
 

 

ដេំណ រ�រេ�ះ��យបណ�ឹ ងរបស់អតថិជិន 

ប�� ញៃន�ក�បណ�ឹ ង 
(ក) ផ�ល់ជូននូវេវទិ�េផ�ងៗស��បអ់តិថិជនក�ុង�រ�ក�់ក�បណ�ឹ ងរបស់ពួកេគេ��នធ់��រ �មរយៈប�� ញដូច�ងេ��មៈ 

i. ��ធ��រហុង លីអុង 
 ទ�មង�់ក�បណ�ឹ ងរបស់អតិថិជន 
 បណ�ឹ ង�� ល់�តេ់��ន�់ប�នែផ�កេស���/�ប�ន�� 

ii. អីុែម៉ល 

 អីុែមល៉ៈ info@hlbkh.hongleong.com 

 េផ��រ�មរយៈេស�ធ��រ�មអិុនធឺេណត  
  េហ�សប៊កុេផករបស់ធ��រហុង លីអុង  

iii. ទូរស័ព� 
 េស�ធ��រ�មទូរស័ព� +855 23 999 711 
 Hotline +855 89 824 132 

(ខ) �បសិនេបអតិថិជនមនិេពញចិត�នឹងលទ�ផល អតិថិជន�ចបន�នូវ�ក�បណ�ឹ ងេ�យ�� ប�់មយួនឹង ច�បេ់ដមៃន�ក�បណ�ឹ ង ��យលក�ណ៍អក�រ 
និង�ក�សលទ�ផលេ��នធ់��រ�តិៃនកម�ុ�ក�ុង រយៈេពល៣០ ៃថ�ប�� បពី់ៃថ�េចញលទ�ផល។ 
(គ) បុគ�លិក�ងំអស់�ន�តព�កិច�ទទួល�ក�បណ�ឹ ងេហយប��ូ នេ��ន�់ប�នែផ�ក�គប�់គង�ក� បណ�ឹ ង(CMU) 

 
ស�ង�់េស�កម� និងេពលេវ�ៃន�រេឆ�យតប 
ធ��រ�នេ�លបំណងសេ�មច�ននូវដំេ�ះ��យបណ�ឹ ងដូច�ងេ��មៈ 

ស�ង�់េស�កម� �រ�� ស់ប�ូរេពលេវ� ក�មតិេស�កម�េ�លេ� 

�រទទួល�� ល់ ៃថ�ែតមយួ 100% 

ដំេ�ះ��យបណ�ឹ ងធម�� រយៈេពល២ៃថ� 100% 

�បតិបត��ិរៃន�ក�បណ�ឹ ង រយៈេពល២ៃថ� 100% 

េ�ះ��៉ង�កេ៏�យ�បសិនេប�រេ�ះ��យបណ�ឹ ង�ត�វ�នបែន�មេលសពីក�មតិេស�កម��ងេល ធ��រនឹងជូនដំណឹងដល់អតិថិជន អំពីេហតុផល 
និងេពលេវ��ក�់កេ់ដម�េី�ះ��យប�� េនះ។ 
ដំេ�ះ��យៃន�ក�បណ�ឹ ង 
(ក) អតិថិជន�ត�វែត�ក�់ក�បណ�ឹ ងឱ��នមុនរយៈេពល ៦០ៃថ� ប�� បពី់�តដឹ់ងអំពីប�� ែដល�កព់ន័� នឹងបណ�ឹ ង�ងេល។ �ក�បណ�ឹ ង�ច�ត�វ�នសរេសរ�
�យលក�ណ៍អក�រ និង/ឬ�� ល់�ត ់�មរយៈប�� ញ�ងេល។ 
(ខ) បណ�ឹ ងែដល�កេ់�យ�ក�សម��ីត�វេ�ះ��យក�ុងរយៈេពល ២ ៃថ�ៃនៃថ�េធ��រ។ �បសិនេប�ក�បណ�ឹ ង ែដល�កេ់�យ�ក�សម�មីនិ�ចេ�ះ��យេ�យ
ធ��រក�ុងរយៈេពលកំណតេ់�ះ ធ��រ�ត�វេស�សំុអតិថិជនឱ��ក�់ក�បណ�ឹ ង��យលក�ណ៍អក�រវញិ។ 
(គ) េ�េពលែដលអតិថិជនមនិ�នបំណងចងប់ន��រអនុេ�ម�ម�ក�បណ�ឹ ង��យលក�ណ៍អក�រ ធ��រ�ត�វែតរក�កំណត�់�ៃន�រប�� ញ�រមនិេពញចិត�
របស់អតិថិជន េ�យកំណត�៉់ងលម�តិអំពី�លបរេិច�ទ ប��  និងលទ�ផលៃន�រេ�ះ��យវ�ិទ។ 
(ឃ) េ�េពលែដលអតិថិជនសេ�មចចិត�ដក�ក�បណ�ឹ ង ធ��រ�ត�វចង�កងឯក�រដក��កេ់�ក�ុងរ�យ�រណ៍�ប��ំតី�សរបស់ខ�ួនេ��នធ់��រ�តិៃនកម�ុ� 
រមួ�មយួនឹងេហតុផលៃន�រដក��ក។់ 
(ង) បណ�ឹ ង��យលក�ណ៍អក�រ�ត�វប��បដំ់េណ រ�រែស�ងរក�រពិតក�ុងរយៈេពល ៣០ ៃថ�ៃនៃថ�េធ��រប�� បពី់េចញវកិយ័ប�័ត បណ�ឹ ងេហយជូនដំណឹងដល់អតិថិជន
��យលក�ណ៍អក�រឬអំពីលទ�ផលៃន�រេ�ះ��យបណ�ឹ ងេ�យ�នេហតុផលច�ស់�ស់។ េបមនិដូេច�ះេទ �ត�វ�យ�រណ៍េ��នធ់��រ�តិៃនកម�ុ�ក�ុងរ
យៈេពល�យ�រណ៍�ងេ��មនូវមូលេហតុៃន�រពន�េពលនិង �លបរេិច�ទែដលរពឹំងទុកៃនដំេ�ះ��យ។ 

(ច) �បសិនេប�ក�បណ�ឹ ង�កព់ន័�នឹងប�� ហរិ�� វត�ុ�បពន័� ឫផ�ូវច�បសំ់�ន់ៗ ធ��រ�ត�វប��ូ នេរ�ងេនះេ�អ�ក�គប�់គង �នខ់�ស់ ឫ�ក�ម�បឹក�ភ�ិលស��ប�់រ
សេ�មចចិត�ចុងេ��យ។  

(ឆ) ក�ុងករណីអតិថិជនមនិេពញចិត�នឹងដំេ�ះ��យរបស់�� បន័ អតិថិជន�ច�ក�់ក�បណ�ឹ ងេ�ធ��រ�តិៃនកម�ុ�ក�ុងរយៈេពល ៣០ ៃថ�ៃនៃថ�េធ��រប�� បពី់
ទទួល�នដំេ�ះ��យ។ 

(ជ) ធ��រ�តិៃនកម�ុ��ចេចញអនុ�សន ៍ឬផ�ល់េ�បល់ឱ�េ��ន�់�� ក�� ល ឬេ�តុ��រ។ 

ប�� នៃ់ដៃន�ក�បណ�ឹ ង 
(ក) ប�� បពី់�ក�់ក�បណ�ឹ ង��យលក�ណ៍អក�រអតិថិជន�ត�វទទួល�នប�� នៃ់ដ�ក�បណ�ឹ ងែដលេចញេ�យ ធ��រដល់អតិថិជន េ�េពលែដល�ក�បណ�ឹ ង
�ត�វ�នទទួលេ�យម�ន�ីរបស់ធ��រ។  

(ខ) ប�� នៃ់ដទទួល�ក�បណ�ឹ ង�ត�វចុះហត�េល�េ�យបុគ�លិករបស់ធ��រែដល�នទទួល�ក�បណ�ឹ ង។ 
 

េ�កអ�ក�ចែស�ងរកទ�មង�់ក�បណ�ឹ ងរបស់អតិថិជនេ����មយួ ឬ�ញយកពីេគហទំពរ័ផ�ូវ�ររបស់ធ��រហុង លីអុង 

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

�បសិនេបេ�កអ�កេ��នចម�ល់ សូមេធ��រ�កទ់ងមក�ន�់� ក�់ររបស់េយងខ�ុ�ំមទូរស័ព� 023 999 711។ 
 
 
 

 

 



 
 

 

 

 

Customer Complaint Handling Process 

Channel of Complaint 
(a) 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  

iii. 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. 

(c) All staff obligate to receive the complaint and send to the Complaint Management Unit (CMU). 
 

Service standards and Turnaround Time 
The Bank aims to achieve complaint resolution as below: 

Service Standards Turnaround 
Time 

Target Service 
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. 
(c) 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. 

(g) 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. 

(h) In 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. 
 

 

 


