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Complaint Handling Procedures

Our Bank handles every customer complaint seriously. We have in
place a set of effective complaint handling procedures which are
established in accordance with the guidelines of the Hong Kong
Monetary Authority to ensure that all customer complaints are
handled in a fair, consistent and prompt manner. Our complaint
handling procedures are summarized as follows:

An acknowledgement will be issued to the complainant within
7 days upon receipt of the complaint, providing the name or
job title and contact details of the person handling the
complaint.

Our independent Complaint Handling and Anti-Fraud
Department will monitor the progress of investigation, ensuring
that all cases are handled in a fair and consistent manner /
approach.

Normally, a final response will be given to the complainant
within 30 days from the receipt of the complaint. Otherwise, a
response will be sent out giving reasons for the delay and
indicating when a final response is expected to be provided. In
any case, a final response will be sent to the complainant not
exceeding 60 days from the receipt of the complaint.

If required, customer interview will be conducted by the
Complaint Handling and Anti-Fraud Department by phone or in
person.

For the feedback lodged by a third party, we will only contact
the customer (first party) to protect his / her privacy.

All complaints will be handled in a strictly confidential manner.
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Customer Feedback Form
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We are always dedicated to providing one-stop,
personalized banking & investment services. To
strive to serve you better, we would like to know
what you think of us.

If you have any comments on our products or
services, please complete this Customer Feedback
Form and return it to us by post or fax or contact
us through one of the following channels:

Telephone : (852) 2525 9495
(Monday - Friday, 09:00 - 17:00,
except Saturday, Sunday and
public holiday)

Fax : (852) 2191 4970

Email : customercare@shacombank.com.hk
Mail : G.P.O. Box 139 Hong Kong

Branch : Visit any of our branches

BHELEI O Please seal here
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RHEEMSEMAHBFEER/IKRE Please share your feedback / compliment with us:

8 & Staff Name :

47 1 &FF9 Branch / Department :

BRE/AA / ZF B Reasons / Particulars / Customer Experience :

B #&8 =¥ Contact Information

REB THERUEBRARIRE  MTESEBUREBENEAERARIRER T ERREFRENELE - BT RAEE
TR EARNIRMEZR o Please provide us with your personal particulars so that we can contact you for follow up purpose.
The personal particulars collected in this form will only be used by the Bank solely for the purposes of following up your
feedback given in this form. You may also choose to provide your feedback anonymously.

A/ DNEEBRBEEA
Name / Company Name & Contact Person:

H B4 & 55 Daytime Contact Number:

BRFESEES (2EA) Account Number (if applicable):

H #A Date:

SN EBEEER | Thank you for sharing your feedback with us!
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