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Complaint Channel and Handling Procedures

The Bank of New York Mellon (BNY), is committed to provide you with the best financial services.
Hence, BNY will strive to deliver a prompt resolution whenever you have any complaintin relation
to our services. In order to properly handle client complaints in a timely manner, BNY’s complaint
methods and processing procedures are as follows:

1. Complaints channel:

e Complaints hotline
021-3866 1226 (China Compliance); 021-3866 1218 (China CEO office)
e Complaints letter
Your complaint letter should be addressed to:
Shanghai Branch Mail Bank Complaints Unit
The Bank of New York Mellon - Shanghai Branch
Level 41, Unit 031, Hang Seng Bank Tower
No.1000 Lujiazui Ring Road
Pudong New Area
Shanghai 200120
China

Beijing Branch Mail Bank Complaints Unit
The Bank of New York Mellon- Beijing Branch
Unit 729-730, Winland International Finance Center
No.7 Finance Street, Xi Cheng District
Beijing 100033 China

To help facilitate our review, please put your complaint in writing with the following details:
e your name/account number;

o full details of the subject matter of the complaint; and

e your signature.

2. Complaints handle process
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* Upon receipt of your complaint, we will issue an acknowledgement to you within 3 business days. A
response letter will be mailed to your registered address no later than 30 days after receiving your
complaint. However if we cannot respond to your complaint within this time we will notify you. Unless
we receive your authorization (e.g. power of attorney), we do not normally deal with anonymous
complaints or complaints on your behalf from a third party to protect your privacy.
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