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                                           POLICY ON HANDLING CLIENT COMPLAINTS 

Every effort should be made to conduct business in a manner that avoids Client complaints. However, Client complaints can still inevitably arise. The risk of mismanaging Client complaints could range from having a dissatisfied Client to facing legal action.

Client complaints are potentially damaging to BNP Paribas's reputation, if they are not handled properly and resolved in a timely manner. We can also be put into regulatory risk with the Authorities. Therefore, every Client complaint must be fully investigated and resolved satisfactorily.

Definition of Client complaints
complaint is any expression of dissatisfaction by a Client, with a product or service, however small, whether considered justified or not. Complaints may be made orally or in writing. They can be lodged either directly by the Client with the bank or through a third party on behalf of the Client.
Reporting of Client complaints
Any employee of the Bank who receives a Client complaint, except for Client feedback, shall pass on immediately that complaint to the Head of Platform /  Head of Business Line, and also to the Head of Compliance who will co-ordinate for the bank's response.

Client feedback are those that relate to small human oversights or computation error that could be dealt with to the Client's satisfaction within reasonable time.

Employee of the Bank is  expected to exercise judgment on what constitute a Client  complaint or feedback. If there is any doubt, employee should seek clarification from the Compliance.

Handling of Client complaints
All Client complaints must be investigated and resolved timely (including anonymous cases).

Failure to report any Client complaints received may result in disciplinary action being taken against the relevant employee.
Officer handling complaints must keep the Compliance Department informed at all times. Compliance will review all information received, identify any systemic weaknesses/problems and implement remedial solutions if needed.

All employees concerned shall fully co-operate and provide such information, documents or assistance as required for the purpose of review and investigation.

Depending on the seriousness of the complaints, Head of Ethics and Compliance may involve Internal Audit and Legal in the resolution of the complaint. If the complaint involves an employee, then the Head of HR will have to be involved. 
Head of Compliance will place such client complaint / redressal before the Standing Committee on Customer Services and the Audit Committee.   
All complaints received, except anonymous ones, must be acknowledged within 7 working days. The acknowledgement letter should include the name and contact details of the person handling the complaint.

A final response / redressal to the complainant is expected to be sent within 15 working days. 
If a final response can not be sent within 15 working days due to the complexity of the complaint, a holding reply, explaining the delay and indicating when a finalised response will be expected, is required to be sent to the complainant within 15 days.
Any financial compensation to be paid to the complainant must be approved by the Head of Business Line / Head of Territory or his alternate during his absence. The financial redress should aim to provide complainant with fair compensation.
However, redress may not always involve a financial element whereby, at times a simple apology shall suffice.

Client complaints that fall within the bank's definition of an incident should be input into the Incident Management system in line with the internal guidelines & procedures laid down for operational risk management. An incident is "An actual event resulting from inadequate or failed internal processes or from external events which has, could, or could have, led to a loss, a gain, or an opportunity cost”.
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