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Complaint Handling Procedures

BRET R

1. Purpose HHY

This procedure ensures the company maintains and monitors proper systems, within reasonable
practical limits, to handle complaints and enquiries arising from ordinary lending and debt collection;
it is established to ensure all customer grievances are handled in a timely, fair, and effective manner.
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2. Principles [FH]|

e All complaints will be treated confidentially. FTH R R BEEE -

e The handling process shall remain independent and objective. & FE A2 (i BT F K
e Appropriate remedial actions will be taken. JEE¥ B & AV bt

3. Complaint Channels #57ERE
Customers may submit complaints via the following channels:
B A DU AR LN T R AT
BG4 (Complaint Hotline) @ (852) 2200 9188
BT E {4 (Email) . info@madison-group.com.hk
FRZFHHE (Mailing Address) : Room 826 to 828, 8/F, One Island South, 2 Heung
Yip Road, Wong Chuk Hang, Hong Kong
TFHREEMTITELEEE 2 9% One Island South 8 &
826-828 =

The company website provides downloadable complaint forms (Appendix A) and submission
guidelines for accessibility.
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4. Handling Process and Timeline BREE 7712 K BEE#

Mechanism

gl e il

g fEa H R R
(Step) (Description) (Target Timeline)
1 Complaint Received | Immediate logging upon receipt
IEREeE W RIS BC 8%
2 Acknowledgement | Issue a written acknowledgement within 7 working days, including
TS R A a reference number and expected resolution timeframe.
By 7 8L H NS E AL - SRS F Rt THE R
S
3 Investigation Internal review and data gathering
e P S R
4 Final Response Complaints will be resolved within 30 working days. For any
e Elb complicated case, the Company might be resolved within two
months
FEAPIRHE 30l TAFRARRAR - WHSHMEZEERE - AT RS
FERRE H A -
5 Follow-up Follow up on remedial actions if necessary
PRE WHFRE  IRAEMRITE)
6 Record Keeping and | All complaints are recorded and retained for at least 7 years
Reporting P Al rE 2/ 74
SUBk R R
Complaints Data will be reported to management quarterly, with
procedures reviewed periodically.
TRk E R IR E gl - e -
7 Training and Review | Staff responsible for handling complaints must complete annual

training on procedures and compliance. Training records shall be
maintained.

e BT B THSE AR FE RS Al - A & R B AR 2
K EIECER T IR o

The Board will conduct an annual review of this procedure.
Revisions are communicated to relevant staff.
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(8% A) (Appendix A)

Rk COMPLAINT FORM

HER : #5F ABE (SECTION A: COMPLAINANT INFORMATION)
HE (Items) 1% (Details)
#:4% (Name)

Ba855h (HKID/Passport No.)

H4& BEEh (Telephone)
ERHEfHIHE (Email Address)

B HbE (Mailing Address)

B 4555 (Loan Reference No.)

7. : 57z (SECTION B: COMPLAINT DETAILS)
¥r=ff HEA (Date of Complaint) :

KB TEME (35758 Y) (Nature of Complaint) (Please selectv)

O FIEETHEFHZ O [Ehwmlir:
Interest Calculation Error Undisclosed Charges/Fees
O NEMBITH O HR=ZFEHE
Improper Debt Collection Practices O Lackof Transparency
O HRCLARE O PR
Loan Documentation Issues Unsatisfactory Customer Service
O BN EFKIFRK O HiAth Others

Breach of Loan Terms
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ReFIR R B sf el sit (Reason and Detailed Description of Complaint) :

&34 K 4% (Amount Involved) :

FHRE &2 S H=(Supporting Documents):

L] &5 & 4RI (Loan Agreement Copy)
{F#kEC$% (Payment Records)
ENAFE 2R (Correspondence)
HAth (Others):

NS - HIZfERTTZE (SECTION C: EXPECTED RESOLUTION)

Fraf A\HAEE /N SR ARV TE) (Actions expected from the company):

TES - BHH K 25%8 (SECTION D: DECLARATION AND SIGNATURE)
AN GE ST AR B+ S FHE A T A AR (BN B DA B LA -

I hereby certify that the above information is true and accurate, and authorize the company to use
my personal data for handling this complaint.

2 (Signature) :

HHH (Date) :
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JXER © A EIRESE (SECTION E: COMPANY ACKNOWLEDGEMENT)

UiE4R5% (Receipt No.) :
YZZ H HH (Date Received) :

B N %5 (Received by) :

TEET 2178 H HH (Expected Reply Date) :

FeaTRFR 30 i LAF H A e 5e 8 - A (EA%ER - 5520 2200 9188 = EE#] info@madison-

group.com.hk o

The complaint will be handled within 30 working days. For any enquiries, please call 2200 9188 or
email info@madison-group.com.hk.

it/ NOTES

1. EER ANEREFEEEIALIEEC$% / Complainant should retain a copy for records

2. FARMAERHE (EANERFARZE)GEE]) FEH / All information will be handled in accordance
with the Personal Data (Privacy) Ordinance

3. AEFEN 10 {ETEH N2 EmAESL / Company will issue written acknowledgement within 10
working days

4. FrEFAE 30 {E T/E H NfigF / Complaint will be resolved within 30 working days

5. WFEEHT - A EEEEEAEET A / Any extension will be notified in writing
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