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Customer Complaint Channels and Handling Procedures

We are pleased to provide you with quality service. If you have any opinions on our products and services,
please contact us in a timely manner. Thank you for your continued support of our work.

Complaint Channels

Business outlet: You can complain directly to our staff at the outlets.

Customer service hotline: You can call our 24-hour customer service hotline at
95533 to file a complaint. Please press 9 for English service and then proceed
accordingly.

Complaint Acceptance website: You can visit CCB’s official website
(www.cch.cn) and go to Home - Customer Service - Leave a Message - Complaint.
Mobile phone channel: Contact our online customer service through the Wechat CCB Customer Service
official account of"CCB Customer Service", "CCB", or CCB Mobile Banking APP. WeChat Official Account
Service email: CCBKF.ZH@CCB.COM.

Address and postcode of the Head Office: No. 25, Financial Street, Xicheng

District, Beijing, China 100033.

Complaint Handling Procedures
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1. You can file your complaint through the complaint channels announced by CCB.

2. The complaint handling institution will make a decision within 15 days and inform you of the
decision, which may be extended to 30 days for complex complaints, but the maximum handling
period will not exceed 60 days.

3. If you disagree with the complaint handling result, you may apply in writing to the supetior
institution of the complaint handling institution for verification within 30 days from the date of
receiving the handling decision. If you disagree with the verification decision, you may apply to the
superior institution at the next level for further verification.

4. If you still disagree with the verification result, you are entitled to request the contact details of the
local financial consumer dispute mediation organization from the complaint handling institution. You
may then apply for mediation or pursue the dispute through arbitration or litigation.

We appreciate your valuable feedback and are committed to addressing your concerns!
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