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Flowchart of the Complaints Handling Process

Receive completed complaint form

Preliminary review of complaint

Preliminary response advising whether the HKMA will take up
the complaint and the basis of the decision

Refer to bank for handling

(e.g. disputes on contractual terms,
business dealings)

Review all relevant information provided by
complainant and bank

Require bank to issue
further reply if it has not
properly addressed
complainant’s concerns

Inform complainant of
outcome of complaint
handling

Note: The above flowchart aims to provide a simple illustration of
the HKMA'’s handling of complaints about banks and does not
cover all scenarios.



