CUSTOMER CHARTER
FOR THE PRIMARY DEALER INDUSTRY IN SRTLANKA

[. Introduction

L1, Customer service has great significance in the Government Debt Securities market, The
Primary Dealer System in Sri Lanka taday is the largest orpanized outreach for delivery of
debt instruments and is also serving as an important conduit for delivery of financial
services. While he coverage has been expanding day by day. the quality snd content of
dispensing ol Customer service is expected 1o he further improved w ensure mecting the
demands and expectations of the Customer.
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The interest ol investors in Government Securilies, the Primary Dealer Syslem and the
national economy lorms the focal point of the regulatory framework for activilies in
Government Securities market in Sri Lanka. The Central Bank of Sri Lanka (C1ST.), ss the
regulator of the Governmenl Sceuritics market, has been uciively cngaged in the review,
examinafion and evaluation ol Customer service of Primary Dealers in Government
Securities.

1.3, “Customer” for the purpose of this Charter means any person who purchases or sells or
otherwise acquires or dispases ol any product or any service therein or an interest therein
through a Primary Dealer or who negotiates with a Primary Deualer for the possible
acquisition or disposition of such producl or any scrvice therein or interest and shall
include where the context so permits a legal representative of such Customer or of the
cstate ot such Cuslomer,

1.4, In order (o ensure a consistent level ol protection for investors in Government Sceurities
regardless of the Primary Dealer they choose, this Charter sets key standards envisaged by
CBSL in the interest of maintaining a stable relationship between Primary Deulers and their
Customers. This includes fair practices o he adopted by Primary Dealers when investors in
Government Securities undertake transactions with (hem, Further, this provides guidance to
Primary Dealers on ensuring Customer protection and hundling Customer complaints while
emphasizing on the Customer obligations towards Primary Dealers.

2. Applicable Legal Provisions

2.1, In terms of the provisions ol the Local Treasury Bills Ordinance No, 8 of 1923 (L1BO) and
the Registered Stock and Securities Ordinance No 7 of 1937 (RSSO, CRSI. is authorized
to appoint P'rimary Dealers from time 1o time, und 1o regulate, supervise or monitor such
Primary Dealers with respect 1o their fransactions in Scripless Treasury Bills and Treasury
Bonds und performance of their duties as Primary Dealers in Govemment Securities.
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In terms of the Local Treasury Bills (Primary Dealers) Regulations No. 01 of 2009 made
under section 16 of the L'TBO and the Registered Stack and Sccurities (Primary Dealers)
Regulations No. 01 of 2009 made under section 55 of the RSSO, by the Minister ol
Finance, the CBSL has the authority to issue Directions to Primary Dealers on any matter
considering the development of the Government Sceurities Market. Primury Dealer Svstem
and Customer Protection.

In this Customer Charter, unless the text otherwise requires: -

“productiservice” means authorized activities that Primary Dealer Companies cun
undertake n ferms of Schedule 111 of the Taxul Treasury Bills (rimary Dealers)
Regulations No, 01 of 2009 and the Registered Stock and Sccurities (Primary Dealers)
Regulations No. (11 of 2009 and any other teansaction thal may he approved by the Central
Bank of Sri Lanka from time 1o fime,

Application

This Charter applies to all Primary Dealers duly appointed by CBSL and the Customers ol
such Primary Dealers,

General Principles

A Primary Dcealer must ensure that in all its dealing with Customers and within the contex!

of its authorization it:

(a) acts honestly, fairly and protessionally in the best interests of its Customens and the
integrity ol the market:

(b) acts with due skill, care and diligence in the hest interests of its Customers:

(¢} does not recklessly, neglipently or deliberatcly mislead a Custamer as o the real or
perceived advantages or disadvantages ol uny product/service:

(d) hos and employs cffectively the resources, policies and procedures, systems and
control checks, including compliance checks. and stalT training that are necessary for
compliance with this Charter;

(e) seeks Irom its Customers informalion relevant to the product/service requested;

{f} makes lull disclosure of all relevant material information, including all charges, in a
way that seeks w inform the Customer;

{r) sceks to avoid conllicls of interest;
{(h) corrects ervors and handles complaints speedily. elliciently and fairly;

(i} does not exerl undue pressure or undue influence on a Customer;
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(1 ensures that amy outsourced activity complics with the requirements of this Charter:

(K} withaul prejudice to the pursuit ol its legitimate commercial aims, docs not. theough its
policics, procedures, or working practices, prevenl access to basic financial services:
and

(1} complies wilh the letter and spirit of this Charter,

General Requirements

Where 4 Primary Dealer has identified that a personal Customer is a Vulnerable Customer,
the Primary Dealer must ensure (hat such Customer is provided with such reasonahle
arrangemenls andfor assistance thal may be necessary o lacilitale him or her in his or her
dealings with the Primary Dealer. A Vulnerable Customer means a natural person who:

(a) has the capacity to make herhis own decisions bul who, because of individual
circumstlances, may require assistance Lo do so (for example hearing impaired persans);
and‘or

(b) has limited capacity to make his or her own decisions and who requires assistance 1o da
so (for example, persons with intelleciual disabilities or mental health difficulties).

A Primary Dealer must ensure thul the name of a producliservice is not misleading in terms
of the henelits that the product/service can deliver to a Customer,

A Primary Dealer must ensurc that all instruclions from or on behall of u Customer are
processed properly and promptly.

A Primary Deuler must cnsure that any funds reecived by it in favour of a Customer is
credited/invested in avour of the customer, by the close of the business day on which the
lunds are received, provided the operational‘documentation requirements pertaining to the
Customer is met. Where the funds are oot creditedSnvested in favour ol 5 Customer.
Primary Dealer must refrain from utilizing such funds lor ils own benefit.

A Primacy Dealer that is in direct receipt oo a payment from or on behalf of a Customer (or
u product/service must provide that Customer with a receipt/confirmation, This receipt’
conlirmalion must include the following information:

{a) the name and account number of the Primary Dealer;

(b} the name of the Customer who provided the payment. or on whose behalf the payment

is provided;
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{¢) the value of the deposil‘payment by the Customer und the date on which the money was
reccived and invested; and

{d) the purposc of the paymenL

A Primary Dealer must cnsure that necessary cntrics in the Central Depository System for
Scripless Government Sceurities (CDS) are duly entered confieming ownership rights of
the Customer on the same day. as reyuired under the extant statutory and regulatory
requirements.

Where a Primary Dealer deals with a person who is acting for a Customer under a power ol
attorney. the Primary Dealer must:

(a) obtain a certilied copy of the power ol ultomey;

(b} cosure that the power of attorney allows the person to act on the Cuslomer's behalf: and
{¢) opcrate within the imitations set out in the power of attorney.

A Primary Dealer must not, in any communication or ayreement with a Customer {except
where permifled by applicable legistalion), exclude or restrict, or scck to exclude or restrict:

(@) any legal liability or duty of cure to a Customer which il has under applicable law,
extant regulatory requirements. or under this Charter;

(b) any other duly to act with skill, care and diligence which is owed to a Customer in
connection with the provision w that Customer of products'services; or

() any liability owed w a Customer for failure 1o excrcise the degree of skill, care and
diligenee that may reasonsbly be expected ol'il in the provision ol a praduct/service,

Where a Primary Dealer intends to amend or alter the runge of services it provides, it must
give nolice to affected Cuslomers at least one manth in advance of the amendments being
introduced,

Where a Primary Deuler intends to cease operating, merge with another, or 1o transfer all or
part ol'its Primary Dealer activitics to another Primary Dealer, it must:

(a} notify CBSL immediately;

(h) provide at least lwo months notice o affected Customers o enshle them to make
alternafive arrangements:

(c) ensure all outstanding business is properly compleled prior to the trunsler, merecr or
cessation ol aperations or, alternulively in the case ol u transfer or merger, inform the
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Customer of how continuity of scrvice will be provided lollowing the transfer or
merger: and

(d) in the case of u merger or transfer of Primary Deuler activitics, inform the Customer
that their details are being translermned to the other Primary Dealer, il that is the case.

When intending 10 close, merge or move a branch, a Primary Dealer must:
(a) notily CBSL immediately:

(b) provide at least two months notice to affected Customers o enable them to make
ullemnative grrangements:

() ensure all business of the branch is properly completed prior lo the closure, merper or
mave, or altematively inform the Customer of how continuity of serviee will be
provided: and

{d) notify the wider communily ol the closure, merger or move in the local press in
advance,

- A Primary Dealer must ensure the use of Sinhala or Tamil or Tinglish language as desired

by the Cuslomer in transacting business by Primary Dealers with the Customers. including
communications lo Customers.

- At the time ol tansacting & product/service with a Customer, the Primary Dealer shall got

clear written instructions [rom the Customer in respect of the maturity procesds of the
productiservice w be followed at the time of the maturity of the product'service. 11" the
productiservice matures more than one time during a vear, the Primary Dealer shall abiain
new written instructions from the Customer on a yearly basis, If the maturity of product!
service happens in more than one-year cycle, and there are no clear instructions tfrom the
customer about the maturity proceeds, Primary Dealer shall not allow automatic roll-overs
and shall oblain such instructions at the lime of cach and every maturity.

- A Primary Dealer must ensure that the Customer is informed of the facility made available

by the Public Debt Department of CBSL for them 1o receive periodic statements on their
Governmenl Sceuritics account at The CDS in an electraniv lorm through email or in
printed form through the postal system. In addition, the Customer should also be informed
of the facility available to view their Government Sceurities accaunt at the CBSL through
ihe Intemct.
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Restrictions
Credit:
(u) A Primary Dealer must not offer unsolicited pre-approved credit to a Customer.

(b) A Primary Dealer may anly increase a Customer’s credil limit with the agreemenl of
the Customer.

(¢) Where a Primary Dealer intends o impose a charge in respect of the provision or
arrangement ol a credit to a Customer, and it is proposed that this charge is
incorporated into the eredit amount advanced (o the Customer. the Primary Dealer must
give the Customer the right to pay this charge separately and not include it in the credit.

Bundling and Contingent Selling

(¢) A Primary Dealer mus{ not make the sale of' & product/service canlingent on the
Customer purchasing another product'service Irom |he Primary Dealer or any other
third party. This provision does not prevent a Primary Denler from offering additional
products/services to a Customer who is an existing Customer which is not available o
potential Customers,

(b) A Primary Dealer is prohibited from bundling excepl where it can be shown thal there
is a cost saving for the Customer,

(t) Prior to offering, recommending, arranging or providing 2 bundled praductiservice, a
Primary Dealer must provide the Customer with the following information an paper or
on anisther durable medium:

(1) the overall cost to the Customer of the bundle:

(i1} the cost to the Cuslomer of cach productservice separately;

(1) how to switch products/services within the bundle;

(iv)  the cost to the Customer of switching productsiservices within the bundle:
{¥) how o exit lhe bundle; and

{vi) the cosl o the Customer of exiting the bundle,

(d) Where a Customer wishes 1 switch one or more praducts'services in a bundle or exit a
bundle. the Primary Dealer must:

(i} provide the Customer with the information set oul in Provision 6.2.c)(iii) and (1v)
or 0.2.(¢c)(v) and {vi) as appropriate. in writing, and



(ii} allow (he Customer to rerin any productsiservices in the bundle that the
Customer wishes to keep, without penally or additional charge, apart Irom the Toss
ol any discount,

(¢) Where a Primary Dealer offers an option to a Cuslomer in conjunction with a product!
service, the Primary Dealer:
(i) must inform the Customer in writing:

- that the Cuslomer does not have to purchuse the option in order to buy the muin
product/service:;

- of the cost of the basic productiservice (excluding Ihe option); and
- of the cost ol the aplion.
(1) must not charge the Customer a fee for any aplion offered in conjunction with a

product'service unless the Customer has confirmex] thal he or she wishes
purchase the optional extra.

(f) In relation wo Provisions 6.2.(c) to 6.2.(e). il The means of communication between the
Primary Dealer and (he Customer is by way of telephone only, the Primary Dealer
must:

(1) provide this information orally at the time ol offering, recommending, arranging or
providing a hundled product/service: and

(i} provide this information w the Customer in writing immediately after arranging or
providing & bundled productiservice,

7.8 Conflict of Tnferest

7.1 A Primary Dealer must have in place and operate in accordance with g written conflicts ol
interest policy appropriate to the nature, scale and complexity of the Primary Dealer
activities carriex vut hy the Primary Dealer. The conflicts of interest pulicy must:

(4} identify, with relerence to the Primary Dealer activitics carried oul hy or on behalf ot
the Primary Dealer, the circumstances which constitute or may give rise ta a conflict of
interes! enlailing a risk of damagg to the interests ol its Customers; and

(b} specily procedurcs to be followed, and measures to be adopled, in order to manage such
conflicts.

7.2. Where conflicts of interest arise and cannot he reasonably avoided, & Primary Dealer musi:
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7.6.

8.1.

{a) disclose the general nature and/or source ol the conflicts of interest 1o the Customer. A
Primary Dealer may only undertake husiness with or on hehall of a Customer where
there is directly or indirectly a conlliciing interest. where that Customer has
acknowledged, in writing that he or she is aware of the conflict of interest and still
wanls to procced: and

ib) ensure thal the conflict does not resull in damage to the interests of the Customer.

Where @ Primary Dealer distributes its producisiservices to Customers through an
intermediary and pays commission to an intermediary bascd on levels ol busincss
intronduced, the Primary Dealer must be able to demonsirale that these arrangements;

(a) do not impair the intermediary's duty to act in the hest interests of Customers: and
(b} do not give rise to a contlict ol interest betwoen the intermediary and the Customer.

A Primary Dealer must ensure that its remuneration arrangements with employees in
respect of providing, arranging or recommending a product'service to a Cusomer, ure no
structured in such a way as to have the polential to impair the Primary Dealer’s obligations:

{al Lo actinthe best interests of Customers; and

(b) 1o satisfy the knowing the Customer and Suitability requirements sct out in Section ||
of this Charrter.

A Primary Dealer must ensure that there are effective fire walls in place hetween the
different husiness arcas of the Primary Dealer. and between the Primary Dealer and its
connected parlies, in relation to inlormalion which could potentially give rise w a conflict
of intcrest or he vpen 1o abuse.

A Primary Dealer must ensure that it has writien procedures in place relating to the
mainienance of fire walls, and Ihe consequences ol breaches of fire walls. These procedures
must be notified to all relevant ofMicers and cmployees ol the Primary Dealer.

A Primary Dealer must tuke reasonable steps o ensurce that it or any of its officers or
employees do not offer, give, solicil or accept any gills or rewards {monetary or otherwisc)
likely to conflict with any duties ol the recipient in relation 1o his or her activities in the
Primary Dealer business, or the Primary Deuler,

Personal Visits and Contactl with Customers

A Primary Dealer must nol make an nnsoficited personal visit. al any time, to an exisling’
prospective Customer. All such visits shall be subjecled to prior appointmenis,



R.2.

8.4.

R.6.

A Primary Dealer may enly make a personal visit to a Customer who is an individual if that
Customer has given informed consent 1o being contacted by the Primary Dealer hy means
of & personal visit. A Primary Dealer must obtain informed consent separaiely for cach
personal visit and must maintain a record of this consent.

[n order to comply with Provision 8.2. above, a Primary Dealer mus| have obtained the
informed consent of a Customer who is an individual in relation 1o:

(a} the purpose(s) for which @ personal visit is to he made, including in the case of sales
and marketing, the types of product/scrvice to be discussed during the personal visit,
und

{b) the time and datc for the personal visiL.

A Primary Dealer muy make telephone contact with @ Customer who is an existing
Customer. only if:

(@) the Customer holds a product/service. which requires the Primary Dealer to maintain
contact with the Cuslomer in relation to that productiservice, and the contact is in
relation to that product/service. and

(b) the Customer has given his ar her consent to being contacted in Ihis way by the
Primary Deuler.

A Primary Dealer may make telephone contact with a Customer other than an existing
Customer, if the Customer has signed a statement, wilthin the previous twelve months,
giving the Primary Dealer permission to make telephone calls (o him or her for specitied
purposes und the contact is in respect of such specificd purposes:

When making a personal visil or tclephone contact in sccordance with this Charter, the
representative of a Primary Dealer must make it in the lollowing order:

{a) identity himself or herself by name, und statc the name ol the Primary Dealer on
whose behall he or she is being contacted and the commercial purpose of the contact;

(b} inform the Customer that the telephone contact is being recorded. il this is the case:

(¢} where relevant, disclose to the Customer, the source ol the business lead or referral
supporting the telephone contact: and

(d) establish il the Customer wishes the personal visit or telephone contact to proceed und,
if not. end the conlact immediately.
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10.1.

10.2.

10.3.

|0.4-

A Primary Dealer musl abide by a request from a Customer not to make a personal visit or
telephone contact to him or her again for sales and marketing purposes and this reguesl
musi be recorded by the Primary Dealer.

Product/Service Procedure Responsibilities

In relation to a new product/service designed by a Primary Dealer 1o be sold to Customers
through an intermediary channel, the Primury Dealer must provide the lollowing details to
the intermediary:

(a) the key characteristics and features ol the product/service:
(b) the target market of Customers for the product’service: and
(¢} the nature and cxtent of the risks inherent in the product/service,

When selling a product/service 1o Customers through an intermediary channel, 1 Primary
Dealer must provide information ta the intermediary ahout the product/service that is clear,
aceurate, up to dule and not misleading,

Provision of Information

A Primary Deuler must supply inlormation to a Customer in Sinhala, Tamil or Inglish, as
desired, by the Customer.

A Primary Dealer must ensure that all information it provides to a Customer is clear.
accurale, up to date. and wrilten in plain Sinhala, Tamil or English. Key informalion must
be brought to the attention ol the Customer. I'he methad of presentation must not disguise.
diminish or obscurc important infarmation,

A Prmary Dealer must supply information to a Customer on a timely hasis, In doing sa.
the Primary Dealer must have regard to the tollowing:

(@) the urgency of the situation: and
(b) the ime neecssary for the Customer to absorb and react to the information provided,

A Primary Dealer must ensure that, where it communicales with a Customer using
clectronic media, it has in place appropriatc arrangements lo ensure the security of
mformation received lrom the Customer and the seeure transmission of information 1o the

Customer. .

10



10.5.

10.6.

10.7,

10.8.

10.9.

A Primary Deuler must ensure that the Iont size used in all printed information provided to
Customers is:

(a) clearly legible, and
(b) approprisie to the type of document und the information contained therein.

When a 'rimary Dealer publishes a notice regarding a change in term or condition already
agreed upon with s Customers, the notice must state the old term or condition and the
new term or condition and the date from which the changes will apply.

Where a Primary Dealer publishes ierm or condition on its information services, including
telephone helplines and websites, the Primary Dealer must updare such information
scrvices as sonn us the change of term or condition comes inta effect,

A Primury Dealer must draw up ils terms and conditions, in Sinhala. Tamil, and Fnglish,
and provide each Customer wilh a copy in the language desired by the Cuslomer, prior
providing the first product'service to that Customer.

The terms of business must sct out the basis an which the Primary Deualer provides its
Primary Dealer activities and must include at least the fullowing;

(u} the legal name. truding name(s). address, and contact details of the Primary Dealer:

(b) if the Primury Dealer is part o' n group. the name of the group to which the Primary
Dealer belongs;

(¢) conlimmation that the Primary Dealer is authorised. licensed or registered and the
name of the competent unthority that has authorised, licensed or registered it;

() a statement that it is subject to this Customer Charler which offers prolection to
Customers and that the Charter can he found in Sinhala, Tamil and English languages
on the CBSL’s wehsite waww.cbsleov k.

(¢} adeseription of the Primary Denler activities that the Primary Dealer provides:
(f) o general statement ol the charges imposed directly by the Primary Dcalcr:

(g) asummary of the Primary Dealer’s policy in relation to how it will use a Customer's
personal dara;

(h} a summary of the Primary Dealer’s policy in relation to conflicts of interest:

(i) un outline of the action and remexdies which the Primury Dealer may Lake in the event
of defaulf by the Customer; :1
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(i} asummary of the complaints procedure operated by the Primary Dealer: and

(k) the cffective date of the terms of business document.

10.10. A Primary Dealer must provide its terms of husiness to a Customer as a stand-alone
document.

[0.11. P'rior o offering, recommending. arranging or providing a productservice, a Primary
Dealer must provide information to the Cuslomer, in writing in one of the three languages
(Sinhala. I'amil or English) as desired by the Customer. about the main leatures and assist
the Customer in understanding the product'service.

ID.12. A Primary Dealer must provide each Customer with the terms and condilions attaching w
a product’service, in writing in one of the three languages (Sinhaly, Tamil or English) as
desired by the Customer, before the Customer enters into a contract for thal product
SETVICS,

10.13. Prior w0 offering. recommending, arranging or providing a product’service n Primary
Dealer must provide a Customer with information on the lollowing, where relevant:

(a} capital security:

(h) any limitations on the sale or disposal of the productiservice;

(c) restrictions on access to funds invested:

(J) restrictions on the redemption of the prxluct/service:

(¢) the impact. including the cost, of exiting the product/service early:
(f) the minimum recommended investment peried; and

(g} the risk. il'any, that the cstimated or anlicipated return on the product!service will not
he achicved.

10.14. The potentinl effcets of volatility in price, fluctuation in interest rates, and‘or movements
in exchange rates on the value of the product/service.

10.15. Prior to providing u product/service to a Customer. a Primary Dealer must:
sup

ia) provide the Customer, in wriling in onc of the three languages (Sinhule, Tamil or
English) as desired by the Custorner. with a breakdown af all charges. including third
parly charges, if any, which will be passed an 1o the Customer: and



10.10.

10.17.

10,18,

11.
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11.3.

{b) where such charges cannot be ascertained in ndvance, notify the Customer that such
charges will be levied as part of the transaction.

It is the responsibility of the Primary Dealer 10 communicate to the Customer at the
beginning of the relationship thal there will be compensation/discount/fincs at the market
rate applicable in the event ol premature withdrawal/termination ol the product/service.

A Primary Dealer must include in its Application FForm, in a manner that is easily
readable to Customers, a schedule ol fees and charges imposed by that Primary Dealer. If
the Primary Dealer has a website, its schedule of foes and charges must also be made
publicly availuble through placing this schedule on its website.

A Primary Dealer mus| notify affected Customers of increases in charges. specilying the
ald and new charge, or the introduction of any new charges, at least 30 days prior 1o the
change taking ettect.

Knowing the Customer and Suitability

A Primary Dealer mus! gather and record suflicient information from the Cuslomer prior
o effering. recommending, sranging or providing » product'service appropriale to that
Customer. The level of inlormation gathered should he appropriate to the nalure and
complexity of the product/service being sought by the Customer, but must be o a level
that alfows the Primary Dealer o provide a professional service.

Where a Customer refuses to provide information soughl in compliance with Provision
11.1. the Primary Dealer must inform the Customer in writing that, as it does not have the
relevant information necessary o assess suitability, it cannol offer the Customer the
product! service sought.

When assessing the suitability of a product/service for a Customer, the Primary Dealer
must, at a minimum, consider and document whether, on the hasis of the information
pathered under Provision L1.1:

{a) Ihe product/service meets that Customer’s needs and objectives;

(b} the Custorer;

(1) is Tikely to be able to meet the financial commitment associated with the product!
scrvice un an engoing basis:

(i1} is financially able to bear any risks attaching to the product/service; und.
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12.4,

{€) the product/scrvice is consistent wilh the Customer”s attitude 1o risk,

A Primary Dealer must ensurc that any product/service offered to a Customer is suitable to
that Customer. having regard to the facts disclosed by the Customer and wiher relevant
lacts ubout that Customer ot which (he Primary Dealer is aware,

Advertising
A Primary Dealer mus!| ensurce that:

{a) the design, presentation and content ol an advertisement is clear, fair. accurate and
not misteading;

(b) an advertisement does not seek o influcnee a Customer’s atlitude to the advertised
product/serviee or the Primary Dealer cither by ambiguity, exaggeration or omission:
and

(€) the nature and type of the udvertiscd product/service is clear and not disguised in any
way,

Without limiling the generality ol Provision 12.1. a Primary Dealer must cnsure that un
advertisement is not misleading in particular in relation to:

(a) the Primury Dealer's independence or the independenve of the information it
provides; and

(b) the Primary Deuler’s ability to provide the udverliscd product/service.

- A Primary Dealer must ensure when publishing an advertisement that its name is clearly

shown i all advertiscments.

A Primary Dealer must ensurc that an advertisement is designed and presented so that any
Customer can reasonably he expeeted to know immediately that it is an advertisement.

A Primary Dealer must cnsure that:

(a) key information. in relation lo the advertised productiservice, is prominent and is not
obscured or disguised in any way by the contenL design or format of (he
advertisement: and

ib) small print or foomotes are only used to supplement or claborate on the key
information in the main body of the adverliscment and must be of sufficient size and
prominence to be clearly legible,

14



12.6. A Primary Dealer must ensure thal an advertisement that uses promational or introductor

12.7.
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inlerest rates or any other promational features clearly states the expiry date of that interest
ralc and provides an indication of the rate and any ather condition’s that will apply
thercafter.

A Primary Dealer must ensure that any assumptions, on which @ statement, promise or
forceast contained in an adverlisement is based, are clearly staled, reasonable and up w
darc.

A Primary Dealer must ensure that an advertiscment that promates more than one product?
service sets out clearly the key inlormaltion relating to each productservice in such a way
thatl a1 Customer can distinguish between the products/services.

A Primary Dealer mus!| cnsurc that comparisans or contrasts arc based either on lavts
verificd by the Primary Dealer, or on reasonable assumptions stated within the
advertiscment. Ihey should he presented in a clear, fair and halanced way and not omit
anylthing material to the comparison or contrast. Malerial diffcrences between the
productsiservices must be set oul clearly,

Errors Resolution

A Primary Dealer must have written procedures in place for the effective handling ol
errors which affect Customers. At a minimum. these procedures must provide for the
[ollowing:

(aj the idenliBeation of the cause of the error;
(b) the identilication of all affected Customens;

(c) the appropriate analysis of the patterns of the errors, including investigation as to
whelher or not it was an isolaled error;

(d) proper control of the correction process; and
{e) escalation of crrors to compliancerisk functions and senior management,

A Primary Dealer muslt resolve all ercors speedily and not later than two months after the
date the error was first discovered, including:

(a) correeting any systems failures;

(h) cnswing eflective controls are implemented to prevent any reeurrence of the

wentified crror:
v
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(¢} cffccting a refund (with appropriate interest) o all Customers who have been
affeeted by the error, where possible: and

(d)  nolifying all affected Customers, both current and former, in a timely manner, of any
error that has impacted or may impact negatively on the cost ol the service, or the
value of' the product/service. provided, where possible,

Where an crror which aflecls Customers has not been [ully resolved (as outlined in
Provision 13.2) within two months of the date the error was first discovered. a Primary
Dealer must inform CBSL. on paper or on another durable medium, within one month of
that deadline.

A Primary Dealer must maintain a log of sl crrors which allect Customers. This log musi
contain:

(a) details of the crror:

(b) the date the error was discovered;

(L) un explanation of how the error was discovernsd:
() the peried over which the rror oceurred:

{¢) the number of Customers aflectud:

(f} the monetary amounts involved;

{g) the status of the error;

{h) the dare the error was resolved:

(i} the number of Customers relunded: and

(i} the total amount refunded.

A Primary Dealer must maintain u record of all steps taken to resolve an error which

affects Customnens, including details ol the steps taken where:
(#) any affected Customers were dissalisficd with the outcome;
(b} there were dilTicultics contacting alTected Customers: and

x
{¢) arcfund could not be repaid. @'
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14.1.

14.3.

Complaints Resolution
A Primary Denler must seck 1o resolve any complaints with Customers.

When a Primary Dealer reccives an oral compluint, it must offer the Customer the
opportunity v have this handled in accordance with the Primary Dealer’s complainis
process.

A Primary Dealer must have in place a writlen procedure for the proper handling of
complaints. This procedure needs not apply where the complaint has been resolved to the
complainant’s satisfaction within five business days, provided however that a record of
this fact is maintained, At a minimum this procedure must provide that:

{a) the Primary Dealer must acknawledge cach complaint in wriling within five business
days ol the complaint being received;

(b) the Primary Dealer must provide the complainant with the name of one or more
individuals appuinied by the Primary Dealer o be the complainant’s paint of contact
in relation to the complaint until the complaint is resolved or cannot be progressed any
further;

(¢} the Primary Dealer must provide the complainant with a regular updale, in writing. on
the progress ol the investigation of the complaint at intervals ol not greater than 20
business days. starting from the date on which the complaint was made:

(d) the Primary Dealer musl allempt to investigate amd resolve a complaint within 40
business days of having received the complaint: where (he 40 business davs huve
elapsed and the complaint is not resolved. the Primary Dealer must inform the
complainun! of the anticipated timeframe within which the Primary Dealer intends 1o
resolve the complaint and must inform the Customer that they can refer the matler 1o
the Iinancial Ombudsman, and mus! provide the Customer wilh the contact details ol
such Ombudsman; and

() within five business days of the completion ol the investigation. the Primary Dealer
must advise the Customer in writing, of:

(i) the outcome of the investigation;
(i) where applicable, the 1erms of any offer or settlement being made;
(1if) thul the Customer can refer the matter to the Finuncial Ombudsman, and

(iv) the contact details of Financial Ombudsman.

\I
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144, A Primary Dealer must maintain an up-to-date log of all complaints from Customers

14.5.

14.6.

subject w the complaints procedure. This log must conlain;

{a) details of each camplaint;

{b) the date the compluint was received:

(¢} asummary of the Primary Dealer’s response(s) including dates:
{d) details ol uny other relevant correspondence or records;

(¢} the action taken 1o resolve cach complaint;

(N the date the complaint was resolved; and

(2) where relevant, the current status of the complaint which has been referred o 1he
Financial Ombudsman,

A Primary Dealer must maintain up to date and comprehensive records tor each complainl
received from a Customer.

A Primary Dealer mus! undertake an appropriate analysis of the patterns of compluints
from Customers on u regular basis including investigating whether complaints indicate an
isolated issue or a more widespread issue for Customers., This analysis of Customer
complaints must be esculated to the Primary Dealer’s comphance/risk function and seniar
management,

Records and Compliance

- A Primary Dealer must ensure thal all instructions from or on behalf of a Customer.,

including the date of both the receipt and transmission of the instruclion are recorded.

2. A Primary Dealer must enswree that any decision in the exercise ol its discretion on behall

of a Customer with respect to a productiservice is recorded.

A Primary Dealer must maintain up-to-dale records containing at least the following;
(#) a copy of all documents required for Customer identification and prisfile;

(b) the Customer’s coniact derails:

() all information and documents prepared in compliance with this Charter;
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16.

16.1.

16.3.

(d) details ol producly’'services provided to the Customer;

(&) all correspondenee with the Customer and delails of any other information provided
the Customer in relation to the productiservice;

() all documents or applications completed or signed hy the Customer:

(g) copics of all original documents submitted by the Customer in support of an
application for the provision ol a product/service: and

(h) all other relevant information and documentation conceming the Customer,

4. A Primary Dealer must relain details of individual transactions for live veurs after the date

on which the particular transaclion is discontinued or completed. A Primary Dealer must
retain all other records for five yeurs from the date on which the Primary Dealer ceased to
provide any product/service to the Cuslomer concemced.

3. A Primary Dealer must maintain complete and readily accessible records, fully protecied

with necessary buckup records of the same in diflerent locations as required, to ensure
customer protection.

Compliance with this Charter

Where the Superintendent ol Public Debt requires a Primary Dealer to provide
information in respect of the Primary Dealer's compliance with this Charier, such Primary
Dealer is required to provide inlormation which is full. fair and accurate in all respects and
nal misleading and to do so in uny period of time or format that may he specified by the
Superintendent of Public Deb.

. Where the Superintendent ol Public Debt requires inlormulion in respect of a Primary

Dealer’s compliance with this Charter, and the Superintendent ol Public Dcbt is of the
opinion that a meeting with personnel of the Primary Dealer should take place in order to
procure such informalion in a satisfactory manner, the Primary Dealer mus| arrange for
appropriate personnel to participate in such a meeting in order to provide the required
mformation to the Superintendent of Public DebL.

A Primary Dealer must, upon being required by the Superintendent ol Public Debr to do
sa, provide. to the Superintendent of Public Deht, records evidencing compliance with this
Charler for a period which the Supcrintendent of Public Debt may specify {up to a
maximum period of six years).
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A Customer’s obligations toward a Primary Dealer

A Customer ol u Primary Dealer should foster the relationship with the Primary Dealer
fulfilling its obligations. In this repard:

(a) The Customer should not advise the Primary Dealer to avoid recording their title in the
DS when they have purchased Government Sceurities from a Primary Dealer in return
of any undue financial benefit.

(h) If a Customer intends to withdraw/lcrminate the product/service belore the end of the
malurity period. shefhe has o hear the compensation/discount/lines al the market rare
prevailing at the time of such decision,

(¢} If the Customer is unable to settle any linancial obligation to the Primary Deuler. as
agreed. the Primury Dealer will have the right to recover the amaunt ewing lo it
through any collaterul, I the Primary Dealer is unuble to scttle the financial obligation
as agreed, the Customer will have the right t recover the amount owing to them
through any collateral.

(d) I a Customer finds hersell'himsell” in financial difficulties, sheshe should let the
Primary Dealer know as early as possible,

(e) Ttis imperative that the Customer inform the Primary Dealer st all times of any changes
to herhis address and contact details to facilitate to conet the Customer at any lime
and Lo ensure that Customer registration details in the CDS are current and accurate.

(f) The Customer should have the complete understanding of the product/service oflerel
by the Primary Dealer betore entering info the contract.

{g) The Customer should duly fill and submit the required application forms and
supporting documents in lime,

(h} The Customer should cxcreise due care in all (ransactions with the Primary Dealer,

(i} The Customer should ensure lhal she'he receives an acknowledgement account
statement Irom the Primary Dealer lor herdhis transactions with the Primary Dealer. The
Customer then should carcfully peruse acknowledgement/statemenl reccived from the
Primary Dealer and nolify the Primary Dealer promptly of any errors! omissions’

suspecled transaction’s in a prompl manner,
—“
7.
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