COMPLAINT FORM

A. Client Information:

Name:

Account Number:

Address:

Telephone Number:

=

Type of Complaint

Execution of Orders

Quality or lack of information provided

Terms and Conditions/Fees/Charges

General admin/Customer Services

Unauthorized business being offered

Issue in relation to withdrawal of funds
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Other (specify)
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C. Brief Summary of the Complaint:

Please describe the product or service you are complaining about ( description, evidence, amount and

suggested way to be solved):

e  Please enclose any other relevant documentation that may help us to handle the complaint.
e  Possible documentation to be provided (client statement, correspondence with the Company as well
as any other supporting documentation to be requested by the Compliance Officer which is relevant

to the Client’s complaint).

Date and place

Client Signature



FOR INTERNAL USE ONLY:

Complaint Reference number:

Date of Complaint Received:

Employee and Department that received

the Complaint:

Acknowledgment Sent to Client:

YES, NO and date

Informed Client of Initial Action

YES, NO and date

Final Response Provided to Client

YES, NO and date

In summary, the content of the reply of

the Company to the said Complaint:

Holding Response Provided to Client:

YES, NO, N/A

Signature Of Compliance Officer

DATE:
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	Submitting a Complaint
	Registration of Complaints
	Classification of Complaints
	All Complaints must be classified depending on seriousness level, and then analyzed to identify systemic, recurring, and single incident problems and trends.
	Level 1 – the least serious complaints. The complaint can be resolved at first contact with the Customer. The complaint can be resolved without escalating it to the Compliance Officer or to the Managing Director.
	Level 2 – more serious complaints. The CO must be informed of the Complaint and may provide input where necessary to help resolve the Complaint.
	Level 3 – the most serious complaints. This type of complaint will require the involvement of the Managing Director
	Complaint Handling Process
	The Company offers complaint handling services which are accessible, independent, fair, accountable, timely and efficient. Complainants shall be able to file complaints and receive the above services for complaints free of charge. The Company is manda...
	The Company ensures that the Complaint Handling Process remains transparent, and that complaints handling staff declares any conflict of interest that arises pertaining to complaints received. In these cases, where possible, another employee should be...
	As part of the complaints handling procedures, the topic of confidentiality should be addressed, where it is made clear that confidentiality around complaints received from customers or persons acting on behalf of customers should be always maintained.
	Managing Complaints
	The Company manages all complaints and Complainants equally, without any discrimination, in harmony with the procedure regulated by this Policy. The Complaints are handled by:
	A) Customer Service
	If possible, all Complaints must be settled without delay. Company employees forward all complaints submitted in writing to Customer Service. Customer Service shall be responsible for settling Complaints. The officers of the Customer Support Departmen...
	B) Compliance Officer
	If employees at Customer Services deem that the Complaint is a Level 2 ‘more serious complaint’, they will forward the Complaint to the CO of the Company. The Complainant is also entitled to approach the CO directly.
	C) Directors of the Company
	Within the organization of the Company, Directors of the Company represent the highest level of authority in deciding the settlement of Complaints. Directors of the Company shall settle those complaints that are considered Level 3 ‘the most serious co...
	The Customer Support must provide every reasonable help during the handling / examination of the Complaint to the CO and Company’s Directors aiming to settle the complaint as soon as possible, and in the interest of the Complaint.
	Response to Complaints
	Monitoring of Complaints
	Settlement of Disputes
	Declaration
	The Company also reserves the right to review and/or amend these provisions and arrangements, whenever it deems this appropriate without notice to the Client.
	Contact Details
	B. Type of Complaint



