Deutsche Bank

Ngén hang Deutsche Bank AG, Chi nhanh Thanh ph6é Hé Chi Minh
Deutsche Bank AG, Ho Chi Minh City Branch

Chinh Sach va Thii tuc Xir Ly Khiéu Nai ctia Khach hang

Customer Complaints Handling Policy and Procedure

“Ngan hang” nghia 1a Ngan hang Deutsche Bank AG, Chi nhanh Thanh phd Ho Chi Minh.
“Bank” means Deutsche Bank AG, Ho Chi Minh City branch.

“Khéch hang” nghia 13 ca nhan hoic to chirc dang c6 quan hé giao dich hodc sir dung dich vu,
sdn pham ctia Ngan hang.

“Customer” means an individual or institution who/which has a banking relationship with the
Bank.

1. Khéch hang c6 thé thuc hién theo ddi d& nghi tra soét hoic khiéu nai véi Ngan hang trong
vong 60 ngay ké tir ngay phat sinh giao dich dé nghi tra soat hoac khiéu nai.
A Customer may make tracing requests or complaints to the Bank within 60 days from
the date of the transaction which is subject of such request or complaint.

2. Khéch hang c6 thé lién hé véi Ngan hang thong qua s6 dién thoai cua tong dai +84-28-
62999000 va /hoac gtri phleu gopy (biéu mau trong phu luc) da co san trén trang web cua
Ngan hang va tai cac diém/quay giao dich cho bat ky Khiéu nai ndo caa Khéch hang.
A Customer may contact the Bank via the hotline number +84-28-62999000 and/or submit
a feedback form (please see appendix) which is available on the Bank’s website and
counter for any Complaints.

3. Ngan hang s& xur ly mdi Khiéu nai nhan duoc tir Khach hang nhu néu trén theo quy dinh
phép luat hién hanh nhu sau:
The Bank shall handle each Complaints received as aforesaid in accordance with
applicable law and regulation as under:

a)  Trong thoi han t6i da 30 ngay lam viéc ké tir ngay tiép nhan dé nghj tra soét, khiéu
nai lan dau caa Khéch hang theo mot trong cac hinh thuc tiép nhan néu trén, Ngan
hang c6 trach nhiém xir Iy d& nghi tra soat, khiéu nai cua Khach hang;

Within 30 working days from the date of receiving the first tracing request or
complaint from the Customer in one of the manners as set forth above, the bank
shall be responsible for handling the tracing request or complaint of the customer;



b)  Trong thoi han ti da 5 ngay lam viéc ké tir ngay thdng béo két qua tra soat, khiéu

nai cho Khach hang, Ngan hang thuc hién bdi hoan ton that cho Khéch hang theo
thoa thuan va quy dinh phép luat hién hanh ddi voi nhitng tén that phat sinh ma
khong do 15i cia Khach hang va/hoic khong thude cac truong hop bat kha khang
theo cac diéu khoan va diéu kién mé va sir dung tai khoan thanh toén:
Within a maximum period of 5 working days from the date of notifying the tracing
or complaint result to the Customer, the Bank shall proceed with reimbursing the
Customers in accordance with the agreement and current laws and regulations for
the losses incurred not at the fault of the customers and/or not falling within the
cases of force majeures in accordance with the terms and conditions on opening and
use of payment account;

¢)  Trong truong hop hét thoi han xir 1y tra soat hoic khiéu nai dugce quy dinh néu trén
ma van chua xac dinh dugc nguyén nhan hay 16i thudc bén nao, thi trong vong 15
ngay lam viéc tiép theo, Ngan hang sé thoa thuan voi Khach hang vé phuong an xir
ly tra soét, khiéu nai.
If the period of time for handling tracing requests or complaints as set forth at point
a hereof expires but the cause or fault of either party has not been determined yet,
within the next 15 working days, the Bank shall come to agreement with the
customer in regard of the resolution plan of tracing request or complaint.

d)  Trudng hop vu viéc ¢ dau hiéu toi pham, Ngan hang sé thuc hién thong bao cho co

quan nha nudc c6 tham quyén theo quy dinh cua phép luat vé té tung hinh sy va bao
cao Ngan hang Nha nudc (Vu Thanh toan, Co quan Thanh tra, giam sat Ngan hang,
Ngan hang Nha nuéc tinh, thanh phd trén dia ban). Ngan hang ciing s& théng béo
bang vin ban cho Khéch hang trir trudng hop phap luat c6 quy dinh khac va /hoic
theo yéu ciu cia Ngan hang Nha nudc, co quan nha nudc ¢6 tham quyén hoic toa
an khong cho phép Ngan hang thyc hién viéc thdng béo nay. Viéc xir ly két qua tra
soét, khiéu nai thuoc trach nhigm giai quyét cua co quan nha nuéc ¢ tham quyen.
Trong truong hop co quan nha nudc €6 tham quyén théng béo két qua giai quyét
khong c6 yéu to toi pham, thi trong vong 15 ngay lam viéc ké tir ngay co két luan
clia co quan nha nudc ¢6 tham quyén, Ngan hang sé thoa thuan véi Khach hang vé
phuong an xir Iy két qua Khiéu nai.
In case there is any sign of crime, the Bank shall notify the competent state agency
in accordance with the laws and regulations on criminal proceedings and report to
the State Bank (Payment Department, Banking Inspection and Supervision Agency,
and the local State Bank branch). The Bank shall also notify the Customers in
writing about such status unless otherwise restricted by applicable laws or
regulations, and/or orders of State Bank, state agencies or court. The handling of
such tracing or complaint results falls within the responsibility of competent state
agencies. In cases where the competent state agency announces the settlement
results without any criminal element, within 15 working days from the date where
the conclusion is announced by the competent state agency, the Bank shall make
agreement with the Customer on the plan of handling the results of tracing or
Complaint.

4. Trong truong hop Ngan hang, Khach hang va cac bén lién quan khong thé dat duoc thoa
thuan va /hodac khong dong y vai quy trinh dé nghi tra soat hoac khicu nai, thi viéc giai



quyét tranh chap s& duoc thyuc hién theo thoa thuan cé lién quan va cac quy dinh phap luat
hién hanh.

In case the Bank, the Customer and related parties cannot reach an agreement and/or
disagree with the process of tracing request or complaint, the dispute settlement shall be
carried out in accordance with relevant agreement and the relevant laws and regulation.
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