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For Our Customers

Consumer Protection

Bank Mandiri has established Operational Policies
governing the implementation of consumer
protection functions, detailed further in the
internal provisions of each work unit. This reflects
the Bank’s commitment to creating a reliable
consumer protection system, fostering a financial
system that grows sustainably, remains stable,
and protects the interests of consumers and the
public.

Since October 2022, Bank Mandiri has established
a Consumer Protection unit as mandated by
Financial Services Authority Regulation No. 22 of
2023 concerning Consumer and Public Protection
in the Financial Services Sector and Bank
Indonesia Regulation No. 3 of 2023 concerning
Bank Indonesia Consumer Protection, which is
responsible for:

1. Disseminating consumer protection principles
to allemployees of financial services providers
(PUJK).

2. Coordinating the planning and
implementation of PUJK compliance with
consumer protection regulations.

3. Coordinating the monitoring and evaluation
of PUJK compliance with consumer protection
regulations.

4. Reporting on the implementation and
providing recommendations forimprovement
and development to the Board of Directors
regarding Consumer Protection.

5. Coordinating the preparation and submission
of reports related to Consumer Protection.

6. Receiving, handling, and resolving complaints
submitted by consumers.

7. Preparing complaint handling materials
to be included in the annual report, on the
official website, and/or other media officially
managed by PUJK.
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8. Serving as the liaison for complaints submitted
by consumers to the Financial Services
Authority and/or other relevant authorities.

Bank Mandiri also has a debt collection policy
that ensures the fulfllment of debtor rights as
outlined in:

1. Bank Mandiri Credit Policy, with the latest
amendments signed by the Board of Directors
and effective since March 7, 2022.

2. Standard Operating Procedure for Credit
Collection & Recovery, last updated in 2022.

3. Otherrelevant internal regulations.

These regulations generally emphasize debt
collection procedures that protect the comfort
and rights of debtors as consumers. When debt
collection is carried out by a Debt Collection
Service Provider, Bank Mandiri is obligated to
ensure the following:

1. Collection is permissible only if the debtor's
account is classified as non-performing.

2. The debtor must be informed if their debt
collection has been handed over to a Debt
Collection Service Provider.

3. Physical orverbal coercionis strictly prohibited
in debft collection activities.

4. Collection efforts must not target individuals
other than the debtor.

5. Communication for collection must not
be conducted in a repetitive or disruptive
manner.

6. Collection must only be carried out at the
debtor’s biling address or place of residence.

7. Collection can only be conducted between
08:00 and 20:00 in the debtor's local time
zone.
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The policy also outlines the rights of creditors to:

1. Receive adequate explanations about the
characteristics of the products.

2. Access the terms and conditions of deposit
products through Bank Mandiri’s website.

3. Enjoy ease of fransactions via branches,
e-banking services, or other facilities
designated by the Bank.

4. Obtain interest rates in accordance with the
prevailing regulations at the Bank.

5. Receive information on the procedures for
handling and resolving customer complaints.

Bank Mandiri prioritizes prudential principles and
periodic portfolio monitoring in processing loan
disbursement. The application of due diligence
steps in the loan granting process is reflected in
the escalation mechanism for loan approval and
monitoring for large-scale and high-risk debtors.

In the loan granting process, during the Loan
Monitoring stage, the quality of existing debtor
loan is reviewed through various methods, one of
which is the Watchlist mechanism. This mechanism
serves as an Early Warning Signal to assess the
quality of credit provided by analyzing three key
aspects: the debtor’'s future business prospects,
financial performance, and repayment history.

If the review process indicates a decline in credit
quality, Bank Mandiriimplements a non-performing
loan rescue effort. This initiative focuses on debtors
with non-performing loans who still demonstrate
business potential, operational performance, and
repayment ability. The objective is to minimize
potential losses for the Bank and recover the
granted loan effectively.

Loan rescue efforts may include restructuring,
which can be applied through the following
measures:
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Reduction of loan interest rates;

Extension of the loan term;

Reduction of overdue interest payments;
Reduction of overdue principal payments;
Provision of additional loan facilities; and/or
Conversion of loan into temporary equity
participation.
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Bank Mandiri also has a Business Committee and
a Risk Management & Credit Policy Committee
(RMPC) tasked with evaluating the Bank’s
products and services, including assessing the risks
associated with products and services issued by
the Bank.

A comprehensive review of the Business
Committee and the Risk Management & Credit
Policy Committee (RMPC) is presented in the
Corporate Governance chapter in the section of
Committees under the Board of Directors in this
Annual Report.

Bank Mandiri has its own internal regulations
governing the marketing communication
activities for its products and services. These
regulations include provisions on communication
materials intended for the public, adhering to
and considering regulatory requirements, such as
OJK Regulation No. 22 of 2023 on Consumer and
Community Protection in the Financial Services
Sector and the OJK Guidelines on Financial
Services Advertising. Thereby, the communication
materials published fake into account the
interests of consumers/customers. In practice, all
marketing communication activities for products
and services are periodically reported to the
Board of Directors.

Bank Mandiri conducts several financial literacy

programs to enhance public understanding of
finance and banking. These programs include:
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