Code of Conduct for the Delivery of Banking Services to Seniors

Annual Public Report — 2025

Bank of China (Canada) (“BOCC”, “the Bank”) is committed to providing banking products
and services that meet the financial needs of senior customers and support their financial
well-being. Since the Canadian Bankers Association introduced the Code of Conduct for
the Delivery of Banking Services to Seniors (the “Code”) in July 2019, the Bank has
continuously enhanced its policies, processes, staff training, and service practices to
better serve seniors across Canada.

This Annual Public Report outlines the actions taken by the Bank in 2025 to comply with
the Code and to further improve the delivery of banking services to senior customers.

For the purpose of the Code, a senior refers to an individual in Canada who is 60 years of
age or older and who is transacting for non-business purposes. The Bank has designated
a Seniors Champion to lead and coordinate bank-wide initiatives to promote and protect
the interests of senior customers.

Principle 1: Policies, Procedures and Processes

The Bank maintains appropriate policies, procedures, and operational processes to guide
employees in meeting the banking needs of seniors in daily operations. The Bank’s
Complaint Handling Procedures provide clear guidance to employees in addressing
complaints raised by senior customers. Employees are required to escalate any suspected
financial abuse, fraud, or scam-related concerns in accordance with the Bank’s Fraud Risk
Management Policy and escalation procedures.

The Bank recognizes that seniors may face increased vulnerability in certain situations,
including when using digital banking channels, managing complex financial decisions, or
adapting to service changes. To address these considerations, the Bank has incorporated
the Code’s requirements into its regulatory compliance management framework,
including identified obligations and corresponding control measures. These policies and
procedures are reviewed periodically to ensure ongoing effectiveness and alignment with
regulatory expectations.

In addition to formal policies, the Bank promotes a customer-centered service culture
that emphasizes patience, clarity, and respect when serving senior customers.

Principle 2: Communicate Effectively with Seniors

The Bank is committed to communicating with senior customers in a manner that is clear,
accessible, and easy to understand. To support this objective, the Bank maintains
developed consolidated disclosure information relevant to seniors, including information



related to powers of attorney, joint deposit accounts, fraud and scam prevention,
complaint handling procedures, and customer service contact channels.

These materials are made available in both physical format at branches and digital format
on the Bank’s public website, including:

e Services to Seniors Consolidated Disclosure of Information Relevant to Seniors
e Joint Deposit Account and Power of Attorney Information Disclosure
e Customer Complaint Handling Procedure

Digital materials can be displayed in larger font sizes to improve readability. The Bank’s
customer service hotline remains available to respond to enquiries from senior customers.

In 2025, the Bank further enhanced its in-branch service experience for seniors by
introducing practical and thoughtful service measures. Selected branches provide reading
glasses to assist seniors who may have difficulty reading printed materials. Employees are
encouraged to communicate at an appropriate pace, provide clear and simplified
explanations, and allow sufficient time for seniors to review information and ask
questions.

These enhancements reflect the Bank’s broader service philosophy of creating a warm
and supportive banking environment. Under the “Your Home in Canada” service concept,
the Bank aims to ensure that customers, including seniors, feel welcomed, respected, and
cared for during their banking experience.

Principle 3: Training

The Bank provides appropriate training to employees who serve senior customers to
ensure they understand seniors’ needs, concerns, and potential vulnerabilities.

In July 2025, the Bank delivered Seniors Code of Conduct Training to all client-facing
employees and representatives. The training covered key topics including asset
protection, powers of attorney, joint accounts, fraud and scam awareness, seniors’
banking experiences, and the Bank’s commitments under the Code. The training was
designed to enhance employees’ ability to identify potential vulnerability, respond
appropriately to seniors’ needs, and provide clear and accessible banking support.

In addition to formal training programs, the Bank provides ongoing support through daily
compliance knowledge sharing, regular branch meetings, case studies, and annual
Complaint Handling Policy and Procedures training. All new employees are required to
complete relevant training as part of their onboarding process.

In 2025, the Bank continued to reinforce the importance of empathy, patience, and
attentive communication when serving seniors, ensuring that service delivery reflects
both regulatory expectations and a high standard of customer care.



Principle 4: Resources

The Bank has appropriate resources available to support employees in addressing matters
relevant to seniors’ banking needs. These resources include internal guidance materials,
policy documents, and designated resource persons.

Resource persons, including the Seniors Champion, compliance officers, and branch
managers, are available to provide guidance on issues such as financial abuse, fraud and
scams, diminished capacity, and the use of powers of attorney and joint accounts.

Employees are encouraged to leverage these resources when supporting senior
customers and to provide additional assistance where appropriate, including facilitating
private discussions and ensuring that seniors fully understand their banking options and
decisions.

Principle 5: Mitigate Potential Financial Harm

The Bank maintains robust anti-money laundering transaction monitoring systems, as
well as fraud detection and prevention programs, to mitigate potential financial harm to
customers, including seniors.

Client-facing employees are trained to recognize indicators of fraud, scams, or financial
abuse and to respond appropriately by communicating with customers, delaying or
restricting transactions where necessary, and escalating concerns through internal
procedures.

The Bank also provides public information to help seniors identify and respond to fraud
and scam attempts. Each branch offers a quiet and accessible space where private
discussions can be conducted, ensuring that sensitive matters can be handled with
discretion and respect for customer privacy.

In 2025, the Bank continued to emphasize a proactive and vigilant approach to protecting
senior customers, combining system controls with attentive frontline support.

Principle 6: Branch Closures

During the reporting period for 2025, the Bank did not undertake any branch closures or
discontinuation of retail banking services, except the cessation of retail banking services
at the Bank’s Montreal branch. The latter was completed in January in line with the
Financial Consumer Agency of Canada’s corresponding regulatory requirements.

The Bank recognizes that branch closures may have a disproportionate impact on senior
customers, particularly those who rely on in-person banking services. Accordingly, the
Bank maintains internal procedures to ensure that, in the event of any future branch
closure, appropriate measures will be implemented in compliance with the Financial
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Consumer Agency of Canada Guidance 14, Branch Closure Guidance — Pre-closure
Consultation Process.

These measures would include timely communication, proactive outreach to impacted
senior customers, and assistance in identifying alternative banking options to ensure
continuity of service.

Principle 7: Reporting

The Bank will continue to publicly disclose the steps taken to support the principles set
out in the Code, as well as any additional measures implemented to improve the delivery
of banking services to seniors.

In accordance with the Bank’s policies, this report is published annually on the Bank’s
website within 135 days of the Bank’s financial year-end.

The Bank remains committed to continuously enhancing its services for seniors through
effective governance, clear communication, staff training, and thoughtful service
improvements. BOCC aims to foster a banking environment in which senior customers
feel respected, supported, and confidently served.



