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Chapter 1 General

Article 1 (Objective)

This Policy document is designed to protect financial consumers through the prevention of financial
consumers’ complaints and prompt ex post relief measures by prescribing the fundamental principles and
standards which the executives, officers and/or employees of a bank shall conform to in accordance with the
Financial Consumer Protection Act (“the Act”) and relevant laws and regulations (hereinafter collectively called
“Legislations on Protection of Financial Consumers”).

Article 2 (Applicability)

@ The Policy applies to all executives, officers and/or employees of a bank and to all business activities
associated with the protection of financial consumers. For persons delegated with a part of banking
business activities and for the delegated business activities, the Policy applies within the scope of
delegation.

@ Legislations enacted for the protection of financial consumers shall be referred to for terms and conditions
which are associated with the protection of financial consumers but are not prescribed herein or in any
subordinated regulations delegated under this Policy document.

Article 3 (Definition of Terms)
The terms used herein are defined as follows:

1. AFinancial Product means the products and services covered by the contract executed with a financial
consumer in the capacity of a counterparty and refers the financial products as defined in Sub-
paragraph 1, Article 2 of the Financial Consumer Protection Act including deposits and credits under
the Banking Act, financial investment products under the Financial Investment Services and Capital
Markets Act;

2. A Financial Consumer means the financial consumer as defined in Sub-paragraph 8, Article 2 of the
Financial Consumer Protection Act who either executes or is recommended to execute a contract of a
financial product or subscribes for a contract of a financial product;

3. The Financial Consumer Protection Standard refers to the Financial Consumer Protection Standard

as defined in Paragraph (3, Article 32 of the Financial Consumer Protection Act;

4. The Internal Control Standard refers to the Internal Control Standard as defined in Paragraph ),
Article 16 of the Financial Consumer Protection Act; and

5. The Financial Consumer Protection Legislations and the Internal Control Standard shall be referred to
for the terms not defined hereunder.

Chapter 2 Rights of Financial Consumers

Article4  (Fundamental Rights of Financial Consumers)

@ Afinancial consumer is entitled to the following fundamental rights:

1. The rights to be protected from any damages to properties due to unlawful business activities
committed by a bank;

2. The rights to be provided with the knowledge and information which are required in the process of
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@

selecting and consuming financial products;

3. The rights to be adequately compensated for any damages due to the consumption of financial
products in accordance with prompt and fair procedures; and

4. Other rights of financial consumers as defined in the Financial Consumer Protection Legislations.

A bank shall assume the responsibilities and obligations as defined in the Financial Consumer Protection
Legislations in order to ensure that the fundamental rights of financial consumers under the preceding

Paragraph O are practiced.

Chapter 3 Business Processing Procedures to Address Complaints/Disputes and

Assessment and Improvement of Procedures

Article 5 (Complaint and Dispute Handling Standard and Procedures)

@

A bank shall establish and implement independent and fair complaint and dispute handling procedures
and shall ensure that these procedures are available on a timely and efficient basis as affordably economic
expenses.

Upon the occurrence of a customer complaint or dispute raised or petitioned by a financial consumer, a
bank shall promptly identify the information on the complaint or dispute and enact responsive measures
swiftly.

A bank shall present the standard of conduct so that procedures to handle and manage the complaints or
disputes of a financial consumer are implemented efficiently and shall establish the standard and
procedures regarding the handling of customer complaints and disputes in order to deliver the bank’s
policies on the processing of customer complaints and disputes and to inform the implementation status
of such policies.

The standards and procedures under the preceding Paragraph 3 shall include:

1. Terms and conditions regarding the departments and organizations involved in the business activities
associated with customer complaints and disputes;

2. Acceptance and processing of customer complaints and disputes;
3. Prevention and ex post management of customer complaints and disputes;

4. Investigations into business activities associated with customer complaints and disputes and terms
and conditions for the compensation of financial consumers; and

5. Terms and conditions regarding the handbook on complaint-related business activities.

In order to ensure the efficient handling of customer complaints and disputes, a bank may prepare
manuals containing:

Material rights of consumers;

Customer complaint and dispute handling procedures and lead time;

Case examples of customer complaints and disputes and relevant judicial precedents;

Guidelines on the responses by customer complaint and dispute case;

Customer complaint and dispute checklist;

Method to access the collection of business data and materials;

Q&As on major business activities; and

© N o v A w N oE

Contact information on responsible associates.
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Article 6 (Assessments of Customer Complaint and Dispute)

@ The Financial Consumer Protection Office shall perform customer complaint assessments to identify any
department, business procedures and responsible associate to which customer complaints are
attributable and provide feedback to relevant departments to devise improvement plans.

@ The Financial Consumer Protection Office shall analyze the followings, establish plans to prevent and
address customer complaints and regularly report the results to the senior management:

1. Status information of customer complaints occurred and handled and the lead time to address
customer complaints;

2. Causes of and responsive measures to address frequently occurring major complaints;

3. Customer complaint assessment results and key performance indicators associated with customer
complaints; and

4. Performances of improving relevant programs and results of education/training programs conducted.

Article 7 (Establishment of Improvement Systems)

@ The Financial Consumer Protection Shall exert efforts to ensure fundamental resolution of customer
complaints by providing departments related to customer complaints with information on accepted
complaints on a real-time basis and implementing systems to improve relevant programs.

@ The Financial Consumer Protection Officer shall develop areas for improvement programs based on the
types of customer complaints covered by the complaint handing framework and request relevant
departments to improve complaint handling programs through specified procedures.

® Anydepartment requested to improve relevant programs under the preceding Paragraph 2 shall report

the improvement plans and results to the Financial Consumer Protection Office unless there are special
causes not to and the Financial Consumer Protection Office shall manage and report the progresses and
results to the bank’s CEO and the Internal Control Committee.

@ The Financial Consumer Protection Office shall develop various channels to identify improvement ideas
from relevant parties including financial consumers and internal employees and establish and implement
programs to facilitate the operations of such channels.

Chapter4  Organization and People to Operate Financial Consumer Protection
Standard

Article 8 (Organization to Operate Financial Consumer Protection Standard and Employees)

@ A bank shall establish the Internal Control Committee for Protection of Financial Consumers and the
Financial Consumer Protection Office in order to prevent customer complaints from financial consumers
and to promptly enforce relief measures after the fact through smooth operations of this Standard.

@ A bank may establish reward frameworks associated with service period limits (in years), rotational job
transfers and awarding incentives with the consideration of relevant factors including the level of
complexities of the duties performed by executives, officers and/or employees responding to customer
complaints and disputes.

® The applicable provisions prescribed in the Internal Control Standard shall be referred to for other terms
and conditions on the organization and workforce required for the operations of this Standard.

Chapter 5 Examination/Measures and Assessment of Compliance with Financial
24



Consumer Protection Standard

Article 9 (Examination/Measures and Assessment of Financial Consumer Protection Standard
Compliance Status)

@ A bank shall perform ad-hoc or regular examinations of Employees and Equivalents to ensure that they
perform financial product distribution activities are in full compliance with the Standard and the Financial
Consumer Protection Legislations by taking into account the relevant factors including the level of
importance and risks of the business activities.

@ A bank shall assess what has been covered during the examinations under the preceding Paragraph @
and ensure that the results of measures following the examinations are coordinated and approved by
means of resolution during the Internal Control Committee for Protection of Financial Consumers.

® Applicable provisions prescribed in the Internal Control Standard shall be referred to for the method of

examinations under the preceding Paragraph (@), measures to be enforced it the for non-compliance with
the Standard and assessments.

Chapter 6 Education/Training for Responses to Customer Complaints/Disputes

Article 10 (Education and Training Regarding Complaints/Disputes of Financial Consumers

@ A bank shall provide education and training programs including the followings to ensure that the rights of
financial consumers are respected and disputes/complaints are prevented or are responded to, if
occurred, on a timely basis:

1. To develop and implement customer complaint and dispute prevention program for protection of
financial consumers;

2. To educate/train and assess executives, officers and/or employees associated the protection of
financial consumers and to perform internal/external PRs;

3. To develop and utilize plans to provide employee education/training courses and improve relevant
programs designed to prevent recurrence of similar complaints/disputes including case examples of
customer complaints, style of speeches to be used during customer interviews and guidelines on
dealing with customers; and

4. To provide executives, officers and/or employees with education programs and regular/ad-hoc
continuing education programs regarding the utilization of business processing manuals and
electronic information processing systems to address complaints and disputes of financial consumers.

@ The Financial Consumer Protection Office may designate and manage some employees (including solicitors
and distribution organization) identified for causing incomplete sales with the consideration of relevant
factors including history of customer complaints and case examples of FSS examinations and on-site
examinations and may provide the designated employees with education/training programs to prevent
incomplete sales directly or request relevant departments to provide such education/training programs.

Chapter 7 Implementation and Management of Electronic Information
Processing System

Article 11 (Implementation and Management of Electronic Information Processing System)
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@ A bank shall implement and operate electronic information processing system in order to ensure the
efficient and organized management of the progresses and processing results of various procedures
designed to protect the rights of financial consumers including the status information on customer
complaints and handling results and mediation of disputes with financial consumers.

@ With regard to customer complaint handling, a bank shall use the electronic information processing
system to regularly notify financial consumers of the status information such as acceptance of complaints
and progresses of investigations into factual information and shall reflect opinions from customers who
raised the complaints to as a part of efforts to prevent customer complaints.

® In order to ensure that a financial consumer accepts and agrees the complaint handling results, a bank
shall present explicit grounds including relevant legislations and the results of investigations into factual
relationships and use plain languages for easy understanding of financial consumers and shall, after the
completion of complaint handling, notify relevant financial consumers of the handling results via such
means as document, fax, e-mail, text message or telephone call.

@ The electronic information processing system under the preceding Paragraph @ shall be structured in

phases of processes and lead time and responsible business associates for each phase shall be specified.
Efforts shall be exercised so that the progresses and major handling results of complaints/disputes are
information and notified to financial consumers in a manner requested by the financial consumers.

Chapter 8 Response Frameworks to Exercise of Rights by Financial Consumers
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Article 12 (Standard and Procedures on Data Access Request by Financial Consumers)

@ A financial consumer may request a bank to grant access (including the provision of copies or
listening to the recorded data) to the following data recorded and maintained/managed by a
bank for the purpose of protecting his/her rights including dispute mediation or legal
proceedings:

1. Data regarding the execution of contracts;

2. Data regarding the performance of contractual terms;

3. Advertisement materials of financial products and equivalents;

4. Following data regarding the exercise of rights by financial consumers:

A. Data about postponements/restriction and refusal of data accesses by financial
consumers;

B. Revocation of contracts; and
C. Termination of unlawful contracts.
5. Data regarding the establishment and operations of the Internal Control Standard; and

6. Data regarding delegation of business activities to service providers.
@ A bank shall establish the procedures and standards required to respond to financial consumers’

requests for data accesses under the preceding Paragraph @.

Article 13 (Standard and Procedure on Revocation of Contracts by General Financial Consumers)

A bank shall establish the standards and procedures required for the revocation of financial product
contracts under the Financial Consumer Protection Legislations by a General Financial Consumer as
defined in Sub-paragraph 10, Article 2 of the Financial Consumer Protection Act.

Article 14 (Standard and Procedure on Financial Consumer’s Request for Revocation of Unlawful
Contracts)

A bank shall establish the standards and procedures required to respond to a financial consumer’s
request to terminate a financial product contract due to the bank’s violation of such principles
obligations as the suitability principle, adequacy principle, the obligations to provide explanations,
the ban on unfair business activities or wrongful recommendations as defined in the Financial
Consumer Protection Legislations.

Article 15 (Standard and Procedure on Prevention of Dormant Financial Properties)

In order to prevent financial properties from being classified as dormant assets or remaining
unclaimed and to reduce such assets, a bank shall establish management plans including the
followings, provided that the details of the plan can be set in separate documents:

1. Matters related to operating the management organization in charge of preventing financial
properties becoming dormant or remaining unclaimed for a long term and to reduce such
assets;

2. Matters related to the treatment of financial properties at the maturity of a financial product
such as timing and the content (i.e., disadvantages due to the time lapse after maturity) of
the notice;

3. Matters related to the treatment of financial properties after maturity of a financial product
such as timing, methods, record managements, and the content (i.e., disadvantages due to
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the time lapse after maturity) of the notice.

Article 16 (Informing Financial Consumers of Entitled Rights)

@ In recommending the execution of financial product contract to a financial consumer or
executing a financial product contract with a financial consumer, a bank shall explain the major
terms and conditions associated with the followings to financial consumers with the
consideration of the type of the financial consumer:

1. Terms and conditions regarding the exercise of rights to access data;

2. Terms and conditions regarding the deadline and method to exercise the rights to revoke
contracts and effects of the rights exercised;

Incidental expenses including fees by service received by financial consumers;
Terms and conditions regarding the exercise of rights to terminate unlawful contracts;
Terms and conditions regarding the customer complaint and dispute handling procedure;

IR S

Terms and conditions regarding the status of protection by legal funds including the deposit
insurance fund under Article 24 of the Depositor Protection Act; and

7. Other terms and conditions regarding the support for reasonable decision-making by
financial consumers or the protection of rights and interests of financial consumers.

@ A bank shall establish the plans and measures to inform financial consumers, upon the

consumers’ request, of the terms and conditions listed in the preceding Paragraph @),
consumer’s rights prescribed in the Financial Consumer Protection Legislations and contracts and
other data or information that may be burdensome for financial consumers via such means
selected by the financial consumers as telephone calls, written documents or electronic means
and may prepare manual documents prescribing the time of providing such information and the
data to be covered with the consideration of the protection of financial consumers and
timeliness.

® Abank may prepare manual documents prescribing the methods and procedures to exercise the
rights defined in Articles 12 through 14 hereabove, types of cases justifying refusals, guidelines
on the relevant responses and examples of major response cases and may provide
education/training programs covering the information to its executives, officers and/or
employees.

@ A consumer may notify financial consumers of such information on the rights of financial
consumers as the rights to downward repricing request, notice before/after maturity of financial
products and of such information which is burdensome for financial consumers as the
discontinuation of transaction involving an account or closure of branches. The notification of
information can be made either regularly or on an ad-hoc basis based on the nature of the
information.

Article 17  (Ensuring Timeliness of Information)

@ In connection with the provision of such information as the rights of financial consumers, a bank
shall establish and operate internal guidelines so that the time of provision and the information
to be provided are considered from the perspectives of financial consumers and that information
is provided on a timely basis.

@ If disclosed data are changed, a bank shall promptly revise relevant data unless there are specific
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causes not to so that financial consumers are provided with accurate information.

Chapter 9 Examinations and Improvements of Financial Consumer
Protection Framework

Article 18 (Examination and Improvement of Financial Consumer Protection Framework after

@

Execution of Contracts)

If a financial consumer enters into a contract and then exercise a consumer’s rights including the
those to request data accesses, revoke contracts or terminate unlawful contracts or other rights
as prescribed in relevant financial consumer protection laws and regulations, a bank shall
examine whether the customers and the rights exercised are handled adequately in accordance
with the Financial Consumer Protection Legislations.

If financial consumers raise complaints, request data accesses or exercise the rights to revoke
contracts or terminate unlawful contracts frequently, a bank shall identify and analyze major
causes.

A bank shall examine its financial consumer protection frameworks to understand whether there
are terms and conditions required for the protection of financial consumers.
A bank shall identify areas of improvements which are considered necessary after the completion

of the examinations and analyses under the preceding Paragraphs (O through (3, incorporate

the findings into improvement of relevant programs and examine whether the areas are actually
improved.

Chapter 10 Procedures to Establish/Revise Financial Consumer Protection

Standard and Delegation

Article 19 (Procedure to Establish/Revise the Policy and Equivalents and Delegation of Detailed

Terms and Conditions)

Internal Control Standards shall be referred to for terms and conditions regarding the procedures
to establish and revise the Policy.

The CEO of a bank separately prescribe the detailed terms and conditions require for the
enforcement of the Policy and for the protection of financial consumers.

Addendum (2021.9.24)
The Policy enters into force on September 24, 2021.

Addendum (2023.10.30)
The Policy enters into force on October 30, 2023.
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