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About Us

Zambia National Building Society (ZNBS) was created
in 1970 through an act of Parliament (1968) with the Our Strategic Business Units

sole responsibilities of mobilizing resources to invest
in mortgages to increase the country’s housing stock.

ZNBS has three (3) main strategic business units.

« Housing Finance

« Banking and Financial Services

«  Property and Real Estate

ZNBS has an extensive network located in all the
Provinces across the Country, supported by an
expanding digital footprint. This expansion of digital
channels has accelerated our reach and increased
access to customers in remote areas. ZNBS was recently
awarded the Best Mortgage Provider Zambia 2024 by
Capital Finance International (cfi.co), an international
online research company headquartered in London. This
follows the award as Best Mortgage Provider Zambia
2022 and 2023

PROPERTY &
REAL ESTATE
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Our
oV Mission

Our
Vision

To be the leading mortgage finance

To provide quality, affordable, and sustainable mortgage finance, financial

institution with excellent financial services, and other allied services for the benefit of clients, stakeholders,
services in Zambia. and the Society.
Our Core The Society adopted the acronym iCREDIT to define the shared core values

values as follows.

Excellence

Provide superior products and
services that surpass expectations.

Respect Drive
Treating every individual Energetic and committed
with dignity, to ZNBS customers and
» ' all stakeholders.
R
Customer Centricity Integrity
Putting customers at — REDIT Trusted, honest,
the centre of all that I and ethical.
we do.
Teamwork
Innovation

Working together and
collaborating towards
a common goal.

Embedding a culture of
innovation and creativity.




Our Strengths

sh

300+

Employees with
Diverse Skills

4.4

Invested in

Training

Strong Leadership

S
111

ZNBS benefits from a well-established Board of
Directors and a capable Executive Management
Team. Together, they cultivate a high-
performance organizational culture and ensure
effective strategy implementation across all
levels of the institution.

Skilled and Diverse Workforce

ZNBS is supported by a diverse and talented
team, unified by shared values. This inclusive
and excellence-driven culture promotes
collaboration, innovation, and continuous
professional growth.

Innovation and Strategic Partnerships

ZNBS consistently enhances its product

and service offerings by leveraging digital
technologies and forming strategic
partnerships. These initiatives are aimed at
improving customer accessibility, operational
efficiency, and security in banking services.

K1.98

In Customer
Deposits

10 PROVINCES

Branches in all provinces,
ensuring accessibility.

Competitive Financial Products:

ZNBS offers competitive market interest rates
on its investment and loan products, providing
value-driven options for both savers and
borrowers.

Nationwide Branch Network:

ZNBS has a broad physical presence,
with branches in every province, ensuring
convenient access to banking services for
customers across the country.

Diverse

Stron
o Workforce

Leadership

OUR

ety STRENGTHS

Branch
Network

Innovative
Strategic
Partners

Competitive
Financial
Products
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Our Differentiators
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Client-Focused Approach

At the core of our valuesis a deep commitment
to understanding and serving our clients’
unique needs. We deliver personalised
financial solutions aligned with their goals and
aspirations. Through continuous engagement
and feedback, we ensure our services evolve in
step with our clients’ changing requirements.

Distinct Value Proposition

Our strong local presence, deep insight into
client needs, and ongoing digital innovation
enable usto deliver uniquely tailored financial
propositions that set us apart in the market.

Operational Efficiency & Prudent Cost
Management

We are disciplined in our cost management
while maintaining a sharp focus on operational
efficiency. This balance allows us to optimise
resources, enhance service quality, and offer
competitive, high-value solutions without
compromising on excellence.

High-Performing and Engaged Workforce

Our people are our greatest asset. We foster
a culture of performance, motivation, and
continuous development. By investing in
our team’s growth and well-being, we ensure
exceptional service delivery and ongoing
innovation.

Robust Risk Management

Risk mitigation is central to our operations. We
implement comprehensive risk management
frameworks and strategies that protect our
clients’interests and support the institution’s
long-term sustainability.

Commitment to Social Responsibility

ZNBS is dedicated to being a force for good
in the communities we serve. We champion
sustainable practices, support community
development initiatives, and pursue ethical
investments to create lasting positive impact
for all stakeholders.
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Our Business and
Ways of Banking

ZNBS delivers inclusive financial products for individuals,
SMEs, and corporates. Our broad portfolio includes savings,
loa xed deposits, mortgages, bancassurance, and
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At ZNBS, our approach to banking is rooted in accessibility, innovation, and

customer focus. We offer a diverse range of financial solutions designed to
meet the needs of INDIVIDUALS, SMALL AND MEDIUM BUSINESSES, and
CORPORATES across Zambia.

PRODUCTS AND SERVICES

‘ Our products range from savings and fixed deposit accounts to loans, mortgages, and insurance solutions, all
structured to meet diverse financial needs while promoting financial inclusion and stability.

Savings Accounts «  Labor Unions Account Loans

«  Village Banking «  Community Club «  Friendly Loan

«  Smart Kids Account +  Revolving Account +  Building Material Loan ‘
‘ «  Orange Reward Saver Account  «  Cooperative Account «  Timange Housing Microloan

«  Salary Account «  Salary Advance Loan

+  Savings Account Fixed Deposit Accounts «  Cash CoverLoan

«  Stop Order (3 - 6 Months) «  Term Deposit Account

+  Mortgage Servicing Account «  Flexi Fixed Deposit Account Mortgages

«  Loan Servicing Account +  Construction mortgage \

«  Musika Account Bancassurance «  HomelImprovement mortgage
‘ «  Students Account «  Life Assurance Account «  Outright Purchase mortgage

«  Pensions Account «  Thandizo Funeral Plan «  Equity Release mortgage

«  Corporate Account «  General Insurance «  Balance Transfer

«  Church Account «  Diaspora Mortgage ‘

«  School Account «  Commercial Mortgage

BANKING CHANNELS

(DIGITAL PLATFORMS) « ATM « POS

We make banking more convenient « Mobile + Bulk Cash Disbursement Solutions
through multiple channels, (Mobile App and *686# on USSD) « CDF Disbursement

including mobile and internet » Internet banking + (Repayment)

banking, agency banking, ATMs, (ZNBS Website/Link)

and specialised platforms like » Agency Banking

SchoolPay and Konse Konse, « E-Workers

ensuring customers can access + Konse Konse

services wherever they are. . SchoolPay

10 ZAMBIA NATIONAL BUILDING SOCIETY



Smart Kids Savings
Account

Invest in your child’s future with our
Smart Kids Savings Account

GET COMPETITIVE INTEREST RATES AND ZERO
MONTHLY MAINTENANCE FEES

Email; customerservice@znbs.co.zm

Call us on: 0211 229 191

's possible to Build | Buy | Renovate



Events of the Year

ZNBS was actively involved in cultural, social, and developmental
events including the launch of Kwathu Hills, Diaspora Land Project,
and Timange Housing Product. ZNBS also made donations and
sponsored some national celebrations.
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Awards and Recognition

Our achievements in 2024 reflect the trust of our customers, the
dedication of our people, and our commitment to excellence. These
awards are a testament to ZNBS's leadership in housing finance,
innovation in service delivery, and impact in the communities we serve.

Most Affordable
Lender

- Africa Union for
Housing Finance

Runner Up -Real Estate
Bank of the Year

- Africa Property
Investment Awards

Best Mortgage
Provider 2024
- Cfi.co

Consistent
Sponsor of the Year
2022 -2023 - ZIHR

chi’s
BEST

MORTGAGE
PROVIDER

WINNER ZAMBIA

2024 Best Banking
and Finance
Exhibit - CAMINEX

Service
Transformation

- cx specific awards
- CICM

CX Specific Awards
Service Transformation

2025 ANNUAL REPORT 13




@ Sponsorship of National Housing Forum
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Events Of The /\
Year In Pictures 4] bs

Donation of conference chairs to Zambia Correctional Service
in Kabwe

y = ok _: ._--.-m.q‘ P '_Cl Tyl z ‘v',zf
Planting of Fruit trees at Kanyonyo and Mankuyu Donation of fruit trees to Kohima
Secondary School in Western Province Barracks in Kabwe

Sponsorship of Ministry of Education Uniform Day

2025 ANNUAL REPORT 15




Events Of The
Year In Pictures

A A A & 1B A

ills

~ Launch of Kwathu H///s?—lous/ng
Estate

.

Launch of Timange Housing
Product

Launch of Timange Housing Product
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Events Of The /\
Year In Pictures 4] bs

Donated 1,000 trees to Chipata City Council.

Sponsorship of Kuomboka Traditional Ceremony

2025 ANNUAL REPORT 17
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Stakeholder Engagement
and Reporting

The Society engaged meaningfully with shareholders,
- customers, employees, regulators, and communities,
aligning their needs with strategic outcomes - especially in -

0 ﬁﬂc, ompliance, a ancial inclusion.
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SHAREHOLDERS

How We Create Value

Increasing Return on Equity and dividend paid

Maintaining a strong balance sheet to support
growth and protect against downside risk.

fully compliant with regulations governing its
operating environment.

Deliver affordable housing finance to the publicin
the quest to increase housing stock in the country
Strategic capital allocation that balances growth
investments with returns to shareholders.

Driving long-term value through innovation,
operational efficiency, and digital transformation.

Strong risk management practices that preserve
capital and build investor confidence.

How We Serve & Engage

Our business model thrives on capital from debt and
equity, which is pivotal in executing our strategic vision.
We ensure transparency by providing Shareholders
with comprehensive progress updates against our
strategic and financial frameworks, whether within
short - or long - term plan.

Engagementincludes
regular virtual and face-to-face engagements.
feedback via our AGM

Their Interests

Safe, strong, and sustainable financial performance.

Sustainable finance aligned with the National
Development Plan

Astrong and experienced management and board.

Transparency and accountability in corporate
governance and strategic decision-making

= sy of Frgeus ored Wobares Bormreng |
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EMPLOYEES

How We Create Value

Leadership development and mentorship programs
to foster future leaders from within.

Recognition and Rewards of employees for the value
they add.

Encouraging ouremployees to embrace technological
changes, further their careers, and improve our
services and products.

Contributing to the transformation towards a more
inclusive society through diversity and inclusion

We engage employees in social advocacy campaigns,
such as those addressing gender-based violence,
climate action, and mental wellness—empowering
them to drive positive societal change

We promote physical and mental well-being through
sports events, fitness activities, and health awareness
sessions.

Employment opportunities in the towns in which
we operate.

How We Serve & Engage

The key metrics we track include, but are not limited
to, employee satisfaction levels, attrition rates,
remuneration outcomes and training statistics.

Engagement includes employee surveys, face-to-face
management discussions and well-being events, as
well as employee forums and groups.

Their Interests

Asafe and healthy work environment, supported
by flexible work practices.

Fair remuneration, effective performance
management, and recognition.

Challenging work, with opportunities to make a
difference.

Career development and advancement
opportunities.

2025 ANNUAL REPORT 19




CUSTOMERS

How We Create Value

Safeguarding deposits, investments, and wealth while
growing returns.

Providing credit in a responsible manner that enables
wealth creation, sustainable development and job
creation.

Enabling financial inclusion by offering unbanked
client’s access to affordable products.

Providing financial education and advice; and
Developing innovative solutions that meet our clients’
specific needs

Personalized and data-driven financial solutions to
better meet individual customer needs and life stages.

Support for SMEs and entrepreneurs through tailored
products, advisory services, and access to markets

Collaboration with fintech and partners to expand
financial access and enhance innovation.

Their Interests

Innovative banking and financial solutions and services.

How We Serve & Engage

Our approach revolves around innovative products
and seamlessly integrated digital services, which
are fundamental to achieving an unparalleled client
experience. This involves enhancing our capabilities to
safeguard clients against emerging risks such as fraud and
cybersecurity, accompanied by robust education initiatives
and enhanced communication channels.

Engagement includes digital feedback channels, face-to-
face engagements with regular client testing, complaint
channels, Customer journey mapping, customer service
call Centre, and external independent surveys on topics
such as client satisfaction survey and Net Promoter Score.

Safe and convenient access (channel of choice), now primarily through digital channels.

Excellence in customer service, with rapid issue resolution and complaint handling through efficient and empathetic

service channels.

Value-for-money banking that is competitive and transparent in pricing.

safeguarding deposits, investments, and wealth while growing returns.

Access to finance and financial education

20 ZAMBIA NATIONAL BUILDING SOCIETY




SOCIETY
How We Create Value How We Serve & Engage
«  Transforming economies, the environment and society Engagement forms the cornerstone of our strategy, where

we actively collaborate with a diverse spectrum of civil
society, Local communities, and NGOs. This collaboration
spans a multitude of areas, ranging from environmental
and public policy concerns to community-driven initiatives.

+  positively through our lending and investment
activities,

+  Playing a meaningful role in the broader society as a
procurer and consumer of goods and services; and

«  Making a difference through our partnerships and

corporate social responsibility. Engagement includes numerous digital channels as well

as face-to face engagements, either as part of Corporate
Social Responsibility engagements or in response to direct
requests.

«  Promoting green finance and sustainable
infrastructure, contributing to environmental
resilience.

. social investment activities.
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Their Interests

+  Partnering in common social and environmental matters.

«  Usingourresources to promote social and environmental matters and other common agendas to build a thriving society.
«  enabling financial inclusion by offering unbanked clients access to affordable product.

«  Efforts to mitigate climate change and protect natural resources through business practices.

«  Digital and financial inclusion for marginalized and remote communities.

2025 ANNUAL REPORT 21



We operate under the regulatory oversight of key
institutions including the Bank of Zambia (BoZ), the
Financial Intelligence Center (FIC) and the Securities
and Exchange Commission (SEC) of Zambia, among
others.

How We Create Value

«  We proactively collaborate with regulators to fortify
the financial system’s effectiveness and promote
stability and sustainable growth.

+  Driving financial inclusion and innovation in ways
that align with regulatory frameworks.

How We Serve & Engage

We maintain proactive and transparent relationships
with our regulators through:

«  Regular Reporting: Submitting timely financial
statements, risk assessments, and compliance
reports.

+  Consultative Dialogues: Participating in policy
consultations and regulatory reviews.

+  On-site and Off-site Supervision: Cooperating fully
with audits, inspections, and supervisory reviews.

«  Strategic Alignment: Ensuring that our initiatives
align with national development plans

Their Interests
The regulators expect ZNBS to:
«  Maintain financial soundness and stability.
«  Complywith prudential and statutory requirements.

« Uphold strong corporate governance and risk
management frameworks.

«  Support national development goals, particularly
in housing finance.

«  Demonstrate transparency and accountability in
all operations

«  Active participation in and contribution to industry
and regulatory working groups.

+  Responsible innovation and adoption of financial
technology within secure and regulated frameworks

«  Strengthening anti-money laundering (AML) and
counter-terrorist financing (CTF) measures

i
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2n0s

Our Value
Creation Model

ZNBS's value creation framework is built on six capitals:
financial, human, intellectual, social, natural, and relationship. .

. Strategic investments in people, technology, and sustainability ‘q ' Y q !
drive long-term resilience. ' -




STAKEOLDERS VALUE CREATION MODEL

A 4

Our capital base, together with shareholder value surged through
diversified sources of deposits Bancener HCES LTS a substantial increase in net profits,
and funding from investors K1.5Billion K2Billion driving robust returns for our investors.
and clients, is used to support (2024: K1.3 billion) (2024: K1.7 billion) Our strategic focus remains on striking
our clients. This includes a delicate equilibrium between
extending credit, facilitating Capital Shareholder maximizing immediate financial gains
payments and transactions, Adequacy Ratio Equity for shareholders and the imperative
and rewarding shareholders K1.2Billion investment required for our sustained
for the capital invested 53% long-term growth.

through dividends. y

Comprising our skilled Investing in our workforce constitutes

Salary &

workforce, ingrained Workforce of Benefits Paid a significant yet essential cost, vital
organisational culture, and K309 employees K182 Million for attracting, retaining, and nurturing
collective expertise, our human (2024: 289) (2024: K158million) talent. While these investments impact
capital is pivotal in innovating short-term financial capital, they yield
solutions tailored to our Training & Skills substantial long term returns across

development spend
K4.4 Million
(2024: K1.9million)

customers’ needs. Our people
are the driving force behind
realising our Bank’s vision.

various other capitals

A 4

Our intellectual capital Balancing increased automation

encompasses technological New Mortgage G'_'I of solutions, which impacts both
innovations, robust systems products e intellectual and manufactured capital,
and processes, and a heritage- against driving client adoption of digital
backed strong brand identity solutions that elevate client experiences
Improved Digital | ﬂ poses a trade-off. This challenge
s L/ intersects with the need for human

interaction, a critical aspect of our
human capital

24 ZAMBIA NATIONAL BUILDING SOCIETY



“Balancing growth today w,-th: i
impact for tomorrow.” . | " § J
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Social and Relationship Capital

Stakeholder relationships,
including the communities in
which we operate, are central
to the environment in which
we operate, and we recognise
the role that we need to play
in building a thriving society
as well as a strong financial
ecosystem

Natural Capital

Referring to the resources we
utilise to sustain operations;
our natural capital reflects our
commitment to responsibly
leveraging resources to

create lasting value for our
stakeholders

Outcome Value Created
CSR Mortgage
Expenditure Value

1.2 689

wamsenics ()

Outcome Value Created

Planted &
Donated E

Trade-Offs

Strategically managing diverse
stakeholder relationships involves
navigating trade-offs to uphold
various stakeholders’ interests while
maintaining quality relationships
across all fronts

Trade-Offs

Balancing the utilisation of natural
resources, which sometimes negatively
impacts human and social capital,
remains a critical trade-off. Our
commitment lies in minimizing
environmental impacts while striving
to deliver positive environmental
outcomes for society
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Our Business Model
And Guiding Strategy

ZNBS's strategic plan (2022-2025) emphasizes five pillars:
employee performance, digital transformation, customer
service, affordable housing, and financial strength. |




STRATEGIC REPORT

Corporate Strategic Plan

In the 2022-2025 CSP, ZNBS made a deliberate
decision to focus on five pillars, namely,
Employee Performance, Digital Transformation,
Customer Service, Financial Performance,
and supporting home ownership through
the provision of affordable finance for the
development of housing on ZNBS land

STRATEGIC
PILLARS

ZNBS Financial Highlights 2024

Selected Metrics for FY’24

K186.aMillion K3.3Billion 93%

+10% 3.1% (below 10%)  64%
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BUSINESS ACTIVITIES, OUR STRATEGIC FOCUS

Profitability &

Throughout the year, we experienced robust lending activity, a considerable increase in operating income across both net
interest income (NIl) and a substantial improvement in the quality of our loan portfolio. The Society continued to focus
on providing outstanding customer service and investing in technology, while maintaining a healthy cost to income ratio.
Consequently, the society’s profitability in 2025 was substantial.

K186.9 19%

2024: K195Million 2024: 19%

Million in Net Profit Return on Equity

w2 D 5 o I

2024 195 2024 19%

2023 186 2023 22%

2022 116 2022 17%

2021 226 2021 38%

6%

2024: 7%

Return on Assets

2024 7%

2023 7%

2022 5%

2021 13%

28 ZAMBIA NATIONAL BUILDING SOCIETY




Business Activities, Our Strategic Focus Cont’d

Business Growth

b

The balance sheet remained robust, as loan originations across our branch network increased substantially. The robust
loan book growth of 17% was driven by growth of 15% in the unsecured loan book and growth of 16% in the mortgage
loan book. Non-funded income (NFI), which accounted for 9.6% of total income, continues to contribute significantly to

the diversification of income sources.

15%

2024: 9%

Growth in Assets

2025 - 15%

2024 - 9%

oz [ e

2022 31%
2021 38%

1%

2024: 24%

Growth in Loans & Advances

2025 (D
020 [ 2

2022 40%

2021 5%

10%

2024: 9%

Non Interest/Gross Income

2025 - 10%

2024 - 9%

2023 - 9%

2022 17%

2021 46%

23%

2024: 21%

Growth in Deposits

2022 36%
2021 34%
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Business Activities, Our Strategic Focus Cont’d

Effeciency é‘:’»

We maintained our emphasis on efficiency and cost
control throughout the year, with costs remaining
well-managed.

64%

2024: 60%

Cost-to-Income Ratio (CIR)

2022 64%
2021 44%
Financial Soundness

Asset Quality

=

As a result of prudent risk management, our asset
quality has remained resilient despite the economic
challenges. The society’s Nonperforming Loans (NPL)
ratio decreased from 4.43% in 2024 to 3.56% in 2025.

3.36%

2024: 4.43%

Non-Performing Loans (NPL) Ratio

2025

2024

2023

2022

2021

5.83%

PN
I

9.97%

o

Maintaining efficient capital management is still a top priority for society. As of 31st March 2025, the Society’s Tier One
Capital Ratio 52% comfortably above the minimum regulatory level of 10%. The Society continues to place a high priority
on maintaining healthy funding levels consistent with our overall goals for sustainable growth.

133%

2024: 141%

02’

2024:49%

Tier 1 Capital Ratio

2022 55%
2021 51%

30 ZAMBIA NATIONAL BUILDING SOCIETY

Gross loans to deposits

2025

2024

2023

2022

2021

115%

119%

133%

141%

139%



3%

2024:51%

Business Activities, Our Strategic Focus Cont’d

Total Capital Ratio

2025

2024

2023

2022

2021

50%

49%

Non-Financial Highlights

58%

m

53% Total Capital
Ratio: 2025

Over the past year, we have recorded steady growth in digital transactions across all platforms—mobile banking, internet
banking, and agency banking. In addition, the number of new accounts opened has increased, reflecting our expanding
customer base and improved service accessibility.

13,620

2024:7,669

Number of Accounts

2023 8,48
2022 6,567

K1,030.45M

2024:K857,798M

Mobile Transactions

2023 769,873

2022 565,641

K’Million
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Business Activities, Our Strategic Focus Cont’d

K19.98M

2024:K7,669M

Agency Banking (K'Million)

2025 19.58

2024 9,368

2023 4,130

2022 1,631

K40.81M

2024: K857,798M

Internet Banking (K'Million)

2025

2024 - 1,379

2022 2,186

40,865
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