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The Procedures of Accepting and Handling Trust Disputes of First Commercial Bank
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The procedures comply with article 47 of “Obligations and code of Conducts of

Trust Enterprises” enacted by the Trust Association of R.O.C.
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The procedures are published in the branches and website of First Commercial
Bank (hereinafter called “FCB”).
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The term “trust disputes” as used in the procedures means the disputes arose
from trust business between FCB and trustors or beneficiaries (hereinafter called
“Customers”).
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The procedures of accepting the complaints:
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Customers who submit the complaints due to trust disputes should inform FCB
of their names. The relevant procedures comply with “The Policies of Financial
and “The Complaints
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Handling Procedures of First Commercial Bank”.
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The procedures of investigating and handling the complaints:
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The representatives who handle the complaints should investigate the issue
sincerely and impartially. And the results of the investigation should be
submitted to their supervisors by hard copies. The relevant procedures comply
with “The Policies of Financial Customers Protection of First Commercial
Bank” and “The Complaints Handling Procedures of First Commercial Bank”.
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The procedures of responding to the complaints:
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FCB should respond to the customers about the result of the investigation by
calls or e-mail. The relevant procedures comply with “The Policies of Financial
Customers Protection of First Commercial Bank” and “The Complaints
Handling Procedures of First Commercial Bank”.
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FCB should eliminate the misunderstanding of customers, provide quality
service and treat the issues of complaints positively. After resolving the
complaints, FCB should classify the complaints into different types, review the
SOP where potential problems might exist, and also pursue further improvement.
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In order to promote dementia-friendly financial services, if the customer is under
guardianship or auxiliary declaration, the guardian should come forward or the
customer should be accompanied by an assistant to handle the dispute process. If
the customer is not under guardianship or auxiliary declaration, FCB shall
evaluate the customer's will and ability in accordance with the principles of
serving people with dementia. Based on the evaluation results, it may be decided
that the customer may make decision by his own, or may be provided friendly
services and appropriate support by FCB, or may be accompanied by a third
party to handle dispute resolution related matters.
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The representatives who handle the complaints should treat the complaints with
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confidentiality unless the necessary inquiry by laws.
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The issues, processes, and responses of the complaints should be documented at
least 5 years after the termination of the trust contract.
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Anything that is not covered in the procedures, all comply with the laws and
regulations enacted by the supervisory authorities, “The Policies of Financial
Customers Protection of First Commercial Bank” and “The Complaints
Handling Procedures of First Commercial Bank”.
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The procedure and its amendments take effect upon the approval from the
division chief of the Trust Division.



