dndrudassaviduu (Ratio of Complaints) %

uunTiudavsavidau (Trend of Customer Complaints)

25

1.5

0.5 +

Q4/19 Q1/20 Q2/20 Q3/20 Q4/20 Q1/21
¥InAT551avIuAaYya (Reporting Period)

m dayasddgy insudiu/ hignsas/ns
eduane (incomplete or inaccurate
product/service information / forced

selling,issues), B .
HaanlUauyANeITuLUa (|nterest and

fee collection issues)

= AsunavisunIu (disturbing sales)

mauq (Others)

suiAsfidassaoFauinuiu 1 Faolu
‘16\711'161ﬁ|4 12562 uaz lasina 4 1
2563, filzavsavizau 2 Faslulasuna 1
1l 2564

The Bank has 1 case of customer
complaint in the 4t quarter of 2019 and
the 4t quarter of 2020, has 2 cases of
customer complaint in the 15t quarter of




@A (Ratio of customer

ando
complaints (net) to number of products) %

NBAaIUIUN

=

329393y

dadru

0.2

0.18

0.16

0.14

0.12

0.1

0.08

uwhindadiudassasdaugnsaaituunansaieiiu q (Trend of ratios of customer
complaints (net) to number of the respective products )

/ = 3uen (Deposit)

/ —1ia5Laie (Debit card)

1n51As6a (Credit card)

/ — swidaviadagandy (Housing Loan)

/ —dunq (Others)

/ suasfidassadaudiuu 1 dae

/ Wilennadd 4 1 2562 uag lasuna
4 11 2563, fiidavsaidau 2 Haslu

/ 1asuna 1 1 2564

The Bank has 1 case of customer
complaint in the 4t quarter of 2019

and the 4t quarter of 2020, has 2
/ cases of customer complaint in the 15t

: ; ; : " quarter of 2021
Q4/19 Q1/20 Q2/20 Q3/20 Q4/20 Q1/21

5221219Q1 (Reporting Period)




13. nAnsteuaiau 9 (Other products)

12. msTauduuazasedu (Payment and
Settlement)

11. udaftuainadnusIn (Insuance Products)

10. wdasfauailssAude (Mutual Fund Products)

9. ﬁuvﬁaﬁif‘iwﬁuﬂﬂaﬁiiumLLaﬁmuﬁwum
tiau (Business Loans for Individual and Small...

8. duflawiaviatandy (Housing Loan)
7. &wdawzhdfa (Hire Purchase)
6. Ruidiainuuanidu (Home for Cash)

5. fudadfinadouseduilsedu (Car for Cash)

4. fuidaguynnanialsdnisAidy (Personal Loan
under Supervision)

3. 1a51AsA6 (Credit Card)
2. finsiaiie (Debit Card)

1. 3unn (Deposit)

(Ratios of resolved custome

dadruisavsavisuuiigfua?r Iuunaustaznasiiunsunisufizassaizau
y resolution period)

ml3itAu 1 Ju (<1 day)

miAu 1 3u we'laitAu 7 Ju (> 1 day - < 7 days)

= Ay 7 Ju weilaivAu 15 Ju (> 7 days - < 15 days)
mAu 15 Ju ue'laivAiu 30 Ju (> 15 days - < 30 days)
AU 303U weilaivAu 60 Ju (> 30 days - < 60 days)
m1Au 60 Fu ue'laitAiu 90 Fu (> 60 days - < 90 days)

1Au 90 Ju (> 90 days)

ﬁu'\msﬂt"?;mfaaﬁﬂu )
U 2 Baslulesuian 1
il 2564

The Bank has 2 cases of
customer complaint in the
1t quarter of 2021.




suAshifiizasiaszauiladssasnanadzasiu 30 Ju

The Bank has no complaint case that took more than 30 days of resolution period.



