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1 - Purpose

In accordance with the Luxembourg Commission de Surveillance du Secteur Financier
(CSSF) Regulation No 16-07 (the Regulation) relating to out-of-court complaint
resolution, Agricultural Bank of China (Luxembourg) S.A. and Agricultural Bank of
China, Luxembourg Branch’s (hereafter together referred to as the Bank) is obligated
to provide Complaint Guidelines for all Bank customers.

2 - Scope

These Guidelines applies to Bank customers wanting to submit a Complaint relating to
activities of the Bank and the customer.

3 - Definition

As defined by the Regulation, a Complaint is an expressed dissatisfaction to recognise
a right or to redress a harm. Any natural or legal person having filed a Complaint to
the Bank is defined as the Complainant.

4 - How to file a Complaint?

Any Complaint concerning the Bank, must be in writing and written in English. The
Complaint should be addressed to:

Manager in charge of Complaints

Agricultural Bank of China Luxembourg S.A. & Branch
65, boulevard Grande-Duchesse Charlotte L-1331
Grand Duchy of Luxembourg.

The complaint must contain the following:
- name & address of the customer/Complainant;
- pertinent facts including the date & time of the service or action which is the
basis of the Complaint; and
- copies of any support documents.

5 - What can you expect from us
Handling your Complaint:

Upon receipt of the Complaint, the Bank will acknowledge its receipt through a
confirmation letter sent by post and addressed to the Complainant within ten (10) days
unless the Complaint can been mutually resolved within this period.

Furthermore the Bank will provide the Complainant with a written explanation of the
outcome of the Bank’s investigation into the Complaint and any actions taken to
resolve the Complaint within one (1) month.

Whenever an answer cannot be provided within one (1) month, the Bank will inform
the Complainant of the cause of the delay and indicate the date at which a response
is likely to be provided.
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6 - Escalation

If the Complaint is of a serious nature, the Complaint may be escalated to the Bank’s
Board of Directors.

7 - Referral to the CSSF

If the Complainant is not satisfied with the Bank’s investigation and the Complaint letter
of reply, the Complainant may refer the Complaint to the CSSF. The procedure for
referral to the CSSF is defined in the Regulation (Art.5(2)) and explained on the CSSF
website: http://www.cssf.lu/en/consumer/complaints/
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