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1. INTRODUCTION

UBK Markets Ltd is incorporated in the
Republic of Cyprus with registration number
HE293861. The Company is authorized and
regulated by the Cyprus Securities and
Exchange Commission (CySEC), with license
No. 186/12. The Company’s office is located at
Kyriakides Business Center, 2d floor, Leoforos
Spyrou Kyprianou, 67, 4003, Limassol, Cyprus.

The Customer acknowledges that the Company’s
official language is English.

The Company is operating under Directive
2014/65/EU of the European Parliament and of
the Council of 15 May 2014 on Markets in
financial instruments and amending Directive
2002/92/EC and Directive 2011/61/EU (the
“Markets in Financial Instruments Directive
(2014/65/EU)” or “MiFID II”’) and amending
Directive 2002/92/EC and Directive
2011/61/EU, as last amended by Directive (EU)
2016/1034 of the European Parliament and of
the Council, of 23 June 2016 and under
Regulation (EU) No. 600/2014 of the
European Parliament and the Council of 15
May 2014 on markets in financial instruments
and amending Regulation (EU) No. 648/2012
(the “MiFIR”) which was implemented in
Cyprus by the Investment Services and Activities
and Regulated Markets Law of 2017 (Law
87(1)/2017), which provide for the provision of
Investment Services, the exercise of Investment
Activities, the operation of Regulated Markets
and other related matters (the
Services and Activities and Regulated Markets
Law”), as the same may be modified and
amended from time to time.

“Investment
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1. BBEJEHUE
UBK Markets Ltd szapecucmpuposana 6

Pecnyonuxe Kunp, pecucmpayuouHviii Homep
HE 293861.
pecynupyemcsa Komuccueii no yeunvim 6ymazam
u oupxcam Pecnyonuxku Kunp  (CySEC),
auyensus — Nel86/12. O¢puc  Komnanuu:
Kyriakides Business Center, 2d floor, Leoforos
Spyrou Kyprianou, 67, 4003, Limassol, Cyprus.

Komnanus Ynojinomovena u

Oguyuanvnvim  sa3vikom  Komnanuu sensemcs
anenutckul  A3vlk  — Kiuenwm npuznaem u
coenauiaemces ¢ IMum.

Komnanus  oeticmeyem 6 coomeemcmsuu ¢
Jlupexmusoti 2014/65/EC
napramenma u Cosema Eeponeiickozo coro3a
om 15 masn 2014 200a o pvinkax ¢huHamcogvlx

Eeponerickoco

uHCcmpymenmos, C 6HeceHuem NONpasoK 6
Jupexmuey ~ 2002/92/[EC  u  JJupexmusy
2011/61/EC (Hupexmusa «0  pulHKax

¢unarncosoix uncmpymenmos (2014/65/EC)» unu

«MIFID 1l»), C enecenuem nonpasox 6
Hupexmusy Cosema Esponeiickoco  cowsa
2002/92/EC  u JHupexmusy 2011/61/EC, ¢
nocieOHUMU NONpaskamu, BHECEeHHbIMU

Hupexmuesou (EC) 2016/1034 Esponeiickozo
napramenma u Cosema Eeponeiickoco cor3a
om 23 uwna 2016 cooa 6 coomeemcmeuu c
Peznamenmom (EC) Ne 600/2014 Esponetickoco
napnamenma u Cosema Eeponetickozo cor3sa
om 15 masn 2014 200a o pvinkax huHamcoevix
UHCmMpyMeHmog u ¢ nonpasxkamu k Pezcnamenmy
EC Ne 648/2012 («MiFIR»), xomopwie 6vliu

PEeAlIU306daHbl 6 Pecny6ﬂul<e Kunp HA OCHOBAHUU

3axona 2017 200a «0O6 uHBeCMUYUOHHBIX
yenyeax,  OCywecmeneHuu  UH8eCMUYUOHHOU
0esiMeNbHOCIU, — Pe2yIUpPyemMblX  (QUHAHCOBbIX
puvinkax»  (3axon  87(1)/2017),  komopwie
npeodyCcMampusaom npedocmasgienue
UHBECUYUOHHBIX — YCIVe, ocyujecmenenue
UHBECMUYUOHHOU desmenbHOCHU,
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2. CUSTOMER COMPLAINTS

As per the Directive DI1144-2007-01 of 2012 for
the Authorization and Operating Conditions of
CIFs (the “Directive”), UBK Markets Ltd (the
“Company”) is required to “establish, implement
and maintain  effective and transparent
procedures for the reasonable and prompt
handling of complaints or grievances received
from retail Customers or potential retail
Customers, and to keep a record of each
complaint or grievance and the measures taken
for the complaint’s resolution”.

DEFINITION OF A COMPLAINT

UKB Markets Ltd declares a complaint as any
grievance and/or objection and/or criticism
against the Company concerning the activities of
those persons under the control of the Company
(the employees) in connection with the
provision by the Company of the investment
and/or ancillary services it offers.

3. COMPLAINT HANDLING
PROCEDURE

The Compliance Officer shall be responsible
for handling Customer complaints, except in
the case where the complaint involves the
Compliance Officer, whereby the complaint
shall be handled by the Managing Director.
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0esAmenbHOCIb Pe2yIupyemblX PolHKO8 U Opyeue
80NpOCHI (3axon «06
ocyujecmeneHuu

cmedicble
UHBECMUYUOHHBIX
UHBECMUYUOHHOU
pezynupyemuix QQUHAHCOBBIX PLIHKAXY) C Y4emoMm

yenyeax,
oesmelbHOCmU,

noC1e0yIouUx U3MeHeHUll U OONOJHEHULL.

2. KAJIOBbBI KIIMEHTOB

B cootBerctBum ¢ JupexruBoit DI1144-2007-01
or 2012 roga «OO0 yCIOBHSX OCYIIECTBIICHHS
Kunpckux
KOMMaHui» (manee Hupextuna),
Markets Limited (Kommanwust) noymKHa

BHEAPATh W TIOJICPKUBATH

JACATCIIBHOCTH WMHBCCTUIIMOHHBIX

— UBK
«YCTaHaBJIUBATb,
3¢ ¢deKkTuBHBIE W TPO3payuHble MPOLEIYypPhl B
OCHOBATEJIbHOTO U
paccMOTpeHusi Kajno0 WIM TIPEeTEH3UH Kak

HeJsIX OTIEPATUBHOTO
CYIICCTBYIOIIUX, TaK U MOTCHIUAJIBHBIX pHTefIH
KiIueHToB. KoMImanus Takxe JOJIKHa BECTU YyUCT
BCEX Kalo0 WM NpeTeH3Wi, a TaKkKe Mep,
OPUHATHIX JJI pa3pelieHus] ATUX Kalno0 WM
MIPETECH3UI.

OIIPEAEJIEHUME KAJIOBbI

UBK Markets Ltd mnpusnaer xamno0y kak
IPETEH3MIO W/WITH BO3PAKEHHUE U/WIM KPHUTHKY B
OTHOILICHUH Hee KacaTelIbHO JeITeIbHOCTH JIHII,
HAXO/AIIUXCS IO
(COTPYIHHKOB), B CBSA3UM C MPEIOCTaBICHUEM
WHBECTUIIMOHHBIX COIYTCTBYIOIIMX
ycIyr, npeiaraeMbix Komnanueii.

KOHTPOJIEM Kommnanun

A/nnm

3. IMPOLUEAYPA PACCMOTPEHUSA

KAJIOb
COpr,Z[HI/IK oTAcaa KOMIIJIa€CHC HECCT
OTBCTCTBCHHOCTL 3a PaCCMOTPCHUC Kaoo
KJ'II/ICHTOB, 3a HCKIKYCHHUEM CJIydacB, KOrJa
Kamoba KacacTCAa COTPpYAHHKA oTacia

KOMIUIa€HC, TaKUM 00pa3oM, xkajioda Oyzaer
paccMaTpuBaThCs Y IPABISIONIUM AUPEKTOPOM.
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The Company tries to ensure independence via
the Compliance Officer, which enables
complaints to be investigated fairly and possible
conflicts of interest to be identified and
mitigated.

If a Customer has any objection with respect to
the provision of investment and ancillary
services and/or the performance of investment
activities, he/she is encouraged to submit a
complaint form at complaints@ubkplatform.com
and/or to send an email to
complaints@ubkplatform.com.

The complaint form is attached as the Appendix
l.

Any Customer’s complaints received will be
forward to the Compliance Officer.

The complaints  handling  arrangements
established by the Company should be known
and easily accessible to Customers.

The Company will endeavor to ensure all
communication is in plain language which is
clearly understood.

The Company shall send a written
acknowledgment to the Customer within forty-
eight (48) hours (2 working days, as mentioned
above) from the time the complaint is received,
describing the procedure and who is responsible
for handling it, confirming that the complaint
has been received and that it will take all
required actions to resolve the complaint, as well
as the approximate time required to do so.

This acknowledgement will confirm the
necessary action required to resolve the
complaint and will contain details of our
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Kommnanus IObITACTCA o0ecreunTs
HC3aBUCHUMOCTD MoCcpcaACTBOM COTpyJHHUKA

OTJAC]Ia KOMIUIACHC YTO ITO3BOJISACT CHPAaBCIJIMBO

paccienoBarb JKas00bI u BO3MOYKHBIE
KOH(JIMKTBI MHTEPECOB, KOTOpPbIE HEOOXOIMMO

UICHTH(PHUIIUPOBATH 1 MUHIMHU3HPOBATH.

Ecin y Knnenra ectb kakue-aub0 BO3paKEHUS
B OTHOIICHUH npeaoCTaBJICHUSA
HHBCCTHUIIMOHHBIX W COMNYTCTBYIOIIHUX YCIYyr
W/ MMPOBECACHUA HHBCCTHHHOHHOﬁ
JIeITEILHOCTH, OH MOKET COOOIIUTE 00 STOM II0

aapecy: complaints@ubkplatform.com.

brnank it momaum KanmoOBl TpHUiIaraeTcs B

[Tpunoxxenun I.

JIwoObie mnocrynuBmue xanodbl Kiaumenra
OyayT oOTHpaBJieHbl COTPYAHHMKY OT/Aeja
KOMILJIaeHC.

[Tponemypnt paccMOTpEHHS ’)Kanoo,
yctaHoBieHHbIe Kommanuel, J0MKHBI OBITh

M3BECTHBI U JIETKOAOCTYHBI KitneHTam.

Texkct cooOmennii Kommanum 1n0JDKEH OBITH
HAIlMCaH MPOCTBIM, JIETKUM JIIS T[TOHHUMAaHHS
SI3BIKOM.

Kommnanuss o0s3ana B Teuenue 48 wyacoB (2
pabouux JHEW, Kak YIOMSHYTO BBIIIE) C

MOMEHTa  mosiyueHuss  >kainoObl  Kimenra
OTIIPaBUTh €My IHCbMEHHOE YBEJIOMJIEHHE O
HOJIy4€HUH, ONUCATh MPOLEIYPY PacCMOTPEHHUS
XKaJloObl U yKa3aTb, KTO HECET OTBETCTBEHHOCTb
3a ee pacCMOTpEHHE, MOATBEPAUTh, YTO OyayT
HEOOXO/JUMBIE  MEpbl  JJIs

npo0emsl, yKa3aB

CPOKH paccMOTPEHHUS

NPUHATBL  BCE
pa3peneHus
NPUOTU3UTEITbHBIC

JKaJIOOBL.

OTO  yBeIOMJIEHHE  YTBEPAUT  JEHCTBUS,
HEOOXO/UMBIE Uil pa3pelleHust >KajaoObl, |
Oyzner cojepxarb MoApPOOHYI0 HMH(POPMALUIO O
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Complaints Handling Procedure, and of your
right to refer the Complaint the Financial
Ombudsman if you are dissatisfied with our
assessment and ruling.

When the Compliance Officer receives the
Complainant’s complaint, a written
acknowledgement will be sent to the
Complainant confirming:

e the Complaint Reference Number;

e the name and job title of the person
dealing with the complaint;

e the Complaint Handling Process.

The Company will gather and investigate all
relevant evidence and information regarding the
complaint and provide an Initial response
without any unnecessary delay and within 14
(fourteen) working days from the date that the
Compliance Officer receives the complaint,
including any offer of redress if applicable.

When an answer cannot be provided within the
expected time limits, the Company shall inform
the complainant about the causes of the delay
and indicate when the Company’s investigation
is likely to be completed.

Within 4 weeks, and no later than 3 months,
from the date that we receive a complaint, the
Company will endeavor to provide a final
response, including any offer of redress if
applicable, or a holding response will be sent to
the Complainant explaining the findings of the
investigation.

In the case where a holding response is sent to
the Complainant, an explanation shall be given
stating the reasons why the Company has not
been able to resolve the complaint and indicate

MARKETS
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HallleM MOPSAAKE PACCMOTPEHMs Kanobd U o
Bamem mnpaBe oOparutbes k @PuHaHCOBOMY

omOyncmeny Pecnyomuku Kump, ecnmu  Bw
HEMOBOJIbHBI ~ HAIUM  3aKIIOYCHHEM |
HIOCTaHOBJICHUEM.

Korma COTPYAHHK OTACIAa KOMINIACHC IMOJy4acT

*KanoOy 3asIBUTEJIA, MMHCbMEHHOE
MOJATBEP)KICHUE OTHPABIISICTCS 3asBUTEIIO C

yKa3aHUeM:

® UJICHTU(PHUKAIMOHHOTO HOMEPA KAIOOHI,

® UMEHHU u JOJKHOCTH JMIa,
paccMaTpHBaroIIero Kajnooy;

® [IpOLEIYPHl PACCMOTPEHUS KaJIOOBI.

Kommanust cobupaer u paccMarpuBaeT BCe

COOTBETCTBYIOLIHE MOITBEP K ICHUS u
UH(GOPMALIMI0O  OTHOCUTENBHO  JKajJo0bl U
NPEOCTaBUT  IpEeIBAPUTENbHBIN  OTBET 0e3

KaKuX-TM0O M3JIMITHUX 3a/IepKEeK B TeueHue 14
(deTbIpHAAIIATH) pabouux JHEH C MOMEHTa
COTPYAHHMKOM  OTJENa

MIPEAJIOKEHUE 0

MOJTYYCHHUST  YKaJoObl
KOMILIACeHC,

KOMIICHCalluu, €CJIN 3TO IPUMCHHUMO.

BKJIrO4as

Eciu oTtBeT He MOXKET OBIThH IMpEaAO0CTaBJICH B
OXXHNIJaCMbIX
COO6H_[I/IT 3ajBUTCIIIO O IPUYMHAX 3aJCPKKU H

TCUCHHC CPOKOB, KomMmnanus
YKaXET TMpCarojaracMbIi€ CpOKH 3aBCPIICHHUA

paccMOTPEHHUSI KaI00bl.

B Tedyenue 4 Henmenb W HE MO3AHEE YeM 4epes3 3
MOJyYEHUST  KaJIOOBI,
MPEAOCTaBUTh

Mecsana ¢
Kommanus

MOMEHTa
rocTapaercs
OKOHYATENbHBIN OTBET, BKIIIOYasl MPEAJIOKEHUE
0 KOMIICHCAIUH,
peIBapUTENbHBI  OTBET
3aBUTENI0 C  Pa3bSICHEHHEM
paccMOTPEHHSI KaT0O0bI.

€Clii 3TO MPUMEHUMO, WIU
Oyner oTHpaBlieH
pe3yNbTaTOB

B cnyuae ecnu mpenBapuTenbHBIM OTBET OyneT
OTIIpaBJIEH 3asBUTENI0, B HEM JIOJDKHO OBITh
yKa3aHO OOBSCHEHHE MPUYHMH, IO KOTOPBIM
Komnanus He cMmoria paspemuTh >xanody, u
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an estimated time to resolve the issue.

If after 3 months of receiving the complaint,
the Company is still not able to resolve the
issue, the Compliance Officer will notify the
Complainant, stating the reasons.

If the Complainant is not satisfied, the
Complainant may then refer the complaint to
the  Cyprus  Securities and Exchange
Commission (CySEC) and/or the Financial
Ombudsman.

If the Complainant does not indicate further
dissatisfaction within 8 weeks from our
Compliance Officer’s final response, the
complaint will be considered resolved.

4. COMPLAINTS REGISTER

For the purposes of compliance with paragraph
13(5) of the Directive the Company must
register the complaints it receives, as soon as
possible, in an internal register with an
appropriate manner, as well as for easy reference
and retrieval. Also the Company must apply the
following:

e Upon receiving the complaint, the
Company will register the complaint
directly to an internal register, giving it a
unique reference number which will be
considered of ten digits.

e The unique reference number is
communicated to the Complainant.

e The Company stores all complaints it
receives on an internal archive, as
quickly as possible, and in an appropriate
manner.
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JOJIKHO OBITh YKa3aHO MPUOIM3UTETHLHOE BPEMs
pelieHus poOIEeMBbI.

Ecnu uepe3 3 mecsna nocie noiay4eHus skano0sbl
Kommnanus Bce Clc HC B COCTOSIHMU PCIINUTH
npobiemy,

COTPYJIHUK OTJela

YBEJIOMUT 00 3TOM 3asIBUTEIIS, yKa3aB IPUYUHBL.

KOMILJIaACHC

Ecnu 3asBuTENh HE YIOBJIETBOPEH, OH MOXET
nepeaarsh xkanody B Kommuccuio 1mo 1eHHbIM
oymaram u 6upkam Pecniyomuku Kump (CySEC)
u/unu OUHAHCOBOMY OMOY/JICMEHY.

Ecam 3asgBuTent He BBICKA3bIBACT JajdbHEHINIETO
HEJIOBOJILCTBA PE3YJILTATOM B T€UEHHUE § HENEh
ocie MOJTyYEHHUS OKOHYATEIIFHOT'O
MAUCbMEHHOTO OTBETa OT COTPYJHHKA OT/AeNa
KOMILIacHC, )kano0a

Ooyner CUYHTATHCS

pa3peneHHOM.

4. PEECTP XAJIOb

Hns  coOmropeHust 1.
Kommnanus

13 (5) J[upextuBb
JIOJDKHA 3a(UKCUPOBATh
KaJI0ObI

BO

IMMOCTYIIMBIINEC
IMOJIY4CHUA

cpazy ke
BHYTPEHHEM peecTpe
HaJUIeKAIM 00pa3oM, a TaKKe s ymoOcTBa
J0CTyna |

ocCJIc

noucka uHpopManuu. Takke
Kommanus nmoipkHa AEeWCTBOBAThH CIEAYIOIIUM

00pazom:

e Jlosyuus Kanooy, Komnanus

pErUCTpUpYeT Kano0y HEMOCPEACTBEHHO

BO BHYTPEHHEM peectpe o
YHUKAJIbHBIM HACHTH(PHKANUOHHBIM
HOMEPOM, KOTOpPbIi Oyzaet comepxats 10
udp.

e  VYHUKaJIBLHBIN UACHTU(DUKAITMOHHBIN
HOMEp COOOIIaeTCs 3aIBUTEIIO.

e KommaHus coxpaHsieT BCE€ MOJy4YEHHBIE
KanoObl BO BHYTPEHHEM apXuBe Cpasy

K€ U COOTBCTCTBYHOIIUM 06pa30M.
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e The Company is required to provide to
the CySEC information regarding the
complaints it receives via an electronic
form on a monthly basis.

The Complainant should use the said reference
number in all future contact with the Company,
the Financial Ombudsman and/or the CySEC
regarding the specific complaint.

5. FAQs

Questions regarding this Procedure should be
addressed, in the first instance, to the
Customer Support Department.

AMENDMENTS

The Company analyses, on an on-going basis,
complaints handling data to ensure that they
identify and address any recurring or systemic
problems, and potential legal and operational
risks, for example by:

e analyzing the causes of individual
complaints so as to identify root causes
common to types of complaints;

e considering whether such root causes
also affect other processes or financial
means, including those not directly
complained of; and

e correcting, where reasonable to do so,
such root causes.

MONITOR AND REVIEW

The Company shall monitor on a regular basis
the effectiveness of this Policy. In addition, the
Company shall review the Policy at least
annually. A review will also be carried out
whenever a material change occurs that affects
the ability of the Company to continue to obtain
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e Komnanus o0s3aHa MpenoOCTaBIATH B
CySEC  wundopmanuro
MOJIy4aeMBIX  KaJlo0

KacaTeJIbHO
IIOCPEACTBOM
AIIEKTPOHHON (POPMBI €KEMECSUHO.

3asiBUTENIb JIOJDKEH MCIIONIb30BaTh YKa3aHHbIN
UICHTU(PHUKAIIMOHHBI HOMED MpU JalbHEeHIeM
B3aumojecTBun ¢ Kommanwmel, OUHAHCOBHIM
omOyncmenom w/wumu CySEC B oTHOmIeHHM
KOHKPETHOM KaJIoOBbI.

5. HACTO 3AJJABAEMBIE BOITPOCHI

Bomnpocsl, 9TOM  NpOLEAYPHI,

JOJIKHBI OBITH aJpecoBaHbl B MIEPBYIO OUEpEb B

Kacaroluecs

Cnyx0y moaaep>KK1 KJIUEHTOB.

IHOITPABKH

KoMmmanust mocTossHHO AHAJIU3UPYCT NAaHHBIC IO
00paboTke kalo0 C T1ETbI0 BBISABJICHHUS U
YCTPaHEHHUS]  JIIOOBIX  TIOBTOPSFOIIMXCSI
CHCTEMHBIX IMPOOJIeM, a TaKKe MOTCHIMAIBHBIX
IOPUIUYECKUX W OTEPAIMOHHBIX  PHCKOB,

HarpuMep, OCPEACTBOM:

U1

e aHajW3a TPUYUHBI  WHIAWBHIYAJIbHBIX
’Kajg00 C LEIbI0 BBISBICHUS OCHOBHBIX
MPUYMH, XapaKTePHBIX IS Pa3IdIHBIX
THUIIOB Kaj100;

e aHajM3a BJIMSHUS OCHOBHBIX NMPUYHMH Ha
JIpyrue Tmporecchl WM (UHAHCOBBIC
CpelIcTBAa, B TOM 4YHCIE Ha Te, B
OTHOIICHUH  KOTOPBIX  OTCYTCTBYIOT

JKaJo0BbI;

ecnu

L4 BHOCA HUCIIpAaBJICHUA,

11eJ1ec000pa3HO, B OCHOBHBIE IIPUYMHBI.
KOHTPOJIb 1 ITEPECMOTP

Komnanus Oyner KOHTPOJIUPOBAThH
s dexTuBHOCTD 3TOH [lonuTHKN Ha peryaspHoi
Kpome Komnanus  Oyzer
nepecmarpuBath [lonUTUKY HE pexe OIHOTO
paza B rox. IlepecmoTp Takke Oyzaer
IIPOBOJUTHCS KAXKIbIM pa3, KOrJa IPOUCXOIAT

OCHOBC. TOTO,

Ilpedynpesxncoenue o puckax: CFD (kommpaxmer na pasnuyy yem) aeisiomcs CROJNCHOIMU UHCHPYMEHMaMu U
npeocmasnAom 8blCOKULL PUCK ObICMPOL NOMepU cpedcms uz-3a Kpeoumnozo niedd. 89% uneecmopos necym youlimxi,
mopeys CFD nodobnvim oopaszom. Bam ciedyem ybeoumscsa 6 mom, umo Bul nonumaeme, kax pabomarom CFD, u umo
Buvi mooiceme cebe nozsonume npunams @biCOKULL PUCK NOMEPU CEOUX CPEOCMS.

BEPCHA 6
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the best possible result for the execution of its

Complainant’s orders on a consistent basis crnocoOHOCTB

using the venues included in this Policy. The
Company shall notify its affected Complainants
on any changes in its Policy.

MARKETS

IMopsinox paccmorpenust xanobd Kienra

CYILLIECTBCHHBIE U3MEHEHUS, KOTOPBIEC BIUSAIOT Ha
KomMnanuu [IPOA0JDKATD

BBIIIOJIHATH HaWJIy4lIuM oOpazom
pactopsKEHUsT  3asBUTENSI  HAa  MIOCTOSIHHOM

OCHOBE C 3aﬂeﬁCTBOBaHH6M MECT HCIIOJTHCHUHA,
BKIIOYCHHBIX B HACTOAIIYIO HOJII/ITI/IKy.

Kommanwms 06$I3y€TC$I YBCAOMIIATH CBOUX

3a4BUTENIEN O JIOOBIX W3MEHEHUIX B CBOEH
Tlonutuke.

Ilpedynpesxncoenue o puckax: CFD (kommpaxmer na pasnuyy yem) aeisiomcs CROJNCHOIMU UHCHPYMEHMaMu U
npeocmasnAom 8blCOKULL PUCK ObICMPOL NOMepU cpedcms uz-3a Kpeoumnozo niedd. 89% uneecmopos necym youlimxi,
mopeys CFD nodobnvim oopaszom. Bam ciedyem ybeoumscsa 6 mom, umo Bul nonumaeme, kax pabomarom CFD, u umo
Buvi mooiceme cebe nozsonume npunams @biCOKULL PUCK NOMEPU CEOUX CPEOCMS.

BEPCHA 6
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APPENDIX |
CUSTOMER COMPLAINT FORM

A. Customer Information:

Name: Account Number:

Address: Telephone Number:

B. Brief Summary of the Complaint:

Name of Employee: Department:

Please describe the product or service you are complaining about (description, evidence, amount
and suggested way to be solved):

Please enclose any other relevant documentation that may help us to handle the complaint.

Date and Place Customer Signature
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For internal use only:

COMPIAINT TECEIVEA DY ..t e
Date of reception: ................

Reference number: ....................

Department involved: .........................

nitial response to the Customer: Yes No

Date: ...

nitial action taken:

The Customer has been informed of initial action taken: Yes No
Date: ...,

Further action taken: Yes No

Date: ...,

Further action taken:

~ile has been handed on to General Manager: Yes No
Date: ...l

Settlement of complaint: Yes No

Date: ...l

Summary of how the complaint has been settled:

Signature of Responsible Officer: Date:
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HNPUJIIOKEHMUE |
BJAHK JJIAA TIOJAYHA KAJTOBbI

A. Undopmanus o Kinuenre:

Nmsn: Homep cuyera:

Anpec: Homep tesiedona:

B. KpaTkoe u3zinoxenne xano0bl:

HNms corpyanuka: Otpea:

Onumure MNpOAYKT WM YCIyry, Ha KoTopele Bbl kamyerech (omucaHue,
NOJITBEPKICHHUE, CyMMa U IIpejiaraeMblil crioco0 perieHus):

Hoocanyiicma, npunoscume a100y0 Opy2yo COOMEemcmayiouyio 00KyMeHmayuo,
KOMOPas Modcem nomoub Ham oopabomama J#canooy.

......................................................................................................
......................................................................................................

............................................................

Mecto u narta [Tonnuce Knnenra
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TobKO It BHYyTPEHHEIr 0 HCIO0JIb30BAHUA:

D X (01T I (0 o= (<)
/laTa IpUEMA: ........ccu.....

NneHTuPUKAUOHHBI HOMEP: ...vvevveeeneennnnn.

ODTmer: .....cooeiiiiii

[IpenBapuTenbHbIil oTBET KnueHry: [a Her

1 v

[IpenBaputenpHOE nelCTBUE:

NudopmupoBanne KiueHnrta o nmpeanpuHATHIX ME€PBOHAYABHBIX JICHCTBUAX: Ila
Het

Mata: .......cccoeeeennnn.

[ [peanpuHATO HadbHENIIEE NEUCTBUE: Ha Het

1 v

laibHEHUIIINE ICHCTBUS

(Daiin nepead YIIpaBIsIOLIEMY TUPEKTOPY: [a Her
1 v

VperynvupoBaHue 5kano0bl: Jla Her

1 v

KpaTkoe omnrcaHnue Toro, Kak Oblia yperyianpoBaHa

.....................................................................................................

.....................................................................................................

.....................................................................................................

...............................................

[loanuck OTBETCTBEHHOTO COTPY/IHUKA: [ara:
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