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INTRODUCTION

Panthertrade (Hong Kong) Limited ("Panthertrade") is committed to
effective and transparent procedures for the prompt and reasonable
handling of complaints. Our Complaint Officer oversees this process,
ensuring that all complaints are managed in accordance with our
Complaints Handling Policy.

Customers have the right to have any complaints regarding their
interactions with Panthertrade addressed promptly. To file a complaint,
please submit it in writing to complaints@panthertrade.com and provide us
with any information they may reasonably request to assist in the
investigation.

Panthertrade is dedicated to handling complaints in a timely and
appropriate manner, taking all necessary steps to investigate and resolve
the issue. We will respond to your complaint and inform you of any further
actions if it is not resolved promptly, including your right to refer the dispute
to the Financial Dispute Resolution Centre (the "FDRC").

PURPOSE

This policy outlines the procedures for addressing client complaints and
details the resolution measures that may be employed if a client remains
dissatisfied.

INFORMATION TO PROVIDE

To assist us in resolving your complaint as swiftly as possible, please
provide the following information:

* Your full name, address, and relevant personal details, such as your
account number or other necessary account information.

* Aclear and honest outline of your complaint.

» Copies of any supporting documents related to your complaint.

+ Details of what you would like us to do to rectify the situation.

* Any personal information collected will be subject to the applicable
Privacy Policy Statement available on our website.

PROCEDURES IN HANDLING A COMPLAINT

Complaints will be addressed independently by staff of Customer Service
& Complaint Team who are not involved in the matter of the complaint. For
high-impact complaints, the Compliance Department will be involved for
assessment.

Examples of complaints which are generally regarded as serious and high-
impact include:
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a) complaints involving fraud, such as misappropriation of client assets;

b) complaints indicating staff misconduct, such as unauthorised trading
and misselling of investment products;

¢) complaints against prolonged malfunctions of the firm’s trading system;

d) mass complaints in which multiple clients complain about the same or a
similar issue;

e) complaints involving significant financial losses by clients or indicating
that clients’ interests are seriously jeopardised; and

f) complaints which may cause significant financial, operational and
reputational risks to the firm.

TIMELINE FOR RESPONDING TO COMPLAINANT

If the Company can respond the complaint within one (1) week following
the day it was received, the Company will send the complainant the
investigation result together with an explanation of the Company’s decision.
Where the complaint is not genuine or does not include necessary
information, no investigation will be carried out and customer will be
informed accordingly, if applicable.

If further investigation is required, the Company will send the complainant
an acknowledgement of receipt of their complaint within one (1) week
following the day it was received. The complainant will receive a written
reply within four (4) weeks from the date the complaint is received. If
additional written responses are required, they will be provided to the
complainant within two (2) months from the date of the initial reply.

The aforesaid timeline is indicative only and not a commitment, as the
processing of a complaint may be subject to various factors, such as the
complexity of the complaint and any subsequent communications with the
complainant for the purpose of seeking further information or clarification.
When an investigation is taking longer than three (3) months to complete,
we will send the complainant a written explanation. If the complainant is
not satisfied with the resolution of the complaint, the complainant will be
informed that he/she has the right to refer the dispute to the FDRC.

CONFIDENTIALITY

The information relating to complaints will be protected with confidentality.
Panthertrade should only disclose the above information as permitted
under privacy laws, secrecy provisions or any other relevant laws.



INVESTIGATING COMPLAINTS

Complaints will be investigated by members of the Customer Service &
Complaint Team who are not involved in the matter of the complaint. If
potential breach of policies is found during the handling process, the staff
from the Compliance Department, who are not directly involved in the
subject matter of the complaint, will participate in the investigation.
Panthertrade should take steps to ensure that a complaint is investigated
and assessed thoroughly, fairly and objectively, taking into account all
relevant information relating to the complainant, the product or service in
question, the subject matter and whether there are similarities with other
complaints.

WHEN THE COMPLAINT RELATES TO OTHER
CLIENTS

If a complaint also relates to other clients, or raises issues of broader
concern, Panthertrade will investigate and resolve the issues,
notwithstanding that the other clients may not have filed complaints with
Panthertrade. Where Panthertrade identifies any recurring or systemic
problems, we will investigate to identify the root cause and rectify the
problem accordingly.

RESOLVING COMPLAINTS

Once the complaint handler has completed the investigation, they will
summarize the findings and indicate whether the complaint is upheld
(either fully or partially) or rejected.

If the complaint is upheld, we will strive to restore the complainant to their
rightful position. If this is not feasible, we will offer a fair alternative
resolution. If the complainant accepts our proposal, we will promptly take
the necessary actions and inform them once this is completed.

The Responsible Officer will gather additional feedback from relevant
departments regarding the complaint if deemed necessary. If the complaint
involves financial compensation for the complainant or other affected
clients, the Accounts & Finance Department will participate in the review
and provide feedback. The Complaint Officer, Responsible Officer, and
Compliance Department will then formally close the complaint.

If customers are not satisfied with the decision, customers may request the
Company to review the decision by providing new material information or
evidence.

If the Company are not able to resolve customer’s complaint together with
customer through our internal resolution process, customer has the right
to refer the dispute to the Hong Kong Financial Dispute Resolution Centre
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(“FDRC”). The dispute resolution process of the FDRC is available at
https://www.fdrc.org.hk.

FINANCIAL DISPUTE RESOLUTION SCHEME

The Financial Dispute Resolution Centre (“FDRC”) operates as a non-profit
making organisation and is governed by a Board of Directors. The FDRC
administers an accessible, efficient and transparent Financial Dispute
Resolution Scheme ("FDRS") whereby independent and impartial
mediators and arbitrators provide mediation and arbitration services to
financial institutions and their customers in Hong Kong. The FDRS
facilitates the amicable resolution of financial disputes between customers
and their financial institutions by way of primarily “Mediation First,
Arbitration Next”. You can find out more about the FDRC at:
https://www.fdrc.org.hk/en/html/aboutus/aboutus welcome.php
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