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SECP chief inaugurates new complaint handling system

ISLAMABAD, June 2, 2017: The SECP chairman, Mr Zafar Ul Haq Hijazi, has launched the Securities and
Exchange Commission of Pakistan’s new Service Desk Management System (SDMS). The new system
offers ease of use to the public for filing queries and complaints. It ensures prompt action and regular
updates on handling of complaints.

The SECP has already made available its new toll free facility 0800-880-08 to the public where anyone can
call free of cost for grievance redress and investor education. The ECP’s toll free facility is integrated with
the new and technologically superior SDMS to give the user a convenient query and complaint filing
experience.

The SECP’s new SDMS is available to users in both English and Urdu. To further facilitate the system users,
the SECP has placed system usage video instructions on the home page of the SDMS. Links to important
frequently asked questions (FAQs) and SECP guides are also available. Popup information boxes, pictorial
references and auto dropdown menus better guide users during the filing process and help them look up
companies and market intermediaries such as broker agents, surveyors and debt security trustees against
whom the issue is to be filed.

System users can now easily file queries and complaints or check status of a previously lodged concern
using their smart mobile phones. Unique mobile verification code generation ensures better information
security. Email prompts and SMS notifications containing unique query/complaint no and pin code allow
users to access the current status of their concern on the simple click of a button. The system provides
prompt and regular notifications through SMS and email to the users each time progress takes place on
their concern.

To ensure timely action and more convenience to system users, the system has auto escalation features
which, ensure that the SECP’s senior management gets auto updates and detailed reports regarding the
performance of their issue handling officers. Detailed dashboards and sophisticated reporting also allows
for SECP to better analyze complaint trends, develop better monitoring strategy and develop better
guidance material based on the nature of complaints and queries being filed by the users.

The SECP chairman appreciated the capability of the new system for improving investor awareness and in
particular investors’ complaint resolution. He stressed the importance of effective use of the new SDMS,
advised SECP’s officers to have a deep concern for investors and prayed for the success of the new Service
Desk Management System.




L LI e LI e QIR

A SRS A ol de o iS (15 808 A ot TG A nE (U2 Tewd
LB 7 o 3 s s LSS SIAIE S e e it L e 5 L usstd

L1d 1 ST IhE L ) Uil BP0 S i e 2 5 PG el

JQ&;@Q .:/!iu&;!o,&{q@Z.nZ./JW!//JI_%Wl;f’T{,u}JJQ;”Lu’!ﬁ Kz_t.,w/te/u"ubgf
e P UeiE 2L s L Ford Ut e (S G T

A S S b £ b i 12 5 87 0800-880-08 A AUSl s SIA - LU
LI 7 e AL T O a2 ARG SO e S e
ug/?JCgug;f 36 SIA et A SlrstasimSy FIE Lpind ey Js? Clder S5
e L L Q5O L 310l st e A A LS i e s K L2 (6 S
L 2 L Uy did by IGF

ST RTINS SV N A0 Y gV BB RN I I ST N 1o
SN uf 2ad édd|&o|_€L(g&ﬁ/é/Uﬂf &,K&’,/JK4;<6J’/,’J L n ) d ALE sl
KUl et S i bl e S (L $oE 2 LA AT TS peiirs”
e 8o S S} ok a3 Ut S e QSIS S eand o AUt P

~& B g I ST g S



