HONG KONG QUALITY ASSURANCE AGENCY

Procedure for handling complaints

As a customer focused organization, we strive for customer satisfaction and continual
improvement. All HKQAA certified clients or their stakeholders have the right to file complaint
against HKQAA.

Details of feedback / complaint shall be submitted in writing by post, by fax: (852) 2202
9222, via e-mail hkqaa@hkgaa.org or through the return of the “Post Audit Customer
Satisfaction Survey”.

We act impartiality in handling complaints. If a complainant has difficulties in preparing a
complaint in writing, complainant can contact our office. We will ascertain the complainant’s
difficulties and, on the basis of information given, consider on whether to provide any writing
support.

All cases will receive our full attention and follow up action. Our agency will initiate our
complaint handling procedures as follows:

1. Acceptability of the complaint will be determined based on evidence received.
2.  Acknowledge receipt of complaint cases will be sent by post, fax or e-mail.
e Complaint against HKQAA — 3 working days
o Complaint against HKQAA certified clients — 7 working days
3. Independent investigation will be undertaken.
4.  Areply will be given to the complainant after investigation.
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