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APAC CIB & WM Client Complaint 

Policy 

Owner entity * OE 11202259 - APAC 

Co-owner entity (ies) N/A 

Involved Process(es)* 
L1 - PR00013 After 
sales, Trades & 
Transactions 

Select an item Select an item Select an item 

Involved Risk(s)* 

L1 - RIT0001 / L2 - 
RIT0023 / L3 - 
RE00147 Risk that 
clients complaints 
are not properly 
handled  / 
L4RE00009 Risk 
that clients 
complaints are not 
properly handled  

Select an item Select an item Select an item 

Keywords  Client Complaint; Protection of Interests of Clients; PIC 

  

Level * Level 3 

Procedure type * 1- Policy 

Scope of Application: 
Applying entity (BU, 
BUG, OE, LE) * 

OE 11199789 - CIB - Pole Corporate and Institutional Banking; OE 951597 - 
ALM Treasury Business; OE 202000 - Wealth Management GAIM 

Scope of Application: 
Covered entity (BU, 
BUG, OE, LE) * 

 

Geographical Scope of 
Application: 
Applying entity (region, 
territory) * 

APAC    

Geographical Scope of 
Application: 
Covered entity (region, 
territory) * 

APAC    

To Adapt Locally * Applied as such or Transposition 

Classification rules * Internal 

Author(s) * or drafting 
team 

Herman WESSELS 

Author role * Head of APAC CCCO Transversal team  

Validator(s) * Michael AGULLO 

Validator role APAC CCCO 

  

file:///C:/Users/191674/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/SMZ9BEED/Short%23Involved_Processes
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* Mandatory fields    

** Mandatory fields when relevant: if the field is not completed, it means it is not relevant 

All roles, responsibilities and tasks mentioned in this document are undertaken by BNP 

Paribas Employees without distinction of gender.  

 

 

• 

• 

• 

• 

 

Reference * CIBL3-01700-EN 

Version * V.3.0 (correction) 

Validation date * 12/04/2024 

Publication date * 17/04/2024 

Effective date * 17/04/2024 

Renewal date * 17/04/2026 

 
 

 

Strict parent procedure 
-strict parent link to 
cascade the norm ** 

N/A 

Affiliated parent 
procedure(s) - parent 
link(s) for the operational 
implementation 
** 

CPL0276 - Politique de Protection des Intérêts des Clients; CIBL3-00011-EN GM 
– Global Markets Complaints Management – Conduct Governance Procedure; 
CIBL3-04293-EN-GB – DMA Client Complaints Management – Conduct 
Governance Framework;  CIBL3-05704-EN Client Complaints Handling 
Corporate Policy; WMGTL3-00263-EN_Client Complaints Handling 

Regulatory text(s) / 
legal provision(s) 

N/A 

Control plan(s)/control 
(s) re. if any 

CPL0330 – Compliance LOD1 Generic Control Plan – Protection of Interests of 

Clients 
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▪ 

− 

− 

− 

− 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

 

 

2 
3 

https://myprocedures.cib.echonet/procedures/CIBL3-00011-EN
https://myprocedures.cib.echonet/procedures/CIBL3-04293-EN
https://myprocedures.cib.echonet/procedures/CIBL3-05704-EN
https://wm.group.echonet/sites/Procedures/WM%20Processes/FR%20Versions/a.%20Administration%20de%20Comptes%20&%20Clients/e.%20Gestion%20des%20r%C3%A9clamations%20Clients/Client%20Complaint%20Handling%20V4.3.pdf
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▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 
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7  

https://echonet.bnpparibas/pages/5e16ea4bc133fcf94269b312
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▪ 

▪ 

▪ 

▪ 

▪ 
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https://apps-apac.cib.echonet/teams/CIBComplaints
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▪ 

▪ 

▪ 

https://weshare.group.echonet/sites/proceduresgroupe/dirgroup/Lists/Referentiel/DispForm.aspx?ID=6620
https://weshare.group.echonet/sites/proceduresgroupe/dirgroup/Lists/Referentiel/DispForm.aspx?ID=7861


 

APAC CIB & WM Client Complaint Policy  15/47 
 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

 
13  
14 



 

APAC CIB & WM Client Complaint Policy  16/47 
 

 

 

▪ 

▪ 

▪ 

▪ 

▪ 

 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪

▪

▪

▪

▪

▪



 

APAC CIB & WM Client Complaint Policy  17/47 
 

 

 

▪ 

▪ 

▪ 

▪ 

 

 



 

APAC CIB & WM Client Complaint Policy  18/47 
 



 

APAC CIB & WM Client Complaint Policy  19/47 
 

20231219 

AU0638CP Client Complaints handling ANZ Addendum to APAC CIB and WM Policy.pdf

▪ 

▪ 

− 

−  

− 

▪ 

▪ 
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• 

• 

https://www.bnpparibas.com.hk/en/client-complaints/
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▪ 

▪ 

− 

− 

− 

− 

▪ 15,

▪ 

 
15 Implementation of the Terms of Reference for Financial Dispute Resolution Centre in relation to Financial Dispute Resolution 

Scheme for Small Enterprises is effective from 1 July 2018. 
 
Small Enterprise means a limited company or a partnership, and in accordance with its latest financial year end statement has: 
(1) an annual turnover not exceeding HK$50 million; and (2) gross assets not exceeding HK$50 million; and (3) not more than 
50 employees in Hong Kong. 
 
If a limited company is a subsidiary company or a holding company (in accordance with the definitions used in the Companies 
Ordinance (Cap. 622)) within a group, the group’s consolidated figures will be used. For overseas incorporated enterprises, same 
criteria apply. 

http://www.fdrc.org.hk/en/doc/FDRC_ToR_Full_2018_en.pdf
http://www.fdrc.org.hk/en/doc/FDRC_ToR_Full_2018_en.pdf
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APPENDIX A 

SUMMARY OF OUR COMPLAINT HANDLING 

PROCEDURES 

HK_Appendix A 

Summary Complaint Handling.docx
 

APPENDIX B 

SUGGESTED TEMPLATE FOR ACKNOWLEDGING 

COMPLAINTS 

HK_Appendix B 

Acknowledgment of Complaint.docx
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https://www.rbi.org.in/scripts/BS_Listofallreturns.aspx
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▪ 

 

▪ 
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http://scores.gov.in/
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▪ My Procedures (by CIB) - CPLL3-01030-EN-Rules regarding the Handling of Client 

Complaints (AE) 

▪ My Procedures (by CIB) - CPLL3-01053-EN-Rules regarding Dispute Settlement (SE) 

▪ My Procedures (by CIB) - CPLL3-01030-EN-Rules regarding the Handling of Client 

Complaints (AE) 

▪ My Procedures (by CIB) - CPLL3-01052-EN-Rules on Handling of Resolution and 

Settlement of Disputes Etc 

 

https://myprocedures.cib.echonet/procedures/CPLL3-01030-EN
https://myprocedures.cib.echonet/procedures/CPLL3-01030-EN
https://myprocedures.cib.echonet/procedures/CPLL3-01053-EN
https://myprocedures.cib.echonet/procedures/CPLL3-01030-EN
https://myprocedures.cib.echonet/procedures/CPLL3-01030-EN
https://myprocedures.cib.echonet/procedures/CPLL3-01052-EN
https://myprocedures.cib.echonet/procedures/CPLL3-01052-EN
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mailto:NBPS@paynet.my
mailto:ebizfpx@paynet.my
mailto:rpp@paynet.my


 

APAC CIB & WM Client Complaint Policy  38/47 
 

 



 

APAC CIB & WM Client Complaint Policy  39/47 
 

• 

• 

• 

• 

• 

 



 

APAC CIB & WM Client Complaint Policy  40/47 
 

 

 



 

APAC CIB & WM Client Complaint Policy  41/47 
 

• 
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mailto:tw.compliance@asia.bnpparibas.com
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