ARDFM

Indicator 2021 2022 2023

Average number of hours of OHS training per employee, hours 15.4 26.4 1.6

Number of employees trained in occupational health and safety at the 
workplace, persons

140 181 4,399

Number of people covered by the HSE management system and 
independently audited/certified21 by a third party, persons

140 181 179

Employees trained on occupational health and safety issues 20

GRI 403-5, GRI 403-8

20 The 2021 and 2022 data reflect only employees who received external training.
21 External training.
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Health protection
GRI 403-3, ARDFM

Eurasian Bank recognizes the importance of maintaining and improving 
the health of its employees in the course of their employment and 
is constantly improving its corporate health care system. The Bank’s 
employees undergo a basic health check conducted by the Sanitary and 
Epidemiological Station in accordance with the laws of the Republic 
of Kazakhstan. 

To prevent accidents and improve the health, safety 
and security system, the Bank sets the following 
goals for 2024:

•• Strengthening training activities in the Bank 
branches.

•• Improving interaction with managers, deputy man­
agers of branches on health and safety issues.

•• Holding evacuation drills for all branches.

Plans for 2024 and the medium 
termThe Bank undertakes 

a number of internal initiatives 
in the field of personnel 
health protection, which 
include the following 
activities: 

The Bank provides all its buildings with 
first aid kits in metal cases, which guar­
antees greater reliability and durability 
compared to plastic ones

The Bank regularly informs its employ­
ees about non-work-related hazards 
through an information portal. In ad­
dition, informative explanations about 
tick season, rules of behavior at water 
bodies and other potential hazards 
encountered by employees during the 
vacation period are also carried out

The Bank provides for additional medi­
cal insurance for employees in addition 
to the mandatory medical insurance

The Bank employees in Almaty have 
access to a free gym, which can be used 
by all employees unless there are medi­
cal contraindications
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Local  
community 
engagement

82 
84

Socially significant projects
Social impact of the Bank’s branch network

GRI indicators

3-3, 203-1, 203-2

Contribution to the UN 
SDGs

eubank.kz
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Charity  
Medicine and healthy 
lifestyle initiatives

In addition, the Bank set up a function for prompt 
transfer of donations to fire victims in the Smart­
bank mobile application by enabling the National 
Volunteer Network section. As a result, all employ­
ees and customers of the Bank had the opportu­
nity to make a donation in favor of those affected 
by the tragic events. In addition to financial support, 
employees of the Bank’s branches in the cities 
of Ust-Kamenogorsk and Semey provided direct 
assistance in the form of food and essential goods for 
the residents of the Abay region.

Since 2020, the Bank has been participating in the 
traditional Road to School charitable campaign, 
which is aimed at supporting the solution of long-

GRI 3-3 

GRI 203-1, GRI 203-2 

term problems in the regions. Every year, the Head 
Bank and all branches provide assistance to schools 
and children from low-income families. Funds are 
raised among employees to support educational insti­
tutions, as well as to purchase stationery for children. 

In 2023, Eurasian Bank supported its employees 
who need help preparing their children for school. 
The Bank allocated KZT 8 million for large families 
raising children with disabilities and for parents rais­
ing children alone. As a result of the campaign, 133 
employees, mostly from the Bank’s branch network, 
received tangible assistance in preparing children for 
the new school year.

Eurasian Bank supports the regions where it operates 
in every way it can. The Bank did not stand aside 
from the significant events of 2023 that affected local 
communities. 

The Bank supports healthcare projects through 
its products and services and promotes a culture 
of healthy lifestyles. 

In 2023, clients of Eurasian Diamond Club person­
al private club contributed to saving the lives of 19 
children. 1% of the amount of each purchase through 
a premium metal Visa card was transferred to the 
Mercy Voluntary Society Fund (Dobrovolnoye Obsh­
estvo “Miloserdiye”), which allowed to collect more 
than KZT 43 million of donations. 

Eurasian Bank participates in the development 
of organ donation and transplantology in the country. 
Approximately 3,000 Kazakhstani people annually 
stand in line for heart and other vital organ trans­
plants. In August 2023, with the support of Eurasian 
Bank, a charity race and music festival “You are the 
Champion of My Heart” organized by the Heart Cen­
ter Foundation was held in Astana.

The Bank seeks to support the overcoming of gen­
der stereotypes in society. In March 2023, Eurasian 
Bank became the general sponsor of the second 
Almaty forum TechnoWomen Central Asia: “Ozine 
sen!”, which was held at Almaty Management 
University (AlmaU) with the participation of the 
Chairman of the Management Board. In addition, 
the Bank supported a contest among schoolgirls 
who presented their startups in the IT sphere. 

Eurasian Bank supports and participates in various 
social volunteer initiatives, as well as eco-oriented 
actions, which can be found in more detail in the 
section Environmental Projects.22

Supporting Culture and Arts

Eurasian Bank promotes domestic culture, in particular through its support of Kazakhstan’s film industry. 
In 2023, Eurasian Bank together with Mastercard sponsored the release of the Baidyn kyzyn alamyn romantic 
comedy, produced by Tiger Films, a production company.

During the major fires in the Abay 
region, the Bank wrote off loans 
to families of the disaster victims 
totaling KZT 10 million to support 
them in their time of need. 

22 Detailed information on environmental initiatives is provided in the section Environmental protection.

donations collected for the Mercy Vol­
untary Society Fund (Dobrovolnoye 
Obshestvo “Miloserdiye”)

KZT million43

Socially significant 
projects

GRI 203-1, GRI 203-2

Eurasian Bank is involved in solving pressing problems of the 
population through instruments of interaction with local communities. 
The Bank makes a significant contribution to supporting local 
communities through its social and charitable projects in the regions 
of the Republic of Kazakhstan, and also pays great attention to charitable 
work and the development of corporate social responsibility.
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Social impact 
of the Bank’s 
branch network

GRI 203-1, GRI 203-2

Social and charity projects

Entrepreneurship support

Financial literacy

Interaction with local communities

Plans for 2024 and the medium term

The Bank branch in Aktobe supported emergen­
cy medical aid workers. In July 2023, household ap­
pliances and personal protective equipment were 
purchased and provided to ambulance substations 
in 5 districts. 

In December 2023, the Bank branch in Kokshetau 
city organized a holiday with gifts to an orphanage 
in Saumalkol district.

In 2023, the Bank’s Karaganda branch together with 
the Damu Fund and the Division of Entrepreneurship 
in the Ulytau region organized a conference in Zhez­
kazgan city on the Bank’s existing loan products and 
programs to support entrepreneurship for business­
men in the Ulytau region. 

Fraudulent activities are a universal problem both 
in the world and in the Republic of Kazakhstan. 
The Bank seeks to address these issues by engag­
ing with local communities to improve financial 
literacy. Branch managers regularly participate 
in regional events at the level of akimats and mas­
likhats in the format of round tables and presenta­
tions and speak in the local media.

In December 2023, the Ten Qogam social support 
center in the city of Turkestan hosted a meet­
ing of Eurasian Bank experts with the population 
as part of the work on improving financial litera­
cy. In particular, the experts discussed questions 
about the advantage of deposits, the need for 
a clean credit history, the advantage of digital mon­
ey, as well as the mechanism of protection from 
fraudsters. Additionally, information was provided 
on the bonus system, advantages of debit and 

The Bank activities on interaction with local 
communities in the regions where it operates are 
regulated by the Rules on Provision of Banking Ser­
vices and Consideration by Banks, Organizations 
Performing Certain Types of Banking Operations 
of Customers’ Applications Arising in the Process 
of Provision of Banking Services approved by Res­
olution of the Board of the National Bank of the Re­

The Bank is implementing a number of projects 
and initiatives aimed at interaction with the local 
community and its activities are not limited to this. 
The Bank’s future plans include expanding coop­
eration with major foundations and organizations. 
Eurasian Bank plans to support the Karyzsyz Qogam 
project, which is aimed at improving financial liter­
acy and, as a result, reducing the level of indebted­
ness of the population.

In addition, it is planned to support the following 
charitable and socially significant initiatives:

•• Charity raffle within the framework of the Bo­
lashak Bright project of the Bolashak Corporate 
Foundation.

The branch in Karaganda city together with local 
government organization No. 2 of Karaganda region 
organized an excursion trip for children with dis­
abilities to Turkestan city.

In April 2023, the director of the Kokshetau branch 
spoke at the Republican forum for women entrepre­
neurs Business Lady Aqmola as a representative 
of the general partner of the forum — Eurasian Bank.

credit cards. At this meeting, the Bank employees 
paid special attention to the issues of customer 
data protection and prevention of fraudulent ac­
tions on the part of third parties. Materials about 
this event, as well as about many other events 
of the Bank, were posted in local media and social 
networks of the region. In addition, the Bank peri­
odically publishes on its website and social media 
pages information on new types of fraud and warn­
ings on preventing fraud.

The Bank branch in Turkestan and the education 
unit of Turkestan city signed an agreement to im­
prove financial literacy of school and pre-school 
employees.

All branches of the Bank participate in the activi­
ties of the Regional Police Department to counter­
act financial fraud.

public of Kazakhstan dated July 28, 2017 No. 136. 
The Bank has determined authorized persons for 
interaction with individuals and legal entities.

Preliminary appointment for personal reception 
with the authorized persons is made by phone:  
+7 (727) 259 79 00 (extension 3220). 

•• Collection in support of the Warmth charity fund, 
focused on organizing the collection of clothes 
for people in difficult life situations.

•• Providing assistance in the form of office equip­
ment (laptops, printers, computer desks and 
chairs) to the public association “Society of Per­
sons with Disabilities “Jomart Jurek” to create 
jobs for persons with disabilities.

•• Joint project with the Alliance of Women’s Forces 
in Kostanay region on the Financial Literacy and 
Security topic.

•• Promotion of volunteering culture among the 
Bank employees.

Directors and employees of the Bank branches independently support 
regional communities through participation in social and charitable 
initiatives, encouraging entrepreneurship and improving financial literacy 
among local residents.
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Energy efficiency
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Water consumption
Waste

GRI indicators
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Environmental 
protection

ARDFM, GRI 2-25, GRI 3-3

Management approach

Environmental projects

Eurasian Bank does not have a significant impact 
on ecosystems due to the nature of its business, 
but the Bank can contribute to addressing en­
vironmental issues through its economic activi­
ties. The Bank mitigates indirect environmental 
impacts by managing its loan portfolio and im­
plementing responsible finance and sustainable 
investment principles. Carbon-intensive indus­
tries are not a focus of the Bank’s loan portfolio. 
In terms of direct impacts, the Bank is making 
efforts to reduce its carbon footprint and rational­
ize the use of natural resources.

One of such projects is the green office concept 
implemented by the Strategic Communications and 
Marketing Department. In cooperation with Eco 
Network, the Bank installed boxes for separate waste 
collection in its offices: waste paper, glass, plastic 
and aluminum. The Bank conducted training semi­
nars on separate waste collection to raise awareness 
among employees. In 2023, this initiative was extend­
ed to 4 more branches of the Bank. Over the entire 
period of the campaign, starting from 2021, Eurasian 
Bank offices saved 75,926 liters of water, 12,445 kW 
of electricity, reduced СО2 emissions by 6.45 tons, 
and saved 38 trees from being cut down.23 

Specific environmental issues such as energy 
efficiency, water consumption and waste gener­
ation are monitored by the Banks Administrative 
and Economic Activity Controlling Division (AEA). 
The Bank strictly complies with the provisions 
of the environmental legislation — in 2023, the su­
pervising environmental authorities did not record 
any violations for imposing penalties and fines.

In 2023, Eurasian Bank received the PLUS Award 
in the category “Best ESG Initiative in Finance” for 
the issue and promotion of the Eco-Card. In ad­
dition to issuing the Eco-card, the Bank present­
ed a unique NFC-poster, through which holders 
of payment cards of any bank could send one 
or more payments of KZT 500 to plant a tree with 
a single touch. Thus, for the last two years with the 
help of this project five alleys of different trees, 
about 200 trees were planted in Astana, Almaty, 

23 Results of cooperation with Eco Network as of May 2024.

Ust-Kamenogorsk, Kyzylorda and other cities of the 
country.

In April 2023, in Almaty on the eve of International 
Earth Day, Eurasian Bank employees together with 
the Alma-Qala social movement planted 15 Sivers ap­
ple trees on Panfilov Street, the city’s historic pedes­
trian street, and supported a volunteer clean-up day 
at Almaty School No. 125 in the Almagul Micro-Dis­
trict, where 50 trees and 57 shrubs were planted.

volume of saved water from 2021

liters75,926 
amount of saved electricity from 2021

12,445  kW

number of trees saved from being cut 
down from 2021

38  trees 
amount of reduced СО2 emissions 
from 2021

tons6.45  

Eurasian Bank is the only bank in the Republic of Ka­
zakhstan that, together with the international pay­
ment system Mastercard, issues an Eco-card made 
of recycled plastic. Eco-card allows every Kazakh­
stani to support greening and sorting of garbage 
in the country by paying for purchases. The Bank al­
locates 0.5% of bonuses from non-cash transactions 
for using the Eco-Card to the Eurasian Environmental 
Fund (EEF) for the implementation of eco-projects. 
Additionally, the Bank awards 0.5% of bonuses to the 
client for contactless payments.

The Bank contributes to the pres-
ervation of natural resources and 
improvement of the environmental 
situation by supporting and imple-
menting environmental projects. 
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Energy efficiency
GRI 3-3

ARDFM

Eurasian Bank follows the principles of sustainable 
development and diligently reduces energy con­
sumption by introducing advanced technologies and 
energy efficient solutions. As a result of the initia­
tives implemented, the reduction in electricity con­
sumption amounted to 109.8 GJ for the year. In 2023, 

the Bank replaced incandescent and mercury-con­
taining lamps with LED technology, which reduced 
electricity consumption and reduced the negative 
environmental impact of lamp disposal. In addition, 
the Bank replaced the air conditioning system with 
an inverter system.

Plans for 2024 and the medium term

The Bank plans to continue its efforts to reduce energy consumption in the medium term, including 
optimizing the use of energy resources, upgrading equipment and introducing advanced technologies 
to improve energy efficiency.

The Bank’s energy intensity amounted to 0.169 GJ/KZT million and decreased by 33.7% compared to 2022 due 
to revenue growth and lower energy consumption.

24 To calculate energy consumption, we used the Methodology for the formation of fuel and energy balance and calculation of certain 
statistical indicators characterizing the energy sector (approved by the order of the Chairman of the Committee on Statistics of the Ministry 
of National Economy of the Republic of Kazakhstan No. 160 dated August 11, 2016).

Energy efficiency and reduced energy consumption 
play a significant role in lowering the Bank’s carbon 
footprint and reducing operating costs. The Bank’s 
wide network of branches requires significant amounts 
of electricity and heat. The Bank minimizes energy 
consumption through energy efficiency measures and 
employee outreach. 

Total energy consumption in 2023 amounted to 71,782.8 
GJ, which is 3.9% lower than in 2022. The bulk of energy 
consumption in the Bank’s offices is electric power. Fuel 
resources are consumed by vehicles, diesel generators 
and the Bank’s boiler houses. From 2022, the Bank has 
stopped using coal for heating to reduce its carbon 
footprint.

GRI 302-1

Type of energy resource 2021 2022 2023

Liquid fuels, including: 13,591.3 12,354.6 11,935.7

- Gasoline 13,527.9 12,053.0 11,832.7

- Diesel fuel 63.4 301.6 103.0

Coal 267.0 - -

Natural gas 5,208.9 4,643.8 3,823.8

Electricity 38,576.3 35,660.7 35,550.9

Thermal energy 23,705.7 22,020.4 20,472.4

Total 81,349.2 74,679.5 71,782.8

Consumption of fuel and energy resources, GJ24

Reduction of energy consumption as a result 
of energy saving initiatives, GJ

383.9

2,915.6

109.8

2021 2022 2023

GRI 302-4

Energy intensity, GJ/KZT million 

0.514

0.255

0.169

2021 2022 2023

GRI 302-3

total consumption of energy 
resources in 2023

GJ71,782.8 
Bank’s energy intensity in 2023

GJ/ 
KZT million0.169

reduction of energy resources 
consumption in 2023

3.9%
reduction of the Bank’s energy 
intensity in 2023

33.7%
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Climate change
ARDFM

Climate change is not only an environmental issue, but also a major economic 
and social challenge. The Bank assists the global community in combating 
climate change and plans to expand lending to environmentally sustainable 
projects and activities within the framework of responsible finance 
principles. 

Rising global temperatures, increased frequen­
cy and severity of extreme weather events, and 
long-term changes in climate patterns could 
lead to widespread disasters. The changes affect 
all sectors, including the financial sector, alter­
ing market dynamics, asset values and the overall 
risk profile. 

Eurasian Bank’s loan portfolio is dominated by seg­
ments such as automotive, retail and warehousing, 

Eurasian Bank’s carbon footprint is very small. 
However, the Bank plans to gradually introduce 
greenhouse gas emissions management into its op­
erations and is taking measures in this area in ac­
cordance with international practices and national 
regulatory requirements.

In 2023, Eurasian Bank calculated direct and 
indirect greenhouse gas emissions (Scope 1 and 
Scope 2) for the first time. Eurasian Bank’s carbon 
footprint25 was 7,586.0 tons СО2-eq. Greenhouse 
gas emissions were calculated in accordance with 
the IPCC Guidelines for National Greenhouse Gas 
Inventories and the List of Benchmarks in Regulat­

Greenhouse gas emissions

which are less exposed to climate risks. Eurasian 
Bank plans to integrate climate risk management 
and financial assessment into its Development 
Strategy, in line with ARDFM recommendations. 
The Bank aims to adapt its operations to cli­
mate change, support clients in the transition 
to a low-carbon economy and contribute to a sus­
tainable future. Adaptation will enable the Bank 
to capitalize on new climate change opportunities 
and meet stakeholder expectations.

ed Sectors of the Economy by Order of the Acting 
Minister of Ecology, Geology and Natural Resourc­
es of the Republic of Kazakhstan No. 260 dated 
July 19, 2021.

The volume of direct emissions of Scope 1 amount­
ed to 1,165.1 tons of СО2-eq. The main source 
of emissions (853.6 tons of СО2-eq.) — own fleet 
of vehicles. Stationary fuel combustion was carried 
out in boiler plants for heat generation and in die­
sel generators for electricity generation, providing 
power supply to the Bank’s offices. To reduce GHG 
emissions, the Bank implements energy efficiency 
and resource consumption reduction measures.

Separate from direct emissions, indirect emissions 
from purchased electricity and heat amounted 
to 6,420.9 tons СО2-eq. The majority of emis­
sions (84.0%) were emissions from electricity 
consumption by the Bank’s offices. Due to the 
introduction of the Single Power Purchaser from 

The GHG emission intensity of Scope 1 and 2 was calculated in relation to revenue and totaled 0.0178 tons 
CO2-eq/million KZT.

25 The sum of direct (Scope 1) and indirect (Scope 2) GHG emissions for 2023 was considered.
26 List of benchmarks in regulated sectors of the economy, approved by the order of the Vice-Minister of Ecology, Geology and Natu­
ral Resources of the Republic of Kazakhstan dated July 19, 2021 No. 260.

ARDFM, GRI 3-3

ARDFM, GRI 305-1

GHG emission source category СО2 СН4 N2O Total emissions

Mobile combustion 832.1 11.0 10.5 853.6

Stationary combustion 311.1 0.2 0.2 311.5

Total 1,143.3 11.2 10.7 1,165.1

Direct GHG emissions (Scope 1) by category and substance in 2023, tons СО2-eq.

ARDFM, GRI 305-2

Types of energy Volume of GHG emissions

Electricity 5,395.5

Thermal energy 1,025.5

Total 6,420.9

Indirect GHG emissions (Scope 2) in 2023, tons of CO2-eq.

July 1, 2023, companies can only apply the loca­
tion-based method to calculate indirect energy 
emissions of GHG Scope 2. To successfully apply 
the location-based method, national coefficients 
defined by the Benchmark List are used. 26

GRI 305-4
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Water consumption

GRI 3-3, GRI 2-27

Management approach

In the context of globally growing water scarcity, Eurasian Bank 
is committed to the prudent and sustainable use of water. 

The Bank does not draw water from natural sources, 
but obtains it from municipal water supply systems. 
Meters have been installed in the offices to accu­
rately record water consumption. For 2023, Eurasian 
Bank had no violations of water laws.

The Bank does not discharge water into surface 
and underground natural sources. The used water 
is supplied to the centralized sewerage network. 
In order to reduce the consumption of water re­

Water is consumed by the Bank’s offices for house­
hold needs. Total water consumption in the reporting 
year amounted to 39.2 Ml, which is 2.5% lower than 
last year. The Bank does not withdraw water from 
deficit regions.

GRI 303-3 

Indicator 2021 2022 2023

Fresh water27 25.7 29.5 28.1

Other water 10.5 10.6 11.1

Total 36.2 40.2 39.2

Total volume of water withdrawal, thousand m3 (Ml)

GRI 306-4

Indicator 2021 2022 2023

Reuse: 0.8 1.5 3.5

waste paper 0.6 1.0 1.8

glass 0.1 0.3 0.9

plastic 0.1 0.2 0.8

Total volume of waste sent for recycling, tons

Indicator 2021 2022 2023

Quantity of used office paper, A4 packages 185,900 179,400 167,600

Weight of used A4 office paper, tons 464.8 448.5 419.0

Actual paper consumption

sources, the Bank takes measures to install fittings 
with separate water discharge to drain cisterns and 
to ensure that there are no leaks.

27 Fresh water includes cold water and the other includes hot chemically purified water.

Waste  

Efficient waste management reduces the environ­
mental footprint and resource consumption, which 
in the long term will allow Eurasian Bank to re­
duce operating costs. The Bank’s offices generate 
a small amount of waste, the majority of which 
is paper and municipal solid waste. Paper is col­
lected separately for recycling and reuse. The AEA 
controlling division collects data on waste genera­
tion volumes and controls their transfer to special­
ized organizations.

The Bank is actively pursuing the process of digitalization and transition to paperless production. The volume 
of office paper used in 2023 amounted to 167,600 A4 packages, which is 6.6% less than in 2022.

GRI 3-3, GRI 306-1, GRI 306-2, ARDFM 

Eurasian Bank adheres to the principles of re­
sponsible waste management and regularly holds 
campaigns and events to reduce waste and collect 
waste. In 2023, 3.5 tons of waste was sent for recy­
cling and reuse, of which 1.8 tons was waste paper. 
The amount of recycled waste more than doubled 
compared to the previous year. This was influenced 
by the Bank branches in Kokshetau, Atyrau, Aktobe 
and Ust-Kamenogorsk joining the project, as well 
as increased awareness of the Bank’s employees.

decrease in office paper use in 2023, 
compared to 2022

6.6%   
volume of waste sent for recycling 
and reuse in 2023

tons 3.5 
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A major eco-campaign uniting 
employees is the holding 
of volunteer clean-up days. 
In October 2023, the teams 
of all branches and the head 
office of Eurasian Bank held 
volunteer clean-up days in all 
regions of the country. More than 
600 workers joined the action, 
who collected 7.5 tons of waste 
and planted 30 tree seedlings.

Special attention is paid to the disposal of hazard­
ous waste. The Bank transfers spent mercury-con­
taining lamps to ECO Almaty LLP, and in order 
to reduce the amount of hazardous waste, replac­
es mercury-containing lamps with LED technology.

The total volume of non-hazardous waste genera­
tion amounted to 531.3 tons in the reporting year, 
which is 0.6% more than in 2022. Specialized organi­
zations completely remove this volume of waste for 
disposal and disposal. 

The disposal of the Bank’s equipment, includ­
ing monitors, computers, laptops, printers, etc., 
is carried out by a third-party organization in accor­
dance with the requirements of sanitary-epidemio­
logical, veterinary-sanitary, environmental and oth­
er norms and rules of the Republic of Kazakhstan.

In 2023, the cost of waste disposal amounted 
to KZT 13,860 thousand, an increase of 33.9% com­
pared to the previous year.

Total volume of non-hazardous waste 
generation, tons

527.0
528.2

531.3

2021 2022 2023

GRI 306-3 

Environmental protection costs 
(waste disposal), KZT thousand 

10,074
10,350

13,860

2021 2022 2023

Plans for 2024 and the medium 
term

The Bank plans to increase the scale of the Green 
Office Program, as well as minimize paper consump­
tion and increase the volume of waste transferred for 
recycling.
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Annexes
Annex 1. About the Report 
GRI 2-3

GRI 3-1

GRI 3-2

GRI 2-2

Eurasian Bank strives to ensure a high level 
of transparency in its activities and aims to ensure 
full and effective disclosure of information to all 
involved parties. This report for 2023 is the first 
Sustainability Report of the Bank (hereinafter — the 
Report). The report focuses on key environmental, 
social and managerial aspects of sustainable devel­
opment and reflects the activities of Eurasian Bank 
from January 1 to December 31, 2023. 

Since 1998, the Bank has regularly published 
annual reports describing operational and finan­
cial activities, as well as certain aspects of social 
and management practices. Annual reports pub­
lished in electronic form since 2012 are posted 
on the Bank corporate website at the link:  
https://eubank.kz/about/for-investors/. The de­
cision to develop a separate report on sustainable 
development activities is due to the Bank’s desire 
to increase the level of information disclosure 
in this area. 

This Report has not undergone an external certifi­
cation procedure, however, the Bank is aware of the 
importance of this process for confirming information 
in the field of sustainable development and is con­
sidering the possibility of its implementation in the 
future.

The Sustainability Report has been prepared in ac­
cordance with the Global Reporting Initiative (GRI) 
standards and reflects the Bank’s contribution 
to achieving the UN Sustainable Development Goals, 
as well as takes into account certain requirements 
of the Guidelines on Disclosure of Information in the 
field of Environmental, Social and Corporate Gover­
nance (ESG) for banks and other financial organiza­
tions of the Agency of the Republic of Kazakhstan for 
Regulation and Development of the financial market 
and the requirements of KASE. 

The sustainability report is reviewed by the authorized 
body of the Bank and brought to the attention of inter­
ested parties by publishing on the corporate website.

As part of the preparation of the Report, Eurasian Bank used an approach to identify material topics recom­
mended by the GRI standard 2021. 

As a result of the analysis, the Bank has identified the following material topics:

•• At the first stage, the Bank conducted an analysis 
of its activities in the field of sustainable develop­
ment, analyzed the requirements of rating agencies 
in the field of ESG, conducted a comparative analy­
sis of disclosed material topics in six similar banks, 
and also performed an analysis of the requirements 
of ARDFM and KASE. 

The boundaries of the Sustainability Report in­
clude the activities of the Head Office and branches 
of Eurasian Bank, except where otherwise indicated. 
For significant topics whose boundaries differ from 
the established ones, additional explanations are 
provided in the Report. The indicator of the created 

Key stages of selecting material topics

Report boundaries
•• At the second stage, an updated list of significant 

topics was prepared based on the results of inter­
views with representatives of the Bank and on the 
basis of an expert analysis of the preliminary list 
of material topics.

•• The third stage was the formation of an agreed list 
of material topics.

direct and distributed economic value is present­
ed according to the audited consolidated finan­
cial statements, the boundaries of which include 
Eurasian bank JSC and its subsidiaries — Eurasian 
Project 1 LLP and Eurasian Project 2 LLP.

Approach to the identification of material topics

•• Analysis of the Bank’s ESG 
activities 

•• Analysis of the requirements 
of rating agencies in the 
field of ESG (S&P Global 
Ratings, MSCI ESG Ratings) 

•• Benchmark analysis 
of significant topics 
disclosed by six similar 
companies 

•• Analysis of ARDFM and 
KASE requirements

1. Context analysis and 
impact identification

A preliminary list of material 
topics

Refined list of material 
topics

•• Conducting interviews with 
representatives of the Bank 

•• Expert analysis of the 
preliminary list of material 
topics

2. Impact assessment 
and identification of a list 
of material topics

Agreed list of material 
topics

•• Coordination of the list 
of material topics by the 
party responsible for sus­
tainable development

3. Final formation of the list 
of material topics

Aspect № Material topics

Environmental aspect
1 Energy efficiency
2 Greenhouse gas emissions
3 Waste

Social aspect

4 Accessibility of financial services and financial literacy support

5 Human resources management and responsible work practices

6 Employee training and development

7 Diversity, equality and inclusion

8 Occupational health and safety
9 Local community engagement

Governance (economic) aspect

10 Sustainable finance
11 Data privacy and cybersecurity
12 Economic value creation
13 Supplier relations
14 Anti-corruption
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Annex 2. GRI content index

Statement of Compliance
Eurasian bank JSC has prepared a Sustainability Report for 2023 (from January 1 
to December 31) in accordance with GRI Standards

GRI 1: Foundation 2021

Sectoral standard not applicable

GRI Standard Indicator Section in the Report/Comment

Exceptions

Indicator Reason Explanation

GRI 2: General Disclosures 2021
GRI 2. General Disclosures 2021 1. The organization and its reporting practices

2-1 Organizational details General information and structure of the Bank
2-2 Entities included in the organization’s sustainability reporting Annex 1. About the Report

2-3 Reporting period, frequency and contact point
Annex 1. About the Report 
Annex 4. Contact information

2-4 Restatements of information
The indicator is not 
disclosed

Not applicable

Due to the absence 
of a report for the 
previous year, it is not 
possible to revise the 
information for previous 
reporting periods

2-5 External assurance -
2. Activities and workers
2-6 Activities, value chain and other business relationships Geography of the operations

2-7 Employees
Human resources management and responsible 
work practices

2-8 Workers who are not employees
Human resources management and responsible 
work practices

3. Governance
2-9 Governance structure and composition The Board of Directors and its Committees
2-10 Nomination and selection of the highest governance body The Board of Directors and its Committees

2-11 Chair of the highest governance body
The Chairman of the Board of Directors is not 
the Chairman of the Management Board.

2-12 Role of the highest governance body in overseeing the management 
of impacts

The indicator is not 
disclosed

In the reporting year, the 
Bank’s governance body 
was not assigned the 
functions of overseeing 
the impact management

2-13 Delegation of responsibility for managing impacts
The indicator is not 
disclosed

In the reporting year, 
the Bank had no 
practice of delegating 
responsibility for im­
pact management

2-14 Role of the highest governance body in sustainability reporting
The indicator is not 
disclosed

In the reporting year, 
the Bank’s governance 
body was not assigned 
the functions of over­
seeing the impact man­
agement

2-15 Conflicts of interest The Board of Directors and its Committees
2-16 Communication of critical concerns The Board of Directors and its Committees
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GRI Standard Indicator Section in the Report/Comment

Exceptions

Indicator Reason Explanation

GRI 2. General Disclosures 2021

2-17 Collective knowledge of the highest governance body
The indicator is not 
disclosed

In the reporting period, 
there was no training 
for members of the 
Board of Directors 
on issues in the field 
of sustainable devel­
opment

2-18 Evaluation of the performance of the highest governance body The Board of Directors and its Committees   

2-19 Remuneration policies Remuneration of governance bodies   

2-20 Process to determine remuneration Remuneration of governance bodies   

2-21 Annual total compensation ratio
The indicator is not 
disclosed

The information 
is confidential

4. Strategy, policies and practices

2-22 Statement on sustainable development strategy
Message from the Chairperson of the 
Management board

2-23 Policy commitments
Sustainable development management 
approach

2-24 Embedding policy commitments
Human resources management and responsible 
work practices

2-25 Processes to remediate negative impacts Environmental protection

2-26 Mechanisms for seeking advice and raising concerns
Motivation and remuneration of employees 
Annex 4. Contact information

2-27 Compliance with laws and regulations

Water consumption 
Human resources management and responsible 
work practices 
Diversity, equality and inclusion 
Employee training and development 
The Board of Directors and its Committees

2-28 Membership associations Participation in associations

5. Stakeholder engagement

2-29 Approach to stakeholder engagement Stakeholder engagement

2-30 Collective bargaining agreements
The indicator is not 
disclosed

The practice of con­
cluding a Collective 
agreement shall not 
apply

Process to determine material topics

GRI 3 Material Topics 2021
3-1 Process to determine material topics Annex 1. About the Report 

3-2 List of material topics Annex 1. About the Report 

Economic performance

GRI 3 Material Topics 2021 3-3 Management of material topics Creating economic value

GRI 201 Economic performance 2016 201-1 Direct economic value generated and distributed Creating economic value

Market Presence

GRI 202 Market Presence 2016
202-2 Proportion of senior management
hired from the local community

Diversity, equality and inclusion

Indirect Economic Impacts

GRI 3 Material topics 2021 3-3 Management of material topics Interaction with local communities
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GRI Standard Indicator Section in the Report/Comment

Exceptions

Indicator Reason Explanation

GRI 203 Indirect Economic Impacts 2016
203-1 Infrastructure investments and
services supported

Charity 
Initiatives in the field of medicine and healthy 
lifestyle 
Accessibility of financial services and financial 
literacy support 
Social impact of the Bank’s branch network

GRI 203 Indirect Economic Impacts 2016 203-2 Significant indirect economic impacts

Charity 
Initiatives in the field of medicine and healthy 
lifestyle 
Accessibility of financial services and financial 
literacy support 
Social impact of the Bank’s branch network

Procurement Practices

GRI 3 Material topics 2021 3-3 Management of material topics Interaction with suppliers

GRI 204 Procurement Practices 2016
204-1 Proportion of spending on local
suppliers

Interaction with suppliers

Anti-corruption

GRI 3 Material topics 2021 3-3 Management of material topics Anti-corruption

GRI 205 Anti-corruption 2016 205-3 Confirmed incidents of corruption and actions taken Anti-corruption

Energy

GRI 3 Material topics 2021 3-3 Management of material topics Energy efficiency

GRI 302 Energy 2016

302-1 Energy consumption within the organization Energy efficiency

302-3 Energy intensity Energy efficiency

302-4 Reduction of energy consumption Energy efficiency

Water resources

GRI 3 Material topics 2021 3-3 Management of material topics Water consumption

GRI 303 Water and Effluents 2018 303-3 Water withdrawal Water consumption

Emissions

GRI 3 Material topics 2021 3-3 Management of material topics Climate change

GRI 305 Emissions 2016

305-1 Direct (Scope 1) GHG emissions Climate change

305-2 Energy indirect (Scope 2) GHG emissions Climate change

305-4 GHG emissions intensity Climate change

Waste

GRI 3 Material topics 2021 3-3 Management of material topics Waste

GRI 306 Waste 2020

306-1 Waste generation and significant waste-related impacts Waste

306-2 Management of significant waste-related impacts Waste

306-3 Waste generated Waste

306-4 Waste diverted from disposal Waste

Employment

GRI 3 Material topics 2021 3-3 Management of material topics
Human Resources Management and 
Responsible Labor Practices

GRI 401 Employment 2016
401-1 New employee hires and employee turnover

Human Resources Management and 
Responsible Labor Practices

401-2 Benefits provided to full-time employees that are not provided 
to temporary or parttime employees

Motivation and remuneration of employees
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GRI Standard Indicator Section in the Report/Comment

Exceptions

Indicator Reason Explanation

Human Resources Management

GRI 3 Material topics 2021 3-3 Management of material topics
Human Resources Management and 
Responsible Labor Practices

GRI 402 Labor/Management Relations 
2016

402-1 Minimum notice periods regarding operational changes
Human Resources Management and 
Responsible Labor Practices

Occupational health and safety

GRI 3 Material topics 2021 3-3 Management of material topics Occupational health and safety

GRI 403 Occupational Health and Safety 
2018

403-1 Occupational health and safety management system Occupational health and safety

403-2 Hazard identification, risk assessment, and incident investigation Occupational health and safety

403-3 Occupational health services Occupational health and safety

403-5 Worker training on occupational health and safety Occupational health and safety

403-8 Workers covered by an occupational health and safety management 
system

Occupational health and safety

Training and Education

GRI 3 Material topics 2021 3-3 Management of material topics Employee training and development

GRI 404 Training and Education 2016
404-1 Average hours of training per year per employee Employee training and development

404-2 Programs for upgrading employee skills and transition assistance 
programs

Employee training and development

Equal Opportunity

GRI 3 Material topics 2021 3-3 Management of material topics Diversity, equality and inclusion

GRI 405 Diversity and Equal Opportunity 
2016

405-1 Diversity of governance bodies and employees Diversity, equality and inclusion

405-2 Ratio of basic salary and remuneration of women to men Diversity, equality and inclusion

Non-discrimination

GRI 3 Material topics 2021 3-3 Management of material topics Diversity, equality and inclusion

GRI 406 Non-discrimination 2016 406-1 Incidents of discrimination and corrective actions taken Diversity, equality and inclusion

Local communities

GRI 3 Material topics 2021 3-3 Management of material topics Interaction with local communities

Customer Privacy

GRI 3 Material topics 2021 3-3 Management of material topics Data privacy and cybersecurity

GRI 418 Customer Privacy 2016
418-1 Substantiated complaints concerning breaches of customer privacy and 
losses of customer data

Data privacy and cybersecurity
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Annex 3. Glossary

AEA Administrative and economic activities

AFK Association of Financiers of Kazakhstan

AIFC The Astana International Financial Centre

ALM Asset-Liability Management 

AML/CFT Anti-money laundering and combating the financing of terrorism 

ARDFM
The Agency of the Republic of Kazakhstan for Regulation and Development of Financial 
Market

ATM Automated Teller Machine

ATNK The Association of Taxpayers of New Kazakhstan

CBDC Central Bank Digital Currency

CDW Corporate Data Warehouse

CIS Commonwealth of Independent States

CSAT Customer Satisfaction Score

EEF Eurasian Environmental Fund

EFC Eurasian Financial Company

ERG Eurasian Resources Group

ESG Environment, social and government

GD Government Decision

GHG Greenhouse gases

GJ Gigajoule

IE Individual entrepreneurship

IE/PF Individual entrepreneurship/ Peasant farming

IMS Instant messaging system 

IPCC Intergovernmental Panel on Climate Change

IT Information technologies

ITB Information Technology Block

JSC Joint-stock company

NCE “Atameken” The National Chamber of Entrepreneurs of the Republic of Kazakhstan “Atameken”

NPS Net Promoter Score

OHS Occupational health and safety

PCI DSS Payment Card Industry Data Security Standard 

POS Point of sale

RoK Republic of Kazakhstan

SDG Sustainable Development Goals

SDL Self-directed distance learning

SME Small and medium-sized enterprises

SWIFT CSP
Society for Worldwide Interbank Financial Telecommunications' Customer Security 
Programme (CSP) 

UN United Nations

VaR Value at risk
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Annex 4. Contact information
GRI 2-3, GRI 2-26

Eurasian Bank values feedback, therefore, if you have any questions or suggestions regarding the 2023 
Sustainability Report, please contact us via the available communication channels below.

Eurasian Bank Joint Stock Company

Address: A25Y5K2, Republic of Kazakhstan, Almaty, 56 Kunaeva str.

Phone: +7 (727) 332,7722

Fax: +7 (727) 244-39-24

E-mail for feedback: info@eubank.kz 

Website: https://eubank.kz/

Telegram: https://t.me/bankeurasian 

Youtube: https://www.youtube.com/c/eurasianbankofficial 

Instagram: https://www.instagram.com/eurasianbank/

Annexes

110

http://https://eubank.kz/
http://https://t.me/bankeurasian
http://https://www.youtube.com/c/eurasianbankofficial
http://https://www.instagram.com/eurasianbank/



