We are here to listen...

At HSBC we are committed to providing you with a world-class
customer experience by delivering excellent products and
services.

Whether you are giving us feedback, paying a compliment or
making a complaint, your input is the key to inspiring our products
and services. Please contact us through the following channels:

Email - pfs@hsbc.com.mo

Telephone hotline — (853) 8599 2256 (Please note that calls may
be recorded to ensure service quality.)

Branches - Share your feedback, complaint or commendation
with our branch managers or customer service managers.

Mail/Fax - Use the form overleaf and return it to the nearest
branches or write to The Hongkong and Shanghai Banking
Corporation Limited, Services and Sales Department. Please send
to PO Box 476 or 639 Avenida Da Praia Grande, Macau or fax to
(853) 2832 2132.

Feedback Handling

We will acknowledge receipt of your feedback/complaint within
two waorking 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 compliants internally. However, if despite
our best efforts you are not entirely satisfied with our suggested
resolution, you have the right to refer the matter to the Monetary
Authority of Macau (AMCM) at the Calcada 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.

Issued by The Hongkong and Shanghai Banking Corporation Limited
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We look forward to hearing from you...

ZHENEREER -
Thank you for sharing your feedback with us.

B EREREMI A —MEL ST - B EmAR IS /ERERM -
Please return this form to any HSBC branch or mail/ fax it to the address/ number
printed overleaf.
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| would like to commend...

BEHE

Employee name
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Branch/ Department
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Because s/he:

Ul o -
is friendly.

O gaavemnus -

treats me fairly and honestly.
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is open-minded, understands and respects my viewpoints and needs.
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is efficient and accurate.

Ul mmem - ippmoms -

is flexible and provides me with value-added suggestions.

U paeanzsns sRessLBBrears -

is knowledgeable and professional in providing total solutions.
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To help us recognize the employee who has provided you with excellent service,

please tell us the service you have experienced on the left-hand page.
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Your information

WAEEZ T HER » BUERE -
Please provide the following information for our follow-up.

HE

Name

REWRE

Account no.

ERRIETS
Credit card no.
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Daytime contact tel.
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Customer signature

B #]
Date
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Employee name Employee number

Title Branch/ Department

Manager Signature

Manager name Contact tel. Date



