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         Incentivized Savings Plan, LLC dba MatchSavings 
Complaint Management Policy and Procedures 

 
Version 1      September 1, 2022 

INTRODUCTION 

The purpose of this Customer Complaint Policy is to ensure customer complaints are handled 
promptly and consistently and that potential issues are escalated, reviewed, and addressed in a 
timely manner. Incentivized Savings Plan, LLC dba MatchSavings (“MatchSavings”) recognizes 
that customer complaints, if handled in a constructive manner, are an opportunity to improve 
products and services, enhance customer relations, and minimize potential regulatory impact. All 
complaints from customers will be given courteous and fair attention. 
 

The policy addresses regulatory or legal complaints as well as complaints about products or 
services offered by MatchSavings. 
 

For the purpose of this policy, legal and regulatory complaints are complaints in which any of 
the following apply: 
 

1. A customer has filed a complaint through a federal or state regulatory agency or through 
any rating agency. These complaints may be received directly from the agency, such as 
the CFPB, the FTC, State regulators, Attorneys General, etc., or may be received from 
the customer with the agency copied on the communication; 

2. A customer has retained or is threatening to retain an attorney in connection with a 
complaint against or dispute with the company; 

3. A customer has raised questions or concerns that MatchSavings’ products, services, or 
practices may violate applicable laws, rules, or regulations imposed by any government 
agency or authority; or 

4. A customer has indicated that they have been discriminated against or misled on a 
material issue related to a product or service offered by MatchSavings. 

 
A customer may register a complaint about MatchSavings to a variety of regulatory agencies. 
These agencies will submit a notification to MatchSavings for a response. This type of 
correspondence shall be directed to and handled by the designated Complaint Resolution Lead 
(“CRL”) in coordination with Compliance. All legal and/or regulatory complaints require a written 
response. 
 

If a customer files a complaint directly with MatchSavings indicating they have been discriminated 
against, misled on material issues related to MatchSavings’ products or services, or that 
MatchSavings’ practices may violate applicable laws, rules, or regulations, the complaint must be 
direct to and handled by the CRL. Additionally, if a customer claims they are a victim of possible 
fraud, identity theft, breach of information, financial loss, or criminal activity, the complaint must 
be escalated to the CRL. 
 

If the customer has involved an attorney, employees of MatchSavings may not discuss the 
situation with the customer’s attorney; rather, all communication must be handled through 
MatchSavings’ designated legal counsel. 
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Product or Service complaints are complaints in which a customer has raised concerns about 
the quality, nature, cost, or timeliness of delivery of MatchSavings’ products or services. These 
types of complaints may be handled by the respective business area management, but must be 
logged appropriately as a customer complaint on the Complaint Tracking Worksheet. If the 
complaint is able to be resolved over the phone, a written response is not required. If, however, 
the initial complaint is unable to be resolved and requires escalation to management, a written 
response will be required. 
 

Inquiries are general questions related to MatchSavings’ products, services, or processes and 
are not subject to the requirements of this policy. Employees are the first point of contact with the 
customer and are empowered and encouraged to resolve the inquiry in a timely manner. Inquiries 
such as those about product availability or questions related to specific attributes, even if 
communicated in a negative manner, are not required to be logged on the Complaint Tracking 
Worksheet. 

GOVERNANCE AND OVERSIGHT 

The board of directors delegates responsibility of monitoring and responding to complaints to 
Senior Management. In turn, the designated Complaint Resolution Lead is responsible for 
oversight of MatchSavings’ compliance with the requirements of this policy. MatchSavings will 
formally adopt this policy on at least an annual basis as part of the Compliance Management 
Program. 
 

The Complaint Resolution Lead (CRL) is responsible for oversight of the complaint management 
and response function as well for maintaining a central repository of complaints, responses and 
supporting documentation. Additional duties of the CRL are identified throughout this policy 
document. 
 

The Board of Directors will remain informed of MatchSavings’ compliance with this policy through 
periodic reporting on the effectiveness of the Compliance Program and complaint trending 
reports. 

POLICY STATEMENT 

It is MatchSavings’ policy to comply with all laws and regulations related to customer complaints 
and to fully investigate and ensure a timely and accurate response to all complaints received. 

COMPLAINT PROCESS AND RESOLUTION 

In order to effectively implement this policy, MatchSavings has created the following Customer 
Complaint Procedures. These procedures provide detailed instruction in the following processes: 
 

• Processing a complaint; 

• Investigation of complaint; 

• Written responses; 

• Complaint tracking; 

• Escalation of complaint; and 

• Monitoring of issue resolution 
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Processing a Complaint 

When a MatchSavings employee receives a complaint, whether it is of a legal and/or regulatory 
nature or a product/service complaint, the employee will complete the Complaint Tracking 
Worksheet with the following information: 
 

• Complainant Name; 

• Date of complaint; 

• Customer’s account number; 

• Detailed description of the complaint; 

• Name of the employee and his/her department referring the complaint; 

• Resolution taken, if successfully resolved without escalation; and 

• Monetary remediation, if applicable 
 

Legal and/or regulatory complaints, defined above, must be escalated to the CRL for processing. 
Product or service complaints may be resolved by the first point of contact with the customer and 
not require the same steps, listed below, as legal or regulatory complaints. 

Investigating a Complaint 

Depending on the type of complaint, an investigation will be performed by the appropriate 
MatchSavings employee or department. The investigation should include, at a minimum, the 
following activities: 
 

• Gather and review all documents relevant to the complaint; 

• Interview any employees involved in the events surrounding the complaint; 

• Document the results of the investigation of the complaint in a folder identified by the 
customer’s name; 

• Determine where additional time and/or information is required to investigate and 
formulate a response; 

• Based upon the results of the investigation, determine what corrective action, if any, is 
required; and 

• Prepare a response to the customer and/or the agency submitting the complaint. 

Written Responses 

All complaint responses must be in writing and sent to the customer and/or agency within ten (10) 
business days of receipt of the complaint. 
 

Written responses may either be the final response detailing steps taken to resolve the issue or 
can be an acknowledgment setting a reasonable response time to investigate and resolve the 
complaint. At a minimum, all complaint responses will contain the following information: 
 

• A statement that MatchSavings has reviewed the complaint; 

• A description of the complaint made by the customer; 

• The desired resolution of the complainant; and 

• A response to the complaint, which may result in remedial action or denial of the complaint, 
as follows: 
o If MatchSavings takes remedial action as a result of the complaint, the written 

response must include a statement and description of the action taken; or 
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o If the response does not include remedial action, or is otherwise a denial of the 
complaint, the written response will include a statement that describes the reasons for 
the denial. 

Tracking of Complaints 

All complaints will be recorded on the Complaint Tracking Worksheet. 
 

In addition to the information described above, the Complaint Tracking Worksheet also contains 
the following fields, to be completed by the employee or department responding to the complaint: 
 

• Date of MatchSavings Response; 

• Resolution Due Date: date the final resolution is to be completed, when applicable; 

• Comments/Note; 

• Whether the complaint has been fully resolved; 

• Root Cause of error, if applicable; and 

• MatchSavings actions to correct any systemic error 
 
All correspondence with the customer, relevant documentation, and MatchSavings’ response will 
be maintained in a separate folder for Complaints. 

Escalation of Complaints 

In the event that the first point of contact employee is unable to resolve a product or service-
related complaint, the complaint should first be escalated to the appropriate business manager. 
Responses to escalated complaints will be in writing and sent to the customer within seven (7) 
days of receipt of the complaint. If the business manager needs assistance in investigating or 
preparing the response, the CRL may be called on for assistance. 
 

All legal and or regulatory based complaints must be escalated immediately to the CRL. 

Monitoring of Complaints  

The CRL will periodically review the Complaint Tracking Worksheet to determine if complaints 
are being appropriately investigated and responded to within the timelines set forth in this policy.  
Additional monitoring will be conducted on resolution for those items that are resolved without 
being escalated to Compliance. Results of this monitoring will be communicated to Senior 
Management. 

SOCIAL MEDIA COMPLAINTS 

As a part of the Compliance Management System (“CMS”), MatchSavings will monitor social 
media sites for any unlogged complaint related to MatchSavings’ business practice or products 
or services. If a complaint is registered on social media, MatchSavings will attempt to 
communicate directly with the complainant. If the complainant is not able to be reached or does 
not respond, no further action is required. If the complainant is able to be contacted directly, the 
complaint should be entered into the Complaint Tracking Worksheet, along with a screen 
capture of the complaint, and managed by the guidelines set forth in this policy. 
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REPORTING 

At least monthly, a report of customer complaints and trend analysis will be prepared by the CRL 
and communicated to Senior Management and BBVA/Open Compass. This report will be used 
as a tool to assess the needs for additional training, amendments to audit scope, and/or the need 
for new or revised procedures. At least annually, complaint trend reporting will be provided to the 
board of directors. 

TRAINING 

All employees who have exposure to or may encounter customer complaints in their line of 
business will receive training at onboarding and annually or as business processes around 
complaints are updated. 

RECORD RETENTION 

MatchSavings will retain customer complaint records including customer communication and 
supporting documentation for five (5) years. The record will include, at a minimum, the following 
information: 
 

• The complainant’s name and other identifiers, such as address, phone, or email; 

• The date the complaint was received; 

• The name of all persons identified in the complaint; 

• A description of the nature of the complaint; 

• The disposition of the complaint; 

• The date the complaint was resolved; and 

• The amount of any financial remedy as the result of the complaint. 

VERSION CONTROL 
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Appendix A- 
Roles and Responsibilities 

 

Senior Management When used collectively throughout this and other MatchSavings’ policies 
refers to the following individual: 
 

Tona Schekall, Founder and CEO.  
 

For the sake of this policy, Tona Schekall is also MatchSavings’ Complaint Resolution Lead. 


