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Ant Bank is delighted to address your feedback and provide you with the most suitable service.

ISR T e — K AR P AT, IRIMEREM X PFRER. Bk, MR A XBERETER
Ant Bank is a customer—centric bank and we value the feedback of each and every customer.
Therefore, we provide the following channels for you to submit your feedback:

SIS IR IRITE P IRTS:
Contact Ant Bank Customer Service:
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Let our Customer Service Team understand your experience.

1. B4 (852) 2245 3208
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Hotline: (852) 2245 3208
Service hours: Monday to Friday, 9:00 AM to 6:00 PM (excluding public holidays)
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Ant Bank Mobile Application: After successfully logging in, tap on “My” and select
“Customer Feedback.”

3. T|H : customeropinion@antbank. hk
Email: customeropinion@antbank. hk
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Written Correspondence: Please send your feedback to the following address:
Unit 2301, 23/F, Tower 1, Times Square, 1 Matheson Street, Causeway Bay, Hong Kong.
Attention: Customer Service Department — Customer Feedback.



E ANT BANK 15153817

IR¥ER FRYES

Case Following
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Upon receiving your case, we will send you an acknowledgement within 5 business days,
informing you of the responsible staff member’ s name and position in handling your case.

If you are unable to reach a consensus on the case with the relevant staff member within 7
calendar days, we will provide a written response within a maximum of 30 calendar days.
Alternatively, we may inform you that the Bank will provide you with the response later
and explain the reasons for the delay, and provide a final response within a maximum of
60 calendar days.
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QI S T A 1 A R T AP () B A% [0 7 AT A B ), T DA R B 3 g A% AP
FRA b A5 2 P SR A B (R R AN R AL 5 508, 1 AR PR R B T RAT A B

If you have any questions regarding the handling of your case or any concerns about our final
response, you can contact us using the aforementioned methods. We will review the entire process
and outcome of handling your case to ensure appropriateness, and we will promptly correspond with
you regarding the bank’ s response.
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Customer Information

25 2 FRFE (Customer Rights and Protection)
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l.  Anonymous Complaints: Any issues that are substantiated through investigation, whether
they are general complaints or otherwise, will be taken seriously by the bank.

2. Handling Principles: Customer complaints will be addressed in a fair and consistent
manner, and efforts will be made to identify and rectify any issues.In case of any
special circumstances encoutered during the course of raising complaints, please
contact us and we will render assistance.

3. Customer Protection: All information related to complaints will be treated as
confidential.

4, Financial Dispute Resolution Centre: After the Bank provides a response, regarding
complaints in relation to monetary dispute, the complainant has the right to refer the
dispute to the local mediation center in Hong Kong. With the complainant’s consent and
without violating customer confidentiality principles, the bank will provide relevant
correspondence, documents, explanations of policies related to the issues raised in
the complaint, actions taken to resolve the complaint, and any compensatory measures
(if applicable) to the aforementioned organization.
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Disclaimer
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This feedback booklet is provided in Chinese version. In case of any discrepancies or

conflicts between the Chinese and English versions, the Chinese version shall prevail,



