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1. Organizatoriski administrativie noteikumi

1.1. Dokumenta kontrole

Versijas Nr.

Spéka stasanas datums

03

02.10.2023.

1.2. Saistitie dokumenti

Dokumenta veids

Dokumenta nosaukums

Komisijas Delegeta Regula (ES) 2017/565 (2016. gada 25. aprilis), ar ko
papildina Eiropas Parlamenta un Padomes Direktivu 2014/65/ES

ES Regula attieciba uz ieguldijumu brokeru sabiedribu organizatoriskam
prastbam un darbibas nosacijumiem un jédzienu definicijam minétas
direktivas mérkiem

LR likums Finansu instrumentu tirgus likums

LR likums leguldijumu brokeru sabiedribu likums

FKTK normativie noteikumi

Nr. 118 Normativie noteikumi par ieguldijumu produktu parvaldibas
prasibam

FKTK normativie noteikumi

v ==

Nr. 227 leksejas kontroles sistémas izveides normativie noteikumi

FKTK ieteikumi

Finan3u un kapitala tirgus komisijas ieteikumi Nr.11 “leteikumi par
kreditiestadeés, kooperativajas krajaizdevu sabiedribas, ieguldijumu
brokeru sabiedribas, ieguldijumu parvaldes sabiedribas, alternativo
ieguldijumu fondu parvaldniekos, maksajumu iestadés un
elektroniskas naudas iestadés sanemto stidzibu izskatiSanas,
registracijas un informacijas par stidzibam sniegSanas kartibu”.

Sabiedribas politika

Vadibas informacijas sistémas politika

Sabiedribas politika

IntereSu konflikta novérsanas politika

Sabiedribas instrukcija

Dokumentu parvaldibas kartiba

1.3. Merkis

Sis Procediiras mérkis ir noteikt kartibu, kada Klients var iesniegt Stidzibas par Sabiedribas sniegtajiem

Pakalpojumiem, Stdzibu registracijas un izskatiSanas kartibu, ka ari kartibu, kada Klientam tiek sniegtas

atbildes par iesniegtajam Stdzibam.
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1.4. Atbildibas sadalijums
1.4.1.Sabiedribas valde ir atbildiga par:

1.4.1.1. Atbildigo darbinieku norikosanu un instruésanu par pakalpojumu sniegSanu un
klientu apkalpoSanas kartibu;

1.4.1.2. Sadzibu izskatiSanas procesa inicieéSanu un uzraudzibu;

1.4.1.3. Sadzibu izskatiSanas procesa uzlabosanu un Sidzibu skaita samazinasanu,

uzlabojot Sabiedribas sniegto Pakalpojumu kvalitati un pilnveidojot Sabiedribas
komunikaciju ar Klientiem;
1.4.1.4. Latvijas Bankas informéSanu par sanemto Sudzibu skaitu, batibu un veidiem,
gadijuma, ja $ada informacija tiek pieprasita no Latvijas Bankas puses.
1.4.2.lekséjais audits vismaz reizi gada zino Sabiedribas valdei par visparéjas Pakalpojumu un ar
tiem saistito darbibu kontroles vides istenosanu un efektivitati, par identificétajiem riskiem
un par Stdzibu parvaldibas zinojumiem, ka art par pasakumiem, kas ir vai tiks veikti stidzibu
novérsanai un procesu uzlaboSanas priekslikumiem.

2. Definicijas un saisinajumi

2.1. Atbildigais darbinieks — Sabiedribas valdes noteikts Sabiedribas darbinieks, kas ir atbildigs par
Sldzibas izskatiSanu, stidzibas batibas izpéti un atbildes sagatavosanu.

2.2. Klients - fiziska vai juridiska persona, kurai Sabiedriba plano sniegt vai sniedz ieguldijumu
pakalpojumus un / vai ieguldijumu blakus pakalpojumus saskana ar noslégto Ligumu.

2.3. Pakalpojums — Sabiedribas sniegtais ieguldijumu pakalpojums vai blakuspakalpojums Latvijas
Republikas Finansu instrumentu tirgus likuma izpratné.

2.4. Procedira — 81 Procedira , Klientu sidzibu parvaldibas procedira” kopa ar visiem turpmakajiem
taja veiktajiem grozijumiem un papildinajumiem.

2.5. Sabiedriba — SIA “Viainvest”, registracijas numurs 40203015744, juridiska adrese Roberta Hirsa
iela 1, Riga, LV-1045, Latvija.

2.6. Sudziba — Sabiedribai iesniegts Klienta vai potenciala Klienta iesniegums saistiba ar Sabiedribas
sniegto vai piedavato Pakalpojumu.

3. Visparigie noteikumi

3.1. Klients var bez maksas iesniegt rakstveida Stdzibu par Sabiedribas Pakalpojumiem.

3.2. Sabiedriba sniedz Klientam rakstveida atbildi no rakstiskas Stdzibas sanemsanas dienas:
3.2.1.10 kalendaro dienu laika, ja Klients ir patérétajs Latvijas Republikas normativo aktu izpratneg;
3.2.2.30 kalendaro dienu laika, ja Klients nav patérétajs Latvijas Republikas normativo aktu

izpratné;
3.2.3.60 kalendaro dienu laika gadijuma, ja SGdzibas objektivai izskatiSanai nepiecieSams pieprasit
un sanemt informaciju no tresas personas.

3.3. Ja 3.2 punkta noraditos terminus objektivu apstakju dé| nav iespéjams ievérot, Sabiedriba ir

tiesiga tos pagarinat, par to rakstveida pazinojot Klientam, informéjot par pagarinasanas
iemesliem un noradot planoto atbildes sniegSanas terminu.
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3.4.

3.5.

3.6.

3.7.

4.1.

4.2.

4.3.

4.4,
4.5.

4.6.

4.7.

4.8.

Sabiedriba veic visus iespéjamos pasakumus strida starp Sabiedribu un Klientu atrisinasanai
parrunu cela.

Ja Sudzibas izskatiSanas laika Sabiedriba konstate, ka Stdziba ir pilnigi vai daléji pamatota, tad
Sabiedriba veic visus nepiecieSamos pasakumus, lai nekavéjoties — sapratiga termina — daléji vai
pilntba izpilditu Klienta Sidziba noraditas prasibas un novérstu konstatétos trikumus vai
nepilnibas.

Klients, kas uzskatams par patérétaju, Patérétaju tiesibu aizsardzibas likuma izpratnég, ir tiesigs
iesniegt Patérétaju tiesibu aizsardzibas centram sudzibu par patéréetaju tiesibu aizsardzibas
normativo aktu prasibu parkapumiem, ja tie saistiti ar Sabiedribas Pakalpojumu sniegsanu.

ST Procedira ir brivi pieejama elektroniski — Sabiedribas majas lapd interneta:
Www.viainvest.com.

4. Sudzibu iesniegSana un registracija

Klients var iesniegt Stdzibu tikai rakstiska veida:
4.1.1.nos0tot to uz Sabiedribas biroju, pasta adrese: SIA “Viainvest”, Roberta HirSa iela 1, Riga,
LV-1045, Latvija.
4.1.2.nosutot to uz Sabiedribas e-pasta adresi: info@viainvest.com.

Ja Klients pauz pretenzijas par Sabiedribas sniegtajiem pakalpojumiem mutiski, un panakt
vienosanos parrunu cela nav iespéjams, Sabiedribas darbinieks, kurs$ ir sanémis mutiski izteiktas
Klienta pretenzijas, aicina Klientu noformét Stidzibu rakstveida.

lesniedzot Stdzibu, Klientam taja ir janorada:
4.3.1.adresats (Sabiedriba);
4.3.2.Klienta — fiziskas personas — vards, uzvards, personas kods un dzivesvieta;
4.3.3.Klienta — juridiskas personas — nosaukums, registracijas numurs, juridiska adrese;
4.3.4.Sudzibas priekSmets, butiba un prasijums;
4.3.5.Sudzibas sastadiSanas datums un vieta;
4.3.6.S0dzibas iesniedzéja vai ta parstavja personigais paraksts;
4.3.7.Sudzibai pievienoto dokumentu saraksts, kas pamato Stidzibas batibu (ja tadi ir);
4.3.8.valoda, kura Klients vélas sanemt atbildi (latviesu, krievu vai anglu);
4.3.9.kontaktinformacija (talruna numurs, e-pasta adrese, fiziska pasta adrese).

Sabiedriba pienem izskatisanai Studzibas tikai latviesu, krievu vai anglu valoda.

Divu darba dienu laika Klients tiek informéts par Stdzibas registraciju Sabiedribas datu bazé un
aptuveno atbildes sagatavosanas laiku.

Klientam ir pienakums Sabiedribas pieprasijuma noteiktaja termina, kas nav 1saks par 14
(Cetrpadsmit) kalendarajam dienam, iesniegt Sabiedribai tas pieprasito informaciju un
dokumentus par Stdziba noraditajiem faktiem un apstakliem.

Sabiedriba neizskata anonimas Sidzibas, t.i.,, SGdzibas, kuru iesniedzéjs nav noradits vai nav
identificéjams.

Sabiedribas darbinieks, kurs pilda lietveza pienakumus, vai Atbildigais darbinieks no Klientiem
sanemtas Sudzibas registré, ievérojot Sabiedribas instrukcijas Dokumentu parvaldibas kartiba
prasibas, nodrosinot, ka tiek registréta sada informacija:
4.8.1.S0dzibas sanemsanas datums un atbildes nositisanas datums;
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5.1.

5.2

5.3.
5.4.

5.5.
5.6.

5.7.

6.1.

6.2.

4.8.2.informacija par Stdzibas iesniedzéju;

4.8.3.Sudzibas butiba;

4.8.4.informacija par darbibam, kas tika veiktas, lai izskatitu un risinatu Sddziba noraditas
problémas (t.sk. noradot, vai Stdziba ir bijusi pamatota, vai nepamatota, ka ari aprakstot
Sabiedribas talako ricibu péc Stidzibas izskatiSanas);

4.8.5.datums, kad attiecigas darbibas tika veiktas.

5. Sadzibas izskatiSanas kartiba un atbildes sagatavosana

Atbildigo darbinieku par Klientu Sddzibu izskatiSanu Sabiedriba nosaka Sabiedribas valdes
loceklis.

Atbildigais darbinieks izskata Stdzibu, un nepiecieSamibas gadijuma iesaista citus Sabiedribas
darbiniekus.

Klientu iesniegtas Stdzibas Sabiedriba izskata iespéjami 1sa laika un bez liekas kavésanas.
Atbildigais darbinieks sagatavo atbildi Klientam, ievérojot Procedira minéto un Sabiedribas
valdes ieteikumus.

Atbilde tiek sagatavota latviesu, krievu vai anglu valoda (péc Klienta izvéles).

Atbildiga darbinieka sagatavoto atbildi uz Klienta Stdzibu izskata un apstiprina Sabiedribas valdes
loceklis.

Atbildigais darbinieks sagatavoto atbildi, nosiita Klientam saskana ar Sabiedribas instrukcijas
Dokumentu parvaldibas kartiba prasibam.

6. Nobeiguma noteikumi

Procedira stajas spéka tas apstiprinasanas diena un ir spéka pasreizéja redakcija lidz tas
grozisanai, papildinasanai vai atcelSanai.
Proceduru var grozit, papildinat vai atcelt tikai ar Sabiedribas valdes lemumu.
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1. Organizational administrative provisions

1.1. Document control

Version No.

Date of entry into force

03

2023.02.10.

1.2. Related documents

Document type

Document name

EU Regulation

Commission Delegated Regulation (EU) 2017/565 of 25 April 2016
supplementing Directive 2014/65/EU of the European Parliament and
of the Council as regards organisational requirements and operating
conditions for investment firms and defined terms for the purposes of
that Directive

Law of the Republic of Latvia

Financial Instrument Market Law

Law of the Republic of Latvia

Law of Investment Firms

FCMC Regulatory Provisions

Financial and Capital Market Commission 04.08.2020. Regulation
No0.118 “Regulatory provisions on investment product management
requirements”

FCMC Regulatory Provisions

Financial and Capital Market Commission 01.12.2020. Regulation No.
227 “Regulation on Establishment of the Internal Control System”

FCMC Recommendations

Finance and Capital Market Commission Recommendations 21.01.2021.
Recommendations No.11 “Recommendations on the Procedure for
Handling, Registering and Providing Information on Complaints
Received by Credit Institutions, Cooperative Credit Unions, Investment
Brokerage Companies, Investment Management Companies, Alternative
Investment Fund Managers, Payment Institutions and Electronic Money
Institutions”.

Company Policy

Management Information System Policy

Company Policy

Conflict of Interests Prevention Policy

Company Instruction

Document Management Order

1.3. Purpose

The purpose of this Procedure is to determine the procedure by which the Customer may submit Complaints
about the Services provided by the Company, the procedure for registration and handling of Complaints, as
well as the procedure by which the Customer is provided with answers to the submitted Complaints.
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1.4.

2.1

2.2.

2.3.

2.4.

2.5.

2.6.

3.1
3.2

3.3.

3.4.

3.5.

3.6.

Allocation of responsibilities
1.4.1.The Management Board of a company shall be responsible for:

1.4.1.1. Appointment of responsible employees and briefing on service provision and
customer service procedures;

1.4.1.2. Initiation and supervision of the complaint handling procedure;

1.4.1.3. Improvement of Complaint revisions procedure and reduction of number of

Complaints, improving the quality of Services provided by the Company and perfecting
the Company communication with Customers;
1.4.1.4. The Bank of Latvia informing on number, essence and types of received Complaints,
in the event of such information is requested by The Bank of Latvia.
1.4.2.At least once a year the Responsible Employee report the Board about the compliance with the
complaints management procedure.

2. Definitions and abbreviations

Responsible Employee — the Company employee, appointed by the Management Board, who is
responsible for revision of Complaint, examination of the essence of the complaint and preparation
of response.

Customer — natural or legal person, to whom the Company is planning to provide or provides
investment services and/or investment ancillary services in accordance with the concluded
Contract.

Service — the investment service or ancillary service, provided by the Company, within the meaning
of the Financial Instrument Market Law of the Republic of Latvia.

Procedure - this Procedure ,Customer Complaint Management Procedure” together with all its
further amendments and supplements.

Company — SIA “Viainvest”, registration number 40203015744, legal address Roberta Hirsa street 1,
Riga, LV-1045, Latvia.

Complaint — Application, submitted to the Company by the Customer or potential Customer, related
to the Service provided or offered by the Company.

3. General terms

The Customer may submit the written Complaint on Company Services free of charge.

The Company shall provide to the Customer a written response within the following term from the
written Complaint reception date within 30 calendar days.

If it is impossible to comply with the terms specified in article 3.2 due to reasonable circumstances,
the Company shall have right to extend them, notifying the Customer in written, specifying the
reasons for extension and providing the scheduled response provision term.

The Company shall take all possible measures to settle a dispute between the Company and the
Customer via negotiations.

If during the examination of the Complaint the Company detects that the Complaint is justified
completely or partially, the Company shall take all the necessary measures to meet the
requirements, stated in the Customer’s Complaint, and prevent detected deficiencies or shortages
immediately — in a reasonable term — partially or completely.

The Customer, which shall be considered as a consumer within the meaning of the Consumer Rights
Protection Law, shall have right to submit a complaint to the Consumer Rights Protection Centre on
the violations of requirements of legislation of the consumer rights protection, if they are related to
the Company Service provision.
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3.7. This Procedure shall be freely accessible electronically - in the Company website:
www.viainvest.com.

4. Submission and registration of complaints

4.1. The Customer shall be entitled to submit a Complaint in written only:
4.1.1.by sending it to the Company office, correspondence address: SIA “Viainvest, Roberta Hirsa
street 1, Riga, LV-1045, Latvia.
4.1.2.by sending it to the Company e-mail address: info@viainvest.com.

4.2. If the Customer make claims on the services, provided by the Company, verbally, and it is impossible
to reach an agreement via negotiations, the Company employee, who has received verbally
expressed Customer’s claims shall ask the Customer to complete the Complaint in written.

4.3. When submitting the Complaint, the Customer must provide therein the following:

4.3.1.addressee (the Company);

4.3.2.Customer’s — natural person’s — name, surname, date of birth or personal identity number and
place of residence;

4.3.3.Customer’s — legal person’s — name, registration number, legal address;

4.3.4.Subject, nature and claim of the Complaint;

4.3.5.Date and place of the Complaint;

4.3.6.Complaint submitter’s or its representative’s personal signature

4.3.7.List of documents attached to the Complaint, which justify the nature of the Complaint (if any);

4.3.8.Language, in which the Customer wants to receive a response (Latvian, Russian or English);

4.3.9.Contact information (phone number, e-mail address, correspondence address).

4.4. The Company accepts the Complaint for handling in Latvian, Russian or English only.

4.5. The Customer shall be informed on the registration of Complaint in the Company database and
approximate response preparation term within two business days.

4.6. The Customer shall be obligated to submit to the Company the information and documents,
requested by the Company, on facts and circumstances provided in the Complaint within the term
stated in the Company’s request, which shall not be less than 14 (fourteen) calendar days.

4.7. The Company does not handle anonymous Complaints, i.e., Complaints, where the applicant is not
specified or cannot be identified.

4.8. The Company employee, who performs the duties of the company secretary, or the Responsible
Employee shall register the Complaints, received from the Customers, in compliance with the
requirements of the Company instruction Document management order , providing that the
following information is entered:

4.8.1.Date of receipt of the Complaint and reply sending date;

4.8.2.Information about Complaint submitter;

4.8.3.Nature of the Complaint;

4.8.4.Information about activities, which were performed to examine and solve the issues, specified
in the Complaint (including, specifying, if the Complaint was justified or unjustified, as well as
describing the further action of the Company after examination of the Complaint);

4.8.5.Date, when the relevant activities were performed.

5. Procedure for complaint handling and response preparation

5.1. The Responsible Employee for revision of Customers’ Complaints shall be appointed in the Company
by the Member of the Company Management Board.
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5.2.

5.3.

5.4.

5.5.
5.6.

5.7.

6.1.
6.2.

The Responsible Employee handles the Complaint and, if necessary, involve other Company
employees.

The Company handles the Complaints, submitted by the Customers, as soon as possible and without
undue delay.

The Responsible Employee shall prepare the answer to the Customer in compliance with the stated
in the Procedure and recommendations of the Company Management Board.

Response shall be prepared in Latvian, Russian or English (at the Customer’s choice).

The response to the Customer’s Complaint, prepared by the responsible employee, shall be revised
and approved by a member of the Company Board.

The responsible employee shall send the prepared response to the Customer according to
requirements of the Company instruction Document instruction Document management order.

6. Final terms

The Procedure is in force until its amendment, supplement or cancellation.
The Procedure may be amended, supplemented or canceled by the Company Management Board’s
decision.
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