
 
 
 
 
 
 
 
 
 

 
 
 
 

COMPLAINT HANDLING POLICY 
  



 
 

1- INTRODUCTION  
HBL Asset Management has established this complaint handling mechanism in accordance with the 
requirements stated in NBFC Regulation 38(1)(h)(ix) & 66B(2)(f)(ix). 
 

2- RECEIPT OF COMPLAINTS 
Complaints received through following channels are catered  

a) Inbound calls through Help Line: 0800-42526 & UAN: 111-425-262 
b) Email: info@hblasset.com 
c) Website link for Inquiry: https://hblasset.com/contact/complaint-feedback-form/ 
d) Social Media: (Face Book, Twitter & LinkedIn) 
e) Through Courier/Fax 
f) Through SECP: Email & 0800-88008, 051-9207091-4  
g) SECP Website Link for inquiry: https://sdms.secp.gov.pk/  
h) Through Walk-in 
i) Complaint Boxes placed in designated offices.  

 
3- RECORDING OF COMPLAINTS 

Once the complaint is received the same is to be recorded and will be sent to the concerned department for 
immediate settlement/resolution of the complaint.  
 

4- HANDLING OF COMPLAINTS 
Upon receiving and recording the complaint in the system, a ticket number will be generated and communicated 
to the customer via automated Email and SMS on their registered contact details. Ticket number is unique for 
each complaint and are used for the future references. Simultaneously an automated internal high priority 
marked email will be generated to the relevant department for the quick resolution. 
 

5- RESOLUTION OF COMPLAINTS  
For all the complaints forwarded to concerned department, the resolution/feedback shall be received within 
reasonable time. In case of any delay in resolution of the complaint, an internal high priority marked automated 
email will be generated by the system to the concern Department Head and subsequently to the higher authority, 
for the escalation of the matter. The complainant shall be replied immediately after getting feedback from the 
concerned department through relevant channel. There should be a system of independently review of closed 
tickets.  

6- ROOT CAUSE ANALYSIS 
Root cause analysis of frequent complaints shall be conducted for process improvement/fix of any issue to reduce 
complaints influx. 

 
7- RECORD RETENTION 

The records maintained shall be sufficient to provide required information to the Regulators, External Auditors 
etc. whenever required 
 


