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Complaint Handling Procedure
Rl

Risk Warning: Please note that trading in forex and other leveraged products may involve a significant level of risk and is not suitable for all investors. Before undertaking any such
transaction you should ensure that you fully understand the risks involved and seek independent financial advice if necessary.
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1.

INTRODUCTION

Bl

PRIMETIME GLOBAL MARKETS PTY LTD (hereinafter referred to as ‘PGM’ or the ‘Company’) is a brokerage firm
that operates globally.

PRIMETIME GLOBAL MARKETS PTY LTD (LATR #F5XA8" PGM B “ATF)") =—FifEEB AR SHEL A E],

INTERPRETATION OF TERMS
RN

Unless indicated to the contrary, the terms included in this Complaint Handling Procedure shall have a specific
meaning and may be used in the singular or plural as appropriate.

BrAFREIRE, SUANRFMEEFTEESNAENESIFTES X, AHLISESLBE S T ER.

SCOPE OF THE COMPLAINT HANDLING PROCEDURE

KR ERFASERE
The Complaint Handling Procedure (‘the Procedure’) sets out the processes employed when dealing with complaints
received from Clients.

KRB (“I2F) JIH T MEE PRSI PR BRI,

DEFINITION OF COMPLAINT

BIRNEN

4.1 A complaint is an expression of dissatisfaction by a Client regarding the provision of investment and/or
ancillary services provided by PGM.
RIFREFIIPCMIRERNIR B/ B ERS T f =,

4.2 A complaint shall include:
IRREIFE:

(a) The Client’s full name.
EZEFREA,

(b) The Client’s trading account number.
EPIRZKS,

(c) The affected transaction numbers, ifapplicable.
MR SZwRS (W8) .

(d) The date and time that the issue arose.
KA ERRAY B HAFORT ),

(e) A description of the issue.
XHZ RRATEIA,

4.3 A complaint must not include offensive language directed either to the Company or a Company employee.
BIFAMEEEHTRNISRATERTNEITHES.

4.4 All Complaints must be in English or Chinese language otherwise the Company will not be able to investigate
the case further.
R ERRER TN, BUAEBE A FEH—SEE.,

4.5 PGM may, at its discretion, refuse to handle a complaint if requirements contained in Paragraphs 4.2 and
4.3 above are not fulfilled.
WIARBEFTE LIASE4. 28043 FIIESR,  PGMATLIBITAREIEE IR,

Risk Warning: Please note that trading in forex and other leveraged products may involve a significant level of risk and is not suitable for all investors. Before undertaking any such
transaction you should ensure that you fully understand the risks involved and seek independent financial advice if necessary.
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PROCEDURE
BF

Complaints must be in writing. A “Client Complaints Form” can be obtained from the Client Service Department
(cn.support@ptgm.com) or the Client may directly write to the Client Service Department through email stating
clearly the required information. A screen capture may also be helpful in identifying the issues. The Client
Service Department will impartially investigate the complaint. If the complaint is against the Client Service
Department, it will be escalated to the Investigation and Audit Team.

RRELPEFIOHT, IRFEETTLILIZEFIRSER (cn.support@ptgm.com) REY, SiEIEEISBHMEMHAELYE, Hlu0&% et
NESEELMERF. ERRSHBEAEMRESES, IIRRIFRENEFRSENIN, WK HRSEE SEz/ N AIRH,

When the Client Service Officer receives a Client’s complaint, a written acknowledgement will be sent to the Client
confirming the name and job title of the person dealing with the complaint within three (3) Business Days.

ERMARBEIZFRIRFE, BE= 3) T LFARREFARKEBEA, LISSALERFAI AR IR

This acknowledgment will provide a complaint reference number and advise any necessary action required to
resolve the complaint and will contain details of our Complaints Handling Procedure.

ZEEWASREIFSERS, MRUSFIREITOSERER, FEERIIMRFNIERERFINFS.

The acknowledgement will also inform the complainant of their right to refer the complaint to the Financial
Ombudsman if they are dissatisfied with our assessment and ruling.

ZBEAS SRR AR IRNHERHENRS, RFABNEHOFRENGEMBIFER,

The Company will then gather and investigate all relevant evidence and information regarding the complaint.
HE AW EHAE B XORIFTBEXIHENZE,

The Client Service Department shall:
B ARSSERI IR
(a) send an initial response to the Client within ten (10) Business Days.
£t (10) NIIEHREEFREISEES.
(b) resolve complaints as soon as reasonably practicable.
ERERTHSEER R RIS F.
(c) inform the Client accordingly.
HERAERIE,
The Client Service Department shall thoroughly examine any complaints as required (taking into account any
information contained within the books and records of the Company, including but not limited to the Client’ s trading
account jounal) and reach a fair outcome.
EFRSENIN (BERIATKENCRIEENETAES, SFEERARTFEFNRZKFEE) REEMERF, HFEEQ
AR,

When an answer cannot be provided within the expected time limits, the Company will inform the complainant
about the causes of the delay and indicate when the Company’ s investigation is likely to be completed.

NRTEAETERRIHARR MRS, AEKEIIRIFAEMRERRER, FHEHATRIBEE[IRITIaETTM.

If after 2 months of receiving the complaint the Company is still not in a position to resolve the issue then the Client
Service Officer will notify the Client in writing stating the reasons for the delay and indicate an estimated time to
resolve the issue.

INRAEWEIRRNAE, ABNLERATR, BRARGP@BAE,, RHSAERNERER, FHELFRDBAMEITESE,

The Company will endeavour to resolve all complaints within 3 months.

KRB D3N B RBRITEIRIF.

When the complainant has received the final response, the complainant will have 5 weeks to respond. If no response
has been received from the complainant indicating dissatisfaction with the explanation then the Complaint will be
considered as resolved.

KFAKEIRAEER, BESENNEEE. MRSBEARKERFAFZTUEENHENEE, IZRPEEINAERR,

Risk Warning: Please note that trading in forex and other leveraged products may involve a significant level of risk and is not suitable for all investors. Before undertaking any such
transaction you should ensure that you fully understand the risks involved and seek independent financial advice if necessary.
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All complaints shall be treated confidentially. The Company will endeavour to ensure all communication is in plain
language which is clearly understood.

PrERIFESHIRE.  AREBEIMERIERRELIBAZEINESIHT.

COMPLAINTS REGISTER

BIFEIC

The Company stores all complaints it receives on an internal archive, as quickly as possible, and in an appropriate
manner.

RRBRBUEINPTBIROFRIRA LIS SRS A EE R BN,

FAQS
o

Questions regarding this Procedure should be addressed, in the first instance, to the Client Service Department.
ANSFR B, BRKRE S FER 1,

CONTACTS

KRARX

Client Service Department
BEFBRSSER]

cn.support@ptgm.com

AMENDMENTS

By

The Company analyses, on an on-going basis, complaints handling data, to ensure that they identify and address
any recurring or systemic problems, and potential legal and operational risks, for example by:

NESFESITMIERIFIER, LIBGRTE(IEERFAMEUES LI RS R IR S BTER A EFIEE X, #Ia0:
(a) analyzing the causes of individual complaints in order to identify common root causes to certain types of
complaints,
DI BIIFASER, LURBIE IIFEEAORARRE

(b) considering whether such root causes also affect other processes or financial means, including those not directly
complained of; and

ERXURARAES B MEMRENERM TR, SEREERFIMEEMTE;

(c) correcting, where reasonable to do so, such root causes.

EEERIBER N IELSRARE,

Risk Warning: Please note that trading in forex and other leveraged products may involve a significant level of risk and is not suitable for all investors. Before undertaking any such
transaction you should ensure that you fully understand the risks involved and seek independent financial advice if necessary.
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