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CUSTOMER ENQUIRY CENTRES

Hong Kong

Wan Chai Customer Enquiry Centre
1/F, Immigration Tower, 7 Gloucester Road, Wan Chai
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Kowloon

Tai Kok Tsui Customer Enquiry Centre
G/F, 41 Tit Shu Street, Tai Kok Tsui
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New Territories

Tai Po Customer Enquiry Centre
4/F, Tai Po Government Offices, 1 Ting Kok Road, Tai Po

Sha Tin Customer Enquiry Centre
3/F, Sha Tin Government Offices, 1 Sheung Wo Che Road, Sha Tin

Tuen Mun Customer Enquiry Centre
7/F, Tuen Mun Government Offices, 1 Tuen Hi Road, Tuen Mun
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Statistics on Customer Enquiries and Requests for Service
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E=®E F1% Year

Number of Enquiries and Requests 2015 2016 2017 2018 2019

£m\  FENEES Letter, Fax and Email 215 428 225 097 247 665 259 039 266 624
% 3% Telephone 833284 842 414 847 330 860 650 836 767
1 5 Counter 253 698 290 368 335271 329 551 317 921
42 Total 1302410 1357 879 1430 266 1449 240 1421312
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Statistics on Customer Complaints
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Number of Complaints 2015 2016 2017 2018 2019
ERIR B A BRI EFY Account-Related? 140 142 145 138 94

ER IR 5 48 B A9 57 Non-Account-Related 7787 7767 7 498 6 454 5828
42 Total 7 927 7 909 7 643 6 592 5922
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Account-related complaints from District Councils, Legislative Council and The Ombudsman.
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Statistics on Mode of Payment 2019/20
[
HwEARX RSB BotE
Mode of Payment No. of Cases Percentage (%)
HHHE In person 3784 000 46.3
B 2T By post 58 000 0.7
B B8R Autopay 878 000 10.8
BB Payment by Phone Service (PPS) 693 000 8.5
BE)ifEE# ATM 320 000 3.9
H BB Internet 2 438 000 29.8
48 Total 8 171 000 100.0
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Financial Year: 1 April to 31 March

Year (Calendar Year): 1 January to 31 December
Exchange Rates

When dollars are quoted in this report, they are, unless otherwise
stated, Hong Kong dollars. Since 17 October 1983, the Hong Kong
dollar has been linked to the US dollar, through an arrangement in
the note-issue mechanism, at a fixed rate of HK$7.80 = US$1.
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