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WHAT'S NEW?

Major changes to all part of the Standards to reflect the newly enacted Financial Consumer Protection Act. There is no or
very little resemblance to the previous version.
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Financial Consumer Protection Standards

Chapter 1 General Provisions

Article 1 (Purpose)

This Standards reflect article 32 of the Act on the Protection of Financial Consumers (hereinafter the “Act”),
article 31 of the Enforcement Decree of Act on the Protection of Financial Consumers, article 29 of the
Regulation on the Protection of Financial Consumers, and relevant acts (collectively hereinafter the “relevant
regulations”) for BNP Paribas Securities Korea co., Ltd. to establish basic procedures and standards for the
executive officers and employees to observe in performing their duties to protect financial consumers through

the prevention of grievances of financial consumers, prompt subsequent remedies, and etc.

Article 2 (Definitions)
@D"Petitioner” means with regards to financial business a natural person, company, or organization that
demands a specific action from the company.
@ "Complaint” means an expression of will demanding from the company a specific action through objection,
petition, proposal, question, and etc. and meets one of the following situations.
1. “Financial Complaint” means an affair with regards to financial business of the company raised by client
or other interested party through an objection, petition, request, and etc.

2. "Other Complaint” means an affair with regards to financial business of the company demanding a
specific action from the company through a simple question, proposal, and etc.

® For the complaints aforementioned in @ it shall not be regarded as a complaint should it meet one of the
following situations.
1. A situation where the petitioner intends to enter into a legally binding contract with the company or the
petitioner is already in a contractual relationship and demands a specific action in order to get a legal effect
2. A situation where the petitioner demands a specific action on a case concluded by a court ruling,
undergoing a trial, handled by the Financial Supervisory Service (hereinafter the “FSS”), or investigated by an
investigative authority
3. A situation where the petitioner demands a specific action but the name, address, and etc. is unclear or
cannot prove the power of attorney

@ "Financial Consumer Protection Office” means an organization required to carry out the internal controls
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with regards to financial consumer protection independently from development and sales activities in
accordance with article 10 of the Internal Control Standard on Protection of Financial Consumers.

® "Chief Consumer Officer" means an executive officer who is the head of the Financial Consumer Protection
Office and is in charge of the activities on financial consumer protection in accordance with article 12 of the
Internal Control Standard on Protection of Financial Consumers.

® "Financial Consumer Protection Associates” means an employee in charge of complaint prevention and
handling, complaint assessment, IT system operation, education on financial consumer protection, and etc. in

accordance with article 14 of the Internal Control Standard on Protection of Financial Consumers.

Article 3 (General Principle of Complaint Handling)

@ The company handles complaint swiftly and fairly to best resolve the grievance of petitioner or interested
party.

@ The company cannot delay or refuse receiving complaint raised by petitioner unless there is a special
regulation in relevant regulations.

® When handling a complaint, the company takes necessary measure like reinforcing security to protect the
personal information of petitioner.

@ The company handles complaint as decided by the company in accordance with this Standards and APAC
CIB & WM Client Complaint Policy which is an internal procedure of the company.

Article 4 (Rights of Financial Consumer and Guidance)

Financial consumers shall have the following rights.
1. The right to be protected from damage caused to property by illegal business activities of the company
2. The right to be provided with necessary knowledge and information in the course of selecting and
consuming financial products
3. The right to reflect opinions in the policies of the State and local governments affecting financial
consumption practices
4. The right to be appropriately compensated for damage sustained in the course of consumption of financial
products through prompt and fair proceedings
5. The right to receive necessary education for reasonable financial consumption practices
6. The right to form organizations and conduct activities through such organizations in order for financial

consumers to enhance their rights and interests on their own

Chapter 2 Organization and Personnel for Operating Financial Consumer Protection Standards
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Article 5 (Organization and Personnel for Operating Financial Consumer Protection Standards)

For the organization and personnel for operating this Standards, chapter 3 of the Internal Control Standard

on Protection of Financial Consumers is applied mutatis mutandis.

Article 6 (Complaint Management Officer)

@ To manage the work on complaint, the company appoints the Chief Consumer Officer as the Complaint
Management Officer.
@ The Complaint Management Officer supervises the following tasks.
1. Design and improve a policy to prevent complaint and establish other necessary process and standards
2. Manage and oversee complaint reception and handling
3. Supervise development and operation of the education program on complaint prevention

4. Supervise establishment and assessment of assessment standards on relevant department and employee

in relation to complaint occurrence

5. Check compliance with this Standards

Article 7 (Complaint Management Office)

@ To handle the work on complaint, the company designates and operates the Financial Consumer

Protection Office and complaint handler within Risk Management Department as the Complaint

Management Office.

@ The Complaint Management Office is tasked with the following duties.
1. Management of the status of complaint/dispute and the resolution
2. Development and operation of education to prevent and reduce complaint
3. Improvement of the policy to prevent and reduce complaint

4. Report on complaint resolution

5. Handling and management of other complaint related tasks

Chapter 3 Complaint and Dispute Handling Process

Article 8 (Receipt of Complaint)

@ Receipt of complaint is done through verifiable means like document, fax, internet, and etc. If however

the expression of will of the petitioner need not be proved in paper then complaint can be received in

person or by a phone call.
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@ When the company receives a complaint the company handles it by recording the key points of the

complaint in the internal information system and by designating a person in charge.

Article 9 (Notification of Receipt of Complaint)
Within 10 business days of receiving a complaint, the company notifies the petitioner in a verifiable means like
document, fax, email, message, recorded phone, and etc. the receipt of complaint, the name and contact

information of the person in charge of the complaint, and etc.

Article 10 (Complaint Supplementation)

@ If the company finds the document related to complaint or the assertion of the petitioner to have a
significant flaw, the company may demand the petitioner for supplementation by an appropriate date.

@ Complaint supplementation is demanded in a verifiable means like document, fax, email, recorded phone, and
etc.

@ If the petitioner does not supplement by the date aforementioned in @, the company may demand for
supplementation one more time.

@ The supplementation due date aforementioned in 3 is 7 days in principle. But if the petitioner requests for

a change in the due date, then the supplementation due date is decided reflecting such request.

Article 11 (Withdrawal of Complaint and ETC.)

@ Petitioner may change the details of a complaint, withdraw or retract a complaint before the work related
to complaint is concluded.

@ A petitioner withdraws or retracts as aforementioned in @ through verifiable means like document, fax,

internet, recorded phone, and etc.

Article 12 (Complaint Handling Office)
In principle, complaint received by the company is handled by the Complaint Management Office as defined

in article 7.

Article 13 (Complaint Processing Period)

@ In principle, complaint is handled within 30 business days of receipt of complaint. However, the principle
does not apply to a case where a complaint is transferred from an external agency with a specified processing
period.

@ The processing period aforementioned in @ does not include the following periods.
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1. Period delayed for the reasons attributable to the petitioner
2. Period spent on supplementation and correction of the complaint
3. Period spent on audit, investigation, external organization inquiry, and etc.
® Should it be recognized that handling of a complaint cannot meet the processing period for the reasons

of investigation and etc. then the period may be extended once within the period defined in @.

Article 14 (Complaint Investigation)
@ The company when needed may request the relevant executive officers and employees or the heads of
departments for the following actions and the person being asked must respond faithfully unless there is a
justifiable reason.

1. Submission of information

2. Investigation on and request for explanation from the relevant executive officers and employees
@ Should the company find that audit is required to verify the facts then the company may request for audit

from the department in charge of audit.

Article 15 (Notification of Progress)
When the company extends the processing period as in @ of article 13 or when requested by the petitioner,

the company notifies such fact to the petitioner through document, fax, email, recorded phone, and etc.

Article 16 (Notification of Resolution)

@ When the company concludes handling of a complaint, the company promptly notifies the petitioner the
resolution of the complaint with information on the resolution, the grounds for the resolution, information
on filling an objection, and etc.

@ If the petitioner does not supplement or correct a complaint within the period mentioned in article 10 or
if request for supplementation or correction is returned twice due to incorrect address or contact
information of the petitioner, then the complaint is deemed to be withdrawn and can be concluded
internally.

® The notification of resolution in @ is done through document, fax, or email unless there is a special

regulation in relevant regulations.

Article 17 (Request for Appeal)
Petitioner may request for an appeal if the resolution of a complaint is not satisfactory and the company

responds on a case by case basis.
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Chapter 4 Complaint Prevention and Post Management

Article 18 (Development of IT System)
The company may develop and operate IT system to effectively and systematically manage the status and

resolution of complaint, dispute mediation, and litigation.

Article 19 (Complaint Policy Improvement)

@ The Complaint Management Officer may request policy improvement to relevant heads of departments in
case he/she finds it necessary for an action to take place to improve the policy and etc. related to complaint
handling.

@ The heads of departments who was asked to improve the policy and etc. related to complaint handling

shall notify the Complaint Management Office after taking action.

Article 20 (Measures on Related Person)

@ In relation to the activities on financial consumer protection, should the Financial Consumer Protection
Office determine that relevant executive officers and employee violated relevant laws and this Standards,
then relevant department (audit department and etc.) have to be notified of such fact and the head of the
department which have been notified shall verify the facts through investigation and take necessary
measures.

@ If the Financial Consumer Protection Office finds a violation related to financial consumer protection, it

shall notify the CEO and the CEO shall take necessary measures.

Article 21 (Request for Swift Processing)
Petitioner may request for swift processing of a complaint if the company does not handle the complaint

within the processing period due to reasons attributable to the company.

Article 22 (Complaint Reduction Plan and ETC.)
@ The Complaint Management Office shall analyze complaint reception and resolution and shall develop and
operate means to reduce and alleviate complaint.

@ The means to reduce and alleviate complaint aforementioned in @ shall include an action on major frequent

complaint.
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Article 23 (Complaint Prevention Education and ETC.)

@ The company conducts complaint prevention education to executive officers and employees at least once a year.
@ The Complaint Management Office can request cooperation from relevant heads of departments in case it
determines that education or specific action related to complaint prevention is necessary on executive officers
and employees. The heads of departments who have been asked shall cooperate to the extent possible unless
there is a special circumstance.

® The company shall cooperate actively when there is a request from external organizations like the FSS and
etc. regarding enforcement of a policy, education on executive officers and employees, and etc. on complaint

prevention.

Article 24 (Inspection and Assessment on Compliance with Financial Consumer Protection Standards)

@ The Financial Consumer Protection Office regularly inspects appropriateness of this Standards and
adherence by executive officers and employees.

@ The Financial Consumer Protection Office may cause the head of each organizational unit to inspect
violation of this Standards and financial consumer protection regulation with respect to the concerned unit
and concerned work in a manner decided by the Financial Consumer Protection Office.

® When inspection is done as aforementioned in @, the head of each organizational unit shall report the
result of inspection to the Chief Consumer Officer.

@ If a violation is found or there is a concern of a significant damage to financial consumer and etc. during
the course of inspection on compliance with this Standards and financial consumer protection regulation, the
Financial Consumer Protection Office may request for submission of information to the executives officers,
employees, relevant heads of departments, and etc. or may request for explanation to the executive officers
and employees. The employee or department being asked must faithfully respond to the request. If however
a swift action is difficult, then the reasons shall be notified in paper to the Financial Consumer Protection
Office.

® The company assesses the inspection as defined in this article and causes the Chief Consumer Officer to

report the result to the CEO.

Article 25 (Response to Request for Inspection of Records)

If the company is requested by financial consumer for inspection of records (including provision of copies and
hearings) for the purpose of seeking remedies for his or her rights, including mediation in a dispute or litigation,
the company shall allow financial consumer to inspect relevant records within 8 days from the date the

company receives such request. If it is impracticable to allow inspection within such period due to good cause,
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the company may notify the financial consumer of such cause and postpone inspection but shall allow the

financial consumer to inspect the relevant records, without delay, when such cause terminates.

Article 26 (Response to Request for Termination of lllegal Contract)
@ Where the company concludes a contract with a financial consumer in violation of Article 20 (1) (prohibition
of unfair business activities) or 21 (prohibition of unfair solicitation) of the Act
for financial product that meets all of the following criteria, the company shall accept the request for
termination of contract from financial consumer through document or etc.
1. The form of the contract is continuous
2. If financial consumer discontinues the contract before the end of the contract period, there is a financial
disadvantage to financial consumer’'s property in accordance with the contract
@ Financial consumer may request for termination of contract within 1 year (this period shall be within 5 years
from entering into contract) from the day of realizing he/she entered into an illegal contract as aforementioned
in @ and the company shall notify whether to accept such demand within 10 days from the date on which it
receives the demand for termination and shall also give the reason for refusal if it refuses to accept such
demand.
® If the company refuses to the demand of financial consumer for termination of contract without valid
reasons like the following, the financial consumer may terminate the concerned contract.
1. Proof of violation is not provided or is falsified
2. When there was no violation when the contract was entered into but financial consumer is claiming
violation relating to changes in circumstance after entering into contract
3. Violation is remediated with consent from financial consumer
4. In case objective and rational evidence was provided to financial consumer verifying that there was no
violation of regulation within 10 days of receiving request for termination of contract. However, if it is difficult
to provide to financial consumer within 10 days then the following should be adhered to
a. The notification period of 10 days cannot not be met because the contact information or address of the
financial consumer who demanded termination of contract is not verifiable or for similar reasons: notify
promptly after such cause terminates
b. The notification period of 10 days is extended with consent from financial consumer for verifying the
records relating to violation of the Act: notify within the extended period
5. In case there is a clear reason to believe that financial consumer was aware of the violation of the Act in
the activities of the company before entering into contract

@ Where a contract is terminated in accordance with @ and @, the company shall not demand commission,
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cancellation charge, or other charges in relation to contract termination.

Article 27 (Financial Consumer Protection after Entering into Contract)

The company shall strive to protect financial consumer’s right and property by actively advising the necessary
product information (exercise of right, contract condition change, and etc.) in accordance with the principle of
good faith or by other means even after selling financial product. In case financial consumer’s contractual right

(contract condition change and etc) is requested, the company handles it swiftly and fairly.

Article 28 (Instruction on Financial Consumer Rights)

@ The company on an ad hoc basis or on a regular basis shall notify through homepage and etc. and
instruct through terms and conditions, information sheet, and etc. based on the characteristics of the
information the information relating to financial consumer rights, including right to request for reduction of
interest rate, coverage of insurance, notice before and after expiration of financial product, and etc.,
guaranteed by the Act and relevant regulations and the information that is a burden to financial consumer
like trade suspension of an account, annulled insurance, closure of branch, and etc.

@ Provision of information to financial consumer shall be done timely considering timing and content in the

perspective of financial consumer.

Article 29 (Entrustment)
The details not defined in this Standards can be set by the Complaint Management Officer within the limits of

not hampering with the rights of the petitioner.

Article 30 (Creation and Amendment of This Standards and Entrustment of Details)

@ The company shall receive approval from the board of directors when creating or amending contents of
this Standards. However, the approval can be substituted with the approval of the CEO when the change is
linked to the creation or change to acts or relevant regulations, it is a follow-up action to a resolution of the
board of directors, or the change equivalent to the preceding changes is minor.

@ The department leading the creation or amendment of this Standards shall consult in advance with the
Financial Consumer Protection Office and the Financial Consumer Protection Office shall assess the necessity
of creation or amendment of this Standards from consumer protection aspect.

3 When the company creates or amends this Standards, the company shall disclose on an internet
homepage the facts on and reasons for creation or amendment, impact to consumer, effective date, scope,

and etc. with classification of major conditions.
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@ The company notifies executive officers and employees that this Standards is created or amended in a
manner they can check and provides education when necessary.
® The enforcement of this Standards and the details necessary for the operation of the internal controls

related to financial consumer protection can be decided separately.
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