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Customer Complaint Procedures of Bank SinoPac Hong Kong Branch

This leaflet sets out what you can do if you have a complaint about our products and services
in Hong Kong.

We have our effective system to ensure that customer complaints are fully and promptly
investigated and resolved in a satisfactory manner.

® When to make your complaint
If you are not satisfied with our Bank’s s products and services, you may wish to talk to our
Complaint Officer. We will do what we can to help at once.

® How to make a complaint
You should put your complaint in writing, by telephone, email, in person, in anonymous
manner &/or the third party with full details of the nature of your complaint, your name

and how we may contact you.

® How we will handle your complaint
All complaints will be treated in strict confidential. Upon receipt of a complaint, we will
issue an acknowledgement to you within 7 days. We will refer your complaint to our
Complaint Officer for prompt investigation and direct reply to you normally within 30 days

and in any case no more than 60 days from the time of receipt.

If you are not satisfied with our reply, and you are an individual, sole proprietors or small
enterprises (defined as Eligible Claimants under the Financial Dispute Resolution Scheme)
you may wish to contact the Financial Dispute Resolution Centre in Hong Kong to resolve
this financial dispute if your claim amount is equal to or less than HK1,000,000. For details,

please refer to the official website of the Financial Dispute Resolution Centre.

® How to contact Complaint Officer of Bank SinoPac Hong Kong Branch

By Post: 26th Floor, Central Tower , 28 Queen’s Road Central, Hong Kong
By Email: complaintofficer-hk@sinopac.com

By Telephone:  (+852) 2801 2801

By Fax: (+852) 2801 2811
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