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COMPLAINT PROCEDURE  
  

A complaint is an expression of dissatisfaction by a client regarding the provision of investment and/ or ancillary services provided by Credit Financier 

Invest (CFI) Ltd. (hereinafter referred as “the Company” or “us”). Should you have a complaint and/or dispute regarding the products or services provided 

by us.  

  

  

THE FOLLOWING DETAILS HAVE TO BE DOCUMENTED:  

  

1. The identity of the Client who filed the complaint or grievance.  

2. The identity of the employee that undertook to provide the service to the Client.  

3. The department to which the relevant employee relates to.  

4. The date of receipt of the complaint or grievance.  

5. The details of the complaint or grievance – full description.  

6. The extent in financial terms of the potential loss that the Client claims has suffered.  

7. The date and in summary, the content of the reply of the Company to the said complaint or grievance.  

  

All complaints must be in writing and shall be addressed to the Compliance Department on the following email compliance.cy@cfi.trade for free of 

charge. In this respect, the Compliance Department shall establish a medium through which complaints or grievances are received and stored.  

  

After filing his complaint, the Client will receive an email within 5 working days from Compliance Department confirming receipt of the complaint and 

indicating the Client’s unique reference number. The Client is advised to save his unique reference number since the same one will be used for the 

Company’s internal records and follow up, for the Financial Ombudsman and for the records kept in the Cyprus Securities and Exchange Commission.  

  

The complainant has the full right to directly submit his complaint to the Financial Ombudsman, to the Commission, to the relevant competent Courts or 

to the European Online Dispute Resolution (ODR) platform.  

 

THE COMPLIANCE DEPARTMENT SHOULD  

  

1. Send a response to the Client within maximum 2 months** from the date of receipt of the complaint.  

2. Resolve complaints based on the internal policies and procedures and the internal operation manual.  

3. Inform the Client accordingly for the status of his complaint until an official reply will be sent to the Client.  

4. Take into consideration any information related to the Client records and trading summary.  

  

A compliant must not include offensive language directed to any of the Company’s staff. All complaints should be treated confidentially.   

  

RECORD KEEPING AND REPORTING  

  

1) An internal registry of complaints is maintained by the Company  

2) Each complaint is registered with a unique reference number 3) Monthly complaint report is submitted to 

the Commission  
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REVIEW OF POLICY  

 

The Compliance Officer will monitor the application and effectiveness of the present Procedure on a regular basis and can amend the current 

Procedure at any time seems appropriate; the review will be carried out at least annually and the Company‘s Senior Management shall take all 

appropriate measures to address any deficiencies.  

DOWNLOAD COMPLAINT FORM  

  

**In cases where the Company is unable to respond within the said timeframe the reasons for the delay and new proposed date of completing the 

investigation will be send to the complainant, however such timeframe cannot exceed three (3) months from the period of submission of the complaint.  
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