2020/8/6 S BN AT A R (B R R (KMM402430711V97047LO0KM) - Yahoo Mail

ST B R AR A s e B PR B Y R %€ (KMIM402430711V97047LOKM) lhc_1993@yahoo.... e 4
H hkcrme@paypal.com <hkcrme@paypal.com> 5/8 I/1-11:11

ek N: ZHEN MAN LIN <lhc_1993@yahoo.com.hk>

Dear Lin Zhen Man,

We refer to your further concerns raised to the Hong Kong Monetary Authority dated 2 July 2020. We
have conducted our investigation and set out our findings as attached.

We hope the attached information clarify the matters for you. If you have any further concerns, please
feel free to contact us.

Thank you very much for your understanding and cooperation.

Yours sincerely,

PayPal Hong Kong Limited

(If there is any inconsistency or ambiguity between the English version and the Chinese version, the
English version shall prevail.)
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PayPal

Dear Lin Zhen Man,

We refer to your further concerns raised to the Hong Kong Monetary Authority (‘HKMA”) dated
2 July 2020. We have conducted our investigation and set out our findings as follows.

1. Your further concern with the automatic payment of USD 75.98

Our records show because your Visa card was still valid on 11 August 2017, you managed
to create an agreement with a new series of automatic payments with the merchant, who
accepts PayPal, Network Solutions, LLC (“‘the Merchant’), and made your initial
automatic payment on 11 August 2017; meanwhile you agreed to and provided your
authority for future automatic payments with the Merchant.

So for the automatic payment of USD 75.98 that you settled on 7 July 2019 (“the
Payment”), given that the agreement with a new series of automatic payments had
already been successfully created on 11 August 2017, you then could settle the Payment
with the Merchant by the available payment method on 7 July 2019 including using your
account balance. Please understand that for such automatic payment, we review the
validity of our customers' linked card at the point of time when they create a new series of
automatic payments. After the initial automatic payment, we generally will not need to
review the validity of customers' linked card for the remaining automatic payments in the
same agreement.

In terms of your attempts to create a new agreement with a series of automatic payments
and to make the initial automatic payment in the amount of GBP 5.00 on 25 June 2019,
given that your Visa card was already expired in July 2018 and you did not have another
valid card in your account, you were therefore unable to create or complete this new
agreement.

2. Your allegation that PayPal didn’t provide you with a liaison in its acknowledgement
email, which PayPal sent to you on 29 July 2019

Please understand that when handling such complaint, we currently don’t provide a customer
with a direct liaison and the relevant personal information, such as staff name, phone number
and email address. However, we wish to clarify that as you can see from the below copy of
PayPal's acknowledgement email, it mentioned if you have any questions, please contact
PayPal Hong Kong Limited by replying to the email at hkcrme@paypal.com, which is the
standard and valid method of communication PayPal uses to communicate with its customers.

Further, if you prefer to communicate with us and resolve your concerns by phone, we would
appreciate that you could tell us your available contact time by replying to this email, and we
will arrange a staff to follow up with you. Please ensure that your registered phone number is
valid and you can respond to our staff’'s callback as arranged.

‘Date: July 29, 2019

To: Ihc_1993@yahoo.com.hk

From: hkcrme@paypal.com

Email Subject: [ 3/ 2r 1t il B P e 18 H1 HI R TF IR
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3. The concern why you could settle a payment the WEBHOSTUK LTD. on 21 May 2019
while you could not settle a payment to the WEBHOSTUK LTD. on 25 Jun 2019

As you can see from the below captured screenshot which you provided to the HKMA, the
nature of the payment that you sent to the WEBHOSTUK LTD. on 21 May 2019 was shown
as “Payment”, not as “Automatic Payment”. This means that the payment checkout flow that
you and the WEBHOSTUK LTD. used at that time was related to a one-off payment, not an
automatic payment. Generally buyers can complete a one-off payment by using account
balance when using PayPal services. Therefore, on 21 May 2019, you could make this one-
off payment of GBP 5.00 by using your account balance.
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In terms of your attempt to settle a payment to the WEBHOSTUK LTD. on 25 June 2019 (see
below captured screenshots which you provided to the HKMA), we are of the view there is no
information taken incorrectly where you attempted to make the automatic payment of GBP
5.00 via the automatic payment checkout flow, which was set by the WEBHOSTUK LTD.
Therefore, on 25 June 2019, you were requested to add a valid card before completing this
payment.
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Further, please understand that the payment checkout flows setting (e.g. one-off payment,
automatic payment) can be changed anytime by merchants, not PayPal, based on their
business needs and/or agreements with their buyers outside PayPal’s systems. Therefore,
even if you make a payment to the same merchant, you will encounter different payment
checkout situations.

We hope the above information clarify the matters for you. If you have any further concerns,
please feel free to contact us.

Thank you very much for your understanding and cooperation.
Yours sincerely,
PayPal Hong Kong Limited

(If there is any inconsistency or ambiguity between the English version and the Chinese
version, the English version shall prevail.)
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