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...... AN m] DLER Bl (58 B 3% 03 A5 Tl - 5B 2N &Ry - HIE 2 Mr
John SHELLEY, you want to assist?

Mr John SHELLEY, Chief Operating Officer, Retail & Commercial, Asia of
The Royal Bank of Scotland N.V.:

Thank you, Mr Chairman, if | may supplement the answer. The
evidence we have to show that the customer either had the opportunity to
review to their satisfaction or to receive a copy is their signature on the form.
They would not sign the form to say that they have received the document if
they had not done so. These documents were available in each of our
branches, they are aways made available to customers; but to give a straight
answer, we don't know exactly how many were printed.
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Mr John SHELLEY:

May | supplement?
Chairman:

Mr SHELLEY, you want to assist?
Mr John SHELLEY:

Thank you. Actually, in addition to the signature of the clients and the
signature of our staff, which, of course, neither party would sign unless they
knew what they were signing for. In the event of a complaint, when we
review the allegations that the customer is making, if one of the allegationsis
that they have not received all the required documents, then we would
obviously check our filesfirst of all to see whether the client had signed to say
that he had received the document, whether our staff had signed. We would
also interview the staff — assuming they were available — we would interview
the staff and asked them, "did you provide the document?' So, we would
make further investigation to double check what is on the file. So, we don't
simply rely on the signature.
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Mr John SHELLEY:
There could be, ......
Chairman:
Mr SHELLEY?
Mr John SHELLEY:

...... it would depend on the individual cases. As weve explained
before, the sale process, every one was dlightly different, some happened at
the branch, some happened in a mixture of branch and phone call, some took
place over, you know, several conservations like that. If indeed a part of the
sales process took place on the telephone, then, if from our office, that would
be taped. And if the customer asked about documents during the course of
that call, then that would be recorded.

The customer is always provided with the key documents, the termsheet
and the other documents. In the case of the prospectus, these were held in
the office, and the customers were asked as part of the sales process how did
they want to receive those documents. Some chose to come to the office to
review them, some occasion is that they asked us to send them to their home
or wherever. But, in al cases—in all cases — the staff and the customer sign
to say that they have received al the documents that are required.

FHBHA -
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I'd like Mr CHU to respond first. Mr SHELLEY, you wait for awhile.
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Mr John SHELLEY:

In addition to the primary responsibility that we as executives of the
bank have, and the Head of the Product Team, the Head of the Branch, the
Branch Operations Manager, there is indeed an independent third party check
of what goes on to check the appropriateness of our selling process. Thisis
conducted by our Audit Department which is independent from the line
management. And we, of course, at your request have produced three audit
reports for the period under review. And those audits, they encompass a full
range of checking to make sure that we are following the right processes and
procedures. And during that period, of course they showed that we had a
satisfactory outcome on all three occasions. So, there is an independent
check.
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Mr SHELLEY, you have something to add?

Mr John SHELLEY:

Thank you, Mr Chairman. 1'd like to try to help answer the gquestion.
| think there may be a misunderstanding here. | want to clarify that it is
perfectly okay for our RMs to give advice providing it is incidental to the
product that they are distributing. And, of course, it's quite natural for
customers to ask about the market conditions, about the performance or the
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likely performance of a particular product, and to ask us to compare the
features of the product that's being discussed to another product. And all of
that is absolutely fine and we do give guidelines and we coach and train RMs
to be able to answer such questions. And if we find any instances where they
have strayed from those guidelines, then we would dea with it appropriately
by either giving re-education or additional training or, in extreme cases, taking
disciplinary action.
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ALCREE -

Chairman:
Mr SHELLEY -

Mr John SHELLEY:

Thank you, Mr Chairman. Actualy, the tape we provided does, in fact,
cover substantial conversation about both Minibonds and equity-linked notes.
Thereisavery substantial part of the tape which coversthat already. So, if |
may respectfully suggest Member to have a look at that part. | think it's a
very good representative example.
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