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COMPLAINTS HANDLING POLICY
CFI FINANCIAL INVESTMENT COMPANY
REGULATED BY THE CENTRAL BANK
OF THE REPUBLIC OF AZERBAIJAN

1. INTRODUCTION

CFI Financial Investment Company OJSC (hereinafter referred to
as the “Company”, “CFI Azerbaijan”, “CFl”, “we”, “us” or “our”) is
incorporated under the laws of the Republic of Azerbaijan and
operates under the supervision of the Central Bank of the
Republic of Azerbaijan pursuant to Investment Services License
No. iSN/L-7/2016 issued by the Central Bank of the Republic of
Azerbaijan. The Company has adopted this Policy in order to
ensure a fair and quick process for handling complaints that may
arise from our relationship.

2. SUBMITTING OF COMPLAINT

You may submit your complaint in writing and address it to the
Compliance Function of the Company who is authorized to
handle and investigate complaints that may be submitted to
them from our Clients.

You are encouraged to use the Complaints Form attached herein
and submit it in the following way:

By submitting the Complaints Form electronically at the following
email address: complaints.az@cfi.trade along with a copy of any
additional documentation that would be relevant to the
complaint.

3. ACKNOWLEDGEMENT AND RESOLUTION
OF THE COMPLAINT

We will acknowledge receipt of your complaint within 3 (three)
business days, providing you with a unique reference number for
your complaint and we will endeavor to resolve your complaint
within 15 days. In the future, the unique reference number
provided must be used in all communications with the Company
and the Central Bank.

However, from time to time, it may be necessary to carry out
further investigation to ensure we fully resolve your complaint. If
this occurs, we may require the maximum of four weeks from the
date of receipt of your complaint before we respond to you, we
will keep you updated on the progress of your complaint.

4. FINAL DECISION

When we reach an outcome, we will inform you of it together with
an explanation of our position and any remedy measures we
intend to take (if applicable).

If our final decision does not fully meet your requirements or in
rare cases where we are unable to resolve your complaint within
the timeframes outlined in this Policy, you may contact the
Central Bank.
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SIKAYSTLORIN IDAR®
EDILMOSI SIYASSTI
CFI FINANCIAL INVESTISIYA SIRKOTI
AZSRBAYCAN RESPUBLIKASININ MORKSZI BANKI
TORSOFINDON TONZIMLONIR

GiRiS

“CFI Financial investisiya Sirketi* QSC (bundan sonra “Sirkst”, “CFi
Azarbaycan” “CFI” “Biz” adlandirilacaq) Azerbaycan Respublikasinin
ganunvericiliyine asasen geyds alinmis, AR Merkazi Bankinin iSN/L-
7/2016 sayli Lisenziyasi asasinda Azaerbaycan Respublikasinin Markazi
Bankinin nazarati altinda faaliyyat gostarir. Sirkat, munasibatlarimizdan
irali gala bilacek sikayatlorin adalatli ve suratli gakilde hall edilmasi tgln
bu Sikayatlerin idare Edilmesi Siyassti gebul etmisdir.

2. SIKAY®TIN VERILM3SI

Sikayatinizi yazih sakilde taqdim eda ve onu mustarilarimizden daxil ola
bilacek sikaystlarin arasdiriimasi ve halli Ggiin salahiyyastli olan Sirkastin
Komplayens bdlmasina invanlaya bilarsiniz.

Bu Siyasstds aks olunmus Sikayst Formasindan istifade etmayiniz ve
onu asagidaki sakilds teqdim etmayiniz tdvsiya olunur:

Sikayat Formasini ve sikayatle slagali ola bilocek slave senadlarin
suratini elektron sakilde asagidaki e-pogt Unvanina génderarak teqdim
eda bilarsiniz: complaints.az@cfi.trade

3. SIKAYOTIN TosDiQi Vo HOLLI

Sikayatinizin gabul edildiyini 3 (ig¢) is glinl arzinds tasdiq edacayik ve
siza sikayatiniz Ggun unikal istinad ndmrasi taqdim edacayik. Sikayatinize
15 guin arzinds baxilacaqdir. Galacakds Sirkatla ve Markazi Bankla biitiin
alagalerds teqdim edilen unikal istinad némrasinden istifade olunmalidir.
Lakin, bazi hallarda, sikayatinizin tam hall olundugundan amin olmaq
Ugcln olave arasdirmalar aparmaqg zeruri ola biler. Bele bir hal bas
verdikda, siza cavab vermazdan avval sikayatinizin gebul edildiyi tarixdan
etibaren maksimum slave 4 hafte talaeb oluna bilar. Sikayatinizin gedisati
barads sizi miitemadi olarag malumatlandiracagiq.

4. SON Q9RAR

Sikayatinze baxildiqda, bu bareds size mdvgeyimiz ve tetbiq etmayi
planlasdirdigimiz har hansi tadbirler (eger tetbiq olunarsa) ile birlikda
malumat veracayik.

©gar son gararimiz telablarinizi tam olaraq temin etmazss ve ya nadir
hallarda bu Siyasatde gdstarilon muddatler gergivaesinds sikayatinizi hall
eda bilmasak, Markazi Bankla slaga saxlaya bilersiniz.
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Crescent Offices, 22nd Floor

64 Neftchilar Avenue

AZ1010, Baku, Azerbaijan

Contact Number: +994 125999099

Central Bank of the Republic of Azerbadijan

Address: 167 Heydar Aliyev Avenue, Nizami District, AZ1029, Baku,
Azerbaijan
Contact Numbers: (+994 12) 966 (Hotline) -

Email: mail@cbar.az

(+994 12) 493 5058

COMPLAINTS FORM

This is the form you need to fill in if you wish to submit your
complaint to CFl. Complete, up-to-date as well as accurate
information is required to be provided to the Company for the
proper investigation and evaluation of your complaint.

Please note that the below Complaint Form is only
indicative and not exhaustive. The Company may request
further information and/or clarifications and/or evidence
as regards your complaint.

DATE:

YOUR CONTACT DETAILS

Title:

First name and surname of Complainant:
Residential Address:

Phone No:

Mobile Number:

Identity Card No:

Date of Birth:

Email:

DESCRIPTION OF THE COMPLAINT

Name of Company:
Nature of Complaint:

Description of Complaint:
(use a separate sheet if necessary)

| hereby certify and confirm that to the best of my
knowledge, the information furnished above is true,
accurate, correct and complete.

FOR OFFICIAL USE ONLY

Received on:
Received by:
Assigned to:
To reply by:
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Olaga ndmrasi: +994 125999099

Azarbaycan Respublikasinin Markazi Banki

Unvan: AZ1029, Azerbaycan Respublikasi, Baki seheri, Nizami rayonu,
Heydar Sliyev prospekti, 167

Olage némraleri: (+994 12) 966 (Qaynar xatt) -
Email: mail@cbar.az

(+994 12) 493 5058

SIKAYST FORMASI

Sikaystinizi “CFI Financial investisiya Sirketi* QSC-ye (bundan sonra
“Sirkat”) taqdim etmak istayirsinizsa, doldurmali oldugunuz formadir.
Sikayatinizin dizgun arasdiriimasi ve giymatlendiriimasi Ug¢lin Sirkate
tam, aktual ve daqiq malumat taqdim olunmaldir.

Nazariniza gatdiririq ki, asagida teqdim olunan Sikayst Formasi yalniz
nimuna xarakteri dasiyir ve tam siyahi hesab edilmir. Sirkat sikayatinizle
bagli slave mealumat, izahat va/ve ya subutlarin teqdim edilmasini talab
edo bilar.

TARIX:

O9LAQD® MBLUMATLARINIZ

Basliq:

Sikayat¢inin adi va soyadi:

Yasayis linvani:

Telefon Nomrasi:

Mobil Nomra:

Saxsiyyat vasiqasi nomrasi:
Dogum tarixi:

E-poct:

SIKAYSTIN TOSVIRI
Sirkatin adi:

Sikayatin Xiisusiyyati:

Sikayeatin Teasviri: (lazim galerss, ayri bir
varagadan istifade edin)

Burada tesdiq edir ve tasdiglayirem ki, yuxarida taqdim olunan
malumatlar manim malumatima gére dogru, daqiq, diizgtin va tamdir.

YALNIZ ROSMi iSTIFAD® UCUN

Qabul edildiyi tarix:
Qabul edan:

icra iigiin tayin edildi:
Cavab verilmali son tarix:

CFI Financial Investment Company
Office located on 22nd floor of the building known as “Crescent Offices Business Center C\t the oddvess of Baku City,
Nasimi District, 64 Neftchilar avenue +994125999099 | info.az@cfi.trade | www.c


http://www.cfi.trade/
mailto:mail@cbar.az
mailto:mail@cbar.az

