HATC

Complaints Handling Procedure

IR

Product description: Precious Metal, FX, Crude Oil & Index




HATC

Table of Contents H3#

1. INtroduction..........————————
2. Interpretation of TErMS ......ccoeuiiiiiiecii e e e r e e e ennn
3. Scope of the Complaints Handling Procedure.........cccccccceiiiiiimiiireeccciinnennnns
4. Definition of a Complaint............ccoooiicciiii -
5. Procedure.......cciiii
6. Principles of the Procedure..........ccccoiiiiieiiiiieeccn e r s e e
7. Record Keeping ......ccuiiiiiiiimimmimiminisssssssssssssssssssssssssssssssssssssssssssssssssssssssssssnsnns
- R 0 4 - T =
_

Hua An Tai Chang Global Limited | hatcgroup.com | Hamchako, Mutsamudu, Autonomous Island of Anjouan 2


https://www.hatcgroup.com/zh-cn

HATC

1.1.

1.2.

Introduction

HUA AN TAlI CHANG GLOBAL LIMITED (hereinafter referred to as the
‘Company’), is incorporated under the laws of The Autonomous Island of Anjouan,
Union of Comoros with Registration number 15979 having its registered office at
Hamchako, Mutsamudu, Autonomous Island of Anjouan Union of Comoros. The
Company is holding The International Brokerage and Clearing House License and
authorized to conduct all type of brokerage activities in accordance with the
Government Notice No. 005 of 2005 (herein the “Law”) regulated by the Anjouan
Offshore Finance Authority.

The objects and purposes of the Company is to offer different brokerage services for
non-residents of the Autonomous republic of Anjouan; to carry on all or any of the
business of the company and, without prejudice to the generality of the foregoing, to

carry on, in conjunction with each other or as separate and distinct undertakings, all
or any of the following businesses:

providing direct consultations to investors on investments to clients, including
issues concerning the price of securities, investment in securities, buying and
selling of securities, as well as related foreign exchange transactions.

consulting on securities issuance and money arising services.

arranging and carrying out the distribution of the issuer's securities on a
nonguaranteed basis.

receiving and transmitting clients’ orders in connection with securities, effecting
transactions in securities for clients’ accounts, with clients' funds.

managing clients’ investment portfolios and funds allocated for operations in
securities.

holding clients’ investment funds and/or securities, providing safekeeping, custody
and nominee services for securities.

effecting transactions in securities for their own account with their own funds
(proprietary trading).

arranging and carrying out the distribution of the issuer's securities on a
guaranteed basis.

loaning securities to and borrowing securities from clients as well as using their
own funds for the acquisition of securities for clients, engaging in short selling as
defined in NBG regulations.

Company services.

Issuing of own deposit products.

To provide loans and borrow funds (loan transactions).

To carry out currency and exchange transactions.

To hold assets, capital, precision metals, bonds, shares or another financial
instrument for third parties.
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*  To accept cash deposits of any type (depositary transactions).
. Current Account to Corporate and Individual clients

. Fixed term deposit accounts.

*  issuing Bank References and Certificates of Good Standing.

* Toissue securities and credit cards processing.

e To provide guarantees of any type (guarantee business).

. Multi-Currency Accounts.

e Asset Management like products.

. Investment Consultancy Services.

. Financial Engineering (Private Banking and Wealth Management in combined
product solutions)

* To act as intermediary in securities trading.
. To provide other permitted financial services.
. Forex trading.

. Forex Currency Exchange Operator (utility token and security token) CFD contract
for difference.

1.3. The Company has implemented and maintains a Complaints Handling Procedure
(the “Procedure”), which is described in this document.

2. Interpretation of Terms

Unless the context requires otherwise, all terms included in this Procedure shall have
the meaning given to them herein. Where the context requires, (a) words importing the
singular shall include the plural and vice versa and (b) words importing the masculine
shall include the feminine and vice versa.

3. Scope of the Complaints Handling Procedure

The purpose of the Procedure is to set out the internal complaint resolution system
and procedures which the Company has established, maintains and follows for the
resolution of complaints.

4, Definition of a Complaint

41 A complaint is an expression of dissatisfaction by a Client regarding the provision of
investment and/ or ancillary services provided to him by the Company. Complainant
is the person, natural or legal, which is eligible for lodging a complaint to a Company
and who has already lodged a complaint.

42. A complaint received by a Client shall include:
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43.

51

5.2

53.

54.

55.

56.

57.

58

(a) the Client's name and surname;
(b

(c) the affected transaction numbers, if applicable;

)
)

the Client’s trading account number;

(d) the date that the issue arose and a description of the issue.

A complaint must not include offensive language directed either to the Company or
a Company employee.

Procedure

All complaints or grievances must be in writing and shall be addressed, to the
Customer Support Department of the Company via email at info@hatcgroup.com (for
any issues other than trading issues) or the Trading department reachable at
info@hatcgroup.com for any trading issues.

If the client receives a response from the Customer Support or Trading Department
but deems that the complaint or grievances needs to be raised further for an
independent review, the client may either ask the Customer Support or Trading
Department to escalate it to the Client Audit Team or directly contact the Client Audit
Team (cs@hatcgroup.com), which will independently and impartially investigate it.

The Company will not be able to handle or investigate a complaint, if the requirements
included in paragraphs 5.2 and 5.3 above are not fulfilled. In such an event the
Company shall revert back to the Client and request him to send any additional
information. In any event, one of the Company’s officers may contact the Client
directly in order to obtain further clarifications and information relating to his complaint.
The Company shall need the Client’s cooperation in order to handle the complaint.

Upon receipt of the complaint the department which has received the complaint shall
record the complaint in the complaints registered maintained by the Company as per
Par. 8 of the Procedure.

The Company shall thoroughly examine all complaints as required (taking into
account any information contained within the books and records of the Company,
including but not limited to the Client’s trading account history) without undue delay.

The Company will treat each complaint with reasonable care and reach a fair
outcome.

Upon receiving the complaint, the Company will inform the complainant within five (5)
business days that it had received the complaint and provide him with a unique
reference number, which shall correspond solely to his complaint and it must be used
throughout his correspondence with the Company regarding the specific matter
and/or complaint.

The Company shall send its initial response to the Client within ten (10) business
days from the actual receipt of the complaint. If the complaint requires further
investigation and it cannot be resolved it within ten (10) business days, it will issue a
holding response in writing or in another durable medium. When a holding response
is sent, it will indicate when the Company will make further contact and inform the
Client on the progress of the investigation.
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59.

5.10.

511

6.1

6.2

63.

7.

The Company shall investigate and reply to the complainant within two (2) months
from the date of reception of the complaint.

Upon completion of the investigation the Company shall send a written notice to the
complainant informing him:

(a) Of the outcome of the investigation along with the reasons for reaching
such a decision; or

(b) If applicable, the nature and terms of any offer and/or settlement.

If the Company does not manage to conclude its investigation and/or respond to the
complainant within two (2) months from the date of receipt of the complaint, the
Company shall send a written notice explaining the reasons for not reaching a
decision and/or concluding the investigation yet, the reasons for the delay as well as
indicate the period of time within it shall be able to complete the investigation. It is

noted that the Company shall not provide its response later than three (3) months
from the submission of the complaint.

Principles of the Procedure

All complaints shall be treated confidentially.
The Company shall deal with Client’'s complaints without undue delay.

The company will resolve all complaints in a fair manner.

Record Keeping

The Company has established, maintains and updates the complaints register with
details of all the complaints received per month for a period of five (5) years. The
following information is recorded in the complaints register:

8.1

82

83.

(a) date of the complaint;

(b) wallet number;

(c) identification of the complainant;
(d) complaint cause;

(e) the financial instrument;

(f) the disputed amount;

(g) settlement date if applicable; and
(h) any comments thereof.

Contacts
Customer Support Department: cs@hatcgroup.com
Trading Department: dealing@hatcgroup.com

Client Audit Team: cs@hatcgroup.com

Version: 2025/04
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55

HUA AN TAI CHANG GLOBAL LIMITED (LATFEFR"AT") KIERERBAEAE MK
37, EMER15979, FEUEARESEREEREBMHMISBERN KX, AaiFaERELS
EERERE, FHRIE2005FH005SBIFAS (LUTERAE") SRHEFEMEREIZLES,

ZoREEFEMEERRE.

NEREENBHEEEREIERIMIT W SPAEZFRESTHE LIRS, SFAEARR

FHERERMIESMS, IBSHRE. LIS MEXRINCRZNEZESITRSS,
o IBFRITESREEXRIRSENE;

o LEAHBRDAZHRITAITAIESSDH;

o BRUFHEBREPIESRZIES, IEPREHTEIKFRS,

. BEEEFRJESNIEBSRFRS,

. FEEFRIZENIEF, RERE. FERAFERS,

o LIBBRESHTEEISRS,

o LIBRDAZHAITAITALSTDH,

o MEFPEASEHIES, HHEBEERSAEFRWLES, #ITHEEIRISETE
E;

o RITEBFTM@
o IRHLETRMEIRS
o PUTEEMEINCRS:

o NFEZLFHFERST. BF. RER. {5 RESHEMESMTE,

o NEWRANAZFFLERKS. ERIFKS,
o HERITREEPREES,

o AATIEERAIBERARS,
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o IRMBBRIRS

o ZHMIKFELE;

o SRTE MARTEUEEEGESHASR) |

o IEEBESRZHN

o INCERZ;

o INCERMRIERE (SEARMSIESM) ENME4 (CFD) .
REELHER TIOFMERS (UTERER) |, ZEFEAFHEA.

AiERERE
BRIFETYBEER, SUNEFFESHIFFENENELLR TN, EETXFEENE

RiFIEE R EE
FEFNENEMELTCEM. R ERINEBRIFFERRSINER, LIERIR.

RIRIIENX
RIFEEFY AR BEREANREN/EEERS R ARIIRL. RFARNESRARRY
BRORFHHERERFNIBRAABGEA.
EPWERIRHOFN EE:
o EFERIEE,
o BEFPHRZWFSH;
o ZXMIRRZSH (WER) |
o [ARUALE BHAFNIEIRRAYER.
RFAMEE AT ATR TRHKEHES.

&

FIBIREAHEMALABER I IER, HEEE M RIEEATRIE PSRN
(info@hatcgroup.com, IFRXZFANR) 3ZZERI ] (info@hatcgroup.com, 3ZZ[AIRK) .
NMREBFNEAFRRZRZE IWEIRE, BIANEEH S EERREAR, ZEPPLL
BEREFRRZE JEEAREZFHITE, SEERAZFEHITHE
(cs@hatcgroup.com) , JEEBGRIIFIAIEMFHITEE.
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INERAHE LIRSE5.2F05. 3RIVEK, NELFLESFEERF. FEWERT, AFBEE
EFAEKERMMETIYMEE. oA, QEN—RERARSERRKEEZF, LERNE
REKFGFE—LERER. AORFEEFHNEERGERF,

WEERIE, BIURRI IR SEeRNER, EATMPIRRENEHERE
i

ATSHREEREIER (BRATDKSICRTEANEE, SEERRTEFISM,
B , FFRLER,

RNEBUGEBEESFEIRR, FAMAFER.

KWEORE, ARKBERT (5) M LFARENRFABKEDF, FAARRHEE—/SE
St9, ZSHEHXENERF, E5ARMEESIH/ERFIYEHEEERRER.

NEBEEIEIRIFERT (10) M TEARREZEFREILEE. NRRFEEH—T
EERTEET (10) NTIFARBR, AEBUBEFASS—M AT RAHEER
8. KFEERSH, BEPATANSEXRERR, ARSPSAEEHRE.

RNEBERERFRZBERT (2) TEREEARISERIFA.

BEESTRE, ATRERARFAREBEEBEN, SH:
o FEERURGHIZRENIER, 5
o WNEA, HARNALEFIERIERISR.

WMRABDTEERRIFZ BERT (2) MTEATREEN/SESRIFA, QAEBAKETE
BN, FRREARARREN/ESTRRENER. ERINERE, URATHES K ENEE
TRRE., ISR, ARANMEERRFEN=D (3) MAERREREE.

ERFE
o FTEIRIFYRIRENE,
o RENATFASEEMEEZFIRF.
o REBLAFHSIERIIERIF.

ICRIRF
RNECEN. $HPAENIFINE, CRESRKEINMERIFFRE, REHRALE. F
EMEICRUTER:

o RIFEH;

. H%ESH;

. KRABH;
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o WIFRHA;

e ERITEH,;

o FUEHEL

o WIER, FMEEER, K
o (HIHEXITHE.

BEAR
o EPFYIEERI]: cs@hatcgroup.com

Z5287]: dealing@hatcgroup.com
o ZEFEHITHEPA: cs@hatcgroup.com

WRZE: 2025/04
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