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COMPLAINT HANDLING AND GRIEVANCE REDRESS MECHANISM OF

COMMERCIAL BANK OF CEYLON PLC
(Approved by the Board of Directors in April 2024)

INTRODUCTION

Globally, the concept of Financial Consumer Protection (FCP) is deeply established in the fabric of
Financial Regulatory Frameworks and it strives to create an environment where consumers have
access to reliable Financial Services and accurate information that can be used to make informed
decisions and are shielded from unfair practices while a robust and transparent mechanism is in place
for timely handling of complaints and grievances.

At its core, FCP aims to create an environment where financial consumers (FCs) can trust the financial
institutions they engage with. This trust is built upon the principles of transparency, fairness, and
accountability while FCs (alternatively referred to as ‘customers’) whether individual or businesses,
should have access to clear and accurate information, enabling them to make informed decisions
about their financial affairs.

In the absence of robust FCP, the potential for abuse and exploitation by Financial Service Provider
(FSP) increases. Unfair practices, hidden fees, and non-disclosure of crucial terms and conditions can
erode consumer confidence, leading to a lack of trust in the Financial System. This, in turn, has ripple
effects on the stability of financial institutions and the overall health of the economy.

In view of the above, the policymakers and regulators worldwide have recognised the need to fortify
consumer protection measures, which include stricter regulations, enhanced disclosure requirements
and mechanisms for addressing consumer grievances in order to enhance transparency and
governance. Accordingly, the Central Bank of Sri Lanka (CBSL) has issued the Financial Consumer
Protection Regulations (FCPR) in August 2023 for implementation by the Banks.

FINANCIAL CONSUMER PROTECTION IN COMMERCIAL BANK OF CEYLON PLC

The Commercial Bank of Ceylon PLC (the Bank), a prominent player in the banking sector in Sri
Lanka, recognises the significance of FCP and has developed this Financial Consumer Protection Policy
(FCPP) that includes Complaint Handling and Grievance Redress, in alignment with the above
mentioned Regulations issued by the CBSL and the best practices, to ensure the protection and well-
being of Financial Consumers (FCs).

The FCPP, which has been developed to encompass its overseas branch operations and personnel, is
not merely a regulatory obligation, but, embodies the Bank's dedication to building lasting
relationships with its customers based on trust and fairness. In the policy the Bank places a strong
emphasis on establishing effective mechanisms for dispute resolution among other aspects such as
transparent disclosure, preventing deceptive practices and safeguarding customer data.

As per the FCPR the Bank is required to publish complaint handling procedure in the Bank’s website
and the following is an extract of the section on COMPLAINTS AND GRIEVANCE REDRESS included in
the Financial Consumer Protection Policy - Version 1.0 which has been approved by the Board of
Directors of the Bank in April 2024.
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1. COMPLAINT AND GRIEVANCE REDRESS

The Bank continuously strives to improve the service quality and standard it provides and
welcomes any information and feedback from customers. In that context, the complaint is seen
as an opportunity to review and evaluate the service the Bank delivers.

In this regard the Bank has introduced a comprehensive complaints handling procedure to give
customers the confidence that a complaint made will be treated confidentially, fairly and with no
retribution.

The complaint handling activity is directly under the supervision of the Bank’s Assistant General
Manager - Operations who also acts as the Complaint Resolution Officer to represent the Bank
with the Financial Ombudsman of Sri Lanka.

The Branch Manager, the Head of the Department and the Chief Manager — Operations shall be
responsible for coordinating complaint handling procedure of each Unit.

The Bank shall maintain records relating to the complaints for a period of six years from the date
the complaint is resolved.

Details of complaint handling procedure adopted by the Bank and alternate methods such as the
procedure at the Financial Consumer Protection Department (FCRD) of the CBSL and the Financial
Ombudsman are made available to the FCs in the Corporate Website and via the other publicised
communication channels of the Bank.

2. PROCEDURE ADOPTED BY THE BANK

i. Complaints may arrive through channels publicised for that purpose or through any other
contact details or accesses the complainant may have.

ii. All complaints received are captured and classified for escalation, review and action as
required and to ensure that they are dealt with, promptly in a fair and transparent manner.

iii. The Bank shall acknowledge the complainant in writing, with contact information of the
officer handling the matter.

iv. The Bank while endeavouring to resolve complaint which require urgent attention at the
earliest possible, shall take steps to address any complaints within three working days.

v. If for any reason a complaint cannot be resolved within three working days, an
acknowledgement by way of an interim reply shall be sent to the complainant informing that
the matter is receiving attention and if possible, explaining the reason for the delay within
such three days. Such complaints shall be resolved within fourteen working days.

vi. Every effort shall be taken by the Bank to avoid any conflicts of interest when handling
complaints of the FCs.

vii. Bank shall use the complaint data to carry out root cause analysis in order to seek

opportunities to improve the products and services offered. Records shall be maintained on
complaints for future reference and analysis.
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3. ALTERNATE DISPUTE RESOLUTION PROCEDURES

If the complaint has not been resolved by the Bank to the satisfaction, further redress
mechanisms are available for the Financial Consumer.

3.1 Complaint Handling Procedure of the FCRD - CBSL

FCs have been given the option to seek assistance from CBSL and details regarding the
specific procedures followed by the CBSL in handling complaints made by the FCs are clearly
outlined in the Section 47 of the Extraordinary Gazette Notification No.2344/17 dated 09%"
August 2023 - Financial Consumer Protection Regulations.

3.2 Financial Ombudsman

In addition to submitting the complaint to CBSL, FCs may resort to seeking resolutions by
referring their complaints to the Financial Ombudsman.

4. REVIEW AND APPROVAL

The Financial Consumer Protection Policy FCPP which included the Complaints and Grievance
Redress procedure has been developed and approved by the Board of Directors of the Bank in
April 2024.

The FCPP shall be reviewed periodically for the contents to be effective and relevant, considering
the changes taking place in the regulatory environment, industry best practices and the needs
of Financial Consumers.

END OF DOCUMENT
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B9 BISTCTT LIMTESTLLES C&MeTenssWITergl (FCPP) L|SMI&6T LDMmILD
GHNMESET BHlUTSHH QFUILLD B (LPenMen 2 6TemL&H&HIUISTGSLD,
GLOSYILD @) & 2024 QLD 3,600T(H 6TLIT6V LOMSHSHH6L eUmbISIUN6oT LieooflLILImerTTy
FOLIWIMEL 2 (HeUTHELILL (H HRSBSFHHIULLSMTELD.

RBIGLH S SH6V (Wenm&erflev goLBILD LOMMHMMHISHET,
QS MPlLZIDWIET FIDHS BEML(LPEMEET LOOMILD BIG) HisTCeuTlest
CHemauseT g Hweaimmley gmudD LOMMHOMBIGET  CUIMETMeIDEmM
85@5@6\) Qasrrm@ gjasg(ge'um;r urrgjasrruu Q&HMETEN&HUITEOTSI  (FCPP)
BT 2 GTETLSHEHMIFHET  LILISIGTITHTHAD  QUTIHSSHLOME0TSHTHELD
IMWLEFHEHEHSTEH elall IGUMS LDGHILILIMUI6| GQEFuuLI(HLD.

SL6UEDOTLD (LPLG.6YDMS!



