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1. Uvod

1.1  Legislativa vyZaduje, aby spoleénost 42 Financial Services a.s. (,42FS") zfidila, provadéla a
udrzovala pfimérené strategie a postupy spravy stiznosti pro rychlé vyfizovani stiznosti
stavajicich, byvalych a potencialnich zakaznik(, a aby uverejnila podrobnosti o postupech, které
pfi vyfizovani téchto stiznosti uplatriuje.

1.2 42FS uverejiuje tento Reklamacni fad za uc¢elem naplnéni své povinnosti uvedené v pfedchozim
¢lanku.

2. Postupy pro podani stiznosti
2.1. Tento Reklamacni rfad se uplatni v pfipadé, Ze stiznost podava osoba,

a) jiz ze strany 42FS v minulosti byla poskytnuta investi¢ni sluzba (byvaly zakaznik),

b) jiZzje ze strany 42FS poskytovana investiéni sluzba (stdvajici zakaznik), nebo

c) snizje42FSvjedndni o poskytnuti nebo poskytovani investi¢ni sluzby (budouci zédkaznik).
(dale spole¢né jako ,zakaznik").

2.2. Stiznost podanou jinou osobou nez zakaznik, 42FS odmitne.

2.3. Stiznost Ize podat vylucné elektronicky, a to zaslanim e-mailu na adresu complaints@42fs.com.
Stiznosti dorucené 42FS jinou formou (napft. telefonicky, pisemné, osobné, na jinou e-mailovou
adresu apod.) 42FS odmitne.

2.4. Ve stiznosti zdkaznik uvede (podle povahy stiznosti) alespon nasledujici informace:
a) svéidentifikacni tdaje (ndzev, sidlo, ICO),
b) kontaktni Uidaje osoby, s nizZ ma byt stiznost fesena (e-mail, telefon),
c) specifikace ¢innosti pracovnika 42FS nebo 42FS samotné, proti niz stiznost sméruije,
véetné popisu relevantnich faktickych skute¢nosti a ¢asovych tdajd, identifikace pokyn( €i
obchodi, kterych se stiznost tyka apod.

2.5. K stiznosti zakaznik prilozi veskeré dokumenty nebo jiné podklady, které prokazuji jeji
opravnénost.

2.6. Zakaznik mUze v stiznosti navrhnout jeji feseni, pfipadné uvést pozadavky na zplsob jejiho feseni.
Témito navrhy a pozadavky vSak 42FS neni vazana.

3. Postupy pro vyfizovani stiznosti
3.1. 42FS vyrizuje stiznosti bezplatné.

3.2. Prijeti stiznosti potvrdi 42FS e-mailem zdkaznikovi bez zbyte¢ného odkladu.
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3.3.  42FSvyrizuje stiznost bez zbyte¢ného odkladu, nejpozdéji do 30 kalendarnich dn( od jejiho pfijeti.

3.4. Pokud je stiznost slozitd nebo jeji vyfizeni vyzaduje spolupraci s tretimi stranami (napf.
provozovatelé obchodnich systémd, reportovaci platformy apod.), 42FS je opravnéna standardni
30denni Ih(tu uvedenou v ¢l. 3.1.3 pfimérené prodlouzit. V takovém pfipadé informuje 42FS
zdkaznika e-mailem o dlvodech prodlouzeni a o nové Ihité k vyfizeni stiznosti, a to jesté pred
uplynutim pavodni 30denni Ih(ty.

3.5. Lhdta k vyfizeni stiznosti se automaticky prodluzuje o dobu pocinajici dnem, kdy 42FS vyzvala
zadkaznika k dodani dodatec¢nych informaci nebo podkladi (,vyzva k doplnéni*) a koncici dnem,
kdy zakaznik tyto informace nebo podklady dodal 42FS.

3.6. Pokud zékaznik nedoplni dodate¢né informace nebo podklady ani do 30 dn(i od odeslani vyzvy k
doplnéni, 42FS vyridi stiznost zdkaznika na zékladé informaci a podkladd, které ma k dispozici.

3.7. 42FS stiznost odmitne, pokud ji na zakladé informaci a podkladd, které ma 42FS k dispozici, ani
na zdkladé informaci a podkladd, které ziskala od zakaznika na zakladé vyzvy k doplInéni, nelze
vyridit (tj. zejména v pfipadech, kdy nelze zjistit skutkovy stav a identifikovat pficinu a podstatu
pochybeni, vici kterému ma stiznost smérovat).

3.8. Pokud o to zékaznik projevi zajem, 42FS ho jednorazové nebo pribézné v pfimérenych intervalech
informuje o stavu vyfizovani stiznosti.

3.9. 42FS muize stiznost vyhodnotit jako opravnénou, ¢astecné opravnénou nebo neopravnénou,
pfipadné ji v souladu s divody uvedenymi v tomto Reklamacnim fadu mdze odmitnout. 42FS
standardné informuje zakaznika o vyfizeni stiznosti vCetné pfislusnych dlivodi e-mailem.

3.10. Pokud 42FS vyhodnoti stiznost jako ¢astec¢né opravnénou nebo neopravnénou, nebo pokud
stiznost odmitne, ma zékaznik pravo obrétit se na Ceskou néarodni banku anebo pfislugny soud.

3.11. Pokud zakaznik s vyfizenim stiznosti nesouhlasi, jeho nesouhlas je posuzovan jako nova stiznost
podle pravidel uvedenych vySe. Opakovana stiznost bez doloZeni dodatecnych informaci nebo
podkladll bude opét odmitnuta.

4. Dalsi pravidla souvisejici s vyfizovanim stiznosti
4.1. Pokud o to zdkaznik pozada, 42FS mu zasle tento Reklamacni fad nebo odkaz na néj.

4.2. Zakaznik bere na védomi, ze 42FS je povinna evidovat a archivovat samotnou stiznost, jakoz i
vesSkerou souvisejici komunikaci, informace a podklady poskytnuté zakaznikem, a to po dobu
stanovenou pfislusnymi pravnimi predpisy.

4.3. Zakaznik bere na védomi, Ze skutec¢nosti uvedené v predchozim ¢lanku mize od 42FS vyzadovat
Ceska narodni banka pro Géely vykonu dohledu.

4.4. Tento Reklamacni fad je ucinny od 1.4. 2022.
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1.

1.1

1.2

Introduction

42 Financial Services a.s. (,42FS") must under the applicable regulation establish, implement and
maintain effective and transparent complaints management policies and procedures for the
prompt handling of clients’ or potential clients' complaints. 42FS must also publish the details of
the process to be followed when handling a complaint.

42FS publishes this Complaints Handling Procedure Sheet (“Sheet”) to meet the requirement
stipulated under the previous article.

2. Procedures for complaint filing

2.1.

2.2.

23.

2.4

2.5.

2.6.

The procedures described in the Sheet are applicable where the complaint is filed by the person,

a) towhom 42FS provided investment services in the past (former client),

b) to whom 42FS provides investment services (current client), or

c) with whom 42FS is engaged in the precontractual negotiations regarding provision of
investment services (prospective client),
(hereinafter as “client”).

42FS will decline complaint filed by non-client.

Complaint may be filed by e-mail sent to complaints@42fs.com only. Complaints filed by other
means (e.g., by phone, post, orally, to different email address etc.) will be rejected.

Depending on the nature of the complaint the client should include at least the following
information in the complaint:

a) client identification details (commercial name, registered address, identification number),

b) contact details of a person (member of client’s staff) the complaint shall be resolved with,

c) specification of acts of 42FS's staff or 42FS itself that the complaint is directed at,
including description of all relevant factual and chronological circumstances, identification
of trades or transactions that the complaint relates to etc.

Client shall enclose all supporting documentation that substantiates the complaint.

Client may propose preferred solution of the complaint, or present requirements as to how the
complaint should be handled, if appropriate. 42FS is however not bound by these proposals or
requirements.

3. Procedures for complaint resolution

3.1.

3.2.

42FS handles complaints free of charge.

42FS acknowledges receipt of the complaint by e-mail without undue delay.
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3.3.  42FSundertakes to resolve the complaint without undue delay and no later than 30 calendar days
from its receipt.

3.4. Ifthe complaint is complex or its resolution requires cooperation with third parties (e.g., operators
of trading systems, reporting platforms), 42FS is entitled to extend the standard 30- day period
specified in Article 3.1.3. In such a case, 42FS informs the client by e-mail before the original 30-
day period expires regarding the reasons for the extension and the new deadline for its resolution.

3.5. The time limit for complaint resolution is automatically extended by the period that commences
on the day 42FS requested the client to provide additional information or documents ("complaint
amendment request") and ends on the day the client provided this information or documents to
42FS.

3.6. If the client does not provide additional information or documents within 30 calendar days after
obtaining the complaint amendment request from 42FS, 42FS will resolve the complaint based
on the information and documents available to 42FS.

3.7. 42FS rejects the complaint, if based on information and documents available to 42FS the
complaint is non-resolvable (e.g., when the description of factual circumstances, the cause
and/or the substance of the complaint is vague or incomprehensible).

3.8. 42FS undertakes to inform the client once or continuously at reasonable intervals about the state
of the complaint resolution if the client requests so.

3.9. The complaint may be resolved by 42FS as justified, partially justified or unjustified, or it may be
rejected in accordance with the reasons stated in this Sheet. By default, 42FS informs the client
about the resolution of the complaint, including the relevant reasons, by e-mail.

3.10. The client may revert to the Czech National Bank or the competent court if 42FS resolves the
complaint as partially justified or unjustified, or if it rejects the complaint,

3.11. If the client does not agree with the resolution of the complaint, client's disagreement is
considered a new complaint according to the rules of this Sheet. However, repetitive complaint
without additional supporting information or documents will be rejected.

4. Other complaint handling rules
4.1. 42FS provides this Sheet or a link to it on the request of the client.

4.2. The client acknowledges that 42FS is obliged to record and archive the complaint itself as well
as all related communications, information and documents provided by the client for the period
specified by applicable law.

4.3. The client acknowledges that records mentioned in the previous article may be required for
supervisory purposes from 42FS by the Czech National Bank.

4.4. This Sheet is effective from 22. 04. 2022.
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