COMPLAINTS
Receip_t of_a DISCLOSURE
complaint file PROCESS

Does the nature of the
complaint relate to any
of the following topics?

* Product design issues
» Unfair sales practices
 Ethical misconduct
lllegal activities

YES » Breach of confidentiality NO
of customer information  /

Complaint handling by
the initial examiner

'

Is the client
| satisfied? |
YES NO
Escalating

the complaint*

The The

complaint No report to complaint
must be be made in must be
reported in the the Complaint reported in the
Complaint Report tool Complaint

Report tool Report tool

*The escalation process refers to the process of handling a client’s issue that cannot be resolved by the initial
examiner or his direct superior, and that must be approved or handled at another hierarchical level.



