Complaint Form
in relation to Services provided by an Authorized Institution ' (“AI”)
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IMPORTANT NOTES

If you want to lodge with the Hong Kong Monetary Authority (“HKMA”) a complaint in relation to any
services, including general banking, investment and insurance services, provided by an Al, please complete
this form by providing the relevant details and signing it. Upon receiving your completed form, we will
issue an acknowledgement to you and, if necessary, contact you to seek further information or clarification.
We will then follow up your complaint with the AI concerned in accordance with our established complaint
handling procedures.

You are encouraged to lodge a formal complaint with the Al concerned first in order to give it the chance to
resolve your complaint at an early stage. If the Al concerned has not fully addressed your complaint or has
not sent you a final response within 30 days” after receiving your complaint, you may seek assistance from
the HKMA by lodging a complaint with the HKMA using this form.

Please note that the HKMA does not have the power to intervene in, or adjudicate, disputes between Als and
their customers. Nor does the HKMA have the power to interfere with Als’ commercial decisions and order
Als to pay compensation.

The disclosure of information by the HKMA about issues of supervisory concern identified in complaints
and the measures taken against Als and their staff as well as the details of our inquiries (other than the
disclosure of information permitted by law when imposing disciplinary sanctions) is prohibited by the
official secrecy provisions of the Banking Ordinance.
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Note:

! An “authorized institution” means a licensed bank, a restricted licence bank or a deposit-taking company authorized by the
HKMA under the Banking Ordinance (Cap. 155).

2 Up to 60 days is allowed for the final reply in more complicated cases, but the Al should give a complainant an interim reply
within 30 days explaining why a longer period is required.
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A. Your personal details

A T B EAER

Primary Holder of Bank Account i T 1 1255 A Other Holder of Bank Account 575 [ 1A A
Name (MrMis/Ms) (MrMis/Ms)
Ein GHIARNILT) GEAIARNL)
HKID No/BR No Year of birth HKID No/BR No Year of birth
B A e e W HEFDY B A ] A
SRS
Correspondence Address
SR
Telephone No. Home {15 Office Jif/ N\ Mobile T
RS
Fax E-mail
e g
Name of contact / responsible person Relationship/ Post
[ INAE O RRGR/ WA
Correspondence Address
SR
Telephone No. Home {15 Office /N Mobile T4
A
Fax E-mail
fHEL FEIE

If there are more than two persons making this complaint, please list the details on a separate piece of paper and attach it to this form.
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B. The AI concerned
o) ISEREIL

FIA TR — R -

Name of Al
P TR

Branch/Department
3T

Address
Hihil
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C. The Al staff concerned (if any)
BB ANRE (UE)

Name of the Staff
ik

Job Title
ligtdr

HKMA Reg. No:
SRRl

Name of the Staff
[iSld=d

Job Title
Uikt

HKMA Reg. No:
Skl

If there are more staff members of the Al involved in your complaint, please list the details of these staff members of the Al on a separate piece of paper
and attach it to this form.
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D. Your Account(s)

B TRRERIRS

Account Number: Account Type*:
T G: JALIE -
Account Number: Account Type*:
JFET5ERS: ]
Account Number: Account Type*:
JFET5ERS: ]

* Current/Saving/Time Deposit/Loans/Securities/Investment/Credit Card/etc. S Y R S P AN S TR

If there are more accounts involved in your complaint, please list the details of the accounts on a separate piece of paper and attach it to this form.

ERERE R SRS G50 T/E B L AR S ATER,  ARERIARAS— (R -

E. Details of the transactions (if complaint is related to investment)

REHE (URHREREERN)

Product Name: Buy/Sell

=] - e
AR = )\/Eé ﬁ
Transaction date: Maturity date:
RS - FIHEY] -
Involved amount: Currency 5% Amount 4 Loss suffered:
NS SR
Product Name: Buy/Sell
=) 3.
JARRTI l’%fﬁ - Ek/ﬁé?ﬁ
Transaction date: Maturity date:
2 B - FYIEI] -
Involved amount: Currency £ Amount G4 Loss suffered:
oI SR -
Product Name: Buy/Sell
FENAATR HAJEH
Transaction date: Maturity date:
RS - FIHEY] -
Involved amount: Currency 5% Amount 4
NS

If there are more transactions involved in your complaint, please list the details on a separate piece of paper and attach it to this form.
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F. Have you lodged a formal complaint with the AI concerned?

BT R EERE R A R IE A RGR?

Yes/No | AI'sComplaint Ref.: Date of offer of
BIE | R compensation:
ErERR ik (MERIRE
Date of Complaint: Details of compensation
SERERY provided by Al
TR Y
EE
Date of AI's Reply: Date of acceptance of
SRR 1 compensation:
Eoa ik (MR

G. Your allegations

BT By

Please describe precisely in point form all of the allegations of your complaint. g ABEY T BRG] T #9725
j___ﬂEZ’ o

If you need more space, please continue on a separate piece of paper and attach it to this form. 21 Ff#{/ BN EH - FATTELMK Fig
FBEET » ARBHERIAFAE— (R -
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H. Details of the incident(s) giving rise to your complaint

BB T R N AR R

Please describe clearly the incident(s) giving rise to your complaint, preferably in chronological order. It will help us in
our handling of your complaint if you provide the date, time, place, identity of each and every person involved, what was
said and done by each of them and the name, nature and contents of all the documents involved. EFHf&HFFE B R
RIS - AR T st UARRIR E I - IR - B - FWPRE—E A RS0 - BIRRTRERT
FFrERREI S 4400 ~ B RN - AR T A& -

If you need more space, please continue on a separate piece of paper and attach it to this form. 21 Ff#{/ BN EH - FATTELMK Fig
MRS - ANBHERIAFAE— A -

I.  List of documents in support of your complaint enclosed with this complaint form

BB A AR A B 3 TR BLLASZ R Bl T BUHER

Please do not provide the original of the documents at this stage. IS} » SRR HA R AR TEAR.

1.
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J.  Your consent to our handling of your complaint

SRERE TR FEE

“I would like the Hong Kong Monetary Authority (“HKMA”) to consider my complaint. I understand that:

all information and personal data supplied by me will only be used, disclosed or transferred for the purposes
directly related to the complaint and the same may be used by, or disclosed to, or transferred to, third parties
who will be involved in the investigation of the complaint, including the authorized institution and/or its
staff who are the subject of the complaint, and related authorities and agencies, which are authorized to
receive information relating to law enforcement, prosecution or review of decisions;

should I wish to request access to or correction of my personal data held by the HKMA, I may do so in
writing to the Complaint Processing Centre of the HKMA at the address shown below. The HKMA may
charge a reasonable fee for complying with my data access request; and

it is voluntary for me to supply to the HKMA the relevant information and personal data. If the information

: ZIKJ\%AA?E{%

)

BRHARNAIRE

Signature Date
HE HEA
Name

4

or personal data provided are not accurate or complete, the processing of my complaint may be affected.”

RVE R (MR8 R AN - AAIIE
RANAESERERBHIFTE BRIEZ RN ER  WREE il - s T8 = (fE2EE
BRI ~ WIRGRATRE ] B o/ BCHAHSGR AV IR R ~ FLAAHBRB R AT ~ AR R A R TR e AR

FANBEE R B SR T8 R E A ER AT DAE G a8 R e O - &
B R ATRE S R R EL A A\ AL B BRI BRI B ] ¢ DU
ARNTE E B8 R B E 2 S i N Bk AN RIS RS B 52 8 FIRE G B E R

Signature Date
wE H
Name

i

Please send this completed form in person or by post:

RRFRERFRICKAE

Complaint Processing Centre

Hong Kong Monetary Authority

55 Floor, Two International Finance Centre
8 Finance Street, Central, Hong Kong

TR B B lfEr 8
gm0 2 1 55 4
rEERlEE
E i e eI

By Fax:

DR -
(852) 2509 3990

By E-mail :
DIEEER -
bankcomplaints @hkma.gov.hk

Telephone enquiry:

mEER > EEE (852) 2878 1378
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Have you...

BT RE -

[J Included everything you want to tell us about
your complaint?
ER AR iR 2

[J Enclosed copies of relevant documents
including any reply from the Al concerned?

ELREA AR I BR A (A RS AU
e T T A& EE) HUEIA ?

[0 Signed the consent for us to handle your
complaint? CEF[FEE » FEARZEH
Pl T HE 7




