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A. Background / f&if

The Customer Service Charter (“Charter”) set up with the intention to outline key
commitments and service standards that customer can expect from the Bank and the various
ways to get in touch with us.
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At China Construction Bank (Malaysia) Berhad (the “Bank”), we adhere to the
“market-oriented, customer-centric” business concept. The bank is committed to
achieving the balance between the business goals and social responsibilities to
maximize the value for the customers and shareholders. The Bank continuously to
share the best practices and develop products based on our customers’ interests to
build a trustworthy and long-lasting relationship.
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While we strive to uphold the standards outlined in this Charter, this Charter is not intended
to, and does not, create any legally binding rights or obligations.

JE AN LA IR MR AR e, (HARREL S MA B A IERAR
Pl C B E

AT RFFERAT A FRE IR S AR, (HARFEREAN BATAT VLB S X ERIBUR) J L5 R
B. Service Standards / RS- #n

Pillar 1: Know Your Customer / 3£ —k:: THEE

To understand the customer profile that enables the bank to:

W TR, AT

= Anticipate the customer expectation.
oz ;R
= Offer a well-tailored products and services to the customer.
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Commitment / &K% Services Standards / IR &tk

We strive to serve a a. Ethical, prudent and professional staff is available to serve
personalized customer our customer.
treatment to attune to HEABN SR SRR G TR RS .
his/her need/profile. b. Gathering and using the information provided from
TAIE I TR customer through documents and conversations would help
o) B 35 SR R R us to cater to the customer specific requirements.
I RS - W B AN 25 7 BT (AR A SO NS B B T 3RATT0 2 %
JTHIHE E 77 K
Note: Customer’s information is under the protection of the
Personal Data Protection Act (PDPA) which apply in the Bank.
#IE: HEEZINGERYVE (PDPA) 1RY.




c. Customer satisfaction survey/feedback conducted by the
Bank will enhance the bank products and standards of
service in line with customers’ needs.

AT R PR R A/ R BRI % /R T
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Pillar 2: Timely & Efficient Service / 3 & KB B3RS

Deliver a seamless basic/general banking services wherein the customer is aware of:
FEARAERIIRAT IR DS, 1k T ARG
= Time that will be taken.
P K.
. Broadly, the steps/requisite documents involved in executing their instructions.

AR 55 Pl 7 20 R R b B A

Commitment / &K% | Services Standards / fR5HptE

We will efficiently Executing a foreign currency remittance

attend to banking ATICEK
transactions.

TA A b Ak 2 . Inward — depending on the cut off time.

AT G o /E)\ A T E .

Before cut off time: credited on the same day.
LIS TR AT [ — RN

= After cut off time: credited on the next working day.

LR A R AT HAJK.

b. Outward — processing time depending on the cut off time.
TCH = AU RRUE -
= Before cut off time: processed on the same day.
A LE N TR T [R]— R AL 2
= After cut off time: processed on the next working day.

LIS A5 £~ — A TAEH AL,

Note: The date of receiving funds subject to the completeness of
information and extent of checks/due diligence performed by banks.

AT WLRYTE M H IR e T 15 8 1 76 B RTER T {7 915 2 /I

HEHIFESE
We will efficiently Account Application Turnaround Time
attend to product T P B R B
applications. (From full documents and information received).
aﬂzﬂH e R A B = (MW GBS R N B F)
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Account Opening / F
Corporate Customer / )& /' | Retail Customer / &%
Within 3-5 working days / 3-5 /1> | Within 45 minutes / 45 434+ 4
TAEHW

Account Closing / &5
Within 20 minutes / 20 434 P4

Note: The above turnaround times subject to the full
documentation/information is received without complication.
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We strive to attend Customers’ complaints can be made via the following methods:-
to your enquiries A DU 77 R A F: -

and requests

promptly (complaint | Walk-in / _F|]

policy) = Where no follow up is required, the bank will endeavour

A VE 77 S ib 2 to provide first touchpoint resolution immediately.

T ) A0 75 K Towa S SEER BB L, @ATHIS I NS T &
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=  Where follow up is required — within 3 working days from
date of 1st visit.
AR — KT ER BT 3 A TAEH NG TE R

Telephone / i
=  Where no follow up is required — immediate such as first
call resolution.
W17 7 B R — A AE R S R R
=  Where follow up is required — within 3 working days from
date of 1st call.

I EERE — AEE RS 3N TIFH NS TER.

Social Media / #H 32 i&
For e-mail, letter or fax
PR R R
= Provide acknowledgement response within 24 hours
TE 24 /NIRRT .
=  We endeavour to respond within 3 working days or no
later than 14 days from the receipt of the enquiry if the
enquiry is not complex.
MAERAR R, FATEAEREIERER 3 A TAERN
BAIRT 14 KN EE.

Note: When the enquiry is complex, the bank will provide responsible
person and reasonable timeframe for resolving customer’s complaint.
wIE: BRGNS ETTHIEVET] F7N KB PRI [ KA R 5
HIBEVF

Pillar 3: Transparent & Personable Service / 3 =31 i# M AME:4L
AR 5%

Endeavour to deliver the customer experience wherein the customer:
51 % P IR B RIF R AL, A .
= |s given access to products and services related information.
SRt AR S MG R .
= |s handled by competent and knowledgeable staff who will strive to provide good service.

2256 R 1) 0 A R fit R A AR 55



Commitment / & | Services Standards /&4

We are fair, open and
transparent in our
dealings.

AT ATFRIE
B I)5E 5

Customer is given access to products and services related

information: -

%FTL}WI@#W%DEERW%{E S -
Fees, charges, penalties and reIevant interest rates and
obligations in the use of a banking product or service are made
available through the bank’s website and customer service.
AT RS I B R . WP ORI SR F RN L 5% ]
T I AT Xl A P R 55 AT A SR Ao

=  (Clear, relevant and timely information on the banking
products and services are provided by the bank e.g. Terms and
Conditions will strive to explain in easy-to-understand and
plain language.
AT HEALTEMWT . S AR SCERAT = i IR 25 (A5 B, Bl
FK SN 1 UL Gy T B RE A 5 T TR AT
¥

We train our bank
personnel to have
adequate knowledge
to advise and assist
customers on banking
products and

Our staffs are adequately trained and competent to provide
suitable advice and recommendations to the customers.

AT 53 T 32 78 0 FAND AT e AT 1 25 P 4R A nad (1 A X
FHERE o

customers with a
personable service
experience.
TATAE A1
A AR 55455 o

services.

AT A L, 6

ITEA R Tl
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77 i MR 55 2 ORT

.

We provide a. We will exercise due care, skill and diligence from

understanding the customer needs to advising them on
banking products and service.
BATEMRIE 2 P TR, BT EEAIREE LKEER T
R, N P IRALAHIIRAT P a2 I

b. We will provide explanations in simple language and provide
options that meet the customer needs.
AT B o] B TE 5 AT U, R IR 2 2 P 7 R I
LI

c. We will provide the recommendation on a banking products
or services that are relevant to customer satisfaction.
TATH R AL LR P i R R ERAT 7 i BUIR 55

d. We will ensure our customers are heard, understood and
treated fairly every time.
FA TR IR IRATH 2 P RECER BE W8 43 20T o BRARAT -
RIS .

Pillar 4: Banking ma

We aim to make banking
channels.

FATH B Ao il SR RE

de Accessible / S5 U032 14 TLRERS HI4RIT AR S

experiences convenient and easily accessible through a variety of

IEARAT PRI AR A T 7T




Commitments / /K% _ Service Standards /%55

We are easily
accessible via various
channels.
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China Construction Bank (Malaysia) Berhad
China Construction Bank (Malaysia) Berhad

Level 20, Menara CCB, Quill 6,

No. 6, Leboh Ampang, City Centre,

50100 Kuala Lumpur, Malaysia.

E-mail / B T-HE4H: customerservice@my.ccb.com
Tel / H1% 5 19: 03-2160 1888

Fax / f& H.: 03-2712 1819

We will keep you
informed on the
various options to
make banking
convenient for you.
AT 5 AR
AT MR S5 ) & M IR

You can obtain more information as following: -

BT EE LR T AR EZER -

a. Visiting our website at http://my.ccb.com
WY http://my.ccb.com X3k
b. Engaging with our customer service.

R AR FRATH 2 o

We actively seek your
thoughts and
suggestions on how
we can serve you
better.
FATARG T SR A 48
R, DA i
HONRE RS

We value your feedback to serve you better.
PATEAG I S g, DAE S i oA R 55
Please contact us via:

I T 7 U R R

Customer Service / B}k

China Construction Bank (Malaysia) Berhad

Level 20, Menara CCB, Quill 6,

No. 6, Leboh Ampang, City Centre,

50100 Kuala Lumpur, Malaysia.

Tel / H1E54: 03-2160 1961

Fax / 15 #: 03-2712 1819

Email / HL T #E4H: customerservice@my.ccb.com

Additional avenues of resolving disputes are also available for you:

If you are not satisfied with the outcome of your complaint, you may seek review with the

following redress channels:

DR SE XS BRI AR B EE AN

BNMLINK

fen] LA BUR B JRIRIE SR T B

ABMConnect

Call / Hif5-fi%: 1-300-88-5465
Fax / f£H.: 03-2174 1515
E-mail / LT HEFE: bnmtelelink@bnm.gov.my

Laman Informasi Nasihat dan Khidmat (LINK)
Blok D, Bank Negara Malaysia,

Jalan Dato’ Onn, 50480, Kuala Lumpur.

Website / P ufi: http://www.bnm.gov.my/bnmlink

Call / Hif 5% 1-300-88-9980
Call / B35 5f%: 03-2202 7223

The Association of Banks in Malaysia
A-11-1, AICB Building

No.10, Jalan Dato’ Onn

50480 Kuala Lumpur

Website / Xk -
https://www.abm.org.my/eabmconnect



Ombudsman for Financial Services (OFS)
Call / Hi%57%: +603-2272 2811

Fax / f£ ¥: 03-2272 1577
E-mail / H T 45: enquiry@ofs.org.my

Ombudsmen for Financial Services (Formerly known as Financial Mediation Bureau)
Level 14, Main Block,

Menara Takaful Malaysia

No.4, Jalan Sultan Sulaiman

50000 Kuala Lumpur
Website / M %f: http://www.ofs.org.my



