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1. INTRODUCTION 1. BBEJIEHUE
UBK Markets Ltd is incorporated in the UBK Markets Ltd 3apecucmpuposana 6

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 I1") 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(N/2017), which provide for the provision of
Investment Services, the exercise of Investment
Activities, the operation of Regulated Markets
and other related matters (the “Investment
Services and Activities and Regulated Markets
Law”), as the same may be modified and
amended from time to time.

Pecnyonuxe Kunp, pecucmpayuonuvlii Homep
HE 293861.
peayaupyemcs Komuccueti no yeHuvim dymacam
u oupycam  Pecnyonuxu Kunp (CySEC),
auyenzus  Nel86/12. Oguc  Komnanuu:
Kyriakides Business Center, 2d floor, Leoforos
Spyrou Kyprianou, 67, 4003, Limassol, Cyprus.

Komnanus ynojiHomodena u

Oguyuanvnvim  azvikom Komnanuu saensemcsa
anenutickuti  A3vlk  — Kauenm npuznaem u
coenawiaemcs ¢ SMmum.

Komnanus oeiicmeyem 6 coomeemcmeuu c
2014/65/EC

napnramenma u Cosema Eeponeiickoeo corosa

Jlupexmuesou Esponetickoeo
om 15 mas 2014 200a o pvlHKax PuUHAHCOBbIX

UHCMPpYMEeHmos, C 6HeCeHUuem nonpasoxk 6

Jupexmuey — 2002/92/EC u  [upexmusy
2011/61/EC (Hupexmusa «O  puinkax
Gunancosvix uncmpymenmos (2014/65/EC)» unu

«MiFID Il»), c
Lupexmuey Coeema  Esponeiickozo  coio3za
2002/92/EC  u Hupexmusy 2011/61/EC, c
nocneoHumMu nONpagramu, BHECEHHbIMU
Hupexmueou (EC) 2016/1034 Eeponeiickoeo
naparamenma u Cosema Eeponeiickoco coio3a

6HEeCeHUuem nonpaeok 6

om 23 uwnua 2016 200a 6 coomseemcmeuu c
Peznamenmom (EC) Ne 600/2014 Esponetickoeo
napnamenma u Coeema Eeponeiickozo corosa
om 15 mas 2014 200a o pwinkax (uHaHco8vix
UHCmMpymenmos u ¢ nonpaskamu K Peznamenmy
EC Ne 648/2012 («MiFIR»), xomopwie OvlLnu
peanuzosansl 8 Pecnybnuxe Kunp Ha ochosanuu

3akona 2017 200a «0O6 uneeCMUYUOHHBIX

yenyeax,  ocywjeCmenenuy  UHBECMuUyUOHHOU
0esmenbHOCY, — peyiupyemviX  (UHAHCOBLIX
puinkaxy  (3axkon  87(1)/2017),  komopuvle
npeoycmMampusaom npeoocmasnenue
UHBECUYUOHHBIX — YCIIYe, ocyujecmenenue
UHBECUYUOHHOL oesamenbHOCmU,
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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.

MARKETS
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0eAmenbHOCIb PecyIUPYemMblX PbIHKO8 U Opyaue
80NPOCHI (3axon «06
ocyujecmeneHuu
odesimenvbHOCmU,

cMedicHble
UHBECMUYUOHHBIX — VCILY2aX,
UHBECMUYUOHHOU

pe2yiupyemvix QUHAHCOBBIX PbIHKAXY) C Y4emom

NOCIeOVIOWUX UBMEHEHUL U OONOJHEHULL.

2. KAJIOBbBI KIIMEHTOB

B cootBerctBum ¢ Jlupexkrusoit DI144-2007-01
or 2012 roma «O0 yciaOBHSX OCYLIECTBIICHUS
NesITeNbHOCTH  KHUIIPCKMX — MHBECTHUIIMOHHBIX
Hupextupa), UBK

JOJIKHa

KOMITQHU
Markets Limited
«yCTaHaBIMBaTh, BHEIAPITb M MOAJIEPKUBATH
sbdekTuBHBIE W TMPO3payHble MPOLEAYPHl B

(manee
(Komnanwst)

HEJSIX
paccMOTpeHHsT Kalo® WIM TPeTeH3Ud Kak
CYILIECTBYIOIIUX, TaK U MOTCHIUAIbHBIX PUTEILI

OCHOBATCJIBHOI'O n OIICPAaTUBHOI'O

KIHMeHTOB. KoMIaHus Takke J0/DKHA BECTH yUeT
BCEX JKalO0 WM TIPETEH3WH, a Takke Mep,
OPUHATBIX JIUIS Pa3pelieHus] 3THX Kajlol Win
IIPETEH3UI.

OIIPEAEJIEHME KAJIOBbI

UBK Markets
MIPETEH3UI0 U/UIIU BO3PAXKEHUE U/UIIN KPUTUKY B

Ltd npusnaer xanoly Kak

OTHOIICHUU Hee KacaTeJIbHO JESTENIbHOCTH JIMII,
nox koHtposeM Kommanun
(COTpYyIHHKOB), B CBSI3U C MPEJOCTaBIECHUEM
W/WIM  CONMYTCTBYIOIIUX
ycIIyT, npearaeMbix Kommnanuen.

HaAXOISIIUXCS

MHBCCTUIITMOHHBIX

3. [NPOLEAYPA PACCMOTPEHUA

KAJIOb
CotpynHuk oTxena KOMIIJIA€HC HeceT
OTBETCTBEHHOCTb 33 PACCMOTPEHHE  KaJI00
KinenToB, 3a HCKIIOYEHHEM ClIy4aeB, Korja
xamoba  KacaeTcs  COTpPYyAHHKAa  OTAe’a

KOMIUIa€HC, TakuM oOpa3zom, xajmoba Oyner
paccMaTpuBaThCs Y IPABISIOIIUM JHPEKTOPOM.
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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@ubkmarkets.com
and/or to send an email to
complaints@ubkmarkets.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

MARKETS
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Kommanus IBITACTCA o0ecneynTh
HC3aBUCUMOCTD nocpcaACTBOM COTPpYyAHUKA

OTAC/Ia KOMINIACHC YTO ITO3BOJIACT CIIPABCIAJIMBO

paccienoBarb KATOOBI u BO3MO>KHBIE
KOH(UIMKTBI MHTEPECOB, KOTOpPhIE HEOOXOIMMO

I/I,[[eHTI/I(bI/II_[I/IpOBaTB U MUHUMHU3UPOBATD.

Ecnu y Knuenra ectb kakue-nmud0 BO3paKCHHS

B OTHOIICHHUH MPpEaAOCTaBICHUA
HHBCCTUIMOHHBIX W CONYTCTBYHOIIHUX YCIYyI
/U IIPOBCACHUA HHBCCTHHHOHHOﬁ

JACATCIIBHOCTH, OH MOXECT COO6H_[I/ITB 00 3TOM 110
azapecy: complaints@ubkmarkets.com.

bnank 1 nomaum xkanoObl mpuiaraercss B
IIpunoxxenunn L.

Kanenta
oTaeJaa

Jlio0ble TMOCTYNUBIIME KAJTO0BI
OyayT oOTHpaBJieHbl COTPYAHUKY
KOMILIaeHC.

[Tpouenypst paccMOTpeHHs xaJoo,

yctaHoBieHHble Kommanue#, MOMKHBI OBITH

HU3BCCTHBI M JICTKOJOCTYITHBI KmmenTam.

Tekcr coobwmenut KomMnanuu noKeH ObITh
HAIMCaH WPOCTBIM, JIETKUM JUISS TIOHUMaHUS
SA3BIKOM.

Komnanus o6s3ana B Teuenue 48 yacoB (2
paboumMx JHEH, Kak YHOOMSIHYTO BBIIIE) C

MOMEHTa  moiydeHus kainoOel  Kumenra
OTNPAaBUTh €MY IHUCBMEHHOE YBEIOMIIEHHUE O
MIOJIy4YEHUH, ONUCATh NPOLENYPY PACCMOTPEHUS
*asoObl ¥ yKa3aTh, KTO HECET OTBETCTBEHHOCTb
3a ee PacCMOTpEHHue, MOATBEPAUTH, 4TO OyIyT
INPUHATBL BCE HEOOXOIMMBbIE  Mepbl  JAJs
yKa3aB

paccMOoTpeHHs

paspenieHus MPOOJIEMBI,

HpI/I6J'II/ISI/ITCJ'II>HI)IC CpOKH

KAJIOOBI.

910 YTBEPAUT  JEUCTBHS,
HEOOXOIUMBIE [UIsl pa3pelieHusl KajaoObl, U

OyneT coaepkaTh MOJAPOOHYH HHGOPMAIHIO O

YBEJIOMJICHHE
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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 TMOpSAKE PACCMOTPEHHUs JKalnod u o
Bamem mnpaBe oOpatutbcs kK DHHAHCOBOMY
omOyncmeny Pecnybnwku Kump, ecniu  Bol

HEAOBOJIbHBI Hamum 3aKJIIIOYCHHUECM u

IIOCTAHOBJICHUCM.

Korna corpyaHuk oTiena KOMIUIACHC ITOJTyJaeT
xKanoly NUCbMEHHOE
HOJATBEP)KACHHE OTIPABISIETCS 3asBUTEIIO C

YKa3aHHUEM:

3asiBUTEIIA,

® UACHTU(DHUKAIIMOHHOTO HOMEPA KAJIOObI;

® VMCHU " JOJDKHOCTH JMIa,
paccMaTpuBaloIIEero Kaaooy;

® TIpOLEAYPHl PACCMOTPEHUS KAJIOObI.

Kommnanusi coOupaer u paccMaTpuBaeT Bce

COOTBETCTBYIOILNE MIOATBEPIKACHUS u
UHGOPMALIMIO  OTHOCUTENBHO  JKAJIOOBI U
MIPEIOCTABUT  IPEIBAPUTENbHBI  OTBET 0€3

KaKux-J1100 M3JIMIIHUX 3a/IepKEeK B TeueHue 14
(ueTbpHaAIaTH) paboymx MJHEH C MOMEHTa
MONYyYCHUST  KaJIOOBI

COTPYJHUKOM  OTJela

KOMIIJIaCHC, BKJIFO4Yas MMPpCAIOKCHUC (¢}

KOMIICHCAIMHU, €CJIN 3TO IIPUMCHUMO.

Ecim orBeT HE MOXKET OBITH MpeaoCTaBJICH B

TCUCHHUC OXHNAaCMBIX CPOKOB, Kommanus
COO6H_II/IT 3aABUTCIIIO O TMPUYMHAX 3aCPKKHU U
YKaXXCT IMpeAroraracMbl€ CpOKH 3aBCPIICHUA

PaccMOTPEHHSI KATOO0BI.

B teuenue 4 Henens U He MoO3qHEE YeM depes 3
Mecslla € MOMEHTa THOJY4YeHUs HKajoObl,
Komnanus rocrapaercs IIPEIOCTaBUTh
OKOHYATEJIbHbII OTBET, BKJIIOYAs NPEIOKEHHE
0 KOMIIEHCAI[MHM, €CIM ATO NPHUMEHHUMO, WIH
MIpeIBAPUTENIbHBII  OTBET Oyxer

pa3bsICHEHHUEM

OTIIpaBJIEH
3asIBUTENI0  C pe3yIbTaToB

PaccMOTPEHHSI KATO0BI.

B cnydae ecnu mpenBapuUTENbHBIA OTBET OyAeT
OTIPAaBJICH 3aj4BUTCIIIO, B HCEM OOJIKHO OBITH
yKa3aHO OOBSCHEHHWE TMPUYHMH, IO KOTOPHIM
KoMmmanuss He cmoria paspemurh Kanody, 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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JIOJDKHO OBITh YKa3aHO NMPHUOIM3UTEIHHOE BPEMsI
pereHust MpooJIeMBl.

Ecnu wepe3 3 Mecsna nocie morydeHus xKaao0bl
Komnanust Bce CIIC HC B COCTOSIHMU PCUINTH
npobieMy, COTPYAHUK OTHena

YBEJIOMUT 00 3TOM 3asBUTEIISA, YKa3aB MIPUUHHBEI.

KOMIIJIa€CHC

Ecnu 3asBuUTENs HE YIOBJICTBOPEH, OH MOXET
nepenath jkano0y B Kommccuio 1Mo IEHHBIM
Oymaram u oupsxam Peciyomuku Kump (CySEC)
n/un OUHAHCOBOMY OMOY/ICMEHY.

Ecnu 3asBHUTENb HE BBICKA3bIBAET AAJILHEMILErO
HEJIOBOJILCTBA PE3yJIbTATOM B TEUCHHUE 8 HEIEIb
ocJie MOJTYYICHHSI OKOHYATEIHHOIO
MUCbMEHHOTO OTBETa OT COTPYAHHKA OTHENa
KOMILIA€eHC, )Kaio0a

Oydger  cuuTaThCs

pa3peLeHHOM.

4. PEECTP XAJIOb

coOmroieHusa 1II.

Hns

Kommanus

13 (5) JupextuBs
JOJDKHA
KaIOObI

3a)UKCUPOBATH
cpazy ke
BHYTPCHHEM

MNOCTYIIHUBIINC
MMOJIYYCHU A

rmocie
BO peectpe
HaJJexamuM o0pa3oMm, a Takke ais ynoOcTBa
JocTyna W Tnoncka wuHpopmaruu. Takxke
Komnanus nomkHa JeHCTBOBATH CIEAYHOIIUM

obpazom:

Komnanus
PETUCTPUPYET kKaJlo0y HEMOCPEACTBEHHO
BO peectpe noJt
YHUKAJIBHBIM  HWAEHTH(PUKALMOHHBIM
HOMEepOM, KOTOpbIil Oyzer conepxathb 10
uubp.

e  VYHUKaIbHBIN

e Jlomyuus xaino0y,

BHYTPEHHEM

UJIEHTU(DUKATTMOHHBINA
HOMEp COOOIIaeTCsl 3aBUTENIO.

e KomMmmnanusi coxpaHsieT BCE€ MOJYYCHHBIC
XKaJoObl BO BHYTPEHHEM apXwBe Cpasy
K€ W COOTBETCTBYIOIIMM OOpa3zoM.
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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 Kowmmanus 00s3aHa TPENOCTaBIATH B
CySEC  wundopmaruto
MOJTy4aeMbIX MOCPEIICTBOM
AIIEKTPOHHOU (POPMBI EIKEMECIUHO.

KacaTeJIbHO
)Kajo0

3asgBUTENb JOJDKEH HCIOJb30BaTh yKa3aHHBIN
UACHTU(UKAIMOHHBIA HOMEp IpU JajbHEeHIeM
B3aumojectBun ¢ Kommanwmeil, PHHAHCOBBIM
omOyncmenom wu/minun CySEC B oTHoOmeHHH
KOHKPETHOM KaJI00bI.

5. HACTO 3AJIABAEMBIE BOITPOCHI

Bompocel, kacatomuecss 3TOW  MpOILEAYpHI,
JOJKHBI OBITH aIpECOBAHbBI B TIEPBYIO OYEpElb B

Cnyx0y noanep>KKu KIMEHTOB.

IHOITPABKH

KoMIianusi MOCTOSSHHO aHAJIM3UPYET JAaHHBIC 110
00paboTKe Kajgo0 ¢ TIeIbl0 BBIABICHUS H
YCTPaHEHUS] JIFOOBIX  TIOBTOPSIONIMXCS — HIIA

CUCTCMHBIX HpO6JICM, a TaKXK€ INOTCHIHAJIBbHBIX

IOPUINYCCKUX u OINCpaiuOHHBIX PUCKOB,
HaIlIpuMmep, moCcpeacTBOM:
L4 aHaliu3a  IIPHUYHUHBI HHANBUAYAJIBbHBIX

JKallo0 ¢ IEIBbI0 BBIABIEHUS OCHOBHBIX
MPUYUH, XapaKTEPHBIX IS PA3IUYHBIX
THUIIOB Kan00;

e aHaNM3a BIUSHUA OCHOBHBIX MPHYMH Ha

JIpyrue TMpouecchl WM (UHAHCOBBIE

CpelIcTBa, B TOM 4HCIE HAa Te, B
OTHOLICHUH  KOTOPBIX  OTCYTCTBYIOT
’KaI00bI;

e BHOCA WCIIpaBIICHUS, eciIn

1e1eco00pa3Ho, B OCHOBHBIE IPUYHHBI.
KOHTPOJIb U IIEPECMOTP

Komnanus Ooyner
a¢dexTrBHOCTD 3TOH [lonmuTHKKN Ha perymispHoit

Kpome

KOHTPOJIUPOBATH

OCHOBE. toro, Komnanus Oyzaer
nepecMarpuBaTh [lOMUTHKY HE pexe OIHOTro
paza B ron. Ilepecmorp Takke Oyner

MPpOBOAUTHCA KaXXIbIH pa3, Koraa MNpoUCXOoIAT

Hpeoynpescoenue o puckax: CFD (kommpaxmer Ha pasnuyy yem) AGIAIOMCA CIOHCHLIMU UHCIMPYMEHMAMU U
npeocmassaom GblCOKUL pUck 6bicmpou nomepu cpeocms uz-3a kpeoumuozo nieda. 89% uneecmopoe necym yowvimku,
mopeys CFD nooobnvim obpazom. Bam cnedyem yboedumscsi ¢ mom, umo Bovi nonumaeme, kax pabomarom CFD, u umo
Bovi mosceme cebe nosgonums npuHAmMb 8bICOKUL PUCK NOMEPU CEOUX CPEOCS.

BEPCHA 6
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the best possible result for the execution of its
Complainant’s orders on a consistent basis
using the venues included in this Policy. The
Company shall notify its affected Complainants
on any changes in its Policy.

MARKETS

Iopsnox paccMoTpenus xkanod Knuenra
CYIICCTBCHHBIC U3BMCHCHH A, KOTOPLIC BJIMAIOT HA
CIOCOOHOCTh Komnanun MIPOJOJIKATh
BBIIIOJIHATH HanuJIy4linum 06pa3OM
paclopsbKeHUsT  3asBUTENST HA  ITOCTOSIHHOW

OCHOBC C SaﬂeﬁCTBOBaHHeM MCCT HCIIOJITHCHHA,
BKJIIFOUCHHBIX B HaCTOAIITYIO HOJ'II/ITI/IKy.
YBCOAOMIISATH

3agBUTENEl O /I00OBIX HM3MEHEHHAX B CBOEH

Kommanns O6H3yeTC5I CBOHX

Tlonutuke.

Hpeoynpescoenue o puckax: CFD (kommpaxmer Ha pasnuyy yem) AGIAIOMCA CIOHCHLIMU UHCIMPYMEHMAMU U
npeocmassaom GblCOKUL pUck 6bicmpou nomepu cpeocms uz-3a kpeoumuozo nieda. 89% uneecmopoe necym yowvimku,
mopeys CFD nooobnvim obpazom. Bam cnedyem yboedumscsi ¢ mom, umo Bovi nonumaeme, kax pabomarom CFD, u umo
Bovi mosceme cebe nosgonums npuHAmMb 8bICOKUL PUCK NOMEPU CEOUX CPEOCS.
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APPENDIX |
CUSTOMER COMPLAINT FORM

A. Customer Information:

UIB|K] :

MARKET S Iopsmok paccmorpennst xanod Knmenra

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:

Complaint 1€CEIVEd DY ..ot e
Date of reception: ................

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

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

nitial response to the Customer: Yes No

Date: .......oooevvvnnnn.

nitial action taken:

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

Further action taken: Yes No

Date: .......coovvvvnnn.n.

Further action taken:

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

Settlement of complaint: Yes No

Date: .......oooevvinnen.

summary of how the complaint has been settled:

Signature of Responsible Officer: Date:
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IMPNUJIOKEHHUE |
BJAHK JJIS1 TIOJAYMH KAJIOBbI

A. Undopmanus o Kinenre:

Nwms: Homep cuera:

Anpec: Homep Tesnedona:

B. Kpatkoe u3iio:xeHue xajio0bl:

Hms coTpyaHuka: OTnen:

Onumure NpPOAYKT WM YCIyry, Ha KoTopble Bbl xamyerech (omucaHue,
MOATBEPKIEHUE, CyMMa M MPEIaraéMblil Cloco0 pereHus):

THoocanyiicma, npunosxcume 106y10 Opy2yr0 COOMEEMCMEYIOUWYI0 OOKYMEHMAayuro,
KOMOpasi MOMCem noMoub Ham oopabomamao x#canooy.

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

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

MecTto u nara IHommice KimmenTta
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T'01bKO )i BHYTPEHHEI0 UCIIO0JIb30BAHMS:

NN (V10T 101 (03114 (S) : £ P
IlaTa mpuema: ................

NneHTHUKaIMOHHBIA HOMED: ....vevvvveennnen...

091 (1)

[IpenBapuTenbHblii 0OTBET KineHTy: Ha Her

ata: .....................

[IpeaBapuTensHOE AENCTBHE:

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

NudopmupoBanne Kimenta o npeanpHHATHIX NEPBOHAYAIBHBIX JAEUCTBUSX: Ha
Her

ata: .....................

[IpenrnipunsaTO HanpHENIEE NEUCTBUE: a Her

ata: .....................

lanbHEUIIINE JEUCTBUSA:

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

Daiin nepenad Y paBIsIIOIIEMY JUPEKTOPY: [a Her
MHata: ..........oooeeeee. ..

VperynupoBaHue »aao0bl: Ha Hert

ata: .....................

KpaTkoe onucanue Toro, Kak Obljia yperyaupoBaHa

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

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

[loanuch OTBETCTBEHHOTO COTPYIHUKA! Hara:




