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Customer Complaint Handling Process

Channel of Complaint
(@ There are various platforms for customers to lodge their complaint to the Bank via the following channels:
i. Hong Leong Bank Branches
= Customer Complaint Form
= Verbal Complaint to the Branch Service Manager/Branch Manager
ii. E-mail
= E-mail address: info@hlbkh.hongleong.com
= Compose message via Internet Banking
= Hong Leong Bank Official Facebook page
ii. Telephone
= Phone Banking at +855 23 999 711
= Hotline +855 89 824 132
(b) If the customer is not satisfied with the result, the customer may further pursue the complaint, by including copy of original written complaint
and result letter to the National Bank of Cambodia within 30 days from result notification date.
() All staff obligate to receive the complaint and send to the Complaint Management Unit (CMU).

_Service standards and Turnaround fime

The Bank aims to achieve complaint resolution as below:

Service Standards Turnaround Target Service
Time Level
Acknowledgement Same day 100%
Normal Complaint solution 2 working days 100%
Executive Complaint 2 working days 100%

However, if the complaint resolution is extended beyond the above service level, the Bank will notify to the customer on the reason and the
anticipated timeframe to resolve the issue.

Complaint Resolution

(a) Customer must file the complaint within 60 days after he/she is aware of the problem on which the complaint is based. The Complaints may
be lodged in writing and/or verbally as per above channel.

(b) A complaint lodged verbally shall be resolved within 2 working days. If the complaint lodged verbally cannot be resolved by the bank within
the timeframe, the bank shall request the customer to lodge the complaint in writing.

() When customer does not wish to pursue the compliant as written complaint, the bank must maintain a record of the customer’s expression
of dissatisfaction, prescribing in detail about the date, the issue, and the outcome of the dispute resolution.

(d) When customer decides to withdraw a complaint, the bank must document the withdrawal in its quarterly report to National Bank of Cambodia
along with the reason of the withdrawal.

(e) Written complaints shall complete the fact-finding process within 30 working days after issuing the complaint receipt and notify the customer
in writing about the result of the complaints resolution with clear reasons, otherwise to report to NBC in the following reporting period the
reason of the delay and anticipated date of resolution.

(f) When the customer accepts the bank’s decision on the complaint, including restitution and/or refund, the bank must fulfill the obligation
within 5 working days after the date of the decision.

(9) If a complaint involves significant financial, systemic or legal issues, the bank must refer the matter to the senior management or the board
of directors for the final decision.

(hyIn case the consumer is not satisfied with the institution’s resolution, he/she can lodge an appeal to National Bank of Cambodia within 30
working days of receiving resolution.

(i) National Bank of Cambodia may issue recommendation, or advise to go to arbitration or to court.

Complaint Receipt

(a) After lodging the written complaint, the customer shall receive a complaint receipt issued by the Bank to the customer once the complaint
is received by the bank’s officer.

(b) The complaint receipt shall be signed by the bank’s staff who received the complaints.

You may find the customer complaint form at any branches or download from Hong Leong Official Webpage

https://www.hlb.com.kh/en/personal- banking/home.html

If you have any question, please kindly contact our call center 023 999 711.

M



