
The Hongkong and Shanghai Banking Corporation Limited GIFT IFSC Banking Unit (HSBC IBU)

Consumer Charter

Adopted pursuant to IFSCA Circular F. No. IFSCA-LPRA/4/2025-Legal and Regulatory A�airs dated 8 May 2026 
(’Consumer Charter by Regulated Entities in the IFSC‘) and in alignment with the IFSCA Consumer Charter 
published on ifsca.gov.in. 

This Consumer Charter is intended to promote fair, transparent and responsible conduct and improve consumer 
outcomes. It is not a legal document creating rights and obligations. Product/service-specific Terms and 
Conditions will apply.

A.  Vision 

To establish a resilient and trusted financial services ecosystem in The International Financial Services Centre 
(IFSC) by safeguarding consumers’ interests and delivering fair, transparent, e�cient and secure banking 
services.

B.  Mission 

HSBC IBU’s mission is:

• To act with integrity, accountability, and in the best interests of financial consumers.

• To ensure fair and equitable treatment to all financial consumers we serve.

• To conduct business responsibly in line with applicable IFSCA regulations, circulars and guidelines.

• To promote transparency through adequate, accurate and relevant disclosures (including risks, charges, 
and key terms).

• To foster consumer awareness consumers can make informed decisions and understand risks before 
transacting.

• To protect confidentiality of consumer personal data in line with applicable laws.

• To benchmark procedures to global standards, valuing consumers’ time and cost.

• To provide convenient, secure digital services.

• To facilitate timely and e�ective grievance redressal.

C.  Rights of Financial Consumers  

As a financial consumer of HSBC IBU, you are entitled to:

• Fair and equitable treatment.

• Quality of services meeting global benchmarks.

• Clear, accurate and timely information about products/services, including risks, costs and Terms and 
Conditions.

• Timely receipt of documents related to transactions within timelines specified by IFSCA regulations/ 
circulars/guidelines.

• Freedom of choice and the right to exit a product or change a regulated entity under fair and transparent 
terms.

• Prompt responses to queries relating to products and services.

• Timely receipt of amounts due, along with details of charges deducted by HSBC IBU or other banks 
associated with the transaction (where applicable).

• Convenient and secure online/digital services, including onboarding and transaction facilities (as 
applicable).

• Fair, transparent and timely redressal of grievances.

• The ability to seek information about any potential conflicts of interest relating to services o�ered.

D.  Responsibilities of Financial Consumers 

We request you to:

• Engage only with IFSCA regulated entities and verify registration via the IFSCA Directory on International 
Financial Services Centres Authority

• Make financial decisions responsibly and avoid speculative/risky decisions without understanding the risks.

• Stay alert to financial scams, including those circulated via social media, phone calls, emails and messaging 
platforms.

• Familiarise yourself with HSBC IBU’s grievance redressal mechanism and escalation options.

• Provide complete, accurate and factual information and documents required under applicable laws (e.g., 
KYC).

E.  Do’s for Financial Consumers 

Please:

• Read all relevant documents carefully before signing/accepting, including product features, risks, charges 
and key terms.

• Keep your KYC and contact details updated with us to ensure timely communication.

• Preserve transaction records and communications (e.g., advice, confirmations, statements).

• Use secure, o�cial channels for digital transactions and fund transfers.

• Regularly monitor your account and promptly report suspicious activity.

• Check ifsca.gov.in periodically for regulatory updates a�ecting consumers.

• Report suspected fraud/suspicious activity immediately to HSBC IBU and, where appropriate, to IFSCA.

F.  Don’ts for Financial Consumers 

Please do not:

• Share passwords, PINs, OTPs, account numbers or other sensitive credentials with anyone (including 
anyone claiming to be from HSBC).

• Make cash payments for any financial product or service in the IFSC.

• Sign blank forms or rely on verbal assurances that are not documented in the o�cial Terms & Conditions.

• Fall for schemes/apps promising unrealistic or “guaranteed” returns.

• Act on misleading advertisements or o�ers of cheap funds / lottery winnings / suspicious remittances 
(common scam patterns).

• Consent to use of your data for unauthorised activity.

• Deal with unauthorised persons or unregistered entities.

G.  Service Commitment 

HSBC IBU is committed to:

• Courteous, professional service and respectful engagement.

• Transparent communication of fees/charges, product terms and key risks.

• Secure handling of customer information.

• Appropriate support through available service channels (branch/relationship management/digital/phone 
/e-mail as applicable).

• Continuous improvement by learning from customer feedback and complaints.

Where service time norms or transaction timelines are prescribed by applicable regulation or internal policy, we 
will aim to meet them and will keep customers informed where delays occur.

H.  Grievance Redressal and Escalation

HSBC IBU aims to handle complaints fairly, courteously and in a timely manner, including informing customers 
of escalation options. Detailed policy can be found 

Complaint handling and Grievance Redressal | HSBC India 
(https://www.business.hsbc.bank.in/en-gb/complaint-handling-and-grievance-redressal)

Escalation

If you are not satisfied with the resolution, you may escalate:

• Internally to HSBC IBU’s designated Complaint Redressal Appellate O�cer (CRAO): complaintcrao@hsbc.co.in

• Externally (where applicable) to the IFSCA Grievance Portal: https://ifsca.gov.in/Grievance
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