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Terms and Conditions for Bank Alfalah Partner (WhatsApp Al
Chatbot Service)
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In reference to using the AI/ML Chatbot Service provided by Bank Alfalah, you agree to these
Terms and Conditions ("T&C") governing your use of The Bot and related services. By accessing
or using The Bot, you confirm your acceptance of these T&C, eliminating any services for which
you have a separate agreement with us. The Bank Alfalah's use of your personal data is governed
by our separate Privacy Policy.
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1. Description of Service (The Bot)

1.1. Purpose: The Bot is an artificial intelligence service designed for conversational interaction,
general query management, information retrieval, task assistance, and content generation
against the customer’s query related to Bank Alfalah’s domain. It is not intended to provide
professional, legal, financial, or medical advice. The Bot can assist with:

General banking enquiries (account information, branch locations, product details, etc.)
Guidance on banking processes and procedures

Information about Bank Alfalah's products and services

Navigation assistance within digital banking platforms

FAQs and basic troubleshooting
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1.2. Scope: The Bot provides information and services based on its underlying machine learning
models and data. While it aims to be helpful and accurate, all outputs should be independently
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verified. Bank Alfalah reserves the right to modify, restrict, or expand the Bot’s capabilities without
prior notice. The Bot is designed for informational and navigational purposes only. It cannot:

Execute financial transactions without proper authentication.
Provide personalized financial, investment, legal, or tax advice.
Access your account details on behalf of unauthorized users.
Override banking policies, procedures, or regulatory requirements
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2. Limitations of AI Output and Disclaimer

2.1. Non-Reliance: The chatbot is powered by artificial intelligence technology to respond to
your enquiries. The accuracy, relevance, adequacy and quality of the responses may vary while
such technology is constantly evolving. The information provided by the bot is for reference only.
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2.2. Professional Advice: The Bot's responses do not constitute professional advice, including,
but not limited to, legal, financial, medical, or tax advice.
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2.3. As-Is Service: The Bot service is provided on an "as is" and "as available" basis, without
any warranties, expressed or implied, including, but not limited to, warranties of merchantability,
fitness for a particular purpose, or non-infringement. We do not guarantee that the service will
be error-free or uninterrupted.
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2.4. Multilingual Accuracy and Nuance: While the service strives to support communication
in languages, including English, Urdu, and Roman Urdu, the AI's language models are complex
and constantly improving. As such, users should be aware that conversations in these languages
may occasionally contain grammatical errors, syntax issues, or spelling mistakes. These
imperfections are inherent to the current state of AI language processing and should be
considered when interpreting or relying on the output.
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3. User Data, Privacy, and Security

3.1. Authorization for Use: You authorize that Bank Alfalah to use the information and data
you share with The Bot (your "Inputs") to provide and improve the service, including the potential
training and refinement of our underlying AI/ML models.
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3.2. User Responsibility: You acknowledge that maintaining the confidentiality and accuracy
of information shared through the Bot, including information verified by you, requires cooperation
between you and Bank Alfalah. While the Bank employs reasonable security measures to protect
the Bot and your data, you agree to safeguard your device, personal information and account
credentials against unauthorized access. To the extent permitted by applicable law, Bank Alfalah
shall not be liable for losses arising from unauthorized access due to your failure to maintain
adequate security measures or from inaccuracies in information you have provided or verified,
provided this does not affect your statutory rights under consumer protection laws.
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3.3. Prohibited Confidential Data: You are explicitly requested not to share highly
sensitive, confidential, or personally identifiable information (PII) that is not required
for The Bot to perform its function (e.g., Login ID & passwords, non-public financial records,
security codes, OTP, Debit and Credit Card CVV code or expiry date).
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4. User Content and Prohibited Use

4.1. User Content: Any information, text, commands, or data you submit to The Bot constitutes
"User Content." You are solely responsible for your User Content and the consequences of
submitting it.
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4.2. Prohibited Content: You agree not to use The Bot to generate, submit, or distribute any
User Content that:

e Engages in, endorses, or promotes illegal activity, racism, bigotry, discrimination, or
hatred.

o Is harassing, defamatory, abusive, or threatening.

o Infringes upon any patent, trademark, trade secret, copyright, or other intellectual
property rights.

o Constitutes spam, phishing, or attempts to circumvent The Bot's security features.
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5. Handoff to human agents

5.1 Escalation Process
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When the Al Bot is unable to adequately address your query or when human intervention is
necessary, you will be offered the option to:

o Connect with a live customer service representative via secure chat
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5.2 Conversation Continuity
When escalating to a human agent:
e Your conversation history with the Virtual Assistant may be shared with the agent to
provide context
e You may be required to re-authenticate your identity for security purposes
e The human agent will operate under Bank Alfalah's standard customer service policies and
procedures
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6. Intellectual Property and Output Use
6.1. Ownership of Input: You retain ownership of your User Content (Input).
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6.2. Use of Output: The Bank Alfalah does not grants you a license to use the content generated

by The Bot (the "Output") for your personal or commercial purposes, provided you comply with
these T&C. You are responsible for ensuring your use of the Output, especially if published, does
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not violate any third-party rights or applicable laws i.e. Social Media and provoking content
allowing us to take legal action.
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6.3. IP Indemnification: You agree to indemnify and hold The Bank Alfalah harmless against
any claims, losses, or damages resulting from your use or publication of The Bot's Output,
particularly in relation to alleged intellectual property infringement.
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7. Limitation of Liability and Indemnification

7.1. General Limitation: The Bank Alfalah, including its shareholders, executives, officers,
affiliates, and partners, shall not be liable for any damages, whether direct, indirect, incidental,
or consequential, including, without limitation, loss of profits, loss of data, or business
opportunities, arising from the use or inability to use The Bot.
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7.2. Indemnification: You agree to indemnify, defend, and hold harmless The Bank Alfalah
from any and all claims, liabilities, costs, and expenses (including reasonable attorneys' fees)
arising in any way from your use of The Bot, your violation of these T&C, or your breach of any
applicable law.
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8. Termination and Governing Law

8.1. Termination by User: You may stop using The Bot at any time by ceasing interaction and,
if applicable, deactivating any related accounts or subscriptions.



A

Bank Alfalah

The Way Forward

[BAFL Document]

O5d e gSa gl aliiil)-8
L oiglS) Al 55 g0 s smm S sl S S a Jlexind IS Eigy Gy gr oS Gl el dinh S Gija 8.1
-u‘:’:‘s‘“dJde\LSi‘ﬁé‘)sdw‘ﬁcJSHS .

8.2. Termination by Bank Alfalah: The Bank Alfalah reserves the right to suspend or terminate
/Closure of term and condition and your access to The Bot, the customer will be confirm /intimate
within 2 working days, if you violate these T&C or if required by law or regulatory body.
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8.3. Dispute Resolution: In case you have any concerns or complaints related to The Bot,
please raise your query to Bank Alfalah at contactus@bankalfalah.com for resolution within
defined timelines.
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