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CHAPTER 1

5.7.3  Customer Information and Privacy Protection
The Bank places great importance on the protection of customers' personal information and privacy. We have established 

the "Personal Information Management Guidelines and Related Operating Standards" and set up a "Personal Information 
Management Committee" responsible for supervising matters related to the personal information protection mechanism. 
We handle the collection, processing, and utilization of personal information and act in accordance with the "Personal Data 
Protection Act" and relevant laws and regulations. Before collecting information, we inform individuals the purpose of 
collection and sharing recipients, ensuring that it does not exceed the necessary scope for specific purposes. We explicitly 
define customers' rights regarding inquiries, requests for access, provision of copies, correction, supplementation, cessation of 
collection, processing, utilization, or deletion of personal information. Additionally, we require third parties to comply with the 
Bank's policies on personal information protection. Personal information is deleted, stopped from processing, or utilized when 
the specific purpose of collection disappears or when the deadline expires, unless otherwise stipulated by laws or contracts. We 
retain trace Information or relevant evidence for at least five years.

Our "Privacy Policy" statement outlines how we collect, apply, and protect personal information provided by customers. To 
safeguard users' personal Information and maintain online privacy, we will update the privacy protection policy in accordance 
with changes in laws and the adoption of new technologies. This is to fulfill our mission of safeguarding customer rights. If there 
are any questions about the privacy protection policy or the use of personal Information, individuals can contact the service 
windows through the contact information provided on the official website.

CUB  has  es tab l i shed  a  "D ig i ta l  P la t fo rm 
NPS Customer Feedback Collection Mechanism" 
to effectively gather user feedback on platform 
experiences through NPS surveys combined with 
customer interviews or usability tests. This approach 
allows us to design platform experiences that better 
meet users' actual needs and expectations, thereby 
enhancing overall customer satisfaction.

Our customer service center conducts Transactional 
Net Promoter Score (tNPS) surveys for customers who 
call in daily. This not only helps in promptly recording 
customers' feelings about the service but also assesses 
their satisfaction and loyalty. By analyzing questionnaire 
feedback, call reasons, and related product interactions, 
we delve into gaps in the customer experience. We 
then report these findings to relevant units monthly, 
allowing us to formulate service strategies that are more 
closely aligned with customer needs. In 2024, the tNPS 
for our customer service center was 67.1 points(Standard 
Score of 60), while the tNPS for the CUBE APP was 42.9 
points(Standard Score of 30).

In 2024, customers maintained a high level of 
satisfaction with our customer service center. We will 
focus particularly on key factors directly impacting 
customer satisfaction and continuously improve upon 
them to understand the service touchpoints better. 
Besides striving to meet customer expectations, we 
are committed to exceeding them and create more 
personalized and seamless service experiences. 
Through these efforts, we aim to solidify and enhance 
our position as a leading provider of financial services 
in the industry, while consistently delivering high-
quality service experiences to our customers. This 
will further deepen the trust and loyalty between our 
customers and the Bank.

  The Result of the 2024 Satisfaction Survey

  The Management Process for Customer Information and Privacy Protection

https://www.cathaybk.com.tw/cathaybk/personal/about/news/customer-benefits/client-privacy/
Personal Information 
Protection Policy 

Website

Each subsidiary within the Group adheres to the "Financial Holding Company Act," "Personal Data Protection Act," 
"Rules Concerning Cross-Selling by Financial Holding Company Subsidiaries," and other relevant legal provisions 
for the collection, processing, storage, integration, and use of customer Information. It is declared that subsidiaries 
involved in customer information undertake strict confidentiality measures when conducting related business and 
utilize the Information in accordance with legal requirements.

Rules and Regulations 
for the Mutual Use of 
Customer Information 
Among Subsidiaries 
within the Group 

We had 6 data breaches events in 2024, including cases identified by the Bank, customer complaint cases, and cases 
announced by the Financial Supervisory Commission. 41 customers were affected by such violation. In which 100% 
of data breaches events was involved with personally identifiable information.

Data Breaches 
Event

Every year, The Bank undergoes third-party audits and verifications using the "BSI10012:2017 Personal Information 
Management System" and accounting firm projects for personal Information protection, anti-money laundering, 
and counter-terrorism financing mechanisms. These audits are conducted to ensure the effectiveness of personal 
Information protection measures.

Audit Mechanism

The Bank has established an "Emergency Response Procedure for Personal Data Breaches" along with a drill 
mechanism. Through regular drills, the Bank aims to enhance employees' response and protection capabilities to 
prevent incidents from impacting the Bank and minimize harm to the parties involved. Simultaneously, these drills 
verify the effectiveness of internal procedures, identifying any inadequacies in personal Information protection 
measures and continuously improving relevant safeguards. Additionally, the Bank conducts annual Information 
protection training sessions for all employees to strengthen their awareness and reduce the occurrence of 
Information breaches.

Incident Response 
Procedure

Satisfaction 
Survey 93%

Result for 2024

90%
Target for 2024

93


