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General

TeleTrade-DJ Interational Consulting Ltd.,
hereinafter referred to as the “Company” maintains
effective and transparent procedures for the
reasonable and prompt handling of complaints
received from clients, and keeps a record of each
complaint and the measures taken for its
resolution.

Complaint Definition

Clients are advised before complaining to please
try to solve any issues they may encounter when
using the Company’s services by first contacting
the Company at support@teletrade.eu. If any issue
is not solved by the Company to the client’s
satisfaction in a prompt manner then the client may
refer to the complaints handling procedure instead.
A complaint, being an expression of dissatisfaction
about the financial services activity provided to the
clients by the Company, is to be notified in writing
by the client to the Company Back office/
Customer Support department by one of the
following means of communication:

Client Login Page;

Company website form

e-mail address: complaints@teletrade.eu ;
fax + 357 22 31 53 25;

mail at the Company business address: 71,
Limassol Avenue, 2122 Nicosia, Cyprus.

A complaint should include the following:
e the client’s name and surname;
e the client’s trading account number;
e the date and time that the issue arose;
and

e a description of the issue.

Summary of Complaints Handling
Procedure

The Company will acknowledge receipt of all
clients complaints as soon as possible and at the
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Vseobecné informace

TeleTrade-DJ Interational Consulting Ltd., v tomto
dokumentu dale jako ,,Spole¢nost®, dodrzuje
efektivni a transparentni postupy pro dostatecné a
okamzité vytizeni stiznosti od klientd a vede
zaznamy o vsech stiznostech a opatienich, ktera
byla ptijata za Gi¢elem jejich vyfeseni.

Definice stiznosti

Klientim je doporu¢ovano, aby se pted podanim
stiznosti pokusili problémy, se kterymi se mohou
béhem vyuzivani sluzeb Spole¢nosti setkat, vyresit
tim, Ze kontaktuji Spole¢nost emailem zaslanym na
adresu support@teletrade.eu. Pokud nebude
néjaky problém Spolecnosti pohotoveé vytesen ke
spokojenosti klienta, pak mize klient namisto toho
postupovat podle postupu pro feSeni stiZznosti.
Stiznost, jakozto vyjadieni nespokojenosti

s finan¢nimi sluzbami, které jsou klientim
poskytovany Spole¢nosti, musi byt klientem
podana pisemné administrativnimu oddéleni /
oddé¢leni zakaznické podpory Spole¢nosti jednim
z nasledujicich komunikaénich zptisobti:

e Osobni kancelai (Client Login page);

e Formulai na webové strance Spolecnosti

e Na e-mailovou adresu:
complaints@teletrade.eu ;

e Faxem + 357 22 3153 25;

e Postou zaslanou na firemni adresu
Spoleénosti: 71, Limassol Avenue, 2122
Nicosia, Cyprus.

Stiznost musi obsahovat nasledujici:
e jméno a piijmeni klienta;
e ¢islo obchodniho u¢tu klienta;
e datum a cas, kdy k problému doslo; a
e popis problému.

Shrnuti postupu pro reSeni stiZznosti

Spolecnost potvrdi ptijeti veSkerych stiznosti od
klientt co nejdiive, avSak nejpozdéji do 5 dni od
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latest within 5 days of receipt and inform clients of
their unique reference number which should be
used in all future communications with the
Company, the CySEC and/or the Financial
Ombudsman regarding the complaint.

Please note the Company strives to provide all its
clients with an answer or resolution to any
complaints/ queries/ requests as soon as possible
and in all cases clients may expect to receive an
answer regarding the handling & investigation
process of their complaint from the Company
within 2 weeks from receipt of their complaint.
The Company will investigate the complaint and
endeavour to send a final response to the client
within 2 months of receipt of the complaint. If the
Company is unable to provide the client with a
final response within this time frame, the Company
will write to the Client explaining why and advise
the client when they can expect a final response, at
the very latest within 3 months.

If a client complaint is not resolved to their
satisfaction the client may contact the Cyprus
Securities and Exchange Commission, the
Financial Ombudsman or have recourse to any
other available means such as ADR or the
competent Courts.

Reporting and Record Keeping

All decisions related to clients™ complaints shall be
communicated to clients. The complaints
processing should be fully documented and added
to each client file it relates to. Records of all
lodged and resolved complaints should be
maintained for a minimum period of five (5) years.
The Board of Directors of the Company shall be
informed in regards to all important complaints
received, as well as the measures taken for
resolving these.
The following details must be documented and
kept in records by the Back Office/ Customer
Support Officer:

¢ The Unique Reference Number of the

Complaint which is allocated by the

Company to it as soon as the complaint is

received;

e The details of the ID of the client who

filed the complaint;
e The service to which the complaint refers
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jejich prijeti, a klientim sd¢li jedinecné referen¢ni
Cislo, které je tieba uvadeét pii veskeré budouci
komunikaci se Spole¢nosti, s CYSEC a/nebo s
Finan¢nim ombudsmanem v souvislosti s danou
stiznosti.

Vezméte prosim na védomi, Ze Spole¢nost usiluje
0 to, aby v§em svym klientim poskytla odpovéd’
nebo feseni v souvislosti s veskerymi stiznostmi
/dotazy/ pozadavky co nejdiive, pficemz klienti
mohou Vv kazdém piipadé ocekavat, Ze od
Spolecnosti obdrzi odpovéd’ ohledné feSeni a
Setieni jejich stiznosti do 2 tydnii od jejiho piijeti.
Spolecnost stiznost prosetii a bude usilovat o to,
aby Klientovi poslala kone¢nou odpovéd’ do 2
mésict od piijeti stiznosti. Nemtize-li Spole¢nost
Klientovi koneénou odpovéd’ béhem této doby
poskytnout, posle k tomu Klientovi vysvétleni, a
bude Kklienta informovat o tom, kdy miize o¢ekavat
kone¢nou odpoveéd’, a to nejpozdéji do 3 mesicu.
Neni-li stiznost klienta vyfeSena k jeho
spokojenosti, miize klient kontaktovat Cyprus
Securities a Exchange Commission, Finanéniho
ombudsmana nebo se uchylit k jakymkoliv jinym
prostiedkam, které jsou k dispozici, jako ADR
nebo piislusné soudy.

Podavani zprav a vedeni ziznamu

Vsechna rozhodnuti tykajici se stiznosti klientt
musi byt klientim sdélena. Zpracovani stiznosti
musi byt kompletné zdokumentovano a pfidano do
slozky kazdého klienta, kterého se tyka. Zaznamy
o vSech podanych a vyfesenych stiznostech musi
byt uchovavany minimalné po dobu péti (5) let.
Pfedstavenstvo spole¢nosti musi byt informovano
0 vSech dulezitych ptijatych stiznostech, a také o
opatienich, ktera byla pfijata k jejich vyfeseni.
Administrativni oddéleni/Odd¢leni zdkaznické
podpory musi zdokumentovat a zaznamenat
nasledujici informace:

e Jedine¢né referencni Cislo stiznosti,
které je ji ptidéleno Spolecnosti ihned pfi
jejim obdrzeni;

e Identifika¢ni udaje o klientovi, ktery
stiznost podal;
o Sluzba, které se stiznost tyka,
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to;

¢ The details of the employee that
undertook to provide the service to the
client;

e The department or organizational unit to
which the employee relates to;

e The date of receipt of the complaint;

e The content of the complaint in
summary;

e The extent in financial terms of the
potential loss that the client claims he has
suffered or as it is derived from the content
of the complaint;

e The date and in summary, the content of
the reply of the Company to the said
complaint.

Submission of information to the
CySEC

Every month the CIF provides to the CySEC
information regarding the complaints it receives
and how these are being handled.

Miscellaneous

In the event of any conflict or inconsistency
between the English and the Czech versions, the
English original shall prevail.
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e Informace o zaméstnanci, ktery mél
poskytovani sluzby klientovi na starost;

e Odd¢leni nebo organizacni jednotka, kde
zamé&stnanec pracuje;

e Datum pfijeti stiznosti;

e Stru¢ny obsah stiznosti;

e Finan¢ni rozsah potencialni ztraty,
kterou klient uvadi, Ze utrpél, nebo kterou
Ize vyvodit z obsahu stiznosti;

e Datum a stru¢ny obsah odpovédi

Spole¢nosti na danou stiznost.

Podani informaci CySEC

Kazdy mésic poskytuje CIF informace do CySEC
ohledné stiznosti, které obdrzi, a o tom, jak jsou
feSeny.

Poznamka
V ptipadé€ jakéhokoli rozporu nebo nesouladu mezi

anglickou a ¢eskou verzi, bude anglicky original
upfednostnén.
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