
These terms and conditions (“Terms and Conditions”), as amended from time to time, are applicable to all eligible users including Customers (“Users”) that 
avail the Services provided by SONERI BANK (“SNBL”) over the WhatsApp platform, a third-party messaging platform (“WhatsApp Banking Service” or 
“WhatsApp Self-Service Banking Channel”). The Terms and Conditions are applicable in conjunction with all other SNBL Terms and Conditions that may 
be stipulated by SNBL from time to time, whether pertaining to the account or in relation to other products, services, facilities or offers offered by SNBL.

By opting to use our WhatsApp Banking Service, the User hereby agrees to be bound by these Terms and Conditions and the User acknowledges that they 
have read, understood and accepted these Terms and Conditions and other speci�c terms and conditions of SNBL.
1. SNBL WhatsApp Banking Channel – Scope of Services
 • SNBL WhatsApp Banking is a channel which will be used for general query management & customer support as a new, but familiar channel for 
  customers to approach the bank in the most convenient possible way.
 • Through the SNBL WhatsApp Banking Channel, the User may:
  a) receive automated and/or agent-assisted responses to queries, and have queries, requests and complaints logged, tracked and managed by 
   SNBL;
  b) seek customer support, including assistance from SNBL’s contact centre representatives during service hours;
  c) obtain information on SNBL’s products, services, offers, charges, branch and ATM locations; and
  d) perform any other action permitted by SNBL through the WhatsApp platform from time to time.
 • The scope of the Channel is determined solely by SNBL and may be expanded, restricted, suspended or withdrawn at SNBL’s discretion, subject 
  to the notice requirements under the “Changes” section of these Terms and Conditions.
 • The SNBL WhatsApp Banking Channel is offered only through SNBL’s of�cial veri�ed WhatsApp Business account. Any interaction with an 
  unveri�ed number claiming to represent SNBL is outside the scope of the Service, and SNBL shall bear no responsibility for it.
2. Service
 • Service(s) means services, either customized or otherwise, provided by SNBL, its Partner(s), Services Provider(s), and WhatsApp Channel, from 
  time to time, within the Islamic Republic of Pakistan.
3. Eligibility for Using the Services
 • General information and product queries are available to any WhatsApp user who initiates a conversation with SNBL’s of�cial WhatsApp number.
 • Account-speci�c and card-speci�c Services are available only to a User who:
  a) maintains an active account and/or card with SNBL that is not blocked, frozen or otherwise restricted;
  b) initiates the conversation from the mobile number registered in SNBL’s records against that account or card (“Registered Mobile Number”);
  c) has an active WhatsApp account on that Registered Mobile Number;
  d) has opted in to the Service and accepted these Terms and Conditions; and
  e) successfully completes the veri�cation or authentication steps prescribed by SNBL from time to time.
 • For joint accounts, the Service is available only to the account holder whose number is registered with SNBL, and only to the extent of that holder’s 
  mandate on the account.
 • Where the Registered Mobile Number is changed, ported or discontinued, the User must update it with SNBL through a branch or other channel 
  designated by SNBL. Until the update is completed, account-speci�c Services may be unavailable.
 • SNBL reserves the right to determine, amend or withdraw eligibility for any User, account type or product at any time, including where required by 
  the State Bank of Pakistan or applicable law.
4. Services and Functionality
 • The Services available on the SNBL WhatsApp Banking Channel may include the following, subject to eligibility and successful veri�cation:
  a) Information Services: product and service information, schedule of charges, current offers and promotions, and branch and ATM locator;
  b) Account Services: balance inquiry, mini statement and request for account statement;
  c) Card Services: card activation, temporary blocking of a lost or stolen card, and card-related queries;
  d) Service Requests: cheque book request, registration and tracking of service requests;
  e) Complaints: lodging and tracking of complaints in accordance with SNBL’s complaint handling policy; and
  f) Agent Support: transfer of the conversation to an SNBL customer support representative during service hours.
 • The current list of available Services, their service hours and any applicable limits shall be published on SNBL’s website and/or communicated 
  through the Channel. Not every Service may be available at all times or to every User.
 • Unless expressly enabled by SNBL and communicated to the User, no fund transfer, bill payment or other �nancial transaction can be initiated 
  through the SNBL WhatsApp Banking Channel.
 • Automated responses are provided for convenience. Where an automated response is unclear or inconsistent with SNBL’s records, SNBL’s of�cial 
  records shall prevail.
 • Requests received outside service hours, or requiring further processing, will be handled within the turnaround times communicated by SNBL.
 • Any charges applicable to the Service shall be as per SNBL’s prevailing Schedule of Charges. Data or internet charges levied by the User’s mobile 
  network operator are the User’s responsibility.
5. Personal Information
 • You hereby authorize SNBL to use / disclose any information shared by you on SNBL WhatsApp Banking Channel for provision of Services to you 
  by SNBL or for onward submission to State Bank of Pakistan or any Law Enforcement Agency working under governance of Islamic Republic of 
  Pakistan.
 • When you use SNBL WhatsApp Banking Channel, provisions pertaining to use of and sharing of customer information in the terms and conditions 
  governing bank accounts will also be applicable to these terms and conditions.
 • You are responsible for providing and maintaining accurate and updated personal information, and for safeguarding your account information. We 
  understand you have authorized SNBL to verify and authenticate your personal information, at any time. SNBL will not be liable for any loss or 
  damage arising from your failure to comply with the requirements of SNBL.
 • If you hand over a device with the SNBL WhatsApp Self-Service Banking Channel activated to another individual, you should lock/deactivate the 
  device / your WhatsApp account before doing so. If devices with SNBL WhatsApp Self-Service Banking Channel activated are lost or stolen, you 
  inform us at 021-111-766-374.
6. Privacy and Risk
 Privacy
 • SNBL will process the personal information received through the Channel in accordance with its privacy policy, the account terms and conditions, 
  and applicable laws and regulations of the State Bank of Pakistan.
 • Conversations on the Channel may be recorded, stored and reviewed by SNBL for service quality, dispute resolution, audit, fraud prevention and 
  regulatory purposes, and retained for the period required by applicable law.
 • SNBL will never ask for your PIN, password, OTP, full card number, CVV or card expiry date over WhatsApp. You must not share these details on 
  the Channel under any circumstances.
 • Messages exchanged on WhatsApp are also subject to WhatsApp’s own privacy policy and data practices, over which SNBL has no control (see 
  also the “Disclaimer” section).
 Risk
 • The User acknowledges that the Service relies on the internet, the User’s mobile device, the mobile network operator and the WhatsApp platform, 
  and therefore carries risks including, without limitation:
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  a) interruption, delay or unavailability of the Service due to network, platform or system failures;
  b) unauthorized access where the User’s device, SIM or WhatsApp account is lost, stolen, compromised or used by another person;
  c) fraud, phishing or social-engineering attempts by persons impersonating SNBL; and
  d) delivery of messages to an incorrect recipient where the Registered Mobile Number is outdated or reassigned.
 • To reduce these risks, the User should enable WhatsApp two-step veri�cation, keep the device locked, keep the Registered Mobile Number 
  updated with SNBL, and interact only with SNBL’s of�cial veri�ed WhatsApp account.
 • Any suspicious message, call or activity, or any suspected unauthorized use of the Channel, must be reported immediately to SNBL at 
  021-111-766-374. SNBL may suspend the Service for the affected User pending investigation.
7. Security
 • We maintain high standards of security. You agree and warrant that you will use your mobile device safely and you will not share your phone, 
  connected via our network, let anyone else access your phone/devices, or do anything else that might jeopardize the security of your connection. 
  SNBL shall not be liable for any damages or losses suffered as a result of breach of any of the actions stated above, until you have reported to SNBL 
  any damage or loss of your mobile device.
8. Third Party Services
 • We do not endorse any third party services. Third party providers of websites and applications (including WhatsApp) accessed by you through the 
  Service are accessed at your own risk, and we have no liability for third party services. If third party websites or applications (including WhatsApp) 
  cause any problems or harm, you should seek redress directly from the third party provider of those services. We have no responsibility in such 
  matters and cannot assist you regarding the same. Third party providers of websites or applications (including WhatsApp) that you access through 
  any network/ mobile phone number are subject to and governed by their own terms and conditions. It is your responsibility to read and adhere to 
  such terms and conditions.
9. General
 • WhatsApp banking terms and conditions generally establish that the bank presumes any request coming from your Registered Mobile Number via 
  WhatsApp belongs to you, and you assume full liability for device security.
 • These Terms apply generally to the use of any or all of SNBL’s services via/through SNBL WhatsApp Self-Service Banking Channel, and may also 
  be subject to terms and conditions governing bank accounts as well as terms and conditions governing other SNBL products and services, as the 
  case may be.
 • SNBL may engage or otherwise cooperate with af�liates, suppliers, partners and other third parties in connection with the Service, and, where 
  applicable, “SNBL” or “we” shall also be understood as a reference to such third parties.
 • By using the Service, you agree to these Terms of Use.
10. The Service
 • SNBL’s Service consists of digital products and/or services distributed over the internet to individual consumers for private use. Such Services are 
  accessible at our websites (the “Website”) and, for certain Services on your own device(s) after you have installed it.
11. User Content and Submissions
 • SNBL’s services and/or WhatsApp Self-Service Banking Channel may allow you to submit, post or display content, such as information, data, text, 
  software, music, sound, photographs, graphics, videos, advertisements, messages or other materials (“User Content”). You are solely responsible 
  for such content. SNBL may review and remove any User Content that, in its sole judgment, violates the Terms, applicable laws, or generally 
  accepted practices or guidelines in the Jurisdiction.
 • Prohibited User Content under the Terms includes, without limitation, content which: is offensive, such as User Content that engages in, endorses 
  or promotes racism, bigotry, discrimination, hatred, harassment or physical harm of any kind against any group or individual;
  a) involves the transmission of “junk mail”, “chain letters” or unsolicited mass mailing, “spamming” or “phishing”;
  b) promotes or endorses false or misleading information or illegal activities or conduct that is abusive, threatening, obscene, defamatory or 
   libelous;
  c) promotes or endorses an illegal or unauthorized copy of another person’s copyrighted work;
  d) contains restricted or password only access pages or hidden pages or images;
  e) displays or links to pornographic, sexually explicit or any other indecent material;
  f) solicits passwords or personal data from other users; or
  g) violates the rights of or harms or threatens the safety of other users or the Service.
12. Authentication & Presumption
 • Banks assume instructions from your registered number and WhatsApp account are sent solely by you.
13. Customer Responsibility
 • You must secure your phone, lock your device, and protect your WhatsApp PIN or CNIC details.
14. Warranties and Disclaimers
 • SNBL warrants that it will perform its obligations in a professional manner in accordance with prevailing industry standards and make reasonable 
  efforts to keep the required service operational.
 • The Service is provided “as is”. You acknowledge that the Service is not error-free. SNBL makes no warranties, expressed or implied, with respect 
  to the availability, merchantability, �tness for a particular purpose, no infringement, accuracy, completeness, performance and quality of service of 
  SNBL’s WhatsApp Self-Service Banking Channel or otherwise.
15. Liability
 • SNBL (including, but not limited to, its shareholders, executives, of�cers, af�liated companies, partners and their contractors, of�cers, directors and 
  employees) shall not be liable for any damages, whether arising under law, contract, warranty, indemni�cation, tort or otherwise, including, without 
  limitation, incidental and consequential damages, loss of pro�ts or business opportunities, or damages resulting from loss of data or loss of access 
  to the services or otherwise.
 • SNBL is not liable for losses caused by lost devices, unauthorized access, or third-party platform failures.
16. Communication
 • By registering, you explicitly consent to receive account alerts, statements, and promotional messages over WhatsApp.
17. Indemnity
 • You agree to indemnify, defend and hold harmless SNBL (including, but not limited to, its shareholders, executives, of�cers, af�liated companies, 
  partners and their contractors, of�cers, directors and employees) from all claims, liabilities and expenses (including attorney’s fees) that arise from 
  your misuse of services in breach of the Terms or applicable laws.
 • SNBL reserves the right to assume the exclusive defense and control of any matter otherwise subject to indemni�cation by you. You shall cooperate 
  in good faith with SNBL in asserting any available defenses.
18. Force Majeure
 • Force Majeure means any circumstances beyond the reasonable control of either party, including, without limitation, �re, explosion, strikes or other 
  labor disputes, riots or other civil disturbances, voluntary or involuntary compliance with any law, order regulation, recommendation or request of 
  any governmental authority, and errors or downtime in networks, power supply, gateway or similar failures of communication. Neither party will have 
  any liability, other than for the payment of money owing, for their failure to perform any of their contractual obligations arising out of or in connection 
  with events of force majeure.
19. Termination
 • SNBL WhatsApp Self-Service Banking Channel may be deactivated anytime through your personal account settings on WhatsApp.
 • SNBL may stop providing service to you, or add limits to your service, if you act in breach of the Terms or applicable laws, your right to use service 
  and access its content will in any event immediately, without notice, terminate without refund of any fees.
20. Changes
 • The bank will serve a written notice of the introduction or change to its customers at-least 30 days before the change takes effect; in either of the 
  following ways:
  a) Direct Communication
  b) Display in all Branches
  c) Notice in the media (including public notices)



  d) Notice on banks’ website; or by any electronic banking channel used by its customer
 • We encourage you to check the Website regularly. If you do not agree to the amendments, you should discontinue your use of the Service.
21. Partial Invalidity
 • If any provision of the Terms is declared invalid or unenforceable by a court or other binding authority, the remaining terms (or parts), conditions and 
  provisions shall continue to be valid and enforceable to the fullest extent permitted by law.
22. Language Versions
 • Any translations of the Terms from English into another language are made solely for your convenience. In the event of discrepancies between 
  different language versions, the English version shall prevail.
23. Governing Law and Dispute Resolution
 • These WhatsApp Services terms and conditions shall be governed by laws of Pakistan. Any dispute or differences arising out of or in connection 
  with the WhatsApp facility shall be subject to the exclusive jurisdiction of the Courts of Karachi. Bank accepts no liability whatsoever, direct or 
  indirect for noncompliance with the laws of any country other than that of Pakistan. The mere fact that the WhatsApp facility can be accessed by a 
  Customer in a country other than Pakistan does not imply that the laws of the said country govern these terms and conditions and / or the 
  operations in the account/s/services/offers provided to the customer and / or the use of the WhatsApp facility.
24. Disclaimer
 • Bank may, at its sole discretion, utilize the services of external service provider/s or agent/s and on such terms as required or necessary, in relation 
  to its products/ services provided.
 • WhatsApp or any other service provider through which we are providing the WhatsApp facility can/may review and monitor, store the contents 
  (including text, images, videos or other materials) shared/communicated through the WhatsApp platform or other service provider(s) and may 
  share/disclose the same with third parties.
 • Bank shall not be involved in or in any way liable to the Customer for any dispute between the Customer and a cellular service provider or any third 
  party service provider or WhatsApp (whether appointed by Bank for such purpose or otherwise) while availing these Services through the WhatsApp 
  platform and the Customer agrees to directly take up any claim/dispute with respect to the usage of WhatsApp platform directly with WhatsApp.
 • The Service is provided “as is”. You acknowledge that the Service is not error-free. SNBL makes no warranties, expressed or implied, with respect 
  to the availability, merchantability, �tness for a particular purpose, no infringement, accuracy, completeness, performance and quality of service of 
  SNBL’s WhatsApp Self-Service Banking Channel or otherwise.








