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UOB BUSINESS INTERNET BANKING SERVICE AGREEMENT 

COUNTRY ADDENDUM (MALAYSIA) 

1. This is the Country Addendum (Malaysia) to the UOB Business Internet Banking 
Master Service Agreement (the “Agreement”). 

 

2. For the purpose of this Country Addendum (Malaysia), the word “us”, “we”, “our” or 
“ours” refers to United Overseas Bank (Malaysia) Bhd (199301017069) (271809 K). 

 
3. Where any Services are provided to Customers in or into Malaysia, the Agreement 

shall be amended or supplemented in relation to such Services as follows: 
 

(I) The definition of “Instruction” in Clause 1.1 of the Agreement shall be amended 
and read as follows:- 

 
“Instruction” means any request, Application, authorisation or instruction, in 
whatever form and sent, given or transmitted to any UOB Group Bank through 
Business Internet Banking: 

 

(a) by the Customer or a Customer User on behalf of the Customer; or 
 

(b) which that UOB Group Bank or an Officer of that UOB Group Bank 
reasonably believes to be the request, Application, authorisation or 
instruction of the Customer or a Customer User given on behalf of the 
Customer; or 

 
(c) by use of any Security Token and/or Password of a Customer User 

(whether or not in conjunction with the User ID of the Customer or the 
Customer User); or 

 

(d) by means of an electronic signature *pursuant to Applicable Laws) of the 
Customer or a Company Signatory on behalf of the Customer. 

 
Instruction shall also include any request or instruction sent, given or 
transmitted to us through FTS. 

 
 

(II) The following provision shall be inserted after Clause 1.1 of the Agreement:- 
 

“BFTS” means Business Internet Banking (“BIB”) File Transfer Service 
provided by UOB Group Bank, for which multiple payment and/or collection 
instructions, given or transmitted in a single group from the Customer to the 
UOB Group Bank. 

 

“FTS” means File Transfer Service (“FTS”) provided by us to Customers which 
allows Customers to send files to us and receive files transmitted by us through 
this service which is accessible through BIB. 

 

“Customer’s File” means any file sent to the Customer by us through FTS. 
 

“FTS Software” means one or more computer software licensed or procured 
by the Customer for the authentication, encryption and transfer of the files. 

 

“Designated Account” means the account which the Customer has to open as 
a new Account or designate in the FTS Registration Form from their existing 
Accounts in order to utilise FTS. All fees, costs, charges, expenses and 
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interest for the use of FTS including but without limitation to subscription fees 
and any additional fees for selected transaction / services may be charged and 
deducted from the Designated Account. If the Designated Account is 
suspended, closed or terminated, we may select an existing Account of the 
Customer with us and designate it as the Designated Account for fees and 
charges for the purpose of FTS. 

 
“Digital Keys” means the combination of codes used by us and the Customer 
to authenticate, encrypt and transfer the files. 

 

(III) The following provision shall be inserted after Clause 3.1(b) of the Agreement:- 
 

(c) subscribe to other e-payment services initiated by the Payments 
Network Malaysia Sdn Bhd (“PayNet”) offered by us through the 
Service which include, amongst others, JomPAY and the Financial 
Process Exchange (“E-Payment Service”). 

 
In so far as Clause 3.1(c) is concerned, the Customer may submit to us their 

application for the E-Payment Service in the form prescribed by us from 
time to time together with such supporting documents as we deem fit. 
We may decline the Customer’s application with prior notice to be 
provided to the Customer. We may (but is not oblige to) disclose the 
reason of the rejection. In addition, the Customer agrees that the use 
of the E-Payment Service is also subject to PayNet’s procedures and 
terms and conditions governing the use of the E-Payment Services as 
set out at PayNet’s official website at http://www.paynet.my which may 
be subject to amendment by PayNet from time to time. 

 
 

(IV) Clause 4.1 of the Agreement shall be amended and read as follows:- 
 

4.1 Each UOB Group Bank shall only accept an Instruction if it has been 
effected through Business Internet Banking using the appropriate User 
ID(s) and Password(s) in accordance with the terms of this Agreement. 
If Instruction is effected through FTS, the Customer shall use the 
appropriate Digital Keys. 

 
(V) The following provisions shall be inserted after Clause 4.11 of the Agreement:- 

 
 

4.12 In addition to and not in derogation of any clauses stated in Clause 4 
of the Agreement, we are not obliged to honour or may cancel any of 
Customer’s Instruction effected through FTS without incurring any liability 
whatsoever in any of the following circumstances:- 

 
(a) the funds in the Designated Account are insufficient to pay for any 

fees, costs, charges, expenses and interest that may be imposed 
by us from time to time for the use of FTS; 

(b) the Designated Account is frozen, suspended or if it is closed and 
a new or existing account with us has not been opened or selected 
and designated as the Designated Account; or 

(c) we know or have reason to believe that a breach of security, fraud, 
criminal act, offence or violation of any law or regulation has been 
or will be committed. 

4.13 The Customer acknowledges and accepts the following: 
a) Information provided in the payment advice/message downloaded 

from BIB shall merely be of a supportive and informative in nature. 
It does not constitute as proof of receipt of funds by the 
recipient/beneficiary; and 

b) Clearance and Crediting of funds are subject to the rules and 
regulations and market practices of the country of the 

http://www.paynet.my/
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recipient/beneficiary. We and/or our correspondents or agents shall 
not be liable for any loss or delay caused by any such rules and 
regulations or market practices. 

 

(VI) The following provisions shall be inserted after sub-clause (c) in Clause 8.5 of 
the Agreement and the word “and” at the end of sub-clause (b) shall be deleted 
and inserted at the end of sub-clause (c):- 

 

(d) in addition to observing the Customer’s obligation as spelt out in Clause 
8.1, the Customer further undertakes that the Customer shall : 
(i) observe to the fullest the terms of the Agreement; 
(ii) not act fraudulently in relation to provision and operation of any 

Account, the Business Internet Banking and/or Services; 
(iii) take reasonable steps to keep Security Token secure at all 

times; and 
(iv) report any breach of security of Password or the loss of Security 

Token to us as soon as practicable, upon becoming aware of the 
breach or loss respectively. 

 
(VII) The following provisions shall be inserted after Clause 9 of the Agreement: 

 

9A Operation of FTS 
 

9A.1 The Customer will be responsible for adhering to our operating hours when 
retrieving files from us. 

 

9A.2  The Customer shall notify us immediately upon receipt of incomplete, garbled or 
inaccurate file or data or information from us. 

 
9A.3 The Customer shall notify us immediately upon receipt of any data or information 

which is not intended for the Customer. The Customer agrees that all such data 
or information shall be deleted from the Customer’s computer system 
immediately. 

 
9A.4 We shall not be responsible for the consequences of any Customer’s files or data 

being incomplete, garbled, erroneous, inaccurate or being received late unless 
it is due to our willful misconduct or gross negligence. 

 

9A.5 We reserve the right to cancel or not execute any Customer’s instructions at  any 
time with prior notice without incurring any liability to Customer unless it is due 
to our willful misconduct or gross negligence. 

 

9A.6 The Customer shall check regularly the status of Customer’s files being processed 
by us. 

 
9A.7 The operation hours of FTS is subject to change and we will notify you of such 

changes. We have the right to vary, add to or withdraw FTS at any time with 
prior notice to the Customer. We shall use reasonable endeavours to ensure 
that FTS will be available at all times but this shall not be considered or be 
deemed as a warranty by us that FTS will be available (whether uninterrupted 
or available at all) at all times. 

 
9A.8 We shall at any time with prior notice, be entitled to temporarily suspend the 

operations of FTS for updating, maintenance and upgrading purposes or any 
other purposes whatsoever that we deem fit and in such event, we shall not be 
liable to anyone. 

 
9A.9 FTS is subject to periodic review and changes by us. 

 
9A.10 We reserve the right at any time to set, vary or cancel limits for any transaction 

types, facilities, services and products that may be carried out through FTS, 
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whether in monetary or numerical terms or otherwise, and to vary their 
frequencies and availability period. 

 

9A.11 We may limit, cancel or suspend FTS in whole or in part at any time with prior 
notice to the Customer and may add, withdraw or change the types of 
transactions that may be available or carried through FTS. 

 
 

9B Digital Keys 
 

9B.1 The Customer shall keep confidential all Digital Keys in order to enable the 
Customer to access FTS and the Customer shall be responsible for all 
Customer’s Instructions effected (whether authorised or not) through the use 
of such Digital Keys. 

 
9B.2 The Customer agrees to take all precautions to safeguard the Digital Keys such 

as (but not limited to) not disclosing them to anyone, changing its Digital Keys 
regularly and in particular, after such Digital Keys have been disclosed or 
discovered by any party, and informing us immediately if there is any suspicion 
that someone else knows the Digital Keys. 

 
9B.3 We shall be entitled to deactivate or revoke the use of such Digital Keys at any 

time with prior notice to the Customer. We may also de-activate or revoke 
Customer’s use of FTS if FTS cannot be accessed after a number of attempts 
have been made using the Customer’s Digital Keys. 

 

9B.4 The Customer shall remain liable for all liabilities incurred pursuant to Customer’s 
Instructions received by us (whether authorised or not) after the Digital Keys 
are disclosed to someone else until we have taken the necessary steps in 
accordance with our prevailing practice to prevent any Customer’s Instruction 
from being effected through the use of the Digital Keys. 

 
9B.5 We may send the Digital Keys to the Customer by such means as we deem fit. 

 
9B.6 The Digital Key is subject to renewal at regular intervals according to our security 

policy. We reserve the right not to support any prior version of the Digital Key. 
If the Customer fails to renew the Digital Key as required by us, we may reject 
the Instruction sent by the Customer and terminate this Agreement 
immediately. 

 
9B.7 We reserve the right to change the type or versions or specifications of any Digital 

Key that the Customer may be required to use for FTS with prior notice to the 
Customer, and in the event such requirements are not met by the Customer, 
we may reject the Instruction sent by the Customer and terminate this 
Agreement immediately. 

 
9B.8 If the Customer fails to use the software as required by us, we may reject the 

Instruction sent by the Customer and terminate this Agreement immediately. 

 
 

(VIII) The following provisions shall be inserted after Clause 10.4 of the Agreement: 
 

10.5 We can, at any time vary the fees, charges or handling charges by 
giving the Customer twenty one (21) days’ prior notice, either through 
the Customer’s statement of account, eStatement or by way of posting 
on our official website at www.uob.com.my or in any other manner that 
we may choose. 

 
10.6 If the Customer does not accept the variation, the Customer must 

cease and terminate the Business Internet Banking and/or the 

http://www.uob.com.my/
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Services within seven (7) days from the date of notification. Otherwise, 
the Customer will be deemed to have accepted and agreed to such 
variation. 

 
(IX) The following provisions shall be inserted after sub-clause (g) in Clause 11.1 

of the Agreement and the word “or” at the end of sub-clause (f) shall be 
deleted:- 

 
(h) our auditors, solicitors, and professional advisors; 

(i) any actual or potential participant or sub-participant in relation to any of 
our obligations under the banking agreement between you and us, or 
assignee, novatee or transferee (or any officer, employee, agent or 
adviser) of any of them; 

(j) any person to whom we or any members of UOB Group Bank is 
permitted or required to disclose to under the law of any country; 

(k) the Central Credit Bureau or any other authority or body established by 
Bank Negara Malaysia or any other authority having jurisdiction over 
us; or 

(l) any other country, its central bank or investigative authorities for the 
purpose of compliance with any automatic exchange of financial 
account information under any multilateral convention on mutual 
administrative assistance in tax matters. 

 
(X) The following provision shall be inserted after Clause 11.2 of the Agreement:- 

 
11.3 This Clause 11 shall survive termination of this Agreement. 

 
(XI) The following provision shall be inserted after Clause 11 of the Agreement:- 

 

11A No Warranty 
 

11A.1 Where we provide Customer with any third party information, 
Customer acknowledges and agrees that we do not warrant the accuracy or 
completeness of any such third party information. 

 
11A.2 Neither we or any of our branches, affiliates or subsidiaries, 
any relevant service provider or information provider nor any other software 
supplier makes any express, implied or statutory warranties relating to FTS, 
the direct access software or services or browser including but not limited to 
any warranty of merchantability, fitness for a particular purpose or non- 
infringement of third party proprietary rights or that they are free of errors 
unless disclaiming such warranties is prohibited by law. 

 

(XII) Clause 12.1 of the Agreement shall be amended and read as follows; 
 

Business Internet Banking may be suspended or terminated by the UOB Group 
Bank at any time either with respect to any Service or any service or facility 
provided through Business Internet Banking or generally, by giving prior notice 
of its intention to the Customer. 

 

(XIII) Clause 12.9 of the Agreement shall be amended and read as follows: 

 
The UOB Group Bank may change hours of operation of Business Internet 
Banking by giving prior notice of its intention to the Customer. The UOB Group 
Bank shall use reasonable endeavours to ensure that Business Internet 
Banking will be available during the times set out in Business Internet Banking 
or elsewhere provided that nothing herein shall be considered or be deemed 
as a warranty by the UOB Group Bank that Business Internet Banking will be 
available (whether uninterrupted or available at all) during such specified times. 
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(XIV) Clause 13.1 of the Agreement shall be amended and read as follows: 
 

In addition and without prejudice to any other right or remedy which we may 
have (at law or otherwise), so long as we act in good faith in acting upon or 
carrying out any Instruction, we shall not be liable to the Customer in any 
respect for any Loss suffered by the Customer caused by or arising in any way 
from our execution or implementation of that Instruction or any matter arising 
therefrom unless it is due to our wilful misconduct or gross negligence. 

 
(XV) Clause 13.2 of the Agreement shall be amended and read as follows: 

 
Provided that the Customer has fulfilled the Customer’s obligation as provided 
in Clause 8.5, we shall not be liable to the Customer for any Loss caused by 
or arising from any one or more of the following events or matters, howsoever 
caused or occurring: 

 
(XVI) Sub-clause (l) in Clause 13.2 of the Agreement shall be deleted. 

 
(XVII) The following sub-clauses in Clause 13.2 of the Agreement shall be amended 

and read as follows: 

 
(b) any telecommunications, computer or other electronic equipment or 

system not owned, operated or maintained by the UOB Group Bank, 
including but not limited to: 

 
(i) the inability or failure of any such software, equipment or 

system to accept and/or recognise and/or properly and 
accurately store, process and/or transmit dates or data 
incorporating or relying on dates, or the processing, storage 
and/or transmission of any inaccurate date or data by virtue of 
such inability or failure of any such equipment or system; 

 
(ii) the failure of any such software, equipment or system 

(including any terminal) to accept, recognise or process any 
Password or User ID or Instruction; and 

 
(iii) the transmission of any virus to any such software, equipment 

or system; 

 
(n) any cessation, interruption or delay in transmission or any wrongful 

interception of any Instruction through any telecommunications, 
computer or other electronic equipment or system which are not 
owned, operated or maintained by us ; 

 
(p) any cessation of Business Internet Banking; 

 
(XVIII) The following provision shall be inserted after clause 13.2(s):- 

 

(t) any loss or damage caused by equipment, software, internet 
browser providers or by the internet service providers or their agents or sub- 
contractors 

 
(u) the installation, maintenance or operation of the FTS 
Software; 
(v) any computer or system virus interference, “Trojan horses” or 
other harmful components that may interfere with FTS, the FTS Software, the 
web browser or our, the Customer’s or the internet service provider’s computer 
system; 

 

(w) any breakdown or malfunction of any of the software or 
equipment used in connection with FTS; 
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(x) any loss, theft or use (whether actual, purported, authorised 
or unauthorised) of the FTS Software, Digital Keys or FTS; 

 

(y) any destruction or alteration or error in transmission of 
Customer’s instructions or data or information transmitted by the Customer or 
us through FTS; 

 

(z) any inaccurate, garbled or incomplete Customer’s files and 
instructions transmitted through FTS; 

 
(aa) any failure by the Customer to follow the latest instructions, 
procedures and directions for using FTS; 

 

(bb) any delay in delivery or non-delivery of any documents or 
materials under this Agreement; 

 
(cc) any delay or refusal to execute Customer’s files or other 
instructions of the Customer transmitted through FTS; 

 
 

(XIX) Clause 13.5 of the Agreement shall be amended in so far as the time frame for 
the Customer to make a claim or legal proceeding against us where it shall be 
based on the time limitation as set out in the Limitation Act 1953. 

 
(XX) The following provision shall be inserted after Clause 13.5 of the Agreement:- 

 
13.6 We shall not be liable for any Loss caused by or arising from any one 
or more of the following events or matters, howsoever caused or occurring:- 

 

(a) any late receipt of files due to the Customer’s non-compliance with our 
directions, terms and requirements for using FTS; 

(b) any failure whatsoever of any third party or our agent through whom any 
file has been transmitted; or 

(c) any refusal or failure by us to relay the file by reason of an order of court, 
a notice, request, directive or order issued pursuant to any statute, 
regulation, by-law or guidelines. 

 

13.7 Without prejudice to anything herein, our liability arising for any 
reasons whatsoever shall be limited to and shall not under any circumstances 
exceed the sum equivalent to the prevailing annual subscription fee for FTS. 

 

(XXI) The following provisions shall be inserted after Clause 14 of the Agreement: 
 

14A Trade Transactions 
 

14A.1 In relation to trade financing transactions where the Customer is the buyer, the 
Customer represents and warrants that the information in each invoice 
provided by it to us via FTS is genuine and correct, and undertakes to make 
payment of the same in full on or before the relevant maturity date. 

 
14A.2  In relation to trade financing transactions where the Customer is the seller, the 

Customer represents and warrants that the information in each purchase order 
is genuine and correct and that it is obligated to fulfil such purchase order, and 
undertakes to duly perform its obligations in respect of such purchase order. 

 

(XXII) The following provision shall be added to Clause 16.1 by way of additional 
paragraph:- 

 
For the avoidance of doubt, we will give twenty one (21) days’ prior notice to 
the Customer in respect of any amendments, variations or supplemental 
referred to in the preceding paragraph. If the Customer does not accept the 
amendments, variations or supplemental, the Customer must terminate the 
use of the Service within seven (7) days from the date specified in the notice 
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or from the date of the notice, as the case may be, otherwise the Customer will 
be deemed to have accepted and agreed to such amendments, variations or 
supplemental and such amendments, variations or supplemental will be 
binding on the Customer. 

 

(XXIII) Clause 16.4 shall be amended and read as follows: 
 

The Agreement is available in Bahasa Malaysia and English. You may request 
the Agreement in your preferred language. 

 

(XXIV) The following clause shall be inserted after Clause 16.12 of the Agreement: 
 

16.13 In the event of any conflict or inconsistency between this Country 
Addendum (Malaysia) and the Agreement, the provision of this 
Country Addendum (Malaysia) will prevail over the Agreement, to the 
extent of such conflict or inconsistency. 

 

(XXV) Clause 20.2 shall be deleted and replaced with the following provision: 
 

20.2 The Customer confirms that it has received, read, understood and agreed 
to be bound by the Privacy Notice issued by us (which is available at 
our branches as well as at our website, www.uob.com.my (“UOBM 
Website”) as may relate to the processing of your Personal Data. For 
the avoidance of doubt, the Customer agrees that the said Privacy 
Notice shall be deemed to be incorporated by reference into this 
Agreement. “Personal Data” may include, but is not limited to, the 
name of the Customer, its directors, shareholders, proprietors’, 
partners, authorised signatories and officers (collectively, “third 
parties”), the third parties’ address, occupation, contact details, 
information captured on security systems (including a recording of the 
third parties’ image on Closed Circuit Television (CCTV)), the third 
parties’ information contained in the Operating Account held by the 
Customer either singly or jointly with any other person and any 
Customer’s transactions with the Bank; 

 
(XXVI) The following clauses shall be inserted after Clause 20.4 of the Agreement: 

 
20.5 The Customer agrees and consents that we may transfer the Personal 

Data outside of Malaysia. All Personal Data held by us and the UOB 
Group Bank will be accorded a reasonable level of protection against 
any loss, misuse, modification, unauthorised or accidental access or 
disclosure, alteration or deletion. 

 
20.6 In the event the Customer provides Personal Data relating to third 

parties, including data relating to its next-of-kin and dependents 
(where the Customer is an individual) or data relating to its directors, 
shareholders, officers, individual guarantors and security providers 
(where the Customer is a corporation), for the purpose of opening or 
operating the Services, with us or otherwise subscribing to our 
products and services, the Customer: 

 
(a) confirms that it has obtained their consent or are otherwise 

entitled to provide this data to us and for us to use it in 
accordance with this Agreement; 

 
(b) undertakes that it has informed the said third parties to read 

the Privacy Notice at the UOBM Website; 
 

(c) has informed the said third parties:- 
 

(i) that we may collect or verify their personal and financial 
data with third party sources; 

(ii) that we may disclose their personal data to classes of 

http://www.uob.com.my/
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third parties described in our Privacy Notice; 
 

(d) agrees to ensure that the personal and financial data of the 
said third parties is accurate; 

 
(e) agrees to update us in writing in the event of any material 

change to the said personal and financial data; and 

(f) agrees to our right to terminate this Agreement and the 
Services should such consent be withdrawn by the said third 
parties. 

 
20.7 Where the Customer instructs us to effect any sort of cross-border 

transaction (including to make or receive payments), the details 
relevant to the cross-border transaction (including data relating to 
those involved in the said transaction) may be received from or sent 
abroad, where it could be accessible by overseas regulators and 
authorities in connection with their legitimate duties (e.g. the 
prevention of crime). In instructing us and/or our agents to enter into 
any cross-border transaction on the Customer’s behalf, the Customer 
agrees to the above said disclosures on its behalf and others involved 
in the said cross-border transaction. 

 
20.8 Additionally, but always subject to any laws (including regulations, 

guideline and/or obligations) applicable to us and the UOB Group Bank 
(whether in or outside Malaysia), the Customer agrees that we and the 
UOB Group Bank, and our merchants and strategic partners may 
contact the Customer about products, services and offers, which we 
believe may be of interest to the Customer or benefit the Customer 
financially. Notwithstanding the foregoing, we will only disclose the 
Personal Data (excluding data relating to the Customer’s affairs and 
the Services) with our merchants and strategic partners where the 
Customer’s express prior consent has been obtained. 

 
20.9 The Customer may choose not to receive any direct marketing 

materials from us and the UOB Group Bank by writing in to us at 
‘Personal Financial Services, P.O Box 13525, Menara UOB, Jalan 
Raja Laut, 50738 Kuala Lumpur’ (or such other address notified by us) 
with the Customer’s request and we will abide by the Customer’s latest 
written instruction to us. 

 
20.10 The Customer acknowledges that certain communications such as 

statement of account and the UOBM Website contain standard 
information regarding our other products and services that cannot be 
removed without affecting the delivery/provision of our services and/or 
products, the operation of the Services and/or facilities with us, and/or 
without imposing additional costs to the Customer. 

 
20.11 The Customer is entitled to request in writing: 

(a) for any information in relation to the Personal Data that we 
hold or store, upon payment of a prescribed fee; 

(b) for any information held or stored by us to be updated, 
amended and/or 

(c) for us to limit the processing of the Personal Data held or 
stored by us; and 

(d) to make an enquiry or complaint in respect of our processing 
of the Personal Data. 

 
For requests under (a) or (b), you may make a request to us via our 
Data Access Request Form or Data Correction Request Form 
respectively. These forms are available at our branches as well as at 
the UOBM Website. 
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The Customer may direct their requests to any of our branches or 
‘Customer Communications Management, P.O. Box 11212, Menara 
UOB, Jalan Raja Laut, 50738 Kuala Lumpur’. 

We may charge a fee for processing the Customer’s request for 
access or correction. We may also refuse to comply with the 
Customer’s request in respect of (a) or (b) above if the information 
supplied by the Customer is insufficient (as determined by us) or where 
such request may breach or violate any law or regulation or any other 
reason which we deem not to be in our interest to do so. If we refuse 
to comply with such request, we will inform the Customer of our refusal 
and reason for our refusal. 

 
20.12 The Customer is responsible for ensuring that the information the 

Customer provide us is accurate, complete and not misleading and 
that such information is kept up to date. 

 
20.13 Please note that if the Customer subsequently withdraws the 

Customer’s consent to process the Personal Data as given earlier to 
us, as we will not be able to process and/or disclose the Personal Data 
in relation to the purposes set out in the Privacy Notice, we will have 
the right to not provide or discontinue the provision of any product, 
service, the Services and/or facilities that is linked to such Personal 
Data. 

 
20.14 We reserve the right to amend this Clause 20 from time to time and 

shall provide prior notification to the Customer in writing and place any 
such amendments on the UOBM Website or by placing notices at the 
banking halls or at prominent locations within our branches or by such 
other means of communication deemed suitable by us. 

 
20.15 This Clause 20 shall be without prejudice to any other clause in this 

Agreement which provides for the disclosure of data. 

 
(XXVII) The following provisions shall be inserted after Clause 20 of the Agreement: 

 
21. COMPLAINTS/ DISPUTES RESOLUTION 

 
21.1 In so far as the Services are rendered in Malaysia, the event that the 

Customer have any complaint to lodge or dispute to raise, please 
specify the nature of such complaint or dispute and refer such matter 
to:- 

 

UOB Call Centre 

PO Box 11212 
50738 Kuala Lumpur 
E-mail : uobcustomerservice@uob.com.my 

 

by providing information related to affected Account, date of the 
disputed transaction and the reason why Customer believes that it is 
a disputed transaction. 

 

21.2 Complaint Handling and Investigation 
 

21.2.1 Once we have received the Customer’s complaints or claims with the 
information required in Clause 21.1 above, we will endeavour to 
respond to the Customer within fourteen (14) Banking Days from the 
date of our receipt of such complaints or claims from the Customer. 

 
21.2.2 The Customer fully understand and agree that the said fourteen (14) 

days is subject always to us receiving all supporting documents that 
we may require from the Customer in order for us to proceed and 
complete our investigations. 

mailto:uobcustomerservice@uob.com.my
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21.2.3 In the event that we are unable to resolve the Customer’s complaints 
or claims within the stipulated timeframe, we will notify the Customer 
in writing at the Customer’s last known address in our system for any 
extension of time which shall not in any case exceed thirty (30) days 
from the date of the lodgment of the complaint or claims. 

 
21.2.4 Pending completion of investigation of the Customer’s complaint or 

claims beyond the time period stated in Clause 21.2.1 and 21.2.2, we 
shall: 

 

(i) credit full amount of the disputed transaction or a maximum of 
RM5,000, whichever is lower (including any interest or profit where 
applicable) into the Account no later than 14 days from the date 
specified in Clause 21.2.1 and 21.2.2; and 

(ii) if the disputed amount is more than RM5,000, credit the remaining 
disputed amount (including any interest or profit where applicable) 
no later than 30 days from the date the amount referred to in Clause 
21.2.4(i) above was credited into the Account. 

 
21.3 The Customer acknowledges that in the event we believe or have 

reason to believe that any claims or information provided by the 
Customer to us in relation to a complaint or dispute are false and 
inaccurate, we reserve the right to reject such claims or information 
and we may take such actions that are available to us against the 
Customer. 

 

22. Taxes Duties and Levies 
 

22.1 The Customer is liable to pay for any taxes or levies, is required by 
law, regulations, guidelines, decisions or directives issued under such 
laws (and shall include any amendments made to such laws, 
regulations, guidelines, decisions or directives) to be paid to any body 
or authority having jurisdiction over us, in respect of any monies 
charged or incurred by us or services provided in connection with the 
Services. 

 
22.2 Any taxes or levies incurred by us in relation to the Services and any 

other goods or services provided under the Services shall be borne by 
and charged to the Customer and in the event that we shall effect any 
payment, the Customer shall be liable to reimburse us for such 
amounts paid. 

 

23. Governing Law And Jurisdiction 

 
23.1 In so far as any Services are provided to Customers in or into Malaysia, 

this Agreement shall be governed by and construed in accordance with 
the laws of the Malaysia. 

 
23.2 The Customer submits to the non-exclusive jurisdiction of the courts in 

Malaysia with respect to any legal proceedings which may be initiated 
in connection with this Agreement. 

 
23.3 The Customer shall not commence or continue any legal proceedings 

against any UOB Group Bank in any jurisdiction other than in Malaysia 
with respect to any matter, claim or dispute so long as that UOB Group 
Bank is prepared to submit to the jurisdiction of the courts of Singapore 
with respect to that matter, claim or dispute and the Customer shall 
before commencing proceedings against that UOB Group Bank in any 
jurisdiction with respect to any matter, claim or dispute other than 
Singapore seek that UOB Group Bank’s agreement to submit to that 
foreign jurisdiction with respect thereto. 
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23.4 Service of any process or document by which any proceedings in any 
court in Malaysia are commenced may be effected in any manner 
permitted for communications hereunder. 


