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We will acknowledge receipt of your feedback/complaint within two
working days and aim to resolve most issues within seven working
days but some with complexity may require a lead time. Your
complaint will be handled in total confidence by employees who are
not directly involved with the matter but have the right experience
and authority. If a complaint is lodged by a third party, we will only
contact the customer to protect his/ her privacy. Appropriate redress
will be offered if the complaint is upheld but may not involve a
financial element. You can ask for your case to be reviewed by

management at a higher level within the Bank if you are not satisfied.

Our aim is to resolve all complaints internally. However, if despite our
best efforts you are not entirely satisfied with our suggested resolu-
tion, you have the right to refer the matter to the Monetary Authority
of Macau (AMCM) at the Cal¢cada do Gaio, No. 24 — 26, Macau. HSBC
fully co-operates with AMCM in the handling of complaints. Please
be assured that our Bank has effective measures in place to monitor
complaints, including regular audits and management review.

Please let us know if you have a question or require any special assistance.
We would be happy to help.
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