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      By providing professional, efficient, reliable services, Far Eastern International Bank builds a trustworthy, lasting partnership with customers, 
enhances service quality, develops new product, and builds a mechanism with careful product check process and risk disclosure. We integrate 
customer-oriented services into our process, utilizes digital technology, combine inclusive financing concept, quickly respond to customer need and 
expectation, firmly guarantee the customer’s rights, and makes simple money management videos to share financial and money management 
knowledge and global economic condition, and strive for teaching inclusive financing.
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Perform satisfaction survey on wealth management customers by phone survey sampling every year. The survey result is associated with the 
performance appraisal of financial consultant to make sure that there’ no mis-selling and improve service quality. In 2022, satisfaction of wealth 
management customer is 96.3 points. Our satisfaction has always been above 90 points for eight years in a row. In addition, we have been 
honored nine customer experience awards by four professional financial media.
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Fair Treatment of Customers
Regular customer satisfaction survey
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C o u rse s  o n  f a i r  t re a tm e n t  o f  c us t om er s  in  2 0 2 2   

T h em e
N u m b er  o f  

p a r t i c ipa n tsS u b jec t
N u m b er  o f  

h ou rs

20 m inutes

91 m inutes

37 m inutes

65 m inutes

D irecto rs

A l l  em ployees

A l l  em ployees

A l l  em ployees

11  

2 ,727

2 ,741

2 ,755

The customers of our four business groups are different. Duties of each unit also vary. However, we always strive to implement principles of fair 
treatment of customers in financial service industry. The “Fair Treatment of Customers Promotion Division” under the President is responsible for 
drawing up relevant policies, holding education training and appraisal, and discovering issues that might be neglected by all departments. It draws 
up concrete solutions accordingly and proposes review at the senior management meeting. The Chief Compliance Officer reports the appraisal 
result to the Board of Directors regularly, forms a good culture of fair treatment of customers top down, makes sure that fair treatment of customers 
is the code of conduct for all employees. This reduces the cost of violation, beneficial to sustainable operation.

Shar ing on pr inc ip les o f  fa i r  t reatment of  customers  
in  f inanc ia l  serv ice indus t ry

In t roduct ion of  f inanc ia l  consumer pro tec t ion law in  
the p r inc ip les o f  fa i r  t reatment o f  customers
Case s tudy o f  p r inc ip les of  fa i r  t reatm ent  o f  

customers
Consumer conversat ion s imula t ion in  pr inc ip les o f  

fa i r  t reatment o f  customers
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Major achievement of fair treatment of customers in 2022

1. The evaluation result of principles of fair treatment of customers in the banking industry released by the FSC shows that we are in the top 25%.
2. We organized the education training for principles of fair treatment of customers. The number of training hours for all employees is 4,811 hours, 

2.32 hours per person on average. An exam on fair treatment of customers is held in July to raise awareness of employees on fair treatment of 
customers and help employees learn more about fair treatment of customers.

3. The “Mystery Shopper Project” was entrusted to an external agency in May to examine fair treatment of customers at our bank and propose 
advice from the perspective of a fair third party. This project was completed in September.

4. We rolled out various products and services, signed our application for new business, and submitted it to competent authorities. We stipulated 
the “Precautions for signing.” In 2022, when the Legal & Compliance Group inspected the project for signing, it noticed that an inspected unit 
has not improved conducts that failed to comply with the Securities Investment Trust and Consulting Association of the R.O.C. Guidelines for 
Advertisements and Business Activities Performed by Members and Their Sales Agents according to the opinion letter issued by the Legal & 
Compliance Group. Therefore, a low risk problem was listed. The inspected unit improved the conducts later on, then we terminated the 
contract with the unit we collaborated with. The web service for this signing project has been removed from our website.

Fulfill principles of fair treatment of customers

Inclusive Financing6
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A p p ra is a l  in d ic a to r

Our sel f -evaluat ion  score     +

1

2

( fu l l  score :  90 )

Subtota l 59.64
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5. For appraisal of ten principles of fair treatment of customers and actions promoted by the Board of Directors, the Legal & Compliance Group is 
in charge of self-evaluation. The result of self-evaluation is 89.64 points and the full score is 90 points.

S e l f - ev a l u a t i o n  o f  
b u s i n e ss  u n i t

 Se l f - e va lu a t i on  o f  
co m p l i an c e  o r  r i s k  
m a n ag e m e n t  u n i t

 Av e ra g e  sc o r e  Av e ra g e  sc o r e * 60 %

1

2 

3

4

5

6

7

8

9

10

11

9.56                             10                                10                         9 .85                         5 .91

9.34                             10                                10                         9 .78                         5 .87

9.88                             10                                10                         9 .96                         5 .98

9.74                             10                                10                         9 .91                         5 .95

9.94                             10                                10                         9 .98                         5 .99

 10                               10                                10                          10                             6

9.97                             10                                10                         9 .99                         5 .99

 10                               10                                10                          10                             6

9.83                             10                                10                         9 .94                         5 .96

9.95                             10                                10                         9 .98                         5 .99

How much the Board of Directors pays 
attention to and the action it takes 30

89.64

F i rs t  l i n e  o f  
d e f en s e  

S eco n d  l i ne  o f  
d e f en s e

T h i rd  l i n e  o f  
d e f en s e

S e l f - ev a l u a t i o n  o f  
i n t e r n a l  a u d i t  u n i t

Principle of fairness and good faith when 
preparing contracts

Principle of due care and fiduciary duty

Principle of truthfulness in advertising 
and solicitation

Principle of product or service suitability

Principle of notification and disclosure

Principle of balance between remuneration 
and performance

Principle of complaints protection

Principle of professionalism of sales 
personnel

Principle of friendly service

Principle of implement ethical corporate 
management

1 2
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Dimension

Active care by the branch teller

Money management for senior customers:

Our official website is honored the Grade A Mark of Accessible Website Regulations by NCC.
At the end of 2022, 126 ATMs out of 153 ATMs in Taiwan (82%) are suitable for people with physical disabilities (wheelchair users) and 
nine of them (6%) offer voice functions to people with visual impairment.
Offer ATM fee waiver programs to people with physical and/or mental disabilities.
An accessible counter and restroom are available in the branch. There’s a call button at the entrance and exit to guide people with 
physical and/or mental disabilities and seniors.
In 2022, we started to collaborate with Taiwanese Association of Sign Language Translation Interpreters, offering real-time video remote 
interpreting or reservation of onsite sign language interpreting service.
In 2022, we held friendly financial service training for helping customers with physical and/or mental disabilities, including real-time sign 
language interpretation. 921 tellers joined the training.

We improve training of frontline tellers. Our tellers pay attention to the customer, keep alert, report problems immediately, and work with 
police. We are obligated to keep an eye on financial crime and fulfill social responsibility as a financial worker.
Add scam reminder on the online bank and mobile transfer page.
Add reminder to the passbook to prevent dummy account and prevent people with physical and/or mental disabilities from scam.
In 2022, branch tellers stopped scam 29 times and stopped over-the-counter transfer scam of NT$8.5 million.

Disadvantaged-fr
iendly measures

Preventing customers 
from being defrauded

Senior care 
measures

When the Great Way Prevails
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6 .  Friendly f inancial  service

Instruct ion

We work with the government to fight crime and prevent unlawful conducts such as scam, money-laundering and tax evasion, to strive for a 
safer society:

Inclusive Financing6
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Imp lementat ion

Four sessions of Kids Wealth Management Camp was held in summer vacation, 104 participants in total.
Parents and kids explore financial insurance knowledge together. Insurance experts explain large and small risks in life in a 
straightforward way, and further explain topics on children’s education and risk planning, such as insurance policy review.

The 5th Establish the Senior Learning Academy 4.0 was held in September. It lasts 12 weeks and 35 people participated in it.
“Learn NFT” and “Senior Nursery Trust” are added to the course.

We worked with Asia Eastern University of Science and Technology and Yuan Ze University on the University for Seniors in November, and 
arranged promotion of senior nursery trust at the University for Seniors.
Three sessions were held, 2.5 hours each, 125 participants in total.

“Start Nursery Trust, Ensure Happy Future,” a physical seminar on nursery trust, was held in December. Su Chia Hung, a family 
lawyer, was invited to share knowledge on wealth inheritance and trust.
45 people participated in the seminar.

We offer various financial information. 126,788 people added us.

We created a YouTube Channel “Little Yuan Wins” to promote knowledge on financial and money management. The investment 
market team shares professional market analysis. It is a free channel on YouTube. We added core factors, environment and society, 
to video content in 2022 to help people learn more about sustainable value.
In 2022, we expect to make three episodes on money management regarding inclusive financing, 23 episodes on professional 
market analysis, 26 videos on financial knowledge in total. We aim to convey the concept of money management and the latest 
market investment information. Our channel has 590,591 views. Topics of inclusive financing videos are shown below:

Celebrity Lectures

FEIB’s YouTube Channel 
“Little Yuan Wins”

Far Eastern 
International Bank 

Happy+LINE account

Establish the Senior 
Learning Academy 4.0

Kids Wealth 
Management Camp

7.  F inancial  Knowledge Advocacy  and Promotion 

N u m b e r  o f  v i ew s

1 0 , 1 8 6

2 4 8 ,5 9 5

1 8 , 0 2 2

I tem

L a u n c h T h e m e

Ja n u a ry

M a rc h

S ep t e m b e r

L e ar n  a b o u t  F X  m a rg i n  t ra d i n g

N e w  a sp e c t  o f  in ve s t m en t  
f o r  h a p p y  re t i re m en t

S ta r t  N u rs e ry  Tru s t ,  
E n su r e  H a p p y  F u t u r e
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Inst ruct ion

Customer service enhancements in  2022
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Major achievement of customer complaint handling in 2022

Our customer sat isfact ion is  99.8%.
If a customer reports his problem and need through any channel, he can receive full response from the customer service center. The indicator 
of customer service level shows that 80% of the calls are answered in 30 seconds. After a customer has been served, the computer system 
draws a customer randomly and guides the customer to grade satisfaction via the voice system. This grading system draws 10,307 customers, 
and satisfaction is 99.8%. 25,653 customers have been drawn for the AI customer satisfaction, and satisfaction is 88.8%.

Immedia te hand ling and  proper handl ing
Two indicators of customer complaint handling performance have been added. Sensitive and general cases are handled in three and ten 
workdays, respectively. The day that the customer complaint has been handled is the day that we called the customer back and reached 
consensus with the customer or the day that we notified the customer about how the customer complaint is handled. If we cannot reach the 
customer by phone, the day we reply to the customer by mail is the day that we finished handling the customer complaint. Statistics show that 
there are 371 customer complaints for all of our businesses in a year, less than the previous year, which is 524 customer complaints. These 
customer complaints include the ones handled by our customer service center, and competent authorities such as Banking Bureau and 
Financial Ombudsman Institution. Sensitive cases are handled in a day on average and general cases are handled in two to three days on 
average. 83% of the cases are handled in three days. 87% of the customer complaints handled properly have not been submitted through any 
channel in 30 days after being handled.
Analysis  of  cause of  customer complaint  and 
enhancement
The “Consumption Dispute Management Division” 
was founded in February. A meeting is held every 
month to review and continue to optimize customer 
complaint handling, and propose corrective or 
prevention measures to prevent similar problems 
from occurring in the future.

 

I tem

We offer a 24-hour integrated customer service center. Customers can receive an integrated one-stop service through any channel. During the 
COVID-19 pandemic, remote backup and WFH programs are established to integrate system and ensure information security, in order to maintain a 
non-stop customer service. Furthermore, we drew up regulations for customer complaint management, “System for handling of financial 
consumption dispute and handling process,” “Precautions for financial consumption case management” and “Procedure for handling of financial 
consumption dispute.” We hope that customer opinion or complaint can be handled as soon as possible. Responses have been organized integrally 
and systematically. Statistical analysis is executed and reported to the President and management level every month. It is reported to the Risk 
Management Committee regularly and included in self-evaluation of operational risk. In order to help the top governance agency keep track of 
consumer protection at our bank, we explain each major customer complaint and follow-up handling.

Handling of financial consumption dispute

Amended the “System for handling of financial consumption dispute including SOP” and clarify 
relevant duties and functions.

certification.

User experience is enhanced by correcting the employee’s behavior immediately to make sure 
that the score of service precision is 95% and above.

The customer complaint an employee attributed to is explicitly specified in the annual 
performance evaluation form of the employee as the reference for evaluating the employee’s 
performance in the  customer dimension.

Modify SOP

Implement the 
international 
standard
Optimize AI 
customer service

Customer 
complaint is 
associated with 
performance 
appraisal
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The Bank is able to collect fund from the society and manage and utilize it. To lead the critical power of the entire 
society that implements sustainable development, we incorporate ESG into core business, deploy ESG product line, 
promote sustainable finance and ensure sustainability for environment and society.

Custome
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P e r s o n a l  f i n a n c e

The launched ESG fund must meet Article 8 
or 9 in Sustainable Finance Disclosure 
Regulation (SFDR) or the level of four to five 
Earths in Morningstar Rating.
From September to December 2022, 
customers can get 60% off for handling fee 
of ESG fund purchase via a digital channel.

ESG fund and 
purchase discount

Home loan for 
green building

Major media such as China Times and Liberty Times reported this 
discount for more people to learn about the green building loan 
discount.

General public

Wealth 
management 

customer

General public

The borrower 
offering a building 

with Green Building 
Mark as a collateral

The loan was rolled out in April 2022, up to 30 
years of loan period. Besides a low interest 
rate, the start-up cost is only NT$888, which 
was originally NT$5,000.

We issued the Eden Social Welfare Foundation 
Love Card in 1997. 0.3% of the credit card 
amount is donated to Eden Social Welfare 
Foundation.

Hope Passbook: Conversion of account interest to 
donation to Eden Social Welfare Foundation 
automatically
Conversion of credit card dividend to Eden Social 
Welfare Foundation
The event for motivating credit card holders to 
donate to Eden Social Welfare Foundation
Donation from the holder of Eden Social Welfare 
Foundation Honor Card

Eden Social Welfare 
Foundation Love Card

Sustainable 
donation platform 

of Eden Social 
Welfare Foundation

Happy Home+ 
Card

In 2022, we donated NT$942,412, NT$35,921,927 in total.

Family with 
underage 
children

Grandparents

This credit card aims to provide a better 
life for family. It offers benefits to take care 
of mental and physical needs of young 
parents, and endeavors to support them 
for parenting.
In 2022, it extends services to pet owners 
and offers discounts on pet supplies.

Birth population continues to drop. The credit card aims to focus on 
sub-replacement fertility and animal care. 70 thousand credit cards were 
issued in the first year, 2021. More than 150 thousand credit cards were 
issued in 2022.

1

2

3

4

There were 1,925 ESG funds at the end of 2022.
The total amount of subscription of ESG fund during the discount 
period is NT$452 thousand.
Our goal in 2023 is that the number of ESG funds must be at least 5% 
of the total number of funds among the selected funds each quarter.

In 2022, we donated NT$1,367,754 to Eden Social Welfare 
Foundation, NT$52,307,531 in total.
1,231 credit cards were issued in 2022.
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