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1. Purpose 

The purpose of this Consumer Protection and Customer Complaint Management Policy 
(this Policy) is to set out the policies and procedures adopted by Bank of China (Australia) 
Limited ABN 28 110 077 622 (BOCAL, the Bank, we, us) to uphold the obligations of the 
Bank to the interests and rights of all Consumers, with particular reference to the of handling 
customer complaints or disputes (collectively referred to as “complaints” in this policy). 

The aim of this issue is to provide information and direction to our Customers seeking 
assistance in any Consumer Protection or Complaint matter. We seek a positive culture to 
ensure beneficial outcomes for Customers across all of the Bank’s products and customer-
facing operations. 

In regard to Complaint Handling, the Bank will seek to uphold: 

(a) the opportunity to resolve complaints quickly and directly;  

(b) the promotion of trusted relationships between the parties;  

(c) improved levels of consumer confidence and satisfaction;  

(d) greater understanding of the key drivers of complaints;  

(e) the ability to identify emerging issues and inform product and service delivery 
improvements; and  

(f) reduced AFCA and future remediation costs. 

2. General obligations, legislative provisions and guidance material  

i. BOCAL holds Australian Financial Services Licence (AFSL) number 287322 to carry 
on a financial services business in Australia pursuant to Chapter 7 of the Corporations 
Act 2001 (Cth) including relevant provisions of the Corporations Regulations 2001 (Cth) 
(Corporations Act) for both retail and wholesale customers. BOCAL holds Australian 
Credit Licence (ACL) number 287322 to engage in credit activities pursuant to the 
National Consumer Credit Protection Act 2009 (Cth) including relevant provisions of the 
National Consumer Credit Protection Regulations 2010 (Cth) (NCCP Act) in relation to 
individual customers. 

ii. BOCAL as AFSL holders and ACL holder, must: 

 be a member of an external dispute resolution scheme approved by ASIC; 
and 

 have an internal dispute resolution (IDR) procedure that: 

 complies with standards and requirements made or approved by ASIC 
in accordance with the regulations; and 

 covers disputes in relation to: 

  financial services (provided by BOCAL); or  

 credit activities (conducted by BOCAL or its representatives in relation 
to credit provided by BOCAL that is regulated by the National Credit 
Code). 
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This Policy reflects the Bank’s policy for compliance with relevant regulatory and industry 
code obligations including: 

 ASIC guidance in Regulatory Guide 165: Licensing: Internal and external dispute 
resolution (RG 165)1; 

 ASIC guidance in Regulatory Guide 271: Internal Dispute Resolution 

 the Corporations Act;  

 the NCCP Act; 

 the Banking Code of Practice (BCOP); 

 the ePayments Code; and 

 Consumer Data Right Rules (CDR) applicable to BOCAL as a “CDR Participant”. 

3. Privacy and the Use of Personal Information 

3.1 Definition of Personal Information 

Personal information means information or an opinion about an identified individual, or an 
individual who is reasonably identifiable, whether the information or opinion is true or not and 
whether the information or opinion is recorded in a material form or not. 

Personal information may include: 

 Contact details such as a Customer’s telephone, facsimile and e-mail address;

 Identification details such as a Customer’s name, residential address, gender, 
marital status, date of birth, nationality, place of birth, government identifiers 
and verifying documents such as your driver’s licence or passport;

 Customer’s tax residency status and tax file number or tax identification number;

 Banking and financial details such as transactions relating to account, annual 
income, source of income and account details with other banks including loan 
account numbers;

 For credit and loan facilities, information such as Customer occupation, balance 
sheet, copies of bank statements, credit reference checks and employment 
details;

 Personal preferences such as Customer’s preference for language when 

communicating with us; 

 Information about the products and services we have provided.

 CCTV footage, including photos or videos of Customers at our premises.

 

3.2 How the Bank uses Personal Information 

The Bank may collect, hold, use and disclose your personal information for the following 
purposes: 

 Establishing Customer identity and assessing your applications for our products 

and services
                                                      
1 RG 165 31 May 2018 version. 
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 Providing the products and services requested by the Customer;

 Providing customer support;

 Monitoring and evaluating our products and services;

 Responding to Customer queries or requests for assistance (including 
hardship applications) or complaints;

 In order to detect and prevent fraud and financial loss;

 Administering our customer relationships, services, products, systems and 

business functions;

 Complying with our legal obligations and meeting government and law 
enforcement agencies or regulators requirements, including our obligations 
under applicable anti-money laundering and counter-terrorism financing and 
sanctions laws, or a court/tribunal order;

 Developing and researching our products and services;

 Conducting appropriate checks for credit-worthiness;

 Maintaining and developing our information technology systems, including the 
testing and upgrading of these systems; 

 Providing Customers with information relating to our products or services that 
we believe may be to their interest.

 To ensure the safety and security of our premises and those working at or 
visiting our premises.

 

3.3 Consumer Protection Privacy Obligations 

Within the scope of Consumer Protection, the Bank will seek to protect against the loss or 
breach of Customer’s personal information through the following measures: 

 Ensure that only authorized staff have access to personal information of Customers. 

 Store personal information in secure databases that require personnel-identifying 
logins and security passwords. 

 Only utilize the personal information of Customers for the explicit purposes necessary 
for our business listed under section 3.2 of this policy, including AML/CTF obligations. 

 Provide a clear and transparent process through which Customers can lodge a 
complaint regarding the collection and storage of their personal information (please 
refer to the BOCAL Privacy Policy). 

 Include privacy obligations into the scope of the Consumer Protection Committee as 
a dedicated function to monitor the effectiveness of the Bank’s collection and use of 
personal information. 

For the full description of the Bank’s collection and usage of personal information, please 
refer to the following Policies managed by the Legal and Compliance Department: 

 Privacy Policy. 

 Credit Reporting Policy revised for Consumer Data Rights. 

 Conflict of Interest Policy. 
4. Definitions of “complaint” and “complainant” 

4.1 Complaint 
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The Bank has adopted the following definition of “complaint” as provided in RG 271 and 
adopted from AS/NZS 10002:20142: 

This definition is adopted to promote consistent treatment of complaints and disputes and to 
ensure identification of complaints or disputes at the earliest opportunity. Complaint includes 
all complaints and disputes, regardless of whether such complaint or dispute has been 
referred to our external dispute resolution (EDR) authority (currently the Australian Financial 
Complaints Authority (AFCA)). In this Policy, a reference to “complaint” includes a “dispute”. 

This Policy should be read in conjunction with the attached “Guide for Customers – 
Lodging a Complaint” (refer to Annexure 4) that sets out the steps for lodging a complaint 
with the Bank. 

This Customer Complaints Policy covers: 

 our IDR Procedures to comply with the standards and requirements made or approved 
by ASIC which cover: 

o complaints made by retail clients in relation to the financial services provided by 
both BOCAL; and  

o complaints in relation to credit activities engaged in by BOCAL or its 
representatives (including any credit representatives);  

o complaints in relation to banking services that are covered by the BCOP, 
vulnerable customer are to be handled with manners in line with BCOP 
requirements; and 

o complaints in relation to transactions covered by the ePayments Code in relation 
to facilities provided by BOCAL. 

o complaints in relation to BOCAL’s CDR data obligations (i.e. CDR rules published 
by ACCC covering collection, recording, resolve and reporting obligations etc.; 

 access to our EDR scheme provider, AFCA. 

NOTE: For complaints or disputes in relation to the Bank’s handling of personal information of 
individuals under the Privacy Act 1988 (Cth) (including credit reporting issues), please refer to 
“Bank of China Australian Operations Privacy Policy and Credit Reporting Policy”. For complaints 
or disputes in relation to Consumer Date Right (CDR), please refer to the Bank’s CDR Policy for 
complaints / disputes in relation to the Bank's handling of CDR data. 

4.2 Complainant 

                                                      
2 Paragraph RG.165.78 – this definition is adopted from Australian Standard AS ISO 10002-2006 
Customer satisfaction – Guidelines for complaints handling in organisations  (ISO 10002:2004MOD) 
published by SAI Global Limited on 5 April 2006. 

An expression of dissatisfaction made to or about an organisation, related to its products or 
services, staff or the handling of a complaint, where a response or resolution is explicitly or 
implicitly expected or legally required. 
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The Bank accepts complaints from customers who are Retail Clients, as defined by section 
761G of the Corporations Act and Small Businesses as defined under the AFCA Rules 
(together referred to as Customers in this Policy).  

5. Roles of Customer-Facing Business Units 

The following roles are available to our Customers to assist with customer complaint activities 
and any inquiries regarding Consumer Protection: 

5.1 Our Branch Network  

Branch Managers are responsible and accountable for effective Consumer Protection 
implementation and customer complaint handling within that Branch. The Branches must 
implement procedures at staff level to take ownership and responsibility of customer 
complaints, including but not limited to the following activities:  

 receive and acknowledge customer complaints,  

 try to resolve complaints at the first possible instance,  

 escalate to appropriate level for complaints not resolved on the spot, 

 record and report customer complaint,  

 act as the contact point for the customer to facilitate any investigation and attempt 
to find solutions to resolve the complaint, and 

 
5.2 Complaint Officer 

The Complaint Officer shall oversee the Branch Network and their contact details shall be 
published on the Bank’s website. 

The Complaint Officer is responsible for the following: 

 Oversight of the customer complaint handling in the daily business operations. 

 Being the escalation point for Branch when the complaint cannot be resolved 
within the designated time frame. 

 When a complaint is escalated, Complaint officer shall coordinate the 
investigation and facilitate the resolution of the complaint. 

 Drive the continual improvement of complaint handling process and customer 
experiences. 

 Coordinate reporting, monitoring activities as well as training resources for front 
line staff. 

 Act as the contact point for External Dispute Resolution matters and coordinate 
investigation and facilitate the resolution of the complaint 

The Complaint Officer has direct reporting channel to Senior Management at 
highest level within the Bank to raise matters related to significant complaint 
handling and compliance issues.  

 
5.3 Customer Advocate 
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The Bank's Customer Advocate represents the customer interests within the Bank’s day 
to day operations and is available to customers to help facilitate fair customer outcomes.  

Each Branch is qualified to explain how to discuss the Customer Advocate role with a 
customer.  

The Customer Advocate independently review the Bank’s IDR processes to drive fair 
outcomes for customers. 

The Bank offers a complainant the option of escalating their complaint to the Customer 
Advocate, as an alternative to AFCA, after an IDR Response is issued. When making 
such an offer, the Bank must not prevent complainants from exercising their right to 
access AFCA. 

If the complainant chooses to escalate their complaint to the Customer Advocate, the 
total time spent dealing with the complaint must not exceed the relevant maximum IDR 
timeframe. The total time includes both the IDR process and the Customer Advocate 
review. For the purpose of calculating the IDR response timeframe, the number of days 
will pause from the date that the IDR Response is sent to the complainant. Any time limit 
will resume from the date that the complainant notifies the Bank that they wish to escalate 
the complaint to the Customer Advocate. 

Customers can contact the Bank’s Customer Advocate via: 

Phone: (02) 8871 5888 

Email: customeradvocateau@bankofchina.com 

6. Communication with Customer  

Communication with customer need to follow below principles:  

1. Follow the relevant Banking Code of Practice (“BCOP”)requirements to provide clear and 
transparent responses to Customer, and to drive better outcomes and customer 
experiences; 

2. Upon completion of any investigation, the Bank should provide a written response which 
including: 

a. Outcome of the investigation of the complaint;  

b. Customer’s right to take complaint to external dispute resolution provider;  

c. The name and contact details of the Bank’s external dispute resolution 
provider. 

3. All communications must follow those timelines set by the BCOP; 

4. All written communications other than standard response letters must be approved by 
legal counsel prior to sending or publication. 

5. The guiding principle of Customer communication will be that the Branch is responsible 
for the relationship. 
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Call Centres, including from the Operations Department, will function as back-end teams 
and will not communicate directly with Customers. 

7. Consumer Protection Legislative Updates 

The BOCAL Consumer Protection Committee will be responsible for the regular oversight and 
update of the Bank’s Consumer Protection controls and/or the Bank’s Products and Services. 
Members of the Committee will be responsible to update the Committee and the Bank’s 
framework in line with any legislative update at the State or Federal level. 

In order to maintain a high level of diligence to the Bank’s Consumer Protection obligations, the 
CPC will be required to: 

I. Review the Bank’s Consumer Protection framework and assess the effectiveness of 
the policies in place in line with local legislation, regulation and PBHO requirements. 

II. Provide a quarterly report to the Senior Management and the BOCAL Board of 
Directors with observations or recommendations for enhancing the Bank’s Consumer 
Protection framework. 

III. Consult the Bank’s relevant Business Units to receive feedback and determine the 
Bank’s resource allocation needs for Consumer Protection. 

IV. Review the Bank’s Customer Complaints Register and individual Customer 
Complaint reports in order to supervise and evaluate the effectiveness of the Bank’s 
IDR and EDR processes. 

8. Consumer Data Rights Complaints 

Complaints relating to Consumer Data Rights (CDR) will be dealt with by the BOCAL eBanking 
Team (Operations Department). 

The eBanking Team will be responsible for handling complaints related to CDR, however is not 
customer-facing. The eBanking Team will liaise with Branches and Business Units to 
communicate the procedure and outcome of complaints to customers.  

Please refer to the BOCAL Consumer Data Rights Policy, or contact us to receive a copy, for a 
full summary of the procedures to deal with a complaint of this nature across the Bank’s Business 
Units. 
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PART A: The Bank’s Internal Dispute Resolution Principles and Procedures 

 Financial Product Terms and Conditions - available on the Bank’s website at 
www.bankofchina.com/au  and from Branches 

 Credit Guide (for consumer credit products) –available from Branches 

 Guide for Customers – Lodging a complaint (refer to Annexure 4) –available on 
the Bank’s website at bankofchina.com/au and from Branches. 

In addition, the Bank publishes information on its IDR Procedures and its EDR Scheme 
through its: 

a) branches; and 
b) website or other digital platforms. 

 
 

Nomination of contact point for complaints 

Complaints are to be dealt with at the same level from which they are received (such as Customer 
Telephone Service Centre of the Operations Department, the Card Team of the Personal 
Banking Department, etc). At the Branch level, the staff member receiving a complaint will be 
responsible for coordinating the handling of that matter, including lodging a complaint report in 
the OA system or escalating the matter if necessary. 

The name and contact details for the responsible staff member are to be provided to the 
complainant at the time a complaint is made. 

If the matter is serious in nature, or the staff member receiving the complaint is in any way involved 
or conflicted in the matter, the Branch Manager will be the default contact point for the complaint. 
The Deputy Branch Manager is the next-available person to receive and handle a complaint if 
the Branch Manager is conflicted for any reason.  

 

While the Branch Manager is the primary customer contact, the appointment of this person does 
not relieve other staff from their responsibility to understand the Bank’s complaints procedures 
and to accept, record and deal with complaints as and when required. 

Complaints Officer: 

Complaints Officer for Bank of China (Australia) Limited, and is the contact person for all 
complaints from BOCAL customers, or relating to BOCAL products or services, that are not 
resolved at branch/relevant business unit level.  

The BOCAL Complaints Officer contact details are: 

 Email address: wendy.liu@bankofchina.com   

 Phone: (02) 8871 5888 

What is an IDR Response? 

An ‘IDR response’ is a written communication from the Bank to a Complainant, informing them of:  

http://www.bankofchina.com/au
mailto:wendy.liu@bankofchina.com
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(a) the final outcome of their complaint at IDR (either confirmation of actions taken by the Bank to fully 
resolve the complaint or reasons for rejection or partial rejection of the complaint);  

(b) their right to take the complaint to AFCA if they are not satisfied with the IDR response; and  

(c) the contact details for AFCA. 

The level of detail in an IDR response needs to reflect the complexity of the complaint and the nature and 
extent of any investigation conducted by the Bank.  

An IDR response must not contain information that would breach the Bank’s Privacy, AML/CTF or other 
legislative obligations 

A IDR Response of rejection or partial rejection of complaint 

If the Bank rejects or partially rejects the complaint, the IDR response must clearly set out the reasons for 
the decision by:  

(a) identifying and addressing the issues raised in the complaint;  

(b) setting out the financial firm’s findings on material questions of fact and referring to the information 
that supports those findings; and  

(c) providing enough detail for the complainant to understand the basis of the decision and to be fully 
informed when deciding whether to escalate the matter to AFCA or another forum. 

 

Complaint type Maximum timeframes for IDR response 

Standard complaints No later than 30 calendar days after receiving the complaint 

Credit related complaints involving 
default notices 

No later than 21 calendar dats after receiving the complaint 

Credit-related complaints involving 
hardship notices or requests to 
postpone enforcement 
proceedings 

No later than 21 calendar days after receiving the complaint. Exceptions 
apply if the credit provider or lessor does not have sufficient information to 
make a decision, or if they reach an agreement with the complainant.  

Insufficient information  

If the credit provider or lessor does not have sufficient information about a 
hardship notice to make a decision, they must request the information no 
later than 21 calendar days after receiving the complaint. The complainant 
must provide the information within 21 calendar days of receiving the request. 
Once the credit provider or lessor has received the requested information, the 
credit provider has a further 21 calendar days to provide an IDR response. If 
the credit provider or lessor does not receive the requested information within 
21 calendar days of requesting the information, the credit provider or lessor 
has 7 calendar days to provide an IDR response.  

Agreement reached  

If agreement is reached about a hardship notice or request to postpone 
enforcement proceedings, the credit provider or lessor has 30 calendar days 
to confirm the terms or conditions in writing. 
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Details of the IDR Procedures 

 Step 1: Initiation of complaint 

A customer may report a complaint to any customer service officer. A customer service officer is 
defined as any bank employees who at any point of time directly interacting with a customer. 
Examples of customer services officer are teller, account managers, relationship managers, loan 
managers, contact center staff, a Branch Manager who temporally servicing a customer etc. The 
customer service officer receiving the complaint may be able to resolve the matter or may refer 
the matter in the first instance to the relevant Branch/Business Unit Complaints Manager.  If a 
complaint involves a customer service officer, that customer service officer must not handle the 
complaint. If a Branch/Business Unit Complaints Manager or the staff member first handling the 
complaint is a subject of the complaint, he or she must not manage the complaint and must hand 
the complaint directly to their Branch Manager, Business Unit Manager or Head of Department, 
as appropriate.   

Any officer who receives a complaint becomes the officer responsible for managing that 
complaint unless or until the complaint is handed to the Branch/Business Unit Complaints 
Manager. The Branch/Business Unit Complaints Manager must ensure he/she has a proper 
understanding of the complaint and must attempt to resolve the matter within the scope of his or 
her authority. The name and contact details of the Branch/Business Unit Complaints Manager 
must be provided to a complainant if their matter is not resolved at first instance. 
 
Refer to Annexure 1 which details suggested complaint-handling procedures. Follow these 
procedures where applicable.  

When a customer complaint is received and cannot be immediately resolved, the 
Branch/Business Unit Complaints Manager is required to acknowledge receipt by notifying the 
customer that the complaint has either been resolved or has been lodged and will be managed 
through the Bank’s IDR process.  If it is not possible to notify the customer immediately, 
acknowledgement must be as soon as possible and within 24 hours unless there are extenuating 
circumstances that prevent the customer being contacted within that time and these 
circumstances must be recorded in the complaint record.  

If a resolution will take more than 24 hours, the customer must be informed that the receipt of the 
complaint has been lodged and the reasons for further investigation through IDR. 

 Step 2: Escalation to Branch Manager of the relevant branch or Head of 
Department of the relevant business unit 

Where the Branch/Business Unit Complaints Manager has not been able to successfully resolve 
a complaint within 24 hours, the customer has the right to speak to the Branch Manager of the 
relevant branch or the Head of Department of the relevant business unit. 

Any customer officer or member of a business unit who is dealing with a complaint must ensure 
that the customer is aware of the Guide for Customers – Lodging a Complaint (refer to Annexure 
4), and has been given a copy or access to a copy on the Bank’s website. 

The relevant Branch Manager or Head of Department (as applicable) must give the Complainant 
acknowledgement of receipt of the complaint within 24 hours (or one business day) of receiving 
the complaint. If the Bank is unable to acknowledge receipt within this time it must do so as soon 
as practicable and the Branch Manager or Head of Department must record the reason for which 
the acknowledgement was delayed.  
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The acknowledgement of receipt may be verbal or in writing (including email, post or social media 
channels). When determining the appropriate communication channel, the Bank will take into 
account the communication channel used to lodge the complaint. If the Bank acknowledgement 
is verbal it should be followed with an email confirmation for the parties’ records. 

The Bank will attempt to resolve complaints within 5 working days.   

The Bank does not need to provide an IDR response if the complaint is closed by the end of the 
fifth business day after receipt because the Bank has:  

(a) resolved the complaint to the complainant’s satisfaction; or  

(b) given the complainant an explanation and/or apology when take no further action is available 
to the Bank to reasonably address the complaint  

When determining whether a complaint has been resolved to a complainant’s satisfaction, the 
Bank will consider whether:  

(a) the complainant has confirmed (verbally or in writing) that they are satisfied with the action(s) 
taken in response to the complaint and that they do not wish to take the matter further; or  

(b) other circumstances exist that make it reasonable for the Bank to form the view that the 
complaint has been resolved to the complainant’s satisfaction. 

 Step 3: Reference to the Complaints Officer 

If the customer is dissatisfied with any resolution offered by the Branch Manager of the Branch 
or the Head of Department of the Business Unit, the relevant Branch Manager/Head of 
Department must refer the complaint to Complaints Officer, together with all information and 
documentation.  The manager will inform the customer of this next step and invite the customer 
to submit his or her case. 

The Complaints Officer must fully investigate the details of the complaint and provide a written 
response to the customer within 7 working days of receipt.  Any anticipated delay in response 
times is to be advised to the customer, together with reasons for delay and an indication of when 
a response will be provided. 

 Step 4: Referral to Customer Complaint Working Group  

Should a matter be of a level of seriousness or complexity that it is not resolved at the Business 
Unit or Complaint Officer level and further escalation is required within the Bank; the Customer 
Complaint Working Group will be available as means of final resolution within the Bank. 

If a matter is not able to be resolved by PBD, the Working Group will be available as means of 
final resolution within the Bank, where the Working Group is able to refer any matter to external 
legal avenues or make a recommendation of any settlement sum for the CEO to approve. 

 Step 5: Timing requirements for handling complaints 

The Bank will respond to complaints promptly and in accordance with the urgency of the 
complaint.  

The Bank must provide a final response (IDR Response) to a complaint within 30 days or 21 days 
for disputes involving default notices for credit matters. To "provide a final response" to a 
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complainant means the Bank must accept the complaint and, where appropriate, offer redress or 
explanation that is reached as a result of the IDR process. 

If the Bank is unable to resolve a complaint to the customer's satisfaction within five business 
days, it must continue its IDR investigation and prepare a written IDR Response to provide to the 
customer. This written IDR Response includes: 

a) the outcome of the investigation of the complaint; 

b) information on the customer's right to take their complaint to AFCA; and 

c) AFCA's name and contact details (see Part B of the Policy for this information). 

 Step 6: Outcomes, Rejection or Partial-Rejection Standards and What to Include in 
Written Responses 

If the Bank rejects or partially rejects the complaint, the IDR Response must clearly set out the 
reasons for the decision by: 

• Identifying and addressing the issues raised in the complaint; 

• Setting out the Bank’s findings on material questions of fact and referring to the 
information that supports those findings; and 

• Providing enough detail for the complainant to understand the basis of the decision and 
to be fully informed when deciding whether to escalate the matter to AFCA or another forum. 

The level of detail in an IDR Response should reflect the complexity of the complaint and the 
nature and extent of any investigation conducted by the Bank.  However, ASIC does not expect 
the Bank to provide information in the IDR Response that would breach the Bank’s 
privacy/confidentiality obligation or other legislative obligations (e.g. the “tipping off” provisions of 
the Anti-Money Laundering and Counter-Terrorism Financing Act 2006 (Cth)). 

A written IDR response does not have to be given to the customer if we are able to resolve the 
complaint to their satisfaction within five business days. However, a written IDR Response must 
always be given to the customer in the following circumstances: 

 where they ask for it (regardless of whether the complaint is resolved within five business 
days); or 

 where the complaint relates to hardship. 

If the Bank is unable to resolve a complaint within 21 days, it must tell the customer in writing that 
it needs more time to investigate the complaint.   

If the Bank is unable to resolve the complaint within 30 days (or 21 days for disputes involving 
default notices for credit matters), it will: 

a) inform the customer of the status of their complaint and the reasons for the delay; 

b) tell the customer the date by which they can reasonably expect to hear the outcome of 
the investigation; 

c) give the customer monthly updates on the progress; and 
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d) tell the customer about their right to complain to AFCA and provide the customer with the 
name and contact details of AFCA. 

For complaints relating to electronic transactions (covered by the ePayments Code), the Bank 
must complete its investigation within 30 days unless there are exceptional circumstances. 
Where the complaint relates to scheme cards, the Bank may follow the scheme timeframes 
instead. Please refer to the card scheme rules where relevant. 

Handling Consumer Data Right (CDR/Open Banking) related complaints 

1. Any customer complaints (by phone/email) around the CDR will be referred to Ebanking team 
(Operations Department) for handling.  

2. For customer enquire about making a CRD related complaint, refer customer to Ebanking team 
‘s dedicated email addressfor customer to obtain a guide on how to lodge a CDR specific 
complaint.  

3. Ebanking team is responsible for dealing with the CDR customer complaint, register 
Customer's complaint of CDR, and provide the CDR complaint data summary to ACCC on a half-
yearly basis. Only the complaints resolved outside of 5 business days will be reported to ACCC. 

Hardship notice or postponement of enforcement proceedings 

When the complaint involves a hardship notice or postponement of enforcement 
proceedings in relation to BOCAL’s credit matters that are regulated by the National Credit Code 
(NCC), the Bank must inform the disputant in writing of the right to complain to the Bank’s EDR 
Scheme, AFCA and provide the name and contact details of the AFCA at the time of sending: 

  a Notice of Decision on Changing Credit Contract (s 72(4) NCC), notifying the customer if a 
change to the terms of the credit contract for hardship has been granted; 

 a Notice of Change (s 73 NCC) notifying the customer that the Bank agrees to a change to 
credit contract; and 

 a Credit Provider’s Notice about Postponement (s94(2) NCC) if the Bank does not agree to 
negotiate a postponement. 

NOTE: Please refer to BOCAL’s Financial Hardship Policy for procedures for handling hardship 
applications from customers in relation to BOCAL’s credit matters regulated by the National Credit 
Code. Customers must be kept informed of the progress of their complaints, and progress of their 
hardship application or request for postponement of enforcement proceedings. 

Complaint management delays  

Many variables can affect complaint response times, including the complexity of the issues raised 
and the availability of information, including from third parties. 

The Bank strives for best practice to meet or outperform the maximum IDR timeframes. 

The Bank is not required to provide a complainant with an IDR response within the relevant 
maximum IDR timeframe in the following circumstances: 

First, there must be no reasonable opportunity for the Bank to provide the IDR response 
within the relevant maximum IDR timeframe because:  
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(a) resolution of the individual complaint is particularly complex and /or  

(b) circumstances beyond the financial firm’s control are causing complaint 
management delays (see RG 271.68 for examples of such circumstances).  

Second, before the relevant maximum IDR timeframe expires, the financial firm must give 
the complainant an ‘IDR delay notification’ that informs the complainant about:  

(a) the reasons for the delay;  

(c) their right to complain to AFCA if they are dissatisfied; and  

(d) the contact details for AFCA. 

Customer Advocate 

The Bank's Customer Advocate represents the customer interests within the Bank’s day to day 
operations and is available to customers to help facilitate fair customer outcomes. Each Branch 
and Business Unit's procedures will be updated to explain how to discuss the Customer Advocate 
role with a customer.  

The Customer Advocate role sits within Legal and Compliance Department to independently 
review the Bank’s IDR process and drive fair outcomes for customers. 

The Bank offers a complainant the option of escalating their complaint to the Customer Advocate, 
as an alternative to AFCA, after an IDR Response is issued. When making such an offer, the 
Bank must not prevent complainants from exercising their right to access AFCA – e.g. by 
presenting the Customer Advocate as a mandatory step in the IDR process. 

If the complainant chooses to escalate their complaint to the Customer Advocate, the total time 
spent dealing with the complaint must not exceed the relevant maximum IDR timeframe. The 
total time includes both the IDR process and the Customer Advocate review. For the purpose of 
calculating the timeframe, time stops running on the date that the IDR Response is sent to the 
complainant. Time starts to run again from the date that the complainant notifies the Bank that 
they wish to escalate the complaint to the Customer Advocate. 

Customers can contact the Bank’s Customer Advocate via: 

Phone: (02) 8871 5888 

Email: customeradvocateau@bankofchina.com 

Unauthorised transactions 

An unauthorised transaction is a transaction made on a customer’s account that was not made 
with the customer’s authority. If a customer reports an unauthorised transaction, this is to be 
recorded and managed as a complaint. The ePayments Code places obligations on the Bank for 
recovering unauthorised transactions and for ensuring that a customer is not liable for an 
unauthorised transaction. Complaints about unauthorised transactions are handled in 
accordance with the working procedures for the relevant department (eg credit cards, online 
banking, etc). 
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PART B – The Bank’s External Dispute Resolution Scheme, the Australian Financial 
Complaints Authority (AFCA) scheme 

If a complaint has been through the steps of the Bank’s IDR Procedures the staff member 
handling that complaint must inform the customer that they have a right to pursue their complaint 
with the Bank’s EDR Scheme provider, AFCA.  The contact details below for AFCA must also be 
provided to the customer: 

The Australian Financial Complaints Authority (AFCA)  
GPO Box 3 
Melbourne Vic 3001 
 
Telephone (toll free): 1800 931 678 (9am – 5pm Monday to Friday AEST/ADET) 

Interpreter Service: 131 450 

Email: info@afca.org.au 

Website: http://www.afca.org.au  

 
AFCA hears customer complaints and disputes in accordance with scheme rules: 

 AFCA Complaint Resolution Scheme Rules  dated 1 November 2018 (attached as 
Annexure 3); and 

 Australian Financial Complaints Authority (AFCA) Opertional Guidelines  to the 
Rules (attached as Annexure 3 (part 2)) – see most current version on AFCA’s 
website at https://www.afca.org.au/custom/files/docs/20180913-afca-operational-
guidelines.PDF . 
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