GLOBc

Complaints Handling Policy

A. Introduction:

TibiGlobe Ltd (hereinafter referred to as “the Company”) is a company incorporated under the laws of
Labuan, bearing the company registration number LL 18493, regulated by the Labuan Financial Services
Authority (hereinafter referred to as the “LFSA”), under license number MB/179/2023. The Company’s
Registered Office is Unit B, Lot 49, 1st Floor, Block F, Lazenda Warehouse 3, Jalan Ranca-Ranca, 87000 F.
T. Labuan, Malaysia. The official website of the Company is www.tibiglobe.com (hereinafter referred to as
the “Website™).

This Complaints Handling Policy, referred to as the "Policy," outlines the framework and procedures followed
by the Company to promptly and fairly handle clients’ complaints. It also describes the actions a client needs
to follow and provides the relevant document(s) to be used for filing a complaint.

The Company is committed to act in the best interests of its clients at all times and in that respect ensures that
appropriate systems, procedures and controls are in place. These measures aim to provide clients, with an
easily accessible, transparent, fair and time efficient complaints handling mechanism. To ensure efficient
complaint handling and prevent recurring issues, the Company has appointed a designated Compliance
Officer. This Compliance Officer is responsible for overseeing the proper handling of client complaints and
implementing necessary measures for resolution.

B. Definition:

A complaint, as defined by the Company, encompasses any objection or expression of dissatisfaction raised
by the Client concerning the services provided by the Company. At the conclusion of this policy, a complaint
form is attached for your convenience.

C. Procedure:

The Client may register a complaint by completing the complaint form attached herein as Appendix 1 and
sending it to the Company, using any of the following options:
» By mail: support@tibiglobe.com
» By mail: TibiGlobe Ltd, Unit B, Lot 49, 1st Floor, Block F, Lazenda Warehouse 3, Jalan Ranca-Ranca,
87000 F. T. Labuan, Malaysia

1. For the better handling of the complaint, together with the Complaints form, it is advisable that the
Client also sends any evidence in his possession supporting his claim(s).

2. Upon receipt of the Client's complaint (and supporting evidence as applicable), the Company will
promptly send a written acknowledgement to the Client.

3. The Company will review the client’s complaint and compare their claim(s) including any supporting
evidence provided to the Company’s systems and records and assess the validity and accuracy of the
complaint and claim(s) filed in a fair and timely manner.
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4. The Company will make all reasonable efforts to provide a response within 30 days. If however, this
is not possible, the Company will notify the Client in writing, explaining the reasons for the delay and
providing an estimated timeline for resolving the matter.

D. Client records:

The Client should provide all relevant documentation as well as any additional information requested by the
Company in order to ensure all records are collected and the complaint is properly resolved on time.

All records will be kept safe as per local requirements and for a period of seven (7) years.

E. Updates:

The Company may modify this policy periodically and without prior notice. Any amendments will be
communicated by posting an updated version of the policy on the Website. It is your responsibility to review
this policy regularly, and if you continue to use the Website following the publication of any changes, it will
signify your acceptance of those modifications.

[The complaint form can be found in the next page]
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Appendix 1

Complaint Form

A. Client Information:
Name: Account Number:

Address: Telephone Number:

B. Type of Complaint

Execution of Orders

Quality or lack of information provided
Terms and Conditions/Fees/Charges

General admin/Customer Services

Unauthorized business being offered

Issue in relation to withdrawal of funds

NN PRI

Other (please specify in the box below)

C. Brief Summary of the Complaint:
Please describe the product or service you are complaining about (description, evidence, amount and suggested way to
be solved):

- Please enclose any other relevant documentation that may help us to handle the complaint.
- Possible documentation to be provided (client statement, correspondence with the Company as well as any other
supporting documentation to be requested by the Compliance Officer which is relevant to the Client’s complaint)

Date and place Client Signature

79 Spyrou Kyprianou str, 15t Floor, Office 2, 4042 Limassol CY | +357 25 266066 | www.tibiglobe.com



1181IGLOBC

For internal use only:

Complaint Received By: Date:
Acknowledgement sent to Client: oYes - oNo
Response provided to Client: oYes - oNo

Signature of

Compliance Officer: Date:

v.1 May 2023
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