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Structured Product Financial Consumer Dispute Resolution Process
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The method for accepting structured product financial consumer dispute events and
the acceptance window of our bank are as follows:
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Digital Banking Division (Customer Service Center): Accepting complaint cases filed by customers
via telephone, email or in writing directly.
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Secretariat Division:
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Accepting customer complaint cases forwarded from the competent authorities (generally
referring to the Bankers Association, elected representatives, Financial Supervisory
Commission, consumer protection officers etc., same for below).
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Accepting customer complaints related to bank’s services forwarded from the Financial
Ombudsman Institution (referred to as “FOI”) through the “Complaint and Assessment Case
Management System” , and distributing to the division in charge of the service for handling
according to the content of the complaint case.
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Handling Process, Progress Inquiry and Handling Time
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After accepting a structured product financial consumer dispute event, our bank shall contact the
customer immediately, actively understand the customer demand and dispute cause etc., and shall
respond the handling progress and handling result to the customer, in light of properly resolving the
structured product financial consumer dispute. Customers may also contact the customer service
center to inquire the handling progress and handling result of the structured product financial
consumer dispute.
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Structured Product Financial Consumer Dispute Resolution Process SOP
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Occurrence of structured product financial consumer dispute event

v v
E A TEIE EER - REAR  JHRE SRR A TR

File complaint to our bank or report to competent authorities,
elected representatives, consumer protection officers etc. to
forward to our bank for handling
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Complaint window of our bank receives the complaint case
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After Filing complaint to FOI, the case is transferred to our
bank for handling
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Forward to inform responsible unit for handling the case
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The responsible unit shall indicate the handling status on the
follow-up form within 3 days, followed by submitting the
original copy to respond to the receiving window for
recordation, and a duplicate copy is submitted to the unit
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The responsible unit shall provide response on the handling
result to the customer within 30 days, and a duplicate copy
shall be submitted to the FOI, and register the case in the
Ombudsman Case Management System
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Customer accepts the
handling result
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Case closure
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Customer accepts the
handling result
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Financial customer applies for ombudsman service with the FOI within 60 days
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FOI seeks to institute mediation proceedings

Case closure
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Mediation

proceedings sustained

S
SEMRELT 2 FFRRE - ATTIE Sk - f-; IJI;'{}_E:;
THZ = P ——— FFTRALT T e
For an ombudsman decision under a G SN Our bank is N ABETT N B
_ [ rertain amount; our bank shall accept FOIl makes an ombudsman decision not bound | |Ombudsmar Customer
%q:ﬁ'ﬁ_.h"' such decision by the decision Ii;agt?jsir
Ombudsman — =) ombudsman failed gmher
decision -JtﬁE"];’“ '.-"'{':'Vﬁ:"u)t. AEN Yes decision remedies
ined FRSERS —EHE - AT rEE e
sustaine For an ombudsman decision above a *.__ CEJ sinaiklaisdiion
certain amount; if the customer unomeraccept.s ,the
agrees to reduce to a certain amount, = embudsman decision
our bank shall also accept such Yes
decision after reduction

Our bank summarizes and analyzes the complaint type and cause semi-annually, establishs responsive improvement measures, and
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prepares financial consumer dispute case analysis report
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Report to beard of directors’ meeting
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Document Preservation
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After a structured product financial consumer dispute event accepted by our bank is closed, its
relevant documents shall be preserved for at least 5 years.




