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Regarding Handling Complaints and Disputes, etc.

Royal Bank of Canada, Toyo Branch

Royal Bank of Canada, Toyo Branch (the “Company”) shall, in handling complaints etc.

provide prompt, sincere, fair and appropriate settlement of disputes by close linkage

between the relevant departments on the basis of the Financial ADR system.

(Handling Policy)
The Company will take opinions etc. from clients seriously, enhance information
sharing and improve the business management.
The Company will properly manage personal information which have been provided
from clients.
The Company will take a stringent and resolute posture regarding unjustified
involvement by antisocial forces posing as complaints etc. and appropriately liaise with
relevant institutions such as the police where necessary.
The Company will try to give clients appropriate explanations in accordance with the
progress of the handling of complaints etc. and solve the complaints etc. based on the
understanding and consent of clients if at all possible.
If it is not possible to solve complaints etc. by internal measures, the company will
introduce clients to external dispute resolution agencies.

(Contact for Complaints etc.)
The Company will accept complaints etc. from clients in Compliance Department (the
specialized unit for complaints etc.) or Business Departments of the Company.

Compliance Department, Royal Bank of Canada, Tokyo Branch
8F, AKASAKA INTERCITY AIR 8-1, 1-chome,
Minato-ku, Tokyo 107-0052, Japan

TEL : 4577-7165 (Office Hours: 9 : 00~17 : 00, excluding Saturday, Sunday, Holiday and
New Year holidays)

(Use of the External Agencies etc. for settling complaints etc.)
With regard to the settlement of complaints etc. of the Company, the Company will



utilize the following external agencies to settle the complaints etc. in addition to
internal measures.

Japan Bankers Association Customer Consultation Centre
TEL:0570-017109,03-5252-3772

http://www.zenginkyo.or.jp/adr/

Japan Securities Dealers Association (Outsourced to the FINMAC)
TEL: 0120-64-5005

http://www.finmac.or.jp/english/
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