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1. INTRODUCTION

PRIMETIME GLOBAL MARKETS PTY LTD (hereinafter referred to as ‘PGM’ or the ‘Company’) is a brokerage firm
that operates globally.
PRIMETIME GLOBAL MARKETS PTY LTD（以下称被称为“ PGM”或“公司”）是一所在全球开展业务的经纪公司。

2. INTERPRETATION OF TERMS

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.
除非另有说明，否则本投诉处理程序中包含的术语应具有特定含义，并可以适当地以单数或复数形式使用。

3. SCOPE OF THE COMPLAINT HANDLING PROCEDURE

The Complaint Handling Procedure (‘the Procedure’) sets out the processes employed when dealing with complaints
received from Clients.
投诉处理程序（“程序”）列出了处理客户提出投诉时所采用的流程。

4. DEFINITION OF COMPLAINT

4.1 A complaint is an expression of dissatisfaction by a Client regarding the provision of investment and/or
ancillary services provided by PGM.
投诉是客户对PGM提供的投资和/或配套服务表示不满意。

4.2 A complaint shall include:
投诉应包括：

(a) The Client’s full name.
客户的全名。

(b) The Client’s trading account number.
客户的交易账号。

(c) The affected transaction numbers, ifapplicable.
受影响的交易编号（如有）。

(d) The date and time that the issue arose.
发生问题的日期和时间。

(e) A description of the issue.
对该问题的描述。

4.3 A complaint must not include offensive language directed either to the Company or a Company employee.
投诉不得包含针对公司或公司员工的冒犯性语言。

4.4 All Complaints must be in English or Chinese language otherwise the Company will not be able to investigate
the case further.
所有投诉必须使用英语或中文，否则公司将不会作出进一步调查。

4.5 PGMmay, at its discretion, refuse to handle a complaint if requirements contained in Paragraphs 4.2 and
4.3 above are not fulfilled.
如未能符合上述第4.2和4.3段中的要求， PGM可以自行决定拒绝处理投诉。
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5. PROCEDURE

Complaints must be in writing. A “Client Complaints Form” can be obtained from the Client Service Department
(cn.support@ptgm.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.
投诉需以书面形式进行，投诉表格可以向客户服务部 (cn.support@ptgm.com) 索取，或直接透过电邮提供所需数据，例如发生问题时

的屏幕截图以作投诉。客户服务部将公正地调查。如果投诉是针对客户服务部门的，则将上报与调查与审核小组跟进。

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.
客服人员收到客户的投诉后，将在三（3）个工作日内向客户发送书面确认，以确认处理投诉的人的姓名和职位。

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.
该书面确认会提供投诉参考编号，及解决投诉所需的任何必要措施，并包括我们的投诉处理程序的详情。

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.
该书面确认会告知投诉人如对我们的评估和裁定不满意，投诉人有权将投诉转介给金融申诉专员。

The Company will then gather and investigate all relevant evidence and information regarding the complaint.
其后公司会收集并调查有关投诉的所有相关证据和资料。

The Client Service Department shall:
客户服务部门应当:

(a) send an initial response to the Client within ten (10) Business Days.
在十（10）个工作日内向客户发送初步回复。

(b) resolve complaints as soon as reasonably practicable.
在合理可行的范围内尽快解决投诉。

(c) inform the Client accordingly.
相应地通知客户。

The Client Service Department shall thoroughly examine any complaints as required (taking into account any
informationcontainedwithinthebooksandrecordsofthe Company, includingbutnotlimitedtotheClient’strading
account journal) and reach a fair outcome.
客户服务部门应（考虑到公司账簿和记录中包含的任何信息，包括但不限于客户的交易帐户日志）彻底调查所有投诉， 并取得公

正的结果。

When an answer cannot be provided within the expected time limits, the Company will inform the complainant
aboutthecausesof thedelay andindicatewhentheCompany’s investigation is likelyto becompleted.
如果无法在预期的期限内提供回复，公司将通知投诉人造成延误的原因，并指出公司的调查何时可能完成。

If after 2 months of receiving the complaint the Companyis still not in a position to resolve the issuethen 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.
如果在收到投诉2个月后，公司仍无法解决问题，客服人员将书面通知客户，说明造成延误的原因，并指出解决问题的估计时间。

The Company will endeavour to resolve all complaintswithin 3 months.
本公司将竭力在3个月内解决所有投诉。

Whenthe complainant has receivedthefinal response,the complainantwillhave5weekstorespond. If no response
has been received from the complainant indicating dissatisfaction with the explanation then the Complaint will be
considered as resolved.
投诉人收到最终答复后，将有5周的时间回复。如果5周内未收到投诉人表示对解释不满意的回复，该投诉将被视为已解决。

mailto:cs@kcmtrade.com
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All complaints shall be treated confidentially. The Company will endeavourto ensure all communication is in plain
languagewhich is clearly understood.
所有投诉均会被保密。 本公司将竭力确保所有交流均以通俗易懂的语言进行。

6. COMPLAINTS REGISTER

The Company stores all complaints it receives on an internal archive, as quickly as possible, and in an appropriate
manner.
本公司会将收到的所有投诉尽快并以适当的方式存储在内部存档中。

7. FAQS

Questions regarding this Procedure should be addressed, in the first instance, to the Client Service Department.
如对此程序有问题，请先联系客户支持部门。

8. CONTACTS

ClientServiceDepartment

cn.support@ptgm.com

9. AMENDMENTS

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:
公司会持续分析处理投诉的资料，以确保它们能够识别并解决任何重复出现的或系统性的问题以及潜在的法律和运营风险，例如：

(a) analyzing the causes of individual complaints in order to identify common root causes to certain types of
complaints,
分析个别投诉的起因，以识别常见投诉类型的根本原因，

(b) considering whether such root causes also affect other processes or financial means, including those not directly
complained of; and
考虑这些根本原因是否也影响其他流程或金融工具，包括未直接被投诉的流程或金融工具；

(c) correcting, where reasonable to do so, such root causes.
在合理的情况下纠正此类根本原因。
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