1Q

Know how

IQ EQ Management (Curagao) N.V
IQ EQ Fund Services (Curagao) N.V

Dear Client,

Both 1Q EQ Management (Curacao) N.V and IQ EQ Fund Services (Curagao) N.V (“the Licensees”) aim
to provide a high standard of services to their clients.

However, from time to time, errors can be made which may give rise to a complaint. If this is the case,
the Licensees have committed themselves to handle all complaints in accordance with the following
guidelines:

e The Licensees will ensure that a thorough and impartial investigation is carried out within a
reasonable time frame after receipt of a complaint.

¢ You will receive a written acknowledgement within five (5) business days after receipt of a complaint.

¢ The following criteria must be met when submitting a complaint:
1. Complaints must be submitted in writing;
a. Briefly describe what the complaint is about, stating relevant dates and times, if
applicable;
b. List your specific concerns;
c. List any actual or potential economic loss or personal detriment that may have been
experienced because of the issue.
2. Complaints must include the name of the complainant and name of Client/Serviced Entity;
3. Complaints must include the contact details of the complainant (telephone number, email
address). In the event the person filing the complaint is acting on behalf or under the instruction
of a third party, this should be clearly disclosed.

e During the assessment of a complaint, the assigned employee, which will be a member of the
Licensees Senior Management Team, will:
1. Correspond with the complainant;
2. Request meetings with the complainant (if required);
3. Examine documentation supplied to the Licensee(s); and
4. Conduct a comprehensive assessment of the complaint issue.

e The assessment of a complaint may result in any of the following outcomes:
1. Specific decisions or actions taken;
2. Provide a resolution; or
3. Referral (e.g. to another authority such as the regulator for the Licensee(s)), if required

e A full response will be issued in writing within a maximum of 30 business days after receipt of the
complaint. The response will bear the name and the function of the person handling the complaint.
It will also contain:
1. Afinal response to your complaint; or
2. A response where the Licensee(s) will inform you of the causes of a delay and indicate the
date at which the examination of the complaint is likely to be achieved.



Complaints can be submitted through any of the following means:

1. Write directly to the Licensee’s Complaints Senior Management Team at the following email
address curacaocomplaints@igeg.com.

2. Submit in writing via post, or hand delivery to:

IQ EQ Management (Curagao) N.V
IQ EQ Fund Services (Curagcao) N.V

Kaya W.F.G (Jombi), Mensing 36
Willemstad, Curacao

3. Ifyou prefer, you can also send us your complaint via your usual contact person at the Licensee.
All complaints are centralized with the Complaints Senior Management Team.

Should you remain dissatisfied upon receipt of the Licensee(s) final response, you may, if so wish, refer
the matter to the Central Bank of Curacao and Sint Maarten as follows:

CONTACT

Curagao

Simon Bolivar Plein 1
Willemstad, Curacao
Telephone: (599 9) 434-5500
Fax: (599 9) 461-5004
E-mail: info@centralbank.cw

Website
https://www.centralbank.cw/applications-forms/file-a-complaint-or-report-a-signal - File a Complaint
(online form)

For more information on the CBCS' policy on complaints Against Licensees, please refer to the
following:
https://www.centralbank.cw/functions/supervision/conduct-supervision/questions-and-answers

Finally, we would like to thank you for choosing 1Q EQ Management (Curagao) N.V and IQ EQ Fund
Services (Curagao) N.V for servicing your business.



