
 
 

 
Instructions for the handling of client complaints 

 

1- Scope 

 

The instruction covers the handling of all client complaints in IPF Management  S.A (the “Company”). 

The client complaint shall be understood as any written statement of an investor or person acting on behalf of an 

investor, alleging a grievance, which is directly addressed to a Fund managed by  

the Company. 

 

2- Handling 

 

Registration 

 

All clients can file a complaint either in writing to the attention of the Complaints Handling Officer, Claire Lorenzi, 

at 2A, rue des Capucins, L-1313 Luxembourg, or by email to contact@ipfpartners.com. 

 

In the complaint filed, the client must state the grounds on which it is based and the results demanded. 

 

Handling of client complaint 

 

The Complaints Handling Officer of the Company shall ensure that all complaints are answered as soon as possible, 

with a written acknowledgment of receipt of a complaint being sent to the client within ten (10) business days 

following the receipt of such complaint. The written acknowledgement of receipt will include an indicative timetable 

for handling the complaint. 

 

The Complaints Handling Officer shall then provide an answer regarding the grounds for the complaint without 

undue delay and in any case, within a period which cannot exceed one (1) month between the date of receipt of 

the complaint and the date at which the answer to the client was sent. Where an answer cannot be provided within 

this period, the Complaints Handling Officer shall inform the client of the causes of the delay and indicate the date 

at which its examination is likely to be achieved. 

 

Where the client did not obtain an answer or a satisfactory answer from the Complaints Handling Officer, it shall be 

given the opportunity to raise the complaint up to the Board of Directors of the Company. In this respect, the 

Complaints Handling Officer shall provide the client with the contact details of the Board members. 

 

Furthermore, where the complaint handling by the Complaints Handling Officer does not result in a satisfactory 

answer for the client, the Complaints Handling Officer shall inform the client in writing of the existence of the out-

of-court complaint resolution procedure at the Commission de Surveillance du Secteur Financier (“CSSF”) and send 

the client a copy of CSSF Regulation Nr 16-07 of November 11th, 2016 relating to the out-of-court resolution of 

complaints (“CSSF Regulation Nr 16-07”), or the reference to the CSSF Website, as well as the different means to 

contact the CSSF to file a request. 
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