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1. Definitions  

 

AIFM    means SAMAG Europe S.à r.l. 

Board     means the Board of Managers of SAMAG Europe S.à r.l. 

Central Administrator  means AVEGA Fund Services SARL 

CHO Complaints Handling Officer 

CSSF     means Commission de Surveillance du Secteur Financier 

CP    means conducting person 

S.à r.l.    means Société à responsabilité limitée 
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2. Introduction 

 

This policy provides guidelines how to comply with the provisions of CSSF Regulation 16-07 and CSSF 

Circulars 17/671, 18/698 and 19/718. The internal standards of SAMAG Europe S.à r.l. (“SAMAG”) 

foresee that all complaints should be recorded and treated in a careful and prompt manner. Complaints 

are primarily caused by errors, inadequate services or the late processing of operations carried out by 

SAMAG itself or by its delegates. Complaints may also arise from the misunderstanding of investors. 

Complainants shall be able to file a complaint without charges.  

  

As required by CSSF Regulation 16-07, the Board of Managers of SAMAG has appointed Mr.  Farshid 

Navi to be the Complaints Handling Officer (“CHO”) on management level, being responsible for 

complaints. The CHO has been duly communicated to the CSSF, and SAMAG will update the CSSF in 

the event of any changes to the appointment. 

 
 

3. Purpose of the Policy 

The objective of this Complaints Handling Policy is to describe how SAMAG Europe will:  

 Deal with client’s issues in a prompt, efficient, appropriate and equitable manner; 

 Meet the regulatory obligations mentioned above; 

 Ensure that systematic and recurring problems are identified and rectified 

in order to comply with the provisions of CSSF Regulation 16-07 and the above mentioned CSSF 

Circulars.  
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4. Policy 

4.1 Definition of complaint 

For the purpose of this policy, the term “complaint” is defined, as a verbal or written 

expression of dissatisfaction by a client, investor or business partner, which is directly or 

indirectly addressed to SAMAG through a delegated party or by a service provider in relation 

to: 

 
 a service provided or withheld by SAMAG; 

 a product of or administered by SAMAG; or 

 the behavior of any employee or person conducting business on behalf of 

SAMAG. 

Complaints may be expressed orally or in writing and must all be treated equally and 

seriously.  

4.2  Complaints handling  

Upon receipt of a complaint, whether written or oral, an acknowledgement letter shall be 

sent to the complainant within ten (10) business days of the receipt of the complaint by 

SAMAG, which shall include the name of the person responsible for handling the complaint 

and his contact details.  

The complaint will be investigated without delay and all required measures will be taken in 

this respect. To avoid any conflict of interest, any requested logistical support shall be 

provided by employees who are not related to or involved in the matter giving rise to the 

complaint. 

An answer to the complainant will be provided in writing within one (1) month of receiving 

the complaint. If the complaint cannot be resolved within this period, the complainant will 

be informed of the reasons why the matter remains unsolved, the measures to be taken to 

solve the matter and indication of the date at which the examination of the complaint is 

achieved at the latest. An answer to the complainant shall be provided within one month of 

the date of receipt of the complaint. 

On an on-going basis, complaints-handling data is analysed, to ensure that SAMAG 

identifies and addresses any recurring or systematic problems as well as potential legal and 

operational risks by:  

a) Analysing the causes of individual complaints so as to identify root causes common 

to types of complaint; 
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b) Considering whether such root causes may also affect other processes or products, 

including those not directly complained of; and 

c) Correcting, where reasonable to do so, such root causes. 

 

4.3  Out-of-Court Resolution of Complaints 

Where the complainant did not obtain an answer or satisfactory answer at the level at which 

it submitted the complaint within one month from the date at which the complaint was sent, 

the AIFM will provide a full explenation of the position as regards the complaint and inform 

the complainant of the existence of the out-of-court complaint resolution procedure at the 

CSSF (CSSF Regulation 16-07) and send the complainant a copy of this regulation or the 

reference to the CSSF website, as well as the different means to contact the CSSF to file a 

request. The complainant needs to submit the complaint within a period which will not 

exceed 1 year after the first submission of the complaint.  

 

The request will be filed with the CSSF in writing, be it either by post or by fax or by e-mail 

to the CSSF. In accordance with Regulation 524/2013/EU the request can also be filed 

online. 

According to the CSSF Reclamation form, the request shall include the following 

documents: 

 

 Copy of the prior complaint previously sent to the AIFM; 

 Copy of the answer to the complaint  

 If the applicant is a natural person: a copy of a valid ID card (ID card, passport or 

similar document)  

 If the applicant is a legal person: a copy of a valid ID card (ID card, passport or 

similar document) of the natural person legally representing the legal person and a 

valid copy of an official document (e.g. excerpt of the commercial register) showing 

that the representative may represent the legal person.  

 If the representative (e.g. lawyer) of the applicant (natural person or the natural 

person legally representing the legal person) is a third person: copy of the power of 

representation. 
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4.4 Recording and filing  

The CHO ensures that each complaint and the measures taken for its resolution are recorded. 

All complaints must be logged in the complaint log, which shall include at least the following 

pieces of information: 

 Date of complaint;  

 Complainant’s name; 

 Medium the complaint was received 

 The Fund in question  

 Measures taken to handle and resolve investors’ complaints; 

 Status of the complaint handling. 

 

A template for the complaints log can be found in the annex 1 to this policy. Complaints in 

the complaint log must be maintained for a period of five years following the end of client 

relationship. 

 

4.5  Reporting obligations to the CSSF 

SAMAG communicates to the CSSF an annual table containing the number of complaints 

recorded by SAMAG, classified by type of complaint (an example of such a table can be 

found in the CSSF Circular 17/671 or under  

https://www.cssf.lu/en/Document/table-listing-the-claims-registered-by-the-professional/ 

There are currently no third party handling complaints.  

5. Implementation of the Policy 

The policy has been implemented by the board of managers of SAMAG. 
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6. Review of the Policy 

The Complaints Handling Officer shall review this policy on an annual basis to ensure that it continues 

to comply with industry laws, regulations, guidelines and best practices.  

This policy is also subject to controls by the compliance function and the internal audit function. It shall 

be reviewed by the Complaints Handling Officer and Compliance Officer and validated by the 

conducting officer in charge of monitoring the compliance function on an annual basis. It is then 

approved by the Board of Managers for entering into force. 
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Annex 1 – Register of Customer Complaints  
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Annex 2 –  Request for Out-Of-Court Complaint Resolution with the CSSF  1 

 

 
1 http://www.cssf.lu/fileadmin/files/Formulaires/Reclamation_111116_EN.pdf  
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