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Customer Complaints Handling Leaflet for
Cross-boundary Wealth Management Connect
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Shanghai Pudong Development Bank Co., Ltd., Hong Kong Branch is committed to rendering
distinguished services to our valued customers. However, sometimes things may go wrong or out of
expectation. If this happens, please do not hesitate to voice your comment and give us the chance to
make things better.
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The Q&A below will give you a brief introduction when you want to make a complaint in relation to
our provision of, or failure to provide a service or product : -
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Q: How can I make a complaint?

B:  BRATCAAfAAE Y — TR ?

You and/or any person on your behalf may lodge a complaint with our designated Complaint
Officer through the following channels : -
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By Phone :  (852) 2996-5569

By Fax : (852) 3997-1334

By E-mail : complaints-hk@spdb.com.cn

By Letter : Shanghai Pudong Development Bank Co., Ltd.,Hong Kong Branch
30th Floor, SPD Bank Tower, One Hennessy, 1 Hennessy Road, Hong Kong
Attn:  Complaint Officer

B (852) 2996-5569

HBE . (852) 3997-1334

B complaints-hk@spdb.com.cn

R R S RIRAT IR B IR A R AT

bt e FHE 1 SR S5 RAT KR 30 4
B AR (PO

You may also visit us in person to talk to our Complaint Officer directly.
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What information should I supply when making a complaint?

Q:
M: RFRRFERMMHBEFR?

A: Fully understanding a complaint is the first step to resolve the issue. In this regard, when you
contact us, it would be appreciated if the following information could be supplied as far as
possible : -
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your name;
your account details;
your contact details (a contact number or your other preferred method of contact);
a description of your complaint; and
a proper authorisation letter if you are on behalf of another person.
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This will help us get hold of you if we need to discuss with you about the handling of your
complaint.
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Please be advised that it is voluntary for you to supply to us your personal data. If you prefer
to lodge your complaint in an anonymous manner, we may not be able to advise you the status
and the findings of our investigation. ~All personal data supplied by you will only be used for
purposes which are directly related to your complaint.
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You have the right to request access to and correction of your personal data held by us.
Request for access or correction of personal data should be made in writing and you may
contact our Complaint Officer for further details.
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The personal data supplied by you may be transferred to parties who will be contacted by us

during the handling of your complaint including the party being complained against or other

parties concerned (whether within or outside Hong Kong). The information supplied may

also be disclosed to regulatory authorities, including without limitation, the Hong Kong

Monetary Authority (“HKMA”), the Securities and Futures Commission of Hong Kong (“SFC”)
and the Insurance Authority of Hong Kong (“IA”), and agencies who are authorised to receive

information relating to law enforcement and prosecution.
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How will you handle my complaint?

Q:
f:  SRAT R ey BR B R A 35 2

A: We have set up an effective mechanism to ensure that each customer complaint will be promptly
investigated and resolved in a fair, impartial, and reasonable manner. All complaints received
by us will be handled by our Complaint Officer in strict confidence according to our internal
policies and procedures.
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If contact details are supplied to us, an acknowledgement of receiving your complaint will be
provided to you within seven (7) days upon our receipt of your complaint, giving the name or
job title and contact details of the staff responsible for handling your complaint.
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Normally, a response addressing your complaint will be provided to you within thirty (30) days
from the date of our receipt of your complaint. For more complicated issues, we may need
more time to investigate. In this case, an interim response will be provided to you giving
reasons for the delay and an indicative timeframe for a full response, which would not be later
than the sixtieth (60™) day from the date of receipt of your complaint.
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Please be advised that if the service or product concerned was provided by a third party, or it is
relating to contractual terms of a product sold by us as an agent for a third party, your complaint
should be resolved directly with the third party. We may refer to that third party and provide
assistance for handling your complaint.
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With respect to Cross-boundary Wealth Management Connect, we will refer your complaint to
the relevant Mainland partner bank if your complaint is related to (a) cross-boundary funds
remittances under the Southbound Scheme, or (b) wealth management products and services
under the Northbound Scheme. The Mainland partner bank will contact you and handle your
complaint directly within the timeframe pursuant to the regulatory requirements applicable to
it.  We will follow up your complaint and provide assistance to you in this regard.
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If you are not satisfied with the outcome of your complaint, you may contact our Complaint
Officer again and we will review your complaint and provide further response to you within

reasonable time, or you may approach further assistance from Financial Dispute Resolution
Centre (“FDRC”).
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Q: What is Financial Dispute Resolution Scheme?

F: ATBRRERA G RET#?

A: FDRC is an independent, impartial and non-profit making organisation set up to assist financial
institutions in resolving financial disputes with their customers by way of primarily “mediation
first, arbitration next” under the Financial Dispute Resolution Scheme (“FDRS”). As an
authorized institution, we are a member of the FDRS and obligated to enter into mediation and
arbitration in respect of an eligible dispute.

Zoo eRbAMA MO —ESL. A IR RARRRIRIBERE, B R Ay AR AT ) (TR AR
A D, EELL TSEHM, B 8907l &R B R B P R e il Pk 1F R
—HFR TR, BAESRMET B A, A BT THE B Tk 2 B AR K.

If the customer is an individual, a sole proprietor or a small enterprise and the financial dispute

with us involves a claim not exceeding HK$1,000,000, you can approach the FDRC in the

following ways to seek more information on mediation and arbitration services : -
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By Phone : (852) 3199-5199

By E-mail : fdrc@fdrc.org.hk

By Letter : Room 408-409, 4/F, West Wing, Justice Place
Ice House Street, Central, Hong Kong

Bag (852) 3199-5199
B fdrc@fdrc.org.hk
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If you want to make an in-person enquiry, appointment may be required. The opening hours
for FDRC are Monday to Friday from 9:00 am to 5:30 pm (except public holidays).
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Alternatively, you may also refer your complaint to regulatory bodies in Hong Kong or to seek
independent legal advice where necessary. We will fully cooperate with all relevant regulatory bodies
in Hong Kong, for example, the HKMA, the SFC, the IA and the FDRC, in the handling of complaints.
FRIELAAN, BRI AT [ A i B A B AR A ) PR B 75 R oK S A R L. AR 4
W& 7 s B AH B B A (Bt &Rl PR Filss s N B E R R R g, FBRE
EEE R MM L) R E .

-4-

L ARERIRTRMOERAE (e ARLREEREINROARAT) Effective Date : 1 July 2022
Shanghal Pudong Development Bank Co., Ltd. fncorporated in the Pecple’s Repubiic of China with limited liabiity) £MEER: 2022 _ag 7818
A 91T Hong Kong Branch

HAV25HA 15H$a8R1T A/E3048 30/F, SPD Bank Tower, One Hennessy, 1 Hennessy Road, Hong Kong

Tel 852 2996 5600 Fax 852 2996 5500 Hotline 852 2169 5528 www.spdb.com.cn


mailto:fdrc@fdrc.org.hk

