Complaint Handling Procedure 2024.07.V2

d KCMTrade

KOHLE CAPITAL MARKETS

Complaint Handling Procedure
IFNLE
VYUADUNIIIAN TV DI
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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.

NEES: EEE, INCREMI R RN, BHNESHEIREE. EHTHOLERSZH, SHRETETHRIMERING, FEESFIRTAVSER.
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Canh béo rdi ro: Xin lwu y ring hoat dong giao dich ngoai hdi va cac san pham cé don bay khac tiém an nhiéu rdi ro va khdng phai nha d3u tu nao ciing pht hop véi hoat ddng nay. Pg 1
Trudc khi tién hanh bat ky giao dich nao nhu vay, ban can ndm rd nhitng rai ro phat sinh va xin tw van tai chinh riéng, néu can.
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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.

NiaEs: BER, INCIIEMTHEREYREXRNRS, BHNESRBIREE, T HELERZZH, FREESETRMSRIINE, FEEBSIIRINMSEL.
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Canh béo rdi ro: Xin luu y rang hoat dong giao dich ngoai hdi va cac san phadm c6 don by khac tiém an nhiéu rdi ro va khdng phai nha dau tu nao cling pht hop véi hoat ddng nay. Pg 2
Trudrc khi tién hanh bat ky giao dich ndo nhu vay, ban can ndm rd nhitng rdi ro phat sinh va xin tu van tai chinh riéng, néu can.
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INTRODUCTION

55

Tayaiiiaw

G101 THIEU

KOHLE CAPITAL MARKETS LIMITED (hereinafter referred to as ‘KOHLE’ or the ‘Company’) is a brokerage firm that
operates globally.

KOHLE CAPITAL MARKETS LIMITED (LATR#R #FRA“ KOHLE" SN E)") R—FTEEEARISHNEL T,

KOHLE CAPITAL MARKETS LIMITED (¥4 li/ilaziFon11 “KOHLE” %30 “u51n™) Whunsimnevihiiduiivnuegialan
KOHLE CAPITAL MARKETS LIMITED (sau day goi la “KOHLE” hoac “Cong ty”) la cong ty mai gidi hoat dong trén toan
cau.

KOHLE CAPITAL MARKETS LIMITED is incorporated in the Republic of Mauritius with the registration number
C153797 C1/GBL under Section 24, Part Ill of the Companies Act 2001. The Company holds a Global Business Licence
under Section 72(6) of the Financial Services Act 2007 and an Investment Dealer (Full Service Dealer, excluding
Underwriting) Licence under Section 29 of the Securities Act 2005.

KOHLE CAPITAL MARKETS LIMITEDTEEEKER, RIE2001EF (FEEKRHINENEL) F=2_+7ULTM, TS
C153797 C1/GBL, #RE ( EERER2007FERIRS L) (2018FEITHR) 5672 (6) FIFBEREWNEE, FHiRIE (EE2KER
2005FFIESE) %295 (2001FEITIR) SKISIREARZE (2R URSRZE, TEIEEH) Mg,

drudi 3 vosngranehidaensEnil 2001 viEndenseslueyanagsfeseauTanmelfinas 726)
voangrinedrensmsmanmsiduil 2007 @udindlalud 2018) nazlueuanadumumsasmu @umus msdugi
snidumssasmihendnning) melduam 29 veanguuehdaendnnindt 2005 aiudluluil 2001)

KOHLE CAPITAL MARKETS LIMITED dwoc thanh 1ap tai Cong hoa Mauritius v&i sé dadng ky C153797 C1/GBL theo
Muc 24, Phan Il Pao ludt cong ty ndm 2001. KOHLE CAPITAL MARKETS LIMITED hoat déng theo Gidy phép kinh
doanh toan cau tai Muc 72(6) Pao luat dich vu tai chinh ndm 2007 (stra d6i ndm 2018) va Gidy phép dai ly dau tu
(Pai ly dich vu tron géi, khéng bao gdm dich vu Thdm dinh bao hiém) theo Muc 29 Pao luat chirng khodn ndm
2005 (stra d&i ndm 2001).

INTERPRETATION OF TERMS
SRR
psAANUMANN
DIEN GIAI THUAT NGU
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.
BRIERBIRE, BURSRGMIEEFFEENARENEGREE N, FUES RS FER.
mninegluiupeumsiamsvedesiFouiiinnuminummznizawezewlFlusduuueanniviengwainuanumang au
v ' v A
Hunsazszy idluou
Trir khi cé chi dinh khéc, néu khdng, cac thuat nglr trong ban Quy trinh gidi quyét khiéu nai nay s& cé nghia nhu d3
néu va cé thé dm chi ca s6 it hodc s nhiéu, tuy tirng tredng hop.

SCOPE OF THE COMPLAINT HANDLING PROCEDURE
RIFCERFESEE
51]6‘IJLSIJﬂﬂlﬂ@%ﬂﬂﬂuﬂﬁ%ﬂﬂﬁ%ﬂ%ﬂ&!‘%ﬂu

PHAM VI AP DUNG QUY TRINH XU’ LY KHIEU NAI

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.

NEES: EEE, INCREMIF R ReXRS, BHNESHEIREE. EHTHONERZ 2R, FRERETETRIMSRING, FEEMSIIRTAMSEN.

Audounuidos: Tsanswhmsmsarled ndunzndadusiiinnosgug orinmudeslusziugs waz vz dmsminasmuunny AouANlugINIIURING
qumsnsgeuliinilainad i mideiineteoduasudau tazvesnEnmems iy Taodaszmnsuii

Canh bédo rdi ro: Xin luu y rang hoat dong giao dich ngoai h():i va céc san pham cé don bay khéc tiém an nhiéu rdi ro va khéng phai nha dau tw ndo cling phl hgp véi hoat ddng nay. Pg 3
Trudec khi ti€n hanh bat ky giao dich ndo nhu vay, ban can ndm rd nhitng rui ro phat sinh va xin tu van tai chinh riéng, néu can.



Complaint Handling Procedure 2024.07.V2

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

RFMERRRF (“I2F7) IR TEEFREIRFRTERENRE.

Tunoumssamsdedesidon (unew) fmuanszuaunsiindidesamsiudedea ouit ¢ uaingndn

Quy trinh x& ly khi€u nai (“Quy trinh”) dé ra céc quy trinh dp dung khi xtr Iy khi€u nai nhan duoc tir phia Khach
hang.

DEFINITION OF COMPLAINT

BIFIENX

MmileuvestoioaFau

GIAI THICH KHAI NIEM KHIEU NAI

4.1 A complaint is an expression of dissatisfaction by a Client regarding the provision of investment and/or
ancillary services provided by KOHLE.
KRB P YIKOHLER AR R/ EERS RN S
todeatouiiumanaaini liwelwwesgnaufeaduns IHismsmsasmuuaz/Mi e mare3un KOHLE

Khi€u nai 13 thai d6 b4t man cta Khach hang vé hoat dong cung cp dich vu d4u tw va/hodc phu tro cla
KOHLE.

4.2 A complaint shall include:

IR EAE:

doioasonilsznoude:

Khi€u nai phai néu rd:

(a) The Client’s full name.
BEFNES,
Fouwanavegnm
Ho tén day d0 cta Khich hang.

(b) The Client’s trading account number.
EPHNRZSZKS,
wmmamﬁtﬁmmmmgﬂﬁﬁ
S6 tai khodn giao dich cda Khach hang.

(c) The affected transaction numbers, ifapplicable.
SR ZRS (08) .
“riileﬁ"’U‘q‘JﬂiiiJﬁqﬁ%ﬂﬂﬁﬂi%ﬂu il
M3 giao dich bi anh huwéng, néu cé.

(d) The date and time that the issue arose.
REBIRRRI B HATORTIE),
Fuinaznarifadym
Ngay gio phat sinh sy ¢6.

(e) A description of theissue.
IHZIBRRATHAR .

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.

NEES: EEE, INCREMIF R ReXRS, BHNESHEIREE. EHTHONERZ 2R, FRERETETRIMSRING, FEEMSIIRTAMSEN.

Audounuidos: Tsanswhmsmsarled ndunzndadusiiinnosgug orinmudeslusziugs waz vz dmsminasmuunny AouANlugINIIURING
qumsnsgeuliinilainad i mideiineteoduasudau tazvesnEnmems iy Taodaszmnsuii

Canh bédo rdi ro: Xin luu y rang hoat dong giao dich ngoai h():i va céc san pham cé don bay khéc tiém an nhiéu rdi ro va khéng phai nha dau tw ndo cling phl hgp véi hoat ddng nay. Pg 4
Trudec khi ti€n hanh bat ky giao dich ndo nhu vay, ban can ndm rd nhitng rui ro phat sinh va xin tu van tai chinh riéng, néu can.
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Mesuetlyn
Théng tin md ta sy cd.

43 A complaint must not include offensive language directed either to the Company or a Company employee.
BRFA SRR IRABDRTHNEIRHES.
Foeaidoudos hififenmddniindnawisnnieminamvenidin
Khi€u nai khdng dwoc chira ngdn tir mang tinh xtic pham Céng ty hodc nhan vién Cdng ty.

4.4 All Complaints must be in English or Chinese language otherwise the Company will not be able to investigate
the case further.

BRI, BUATEASERH—LRE,
Totoatounmuadouiiunmsingurien iy azihniinee lannsanstaeuns siuu 14
T4t ca cac don thu Khiéu nai phai viét bang tiéng Anh hodc ti€ng Trung, néu khong, Cong ty sé& khong thé
ti€p tuc diéu tra vu viéc.

4.5 KOHLE may, at its discretion, refuse to handle a complaint if requirements contained in Paragraphs 4.2 and
4.3 above are not fulfilled.
WNAKRBERF & R TE4.2M04 3R PAIER, KOHLERTLA BT REIREIBIRFT,
KOHLE a1 l4pasiiiialumalfiasnssanmsdedoad suvn lidiullawdasmuaiiseyludoniifi 42 uag 4.3 $hadu
KOHLE c6 thé tir ch8i xt ly khi€u nai, tuy thudc vao quyét dinh cla KOHLE, néu khi€u nai khéng tuan thd
cac yéu cau tai Khoan 4.2 va khoan 4.3 néu trén.

PROCEDURE

BF

Funou

QUY TRINH

Complaints must be in writing. A “Client Complaints Form” can be obtained from the Client Service Department
(cs@kcmtrade.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.

RIFEUPER DT, RIFEETTUEEFRSES (cs@kemtrade.com) ZREY, SEZEIEAMSMAFELRE, FllA%ER
FRESEELESR, BFRSISQERE, MRIRFRENEFRSEN N, WE RS EESHZ/NARET,
fofesizoudouiluaodnuaidnys annsady cunuesudodesiFouvesgnar” Idnnununusmsgndi (cs@kemtrade.com)

A A = a 9 9 2 o Y o 9 < d 1
‘I’YEE)L‘*UEJ’L!@!lJﬁ“H']LLNL!ﬂ’iJiﬂ1§gﬂﬂ11ﬂﬂ§]i\1 Iﬂ‘c’li$uﬂlﬂilﬁ1ﬂiﬂ!,ﬂu1ﬁ“]fﬂlﬂu uazmwwmﬂa%mﬂuﬂiﬂwumamisxuﬂmum

U

a ¥ Yy ¥ a ' < 4 9y v a ' a v
LLNNﬂ‘]JiﬂW‘JQﬂﬂWﬂgﬁi’ﬁlﬁﬂUﬂJﬂiﬂﬂLiﬂuﬂﬂW\iLﬂuﬂ’ﬁW\i W1ﬂ!‘ﬂuﬂlﬂ§ﬂﬂ!iﬂuﬂﬂLLWUﬂﬂiﬂWi@‘ﬂﬂW

wiimsduieane ldfiuaevaiuazasinaen

Khi€u nai phai dwoc 1ap thanh van ban. Khach hang cé thé lién hé véi Bd phan dich vu khach hang dé 13y “Biéu mau
khi€u nai cho khach hang” hodc gltri email tryc ti€p dén Bé phan dich vu khach hang va trinh bay ré théng tin can
thiét, Khach hang cé thé chup dnh man hinh dé ching t6i dé xac dinh van dé& hon. B& phan dich vu khach hang sé
diéu tra khi€u nai mot cach khach quan. N&u B& phan dich vu khach hang khéng thé giai quyét duoc khiéu nai d6,
B& phan sé& bao |én Poi diéu tra va thanh tra.

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.
BERARKEIZFIORE, BE= 3) T"LIEHARAEFRREBEIA, LIEAGIRFIARIEEFIER,

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.

NEES: EEE, INCREMIF R ReXRS, BHNESHEIREE. EHTHONERZ 2R, FRERETETRIMSRING, FEEMSIIRTAMSEN.
Audounuidos: Tsanswhmsmsarled ndunzndadusiiinnosgug orinmudeslusziugs waz vz dmsminasmuunny AouANlugINIIURING
qumsnsgeuliinilainad i mideiineteoduasudau tazvesnEnmems iy Taodaszmnsuii

Canh béo rdi ro: Xin luu y rang hoat dong giao dich ngoai hdi va céc san phadm cé don bay khac tiém an nhiéu rdi ro va khdng phai nha dau tu nao cling pht hop véi hoat ddng nay.
Trudc khi tién hanh bat ky giao dich nao nhu vay, ban can ndm rd nhitng rli ro phat sinh va xin tu van tai chinh riéng, néu can.
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A v 9 = a v Y o 9 v a Y
LﬂJﬂLﬁ]1‘14“HW“V]‘]Jiﬂ13Qﬂﬂ1|lﬂ5‘1Jmﬂiﬂﬂ!iﬂu"u’t’]@@‘ﬂﬂW

A Ao A 9 Y

~ v v A o <3 Y 7 o 9 9 3 ll A o ~
%Sﬂfﬂiﬁ\iWUQﬁﬂ§UW§1ULﬂUﬁ1UﬁﬂHﬂ!@ﬂHicl“l/mﬂﬂHW flufJ“L!“D'ﬂLl’ﬂ3@]HWI“HQQWHﬂJﬂﬂuﬂﬂﬁV}%ﬂﬂVi"Uﬂiﬂ%iEJ'L!ﬂWEJbl‘L!ﬁUJ 3)

UM
Khi Chuyén vién dich vu khach hang nhan duoc khiéu nai cia Khach hang, chuyén vién s& glti thu bdo nhan téi Khach
hang, trong d6 ghi rd tén va chirc vu cha ngwdi x& ly khi€u nai trong vong ba (3) ngay lam viéc.

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.

ZPEWASIRHIRFESERS, MBEMORTENTONERE, HEERIINRRMERERNFS.
wiisdefunsiuiezszynuieiavdiadavesdefeutounazuuziinisduiunisisuiuioudlvdeouion
venmniETiswazBeatuaeumsianistedoteuveus
Thu bdo nay s& cung cdp ma tham chiéu cla khiéu nai va dé xuat viéc can lam dé giai quyét khiéu nai, trong d6 ciing
néu rd chi tiét v& Quy trinh x& ly khiéu nai cda chdng téi.
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.
ZBEWARSEIRF A EIIHEIRERHR, RFABIBRIFEN GESRBPIFER,
midesunsudusaliiZed sunnuanivesaueslumsdedodoadon lddaumusudesead sumamsiiy
windsesidou e lvdumsdsziiuiazmdaduveun
Thu béo ciing s& cho Nguyén don biét rang Nguyén don cé quyén gli Khi€u nai dén Thanh tra tai chinh néu khéng
hai long v&i két qua danh gid va quyét dinh cla ching téi.
The Company will then gather and investigate all relevant evidence and information regarding the complaint.
HEABSWEFREE XISRNEEXERZR,
M3 azasvaeundng ez deyan tuafimedesiue e ou
Sau do, Cong ty sé thu thap va diéu tra tat cd bang chitng va thong tin lién quan dén khiéu nai.
The Client Service Department shall:
EFIRSSED IR :
UHUALSNI5QNAIDL:
B0 phan dich vu khach hang sé:
(a) send aninitial response to the Client within ten (10) Business Days.
£+ (10) N IIEAREERREPILEE,
damsasusuidosdu Wdigninoludy (10) Suims
GUi thu phan hdi ban dau cho Khach hang trong vong mudi (10) ngay lam viéc.

(b) resolve complaints as soon as reasonably practicable.
EEEITASEEN R REIIRIR.
Y ¥ A o ad oy
uﬁ"lwmmwaumuwwmﬂsﬂmumqﬁuma
Gidi quyét khiéu nai trong thoi gian s&m nhat cé thé.

(c) inform the Client accordingly.
TBREEENE .,
v £ Y [l
udeldgnamaeduming e
Cap nhat tin tirc cho Khach hang.

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.

NEES: EEE, INCREMIF R ReXRS, BHNESHEIREE. EHTHONERZ 2R, FRERETETRIMSRING, FEEMSIIRTAMSEN.

Audounuidos: Tsanswhmsmsarled ndunzndadusiiinnosgug orinmudeslusziugs waz vz dmsminasmuunny AouANlugINIIURING
qumsnsgeuliinilainad i mideiineteoduasudau tazvesnEnmems iy Taodaszmnsuii

Canh bédo rdi ro: Xin luu y rang hoat dong giao dich ngoai h6:i va céc san pham cé don bay khéc tiém an nhiéu rdi ro va khéng phai nha dau tw ndo cling phl hgp véi hoat ddng nay. Pg 6
Trudec khi ti€n hanh bat ky giao dich ndo nhu vay, ban can ndm rd nhitng rui ro phat sinh va xin tu van tai chinh riéng, néu can.
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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 journal) and reach a fair outcome.
BFRSEIN (FRIAAKENCRFEENEMERS, S8EEMNRTEFNZZKFEE) MKAERERIE, FREA
IERVZER,

a Y Y ¥ a = Ao g a 9 = Y ] a o
URUAUTMIgNAIIEAT IR UYRT 0T s TasazBaamun s uily (Tﬂﬂwmsnnﬁumglamzu%Glumgmmz‘uuvméuawiyw

Feswdwa lisdaissayanoiuiyBimsavesgad) nazagnadnindusssy

B6 phan dich vu khach hang s& diéu tra kj moi khiéu nai theo yéu cau (xét d&n moi thdng tin cé trong s6 sach va ho
so cla Cdng ty, bao gdm nhung khdng gidi han & nhat ky tai khoadn giao dich cta Khich hang) va dua ra két qua
cong bang.

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.
MRTEEFTEAHAR IR EE, A EMIRIF AEMERNER, FHEH AR EEMRI T 5E5E

' ° y o
WWﬂlliJﬁWNW‘SﬂalWﬂW@ﬂ‘Uhlﬂﬂ"lﬂbluﬂ‘iﬂ‘ﬂ5$ﬂglﬂﬂ1ﬂﬂ1ﬂﬂ15ﬂl

Ui Emzudiffesdouiirumguesnnuadiuagssynaiimsasnaevess Emingai aauyel

Khi khdng thé phan hdi trong khung thoi gian dy kién, Cong ty s& thong bao cho nguyén don biét nguyén nhan cham
tré va cho biét thoi gian Cong ty du kién hoan tat cdng tac diéu tra.

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.

MRAEWEIRIR2 AR, REINTERRDR, ZRARSDEENZF, RREMERNER, FELEROAIGITHRIE.,
vandruld 21deundeninsudedeonSouudrvsvndaluldogsenitadndunisud ladgu

dwithismsgndnzudaliqamauiiuaednuaisnys Taessymumauosanumduazina Tastszmaiiozimaud luilam
N&u sau 2 thang ké tir khi nhan duoc don thu khiéu nai, Cong ty van khong giai quyét dwoc thi Chuyén vién dich vy
khach hang s& glti cho ban van ban théng bao ly do cham tré va cho biét thoi gian giai quyét van dé duy kién.

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

RRENEIBNES B WRRITEIR.

Wiz neonudlude Zeatouamamolu 3 o

Cong ty s& nd lyc gidi quyét moi khiéu nai trong vong 3 thang.

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.

BRFABEIREEER, BESENEEE. MRSFANRKERFARTIEENHENLDE, ZRIFEEIAERR,
Lﬁaéj%’mmﬂuhlﬂ%”umamauné’usa%qqﬂﬂw A¥os13ouvreiitnar sddar1ilunisaoundy

"W Yo o Yy A A = 1= Y o A ! Yo P
mﬂ”ln"lm‘um‘maUﬂaumﬂmﬂmﬂuﬂmmﬂmﬂ31u'luw¢wa%wsauﬂ1ﬂﬁu1ﬂ wdondoseaFoulasumsud luud)
Khi nhan duoc phan héi chinh thirc, nguyén don s& ¢ 5 tuan dé phan hoi. Néu Cong ty khéng nhan dwoc phan hoi
cla nguyén don bay té y khéng déng tinh v&i cach gidi thich d6 thi Khiéu nai coi nhu d3 duogc giai quyét.
All complaints shall be treated confidentially. The Company will endeavour to ensure all communication is in plain
language which is clearly understood.

PrERIFIISHERE. SRERBIEHHRIERXRIEUBRZEMESH

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.

NgES: EEE, SNCAEMIIHRRY RENENRS, BHMEaMEIRAE, EHTEAWRRSZH, FRRETE TRMSRIOINE, FBEBSIIRZAOMSEN.
Audounuidos: Tsanswhmsmsarled ndunzndadusiiinnosgug oriinudedluse AU waz vz dmsminasmuunny AouANlugINIIURING
ﬂiuminJ3nﬁa'u1wnlli1ni]ﬂmxmﬂammmummuwammmsumuua gvednfinymiens @y lasdasznnduiiu

Canh béo rdi ro: Xin luu y rang hoat dong giao dich ngoa| h0| va cac san pham c6 don bay khéc tiém an nhiéu rai ro va khong phai nha dau tu nao ciing phu hop véi hoat ddng nay.
Truéc khi tién hanh bt ky giao dich ndo nhu véy, ban can ndm rd nhitng rii ro phat sinh va xin tu van tai chinh riéng, néu can.

Pg7
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Cong ty x&r ly moi khi€u nai theo cach bao mat va s& c6 gang trao ddi bang ngdn ngit don gian va dé hiéu.
COMPLAINTS REGISTER

BIFEIS

nzisudedoasau

SO LUU TRU KHIEU NAI

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

ARBBREINFRERIFR R LIS S B X EEE S,

viinsarftudedesd outanuaiildsuluagimelulaedfigaludnums iy ey

Cong ty s& nhanh chdéng Ivu trit toan bd don thu khi€u nai nhan dugc vao kho luu trit néi bd theo céch thirc phu
hop.

FAQS

N aR

fominuden

CAU HOI THUONG GAP

Questions regarding this Procedure should be addressed, in the first instance, to the Client Service Department.
WX FBERE, BRSPS TR 1.

MomfniuTuaeuiiez 1dsumssamsiiosdi Taoumunt3magnin

Moi thic mac lién quan d&n Quy trinh nay trudc tién xin glri vé BO phan dich vu khach hang.

CONTACTS

BREAT

Yoyafinne

THONG TIN LIEN HE

Client Service Department

BEFIRSER)
a Y
UAHAUINIINA

B6 phan dich vu khach hang
cs@kcmtrade.com

AMENDMENTS

&7

Psudly

SUA POl

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:
AERFFESITIEIOFRR, LIBRRENEEIRAFFRMEOUES RIS A FIERDBRAR B EREETIEENE, a0
vimihmsinneddeyanssansfetesdoustuderiouite lnilainion sz yuazianisTyminatudnidodynmies
21U uazmmémﬁﬁunawmmmzmiﬂ"uﬁmmﬁ'mmﬁﬂﬁ'ﬁu AIDE1BU:

2 ,

Cong ty s& thuwong xuyén phan tich dit liéu x& ly khi€u nai dé dam bao rang nhitng dit lieu dé phat hién va xtr ly

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.
XS EE%T, INCHIEMATH =R RSN S, {lt#$i§$ﬁﬁﬁ?§i%‘%‘ o Eﬁﬁ&ﬁ[ﬁb%i%z%ﬁ, BRRETETRIMSRAING, FEESIIRTAMSEN.

. J . < PO a1 . . C S .
AudouamITY: Tsanswimsmsaed nduazndadusifiiianesagug onilanudiluseiug wag hingdmsminamuineay Aouduiiugsnssudandn
Auarsasvaeyiinilyhgadi linudssiifedeisdensuiiu nazvednSnumiims Gulasdasznnduiiu

Canh béo rdi ro: Xin luu y rang hoat dong giao dich ngoai hdi va céc san phadm cé don bay khac tiém an nhiéu rdi ro va khdng phai nha dau tu nao cling pht hop véi hoat ddng nay. Pg 8

Trudc khi tién hanh bat ky giao dich nao nhu vay, ban can ndm rd nhitng rli ro phat sinh va xin tu van tai chinh riéng, néu can.
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duwoc moi sy 6 tai didén hodc cé hé théng, cling nhu rdi ro tiém an vé mét phap ly va van hanh, bang nhitng céch
nhu:

(a) analyzing the causes of individual complaints in order to identify common root causes to certain types of
complaints,
DI AISRFRIRER, LURGIENRIFEENRARR,

a s ' 4 o 1 o ~
m:nl,ﬂﬂzwmmmmﬂﬁ}a%’aaﬁﬂmmazsmnmﬁmzumm@mmmnuﬂlm%’a%’amﬂumﬁﬂszmﬂ
phan tich nguyén nhan phat sinh tirng khi€u nai dé tim ra nguyén nhan géc ré thwong gap & mét sé loai
khiéu nai,

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

ZEXURAFERREEMIEMRESNEM TR, SEREEESFORENSHTIE,
MINNTNAUHgHANAINANSIFIHARDNTYUIUMIHI o FENIMIIuoUY Wi el saudeh lildiimsdesEoulasasa
uaz

xem xét xem nguyén nhan gdc ré dé c¢é dnh hudng dén cac quy trinh hodc phuong tién tai chinh khac hay khong, bao
gbm ca nhirng nguyén nhan khong truc tiép bi khiéu nai; va

(c) correcting, where reasonable to do so, such root causes.
EEEER FHIEERARRA,
msud lvaunquandinan wintimgauads liauiums

khdc phuc nhitng nguyén nhan géc ré dé, néu cé thé.

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.

NEES: EEE, INCREMIF R ReXRS, BHNESHEIREE. EHTHONERZ 2R, FRERETETRIMSRING, FEEMSIIRTAMSEN.

Audounuidos: Tsanswhmsmsarled ndunzndadusiiinnosgug orinmudeslusziugs waz vz dmsminasmuunny AouANlugINIIURING
qumsnsgeuliinilainad i mideiineteoduasudau tazvesnEnmems iy Taodaszmnsuii

Canh bédo rdi ro: Xin luu y rang hoat dong giao dich ngoai h():i va céc san pham cé don bay khéc tiém an nhiéu rdi ro va khéng phai nha dau tw ndo cling phl hgp véi hoat ddng nay. Pg9
Trudec khi ti€n hanh bat ky giao dich ndo nhu vay, ban can ndm rd nhitng rui ro phat sinh va xin tu van tai chinh riéng, néu can.



