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Complaints Handling Policy
Chinh sédch xu ly khiéu nai

We are committed to providing a high standard of service to our clients on every occasion. We do recognize
however, that occasionally there may be circumstances where you are dissatisfied with the service that you
receive from us and wish to raise a complaint. Normally, complaints arise from misunderstandings and most

can be resolved quickly and easily. In the first instance please contact our Client Services Team.

Chuing tbi cam két cung cép dich vu tiéu chuén cao cho khéch hang trong moi trirong hop. Tuy nhién, ching
t6i thira nhan rang co thé cé nhiing trirong hop ma ban khéng hai 1dng véi dich vu ctia ching t6i va mudn
khiéu nai. Théng thudng, khiéu nai déu phét sinh ttr sw hiéu IAm va hdu hét cé thé duoc gidi quyét dé dang
va nhanh chéng. Néu xay ra tinh hudng trén, vui Iong lién hé véi bé phan Cham séc khéch hang cta ching

toi.

If our client services team is unable to resolve the matter you may refer it as a complaint to our compliance
department. Please set out the complaint clearly, ideally in writing. The compliance department will carry out
an impartial review of the complaint with a view to understanding what did or did not happen and to assess
whether we have acted fairly within our rights and have met our contractual and other obligations. A full

written response will be provided within eight weeks of receiving the complaint.

Néu bé phdn Cham séc khach hang ciia chiing téi khéng thé gidi quyét vén dé, ban co thé givi khiéu nai téi
bo phén tiép nhén phén anh ctda chung téi. Vui long trinh bay khiéu nai mét céch ré rang, cu thé bang véan
ban. Bé phén tiép nhén phén &nh sé tién hanh xem xét don khiéu nai mét cach trung thuc nhadm nam ré
nhitng gi da xay ra hodc khéng xay ra dé danh gié xem chung téi d4 hanh dong hop ly trong pham vi quyén
han cta chuing t6i va da dap (mng céc nghia vu theo hop déng va céc nghia vu khac ctia chiing t6i. Mét phan

héi béng van ban déy du sé duoc gt dén ban trong vong tam tuén ké tir khi nhan dwoc don khiéu nai.

Please write to: helpdesk@hirosecs.com

Vui long gt dén dia chi email: helpdesk@hirosecs.com

We will make every effort to resolve your complaints as soon as possible.

Chuing t6i sé cb gang gidi quyét khiéu nai cdia ban trong thoi gian sém nhét.
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