Step 7 — Administration

Step 6 - Follow Up if Necessary

Step 5 - Respond to Client

MPG COMPLAINT HANDLING PROCESS

A 7 step process followed by all MPG employees

Step 1 - Receive and Classify
= All complaints are a priority

= We will ensure that all potential issues known are .
captured and classified before acknowledgement

All Complaint Records and relative documentation
will be submitted and filed with the Administrative
Assistant, Client Services

All Complaint Records will be initialled and & y
approved by the Director or President of the Classify
respective company

The Complaint Status Reports will be reviewed at
Senior Management meetings on a quarterly basis
All categorized summary of complaints are
included in our Quarterly Scorecard for MPG's
Board of Directors

Receive

If deemed necessary, complaints may be FOHQW'UF
followed up to confirm that you were if
satisfied with the response and action given Necessary

We will provide you with a summary of our findings and actions
within the timelines promised.

If this cannot be done within the timelines promised, we will
contact you to advise more time is needed

We will respond to each concern. Regardless of how the
complaint was received (telephone, letter, questionnaire) or
initially responded to, we will deliver our response in a manner
acceptable to you

If the action and response is not satisfactory to you, we will
revisit the resolution and/or move to next level of management
Generally, you can expect a response within two to four weeks

Step 2 — Acknowledge

We will acknowledge receipt of complaint within 2

business days of being contacted

= We will provide written or verbal confirmation of when,
and from whom, you will receive a formal response and
an overview of our complaint process

W

M

Acknowledge

Step 3 — Investigate
= All interaction and communication (who,
what, where, when, why, etc.) will be
investigated and documented where possible
= We will determine underlying issues and root
cause of the breach in service
= We will identify any patterns or common
Investigate 3 occurrence forming

Action Step 4 - Action and Resolution

& = We will develop a clear and fair resolution
Resolution = We will review the solution from both the company and
client viewpoint to ensure fairness and clarity
The review will include recognition and documentation of
any underlying issues that have contributed to the
experience and recommendations for actions to prevent
further occurrence
= We will implement (if necessary) and document the
proposed action and resolution using MPG’s Complaint
Record document
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