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Dear Customer:
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Thank you very much for providing valuable feedback or suggestion in terms of our
service and products. We value your feedback or suggestion and endeavor to resolve
your problem in fair and timely manner.
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Complaint Receiving:
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Our staff may ask you if necessary, as the complainant to provide basic information including the
name, identity information and contact information of the natural person or the legal representative; the
name, registration address and unified social credit code of the legal person or other organization; the
name, identity information and contact information of the legal representative or the main person in
charge; authorized entrustment letter issued by this legal person/organization; the name, identity
information, contact information of the legal person’s or other organization agent’s. You are exempted to
provide the aforementioned information/documents if the relevant information/document is recorded and
existing in our bank.


https://cbportal.commerzbank.com/prozess/WebObjects/ProzessCenter.woa/wa/default?path=/msb/en/1.Kontaktformulare/Contact-CNP&cbf3#stay

We have established multiple complaint logging in channels (including submitting in
Commerbank Website (Beijing), by telephone, by email, by mail and visiting our office,
whose details are referred to the published complaint channel info in our office lobby).
Please provide the basic information about the complaint, major fact and relevant
evidence, or relevant written materials if applicable through the designated complaint
submitting channels in order for us to timely and effectively process. Except below
several circumstances, we will send you the Notice of Receipt within 1 day upon
receiving the complaint submitted through the aforementioned designated channels
(excluding receiving day falls on weekends and national public holiday).

e Complaint submitted via the above Commerzbank Website;

e Follow-up complaint / communication;

e The complaint was settled immediately, i.e. on the same day;

e Complaints in which Commerzbank Beijing Branch is not the procedural leader.
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Complaint Handling:
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In general, regarding the complaint with clear facts and simple disputes, the handling
will be completed by our bank within 15 days upon the receipt of the complaint. Our
staff will timely inform you the handling progress and handling decision.
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If the complaint is complex, our handling timeline may be extended to 30 days since
the receiving date. Regarding the extreme complex complaint cases or cases with other
special reasons, we will complete the handling not later than 60 days since the
receiving date. Towards that our handling staff will timely contact and inform you the
extended timeline, extension reason, till the handling decision.
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During the handling process, if external agencies are required to conduct identification, testing and
evaluation, the relevant period may not be included in the aforementioned complaint handling timeline.
Our handling staff will also inform you timely.


https://cbportal.commerzbank.com/prozess/WebObjects/ProzessCenter.woa/wa/default?path=/msb/en/1.Kontaktformulare/Contact-CNP&cbf3#stay
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If you, as the complainant put forward the same complaint again within the period of
handling the complaint, we may handle it jointly. If you, as the complainant put forward
new facts and reasons, the period of handling shall be recalculated from the date of
receiving the new complaint materials.
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If you as the complainant withdraw the complaint, the complaint handling procedure
shall be terminated on the day when the Bank receives the withdrawal application.
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Informing the complainant about the handling result
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In general, we will inform you about the relevant complaint handling decision and
procure your feedback by email or mail. In addition, we may provide you of the handling
decision through oral reply only if you, as the complainant desires it or agrees to it
(upon the enquiry by our handling staff). Towards that our staff will supplement the
email reply of the handling decision within 1 day after oral replying to you.
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You are welcomed to provide valuable feedback or suggestions in terms of our service
and products to facilitate our constantly elevating and improving the customer service
quality.
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Diagram of the processing steps and corresponding deadlines
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*It's applicable to complaint with clear facts and simple disputes, the handling will be
completed by our bank within 15 days since the receiving date. Regarding the handling

timeframe for complex complaint and extreme complex complaint or complaint with
other special reasons, please refer to the aforementioned chapter.
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