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EN: Complaint Procedure Regulation of Industrial and Commercial Bank of China
Limited, Prague Branch, odstépny zavod

This Complaint Procedure Regulation of Industrial and Commercial Bank of China
Limited, Prague Branch, odstépny zavod (hereinafter referred to as “Complaint
Procedure Regulation”) specifies the way of communication between the client and
Industrial and Commercial Bank of China Limited, Prague Branch, odstépny zavod
(hereinafter referred to as “the Bank”), in cases when the client believes the Bank did not
observe the conditions agreed in an agreement on a banking product or service or its
obligations deriving from applicable laws (hereinafter referred to as “Complaint”). The
complaint may be filed by the client or by a person acting under a power of attorney
granted by the client.

1. The form and method of Complaint filing
1.1 A Complaint can be filed only in writing.
1.2 A Complaint can be filed in the following ways:

a) at the Bank’s office via its submission at the Bank’s reception; in the case of an verbal
Complaint the Bank employee will produce a record; the client will confirm its
completeness and correctness by his/her signature and the client will receive its copy, in
this case the Bank will send the reply to the registered address of the customer or to the
address of the person indicated in the power of attorney,

b) sent to the Bank’s office; in this case, the Bank will send the reply to the registered
address of the customer or to the address of the person indicated in the power of
attorney,

c) sent via data box; in this case, the Bank will send the reply to the senders data box if
he or she is the person entitled for filing a Complaint.

2. Complaint receipt confirmation

2.1 The Bank will send a confirmation of receipt of the client’'s Complaint no later than on
the next day after filing.

2.2 Incorrect or incomplete filing can be corrected or supplemented within 10 days from
the Bank’s request delivery.

3. Complaint requirements

3.1 A Complaint must contain the client's name, birth date or personal ID number,
address, account number, and the filing person’s contact information.



Industrial and Commercial Bank of China Limited, Prague Branch, odstépny zavod
se sidlem: Na strzi 1702/65, Nusle, 140 00 Praha 4
ID No.: 056 38 216, BIC/SWIFT: ICBKCZPP

3.2 A filed Complaint must contain a precise description of the case with dates, figures,
amounts etc.

3.3 Supporting documentation in the form of an annex to the Complaint is welcome. If
copies are submitted, they must be officially verified.

4. Complaint acceptance exceptions
4.1 A Complaint cannot be accepted if:

a) Its way of filing, form or the filing requirements are not followed, even during an
additional time period provided by the Bank in order to supplement or correct the
Compilaint.

b) The filing person is not the Bank’s client or a person authorized to act in the client’s
name.

c) A Complaint is already being processed by another expert of the Bank.

d) The issue was decided by a court or court proceedings have already started.

5. Complaint processing method

5.1 Complaints are in the first instance processed by a Bank’s responsible Front Office
Department.

5.2 The Bank always informs the client on his/her Complaint processing period.

6. Complaint processing periods

6.1 A Complaint is to be processed within thirty days from its delivery to the Bank. The
period designed for Complaint correcting or addition of is not included in this period.

6.2 If a Complaint cannot be processed within this period, the Bank is obliged to inform
the client in writing about an appropriate Complaint processing time period.

7. Final provisions

This version of Complaint Procedure Regulation comes into force and becomes effective
on May 22, 2023.

This Complaint Procedure Regulation is available at the Bank’s office.
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Reklamaéni fad Industrial and Commercial Bank of China Limited, Prague Branch,
odstépny zavod

Tento Reklamacni fad Industrial and Commercial Bank of China Limited, Prague Branch,
odstépny zavod (dale jen jako “Reklamacni fad”) urCuje zpusob komunikace mezi
klientem a Industrial and Commercial Bank of China Limited, Prague Branch, odstépny
zavod (dale jen jako “Banka”), v pfipadech, kdy se klient domniva, ze Banka nedodrzela
podminky sjednané ve smlouvé o bankovnim produktu nebo sluzbé&, nebo jeji povinnosti
vyplyvajici z platnych pravnich predpist (dale jen jako “Reklamace”). Reklamaci mlze
podat klient nebo osoba jednajici na zakladé jim udélené piné moci.

1. Forma a zpusob podani Reklamace
1.1 Reklamaci Ize podat pouze pisemné.
1.2 Reklamaci Ize podat nasledujicimi zpUsoby:

a) v sidle Banky na recepci Banky; v pfipadé ustni Reklamace vyhotovi pracovnik Banky
zaznam; jeho Uplnost a spravnost potvrdi klient svym podpisem a klient rovnéz obdrzi
jeji kopii; v tomto pfipadé banka zasle odpovéd na registrovanou adresu klienta nebo na
adresu osoby uvedené v plné moci,

b) zaslanim do sidla Banky; v tomto pfipadé Banka za$le odpovéd na registrovanou
adresu klienta nebo na adresu osoby uvedené v plné moci,

¢) zaslanim prostfednictvim datové schranky; v tomto pfipadé Banka zasle odpovéd do
datové schranky odesilatele, pokud je osobou opravnénou k podani Reklamace.

2. Potvrzeni o prijeti Reklamace

2.1 Banka zasle klientovi potvrzeni o pfijeti Reklamace nejpozdéji nasledujici den po
jejim podani.

2.2 Nespravné nebo neuplné podani lze opravit nebo doplnit do 10 dnli od doruéeni
vyzvy Banky.

3. Nalezitosti Reklamace

3.1 Reklamace musi obsahovat jméno a pfijmeni klienta, datum narozeni nebo &islo
osobniho dokladu, adresu, Cislo uctu a kontaktni udaje osoby podavajci Reklamaci.

3.2 Podana stiznost musi obsahovat presny popis pfipadu s uvedenim dat, Cisel, Castek
atd.

3.3 Podplirna dokumentace ve formé pfiloh Reklamace je vitana. Pokud jsou
predkladany kopie, musi byt ufedné ovéfeny.
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4. Vyjimky z prijeti Reklamace
4.1 Reklamaci nelze pfijmout, pokud:

a) neni dodrzen zpusob jejiho podani, forma nebo nalezitosti podani, a to ani v
dodatecné lhaté poskytnuté Bankou za ucelem doplnéni nebo opravy Reklamace,

b) osoba podavajici Reklamaci neni klientem Banky nebo osobou opravnénou jednat
jménem klienta,

c) Reklamace je jiz zpracovavana jinym pracovnikem Banky,

d) ve véci jiz rozhodl soud nebo bylo zahajeno soudni fizeni.

5. Zpusob vyfizeni Reklamace
5.1 Rekalamce v prvni fadé vyfizuje odpovédné klientské oddéleni Banky.

5.2 Banka vzdy informuje klienta o dobé vyfizeni jeho Reklamace.

6. Lhity pro vyrizeni Reklamace

6.1 Reklamace musi byt vyfizena do tficeti dnd od jejiho doru€eni Bance. Do této Ihuty
se nezapocitava lhita uréena k opravé nebo doplnéni Reklamace.

6.2 Pokud nelze Reklamaci v této lhuté vyridit, je Banka povinna pisemné informovat
klienta o pfiméfené |haté pro vyfizeni Reklamace.

7. Zavérecéna ustanoveni
Tento verze Reklamacniho radu nabyva platnosti a uc¢innosti dne 22. kvétna 2023.

Tento Reklamacni fad je k dispozici v sidle Banky.



