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BANK OF CHINA (CANADA)

Customer Complaint Resolution Statistics Report (2025)

Bank of China (Canada) (the “Bank”) is committed to handling customer complaints in a
professional manner, and providing resolutions to customer’s complaints timely and
fairly. In compliance with Complaint Regulations, the Bank is required to publicly report
its customer complaints that are addressed by the designated officer or employee of the

Bank. Below are the details of complaint resolution.

Complaint Resolution

Statistics Information

The number of complaints that Chief Compliance 25
Officer dealt with in 2025, including the number of

complaints Resolved or Closed

The average length of time taken by the Bank to deal | 16 days

with those complaints.

The products or services to which the complaints
related.

e Account Fees / Charges,

e Account Opening / Closure;
e Account Teller Services;

e Residential Mortgages

e Credit Card

Nature of the complaints

A number of complaints involved:

- inactive account fees and service
fees

- service quality

The number of complaints that were resolved to the
satisfaction of the customer, in the opinion of the
Bank.
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