COMPLAINTS HANDLING POLICY
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PURPOSE

The Complaints Handling Policy (hereinafter “the Policy”) aims to ensure the reasonable and prompt
handling of complaints received from investors.
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DEFINITION

Andbank Asset Management Luxembourg (hereinafter “AAML”) defines a complaint as “an expression of
at least one of the three following elements”:
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The dissatisfaction with the general level of service provided by the participants of the Fund
(central administration: administrative agent, transfer agent, custodian, management company,
domiciliary agent, investment manager/adviser, distributor, initiator etc…),
The identification of an actual or potential harm;
The claim of a remedy or compensation.

HOW TO RAISE A COMPLAINT TO AAML

A complaint can be addressed to AAML in writing by post or by email to the following addresses:


By email:

complaints@aaml.lu



By post:

Andbank Asset Management Luxembourg
Attn. Markus Hahnfeld
4 Rue Jean Monnet
L-2180 Luxembourg
Grand-Duchy of Luxembourg
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The complainant can file, free of charge, his/her complaint in any of the official Languages of Luxembourg as well
as in English.
A complaint should, as a minimum, include the following:
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A clear identification of the person/party filing the Complaint (please provide the name under
which the complainant is listed under the shareholders register or the name of the intermediary
acting on behalf of the complainant);
A detailed explanation of the facts (issue or transaction) at the origin of the Complaint;
A copy of all related/necessary supporting documents;
Communication preference (post, email) and respective contact details.
Confirmation that the person has not (/or that the person he/she represents has not) submitted
the claim to a court, an arbitrator or another out-of-court dispute resolution body, in Luxembourg
or abroad.
Confirmation that the person has not (/or the person he/she represents has not) submitted the
claim to the CSSF or his/her local markets supervising body related to the same complaint.

PERSON RESPONSIBLE FOR COMPLAINTS HANDLING

AAML has designated Markus Hahnfeld as responsible for the handling of complaints. Where the complainant did
not obtain an answer or satisfactory answer from the person responsible for handling the complaints, the
complaint may be submitted again in writing to Mr. Markus Hahnfeld, member of the Management Committee in
charge of complaints.
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COMPLAINTS HANDLING PROCEDURE

The written acknowledgement of receipt will be provided to the complainant within a period which shall not
exceed 10 business days, following the receipt of the complaint, and specifying the name and contact details of
the person handling his/her complaint.
AAML undertakes to provide the complainant with an answer within one month from the date of receipt of the
complaint. Where an answer cannot be provided within this period, AAML will inform the complainant of the
causes of the delay and indicate the date at which its examination is likely to be achieved.
AAML will inform the complainant of the follow-up of his/her complaint.
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CSSF OUT OF COURT RESOLUTION OF COMPLAINTS

The CSSF is the relevant authority for receiving complaints from customers of financial professionals under its
supervision and for intervening with those professionals with the aim of settling those complaints amicably.
Where the complainant did not receive an answer or satisfactory answer within one month, s/he may file his/her
request with the CSSF within one year after s/he filed his/her complaint with the professional. The request shall be
filed with the CSSF in writing, by post or by fax, by email, or online on the CSSF website. The request shall be filed
in Luxembourgish, German, English or French.
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As described in the CSSF Regulation 16-07, Art 4, the following requests are not considered admissible by the CSSF:


the complaint has been previously or is currently being examined by another alternative dispute
resolution body, arbitrator, arbitration tribunal or a court, in Luxembourg or abroad;



the complaint concerns business policies;



the complaint concerns a non-financial product or service;



the request is unreasonable, frivolous or vexatious;



the complaint has not been previously submitted to AAML in accordance with Article 5(1) of the
CSSF Regulation 16-07;



the complainant has not filed a request with the CSSF within one year after s/he filed a request
with AAML;



the request handling would seriously impair the efficient functioning of the CSSF.

Details regarding the out-of-court resolution can be found on the CSSF website www.cssf.lu, under the section
Consumer- Customer complaints.
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