UB FINANCE

A UNIONBANK COMPANY

CUSTOMER COMPLAINTS RESOLUTION
PROCEDURE




1.0 What is a Complaint?

A complaint is any expression of dissatisfaction, whether written or verbal, regarding UB
Finance PLC's products, services, employees, processes, systems, digital channels, or
business practices, where a response or resolution is expected.

2.0 Who can make complaints?

Following persons/entities who have a dissatisfaction about any aspect of the UB Finance
PLC’s products, services, delivery channels, employee behavior/attitude, processes or

systems can make a complaint.

Customers

Former customers
Prospective customers
Guarantors
Beneficiaries

Employees
Any other interested party

3.0 How to make a complaint?

Non-customers affected by UB Finance PLC services

Complainant can submit their complaints through the following channels in preferred
language (Sinhala, Tamil or English)

Channel
3.1 Visit
3.2  Telephone
33 Email
3.4 Post

3.5 Facebook
3.6  WhatsApp

Details

Any UB Finance Branch

Call Centre / Branch

info@ubf.1k

No 10, Daisy Villa Avenue, Colombo 04
Official Facebook Page

+94 716 454 714

4.0 Information that must provide when making a complaint

For an effective complaint handling, following basic information should be provided by the
complainant when making a complaint. This will help the UB FINANCE PLC to understand
the problem easily and can reach the complainant quickly with a solution.

4.1.
4.2.
4.3.
4.4.
4.5.

Full Name and Address
NIC/Passport Number

Account/Loan/FD Number (if applicable)

Contact Number
e-mail Address




4.6. Branch Name

4.7.  Description of the complaint

4.8.  Date of incident

4.9.  Supporting documents (if available) Account Number

5.0 Where to make a complaint?

Complaints can directly submit their complaints to any of the following authorities in
the company.

5.1. To any officer or Manager in the Branch / Head Office Department.
5.2. To the Area Manager / Regional Manager of the relevant Province
5.3. To the General Manager of the Company

5.4. Customer Complaint Handling officer at Head Office

Mode Number / Address
1. Contact No 011 4468888 Ext —229 / +94 716 454 714
2. Email info@ubf.lk

4. By Post or in person | Senior Executive,

Complaint handling unit,

UB Finance co. Ltd,

No.10, Daisy Villa Avenue, Colombo 04, Sri Lanka.

6.0 Customer Complaint Handling Process

6.1 Complaint Receiving Mechanism
 Each Branch shall maintain complaint registers and provide multiple complaint
channels (written, verbal, email, electronic, etc.) for customers.
6.2 Complaint Reporting
 All complaints received by Branches/Departments, including those received through
regulatory authorities, shall be forwarded to the Complaint Handling Centre within
one (1) working day.
6.3 Complaint Registration
o The Head Office Complaint Handling Centre shall register every complaint, allocate a
unique reference number, and maintain the complaint register.
 The reference number shall be used for all future correspondence.
6.4 Acknowledgement to Customer
e An acknowledgement shall be sent to the customer within five (5) working days,
providing:
o Complaint reference number.
o Complaint handling process.
o Contact details of the responsible officer.
6.5 Complaint Assessment

e The Complaint Handling Centre shall assess and categorize complaints according to
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the approved risk categories.
6,6 Investigation

e The Complaint Handling Centre shall forward the complaint to the relevant
Branch/Department for investigation.

 The assigned Branch/Department shall investigate the complaint objectively and
obtain any additional information required from the customer, if necessary.

6.7 Submission of Findings
e The investigating Branch/Department shall submit its findings, supporting evidence,
and corrective actions to the Complaint Handling Centre within ten (10) working
days.
6.8 Complaint Resolution
o Complaints shall be resolved as promptly as possible.

o If a complaint remains unresolved within twenty-one (21) calendar days, it shall be
escalated to the next decision-making authority until resolved.

6.9 Delay Notification

o Every endeavor will be taken to resolve the complaint within 21 calendar days
(maximum of 03 months unless further investigation is required) from the date of the
complaint received by the complaint handling officer.

6.10 Monitoring and Reporting

e The Head Office Complaint Handling Officer shall monitor complaint progress and
keep the Compliance Department updated until the complaint is closed.

6.11 Escalation by Customers

o Customers who are dissatisfied with the Company's response may contact the
Financial Ombudsman.

7.0 Time Line

Category Timeline
1. The acknowledgement of the complaint Within five (5) working days
2. Provide a resolution from date of receipt of Within twenty-one (21) calendar days
complaint
3. Provide feedback to client of the resolution Within three (3) working days after
providing a resolution
4. If aresolution cannot be provided within Inform the client within 10 days of
twenty-one (21) calendar days receipt of the complaint giving reasons
for such delay and provide a resolution
not later than 3 months form the date of
first receipt of the complaint
5. Make an appeal If the customer is not satisfied with the
solution
6. All matters relating complaints and appeals Within five (5) weeks from the
will be closed in the absence of a response by | responded date
Customer.

Process of escalation - If dissatisfied with the initial resolution, following contact point is available to make
an appeal;




GM - Credit & Operations

UB Finance co. Ltd

No.10, Daisy Villa Avenue, Colombo 04, Sri Lanka.
Tel: +94 (0)114 468 888

Fax: +94 (0) 112 508 517

Email: info@ubf.lk

The contact details of the financial Ombudsman should be prominently displayed in all branches.

The financial Ombudsman

Address — office, No 1, Bethesda Place, Milagiriya, Colombo 5.
Telephone — 0112595624

Fax—0112595625

Email — forsril@slt.lk

Website — www.financialombudsman.lk




