Unit 3210-3214, 32/F, Gateway Tower 6,

"':“: BA [\l K Harbour City, Tsim Sha Tsui,
e Hong Kong

Y Tel: (852) 3165-8899 Fax: (852) 3165-8871

& 72 7 17 HONG KONG BRANCH

Enquiries and Complaints:

Customers (including queryer, guarantor or third party who
authorized by customer) may contact us by telephone, fax,
post, email and/or in person. Our contact address and numbers

are set out below.

1. Telephone : 31658899

2. Fax : 31658871

3. Postal address : O-Bank Co., Ltd, Hong Kong Branch

Unit 3210-14, 32/F, Gateway Tower 6,

9 Canton Road, Tsim Sha Tsui,

Kowloon, Hong Kong

Attention : Head of Operations

4. Email : hkfeedback@o-bank.com

5. In person : Head of Operations



Customer complaint handling procedures

(1) When the branch's customer complaint handling supervisor receives a customer complaint, he/she will hand over the
complaint case to a person not directly related to the customer complaint case for independent review (including
investigation) without being subject to any undue influence. The customer complaint handling supervisor will
ensure that the outcome of complaint handling is supported by objective evidence as far as possible in response to
the concerns of the complainant.

(2) The branch will issue a confirmation letter to the complainant within 7 days to confirm the receipt of the customer's
complaint, communicate with the customer and provide the name, title and contact information of the staff who
handle the customer's complaint. If the branch can provide the final answer within 7 days after receiving the
customer complaint, it can give the complainant a written answer together with the customer complaint
confirmation letter and the final answer.

(3) The branch will reply to the complainant within 30 days of receiving the customer complaint according to point (4)
as below; or if the case is complicated and cannot be resolved immediately, the customer complaint handling
supervisor will formally reply to the customer with a letter in Chinese or English within 30 days of receiving the
complaint to explain the reason for the delay of final reply, and specify the expected time to provide the final reply.
The branch will send the final reply to the customer within a reasonable time (usually no more than 60 days).

(4) When the branch replies to the complainant, the contents include:
1. The allegations or concerns raised by the complainant;
2. The branch's follow-up (including investigation) of the complaint;
3. Whether our branch will(i) admit the subject matter of the complaint (and, where appropriate, offer redress);
(1) offer redress but not admit the subject matter of the complaint; or (iii) reject the subject matter of the
complaint, with an explanation of the reasons. In addition, if the complainant makes further inquiries and/or
expresses dissatisfaction with the complaint handling results, the branch will review the complainant's inquiries
to determine whether there is new objective information to support the allegations, and reply to the complainant
within a reasonable time.

4. If the complainant provides new objective information to the branch, the branch will review the case in

accordance with the above items (1) to (3).

At the same time, the branch will notify the customer in writing that the complaint can be submitted to the
Financial Dispute Resolution Center for resolution. If the customer has applied to the Financial Dispute Resolution
Center for resolution, the complaint should be handled in accordance with the relevant procedures of the Mediation
Center.
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