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Complaint Handling

The Account Holder/s shall have the right to make any complaint to the Bank verbally or in writing to the nearest
Branch, Bank's Corporate Call Centre or website.

Customer Service hotline: +94 114 472224

Website: https://www.business.hsbc.lk

Alternatively, Account Holder/s can directly contact the Account Relationship Manager to raise any concerns.

The Account Holder/s may visit any of the HSBC branches and speak to the Manager in charge or provide the
Bank feedback on the Bank's "Listening to your comments" forms available.

The Account Holder/s may also directly speak to the Account Holder’s Relationship Manager or any of the
branch staff of the Bank.

On receipt of a complaint, the recipient thereof shall forward such compliant to the relevant department or
division of the Bank for inquiry and further action. All complaints will be monitored and duly followed up by
the Bank's Customer Experience and Relations Unit. Upon receipt of a Complaint, it will be recorded in the
Bank’'s Complaint Management System and will attempt to resolve the matter immediately as may be
reasonably possible and in any event no later than any regulatory prescribed timeline.

The Bank will respond to the Account Holder on the complaint made within a reasonable period of time from
the date of receipt of such complaint. In the event the Bank is unable to conclude the inquiry into the
complaint within this time period, then the Bank will within such period, provide the Account Holder with an
interim response until such time the complaint will be finally responded.

In the event the Bank is satisfied that the complaint is legitimate, then the Bank shall, in such final response
inform the Account Holder of the steps taken to resolve the complaint.

While the Bank would prefer to always resolve any concern raised with the Bank to the complete satisfaction
of the Account Holder, the Account Holder/s may also write to the Office of the Financial Ombudsman and
request redress. The Office of the Financial Services Ombudsman is an independent, impartial and free
service established as part of the Financial Sector Reform package initiated in April 2002.

The Office of the Financial Ombudsman Sri Lanka,

No. 01, Bethesda Place, Milagiriya
Colombo b.

Telephone : +94 11 2 595 624
Fax:+94 112595 625

E-mail : fosril@sltnet.lk

Web : www.financialombudsman.lk
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