{Ratio of Complaints) %

=

2

\FadFaLFd

dndan

1.2

0.8

0.6

0.4

0.2

wuaTiaGasdasizau (Trend of Customer Complaints)

W fayadndtgldarufinuwlignéievnisiadvane (incomplete

or inaccurate product/service information /
forced selling issues)

& . . .
W saadauazAtsrruiay (interest and fee collection
issues)

M nsenefisunau (disturbing sales)

m 3y (Others)

Q4/18 Q1/19 Q2/19 Q3/19

1Amssrgadiays (Reporting Period)

Q4/19

Q1/19




anA a9 (Ratio of customer

complaints (net) to number of products) %

BUUFNS G 2IUIUN

A Qs
192992V

dasHu

0.012

0.01

0.008

0.006

0.004

0.002

wuTiudadrutiavsavsauansaalinuIuHAaAUiiIU 9 (Trend of
ratios of customer complaints (net) to number of the respective products )

e 15U NN (Deposit)

finsiaiie (Debit card)
1instAséin (Credit card)

— Juiifaifatiatanda (Housing Loan)

Q4/18 Q1/19 Q2/19 Q3/19
52212 a1 (Reporting Period)

Q4/19

Q1/19

AU 9 (Others)

su1AsfiBavsavzauiiulu 1 Baslu
1Tasuani 4 1 2562

The Bank has 1 case of customer
complaint in the 4th quarter of 2019.
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The Bank has 1 case of customer
complaint in the 1t quarter of 2020.
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The Bank has no complaint case that took more than 30 days of resolution period.




