International Underwriting
Administration Limited (“IUAL”)

Complaints Policy (English Version)

Complaints hotline: +852 2521 1029.
Complaints email: iual@iuahl.com.hk
Complaints may also be made in writing by post
to IUAL's office.
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All conversations on the Complaints hotline of
IUAL are recorded and recordings are kept for
seven years. The dedicated complaints email is
recorded and records are kept for seven years.
The complaints hotline accepts calls in English,
Putonghua and Cantonese.

Complaints policy

IUAL believes in responsible lending and will
seriously and properly handle all complaints from
its customers.

The company’s loan approval officer on duty is the
designated front line staff responsible for handling
all complaints on a personal basis. All complaints
are reviewed by a member of the Board of
Directors of IUAL and ensure that a prompt reply
is given to the complainant.

IUAL will communicate with the complainant in
writing within seven (7) days of receiving the
complaint. IUAL shall then investigate all
complaints in a thorough manner and provide
feedback to customers normally within four (4)
weeks, counting from the first day the complaint is
received either by way of telephone on a recorded
line or in writing.
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