
 

   

 

Outline of Standard Procedures of Complaint Handling and Dispute Resolution (Including 

Procedures of External Arbitration Institutions)

※“Complaints” in the flowchart above include disputes as well as complaints.

 

You 
Realization of resolution or 

mediation, etc. 

External organization Our officers and employees 

Discussions 

Petition for mediation, etc. 

Review of eligibility, etc. 

Hearing, etc. 

Offer of mediation proposal, etc. 

Failure 

Not accepted 

Discontinued 

Accepted 

Not accepted (Procedures of 
External 
Arbitration 
Institutions) 

Head of the Sales 
Department 

Account manager, etc. 

Department overseeing 
handling of Complaints 

Person responsible for handling 
Complaints 

BNP Paribas Securities (Japan) Limited  
- CEO and Representative Director 
BNP Paribas, Tokyo Branch 
- General Manager / Executive Committee 

 
(Internal procedures) 
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important 
matters, 
etc. 

Report 

Obligation of 
cooperation and 
respect 

Explanations, 
communications and 
discussions 

Resolution of your 
discontent 

Filing of 
Complaints 

Instructions and 
advice 


