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COMPLAINTS  HANDLING  POLICY 

1.  INTRODUCTION 

1.1 Regulatory Framework 

This Complaints Handling Policy (“Policy”) sets out the process adopted by the 8a+ SICAV (the “Fund”) 
for the receipt, handling, recording and monitoring of complaints submitted by investors, shareholders or 
other stakeholders of the Fund. 

The objective of this Policy is to ensure that complaints are handled in a fair, transparent, timely and 
consistent manner and this document is designed to comply with all applicable legal and regulatory 
requirements governing complaint management in Luxembourg and the European Union. The key 
regulatory sources underpinning this Policy include, but are not limited to: 

- Commission Delegated Regulation (EU) 2017/565 (the “EU Regulation”), in particular 
Article 26, which sets out the obligations of investment firms and management companies to handle 
complaints promptly, fairly, and diligently. Article 26 requires that complaints are acknowledged 
without undue delay and, where possible, within 5 business days, and that a final response is provided 
within one month from receipt of the complaint, unless justified otherwise by case complexity. 

- CSSF Regulation No. 16-07 on the out-of-court resolution of complaints in the financial sector, 
which defines the role of the CSSF as an Alternative Dispute Resolution body and establishes 
procedural guidelines for complaint handling by management companies and funds. 

- CSSF Circular 14/589, providing detailed guidance on complaint management procedures, 
record-keeping requirements, and reporting obligations towards the CSSF. 

- Directive 2013/11/EU on Alternative Dispute Resolution (ADR) for consumer disputes, 
establishing frameworks for out-of-court resolution mechanisms accessible to investors and 
consumers. 

- Luxembourg Law of 17 February 2016 implementing the ADR Directive and setting out specific 
provisions for complaint escalation to the CSSF. 

- Relevant guidelines issued by the European Securities and Markets Authority (ESMA), 
particularly the ESMA Guidelines on complaints handling and investor protection 
(ESMA/2014/611), which emphasize transparency, fairness, and timely communication in complaint 
management. 

In accordance with Law of 10 December 2010, CSSF Regulation 10-04 and with CSSF Circular 110/508, 
the Fund is required to have in operation, and ensure compliance with, a written procedure for the 
effective consideration and proper handling of complaints 

1.2 Complaint definition 

A “complaint” is defined, for the purpose of this policy, as a written expression of 
dissatisfaction by an investor, a shareholder or other stakeholder of the Fund which is 
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directly addressed to the Fund or about the behaviour of any employee or officer of the 
Fund. A complaint is not necessarily founded on valid arguments. 

1.3 Relationship with the Management Company 

8a+ Investimenti SGR S.p.A., acting in its capacity as the Management Company, has been entrusted by 
the Fund with the handling of any complaints received from Italian investors, in accordance with its own 
complaints handling procedure. However, the responsibility for maintaining the complaints register and 
submitting the related notifications to the competent supervisory authorities in Luxembourg remains with 
8a+ Sicav. 

1.4 Data Protection & Confidentiality 

Personal data of complainants and other individuals involved will be processed in compliance with 
applicable data protection laws (e.g., GDPR and Luxembourg national law). Complaints will be handled 
confidentially. The identity of the complainant will not be disclosed without their explicit consent, unless 
required by law or regulation. The complainant will be informed of how their personal data will be 
processed, stored and for how long 

2  ROLES AND RESPONSIBILITIES  

The key actors within this framework are the Board of Directors and the Complaints Handling Officer. 

Board of Directors: 

(i) Approve the Complaints Handling Policy and any subsequent revisions; 

(ii) Appoint a dedicated Complaints Handling Officer (or responsible person) to ensure proper 
implementation and coordination of the complaint management process; 

(iii) Ensure that adequate resources, authority, and independence are granted to the person in charge of 
complaint handling; 

(iv) Regularly review summary reports on complaints received, including trends, root causes, and 
proposed remedial actions; 

(v) Ensure that complaints handling forms part of the broader conduct and risk management framework 
of the Management Company. 

Complaints Handling Officer (Responsible Person) 

The Complaints Handling Officer is formally appointed by the Board of Directors and is responsible for: 

(i) Receiving and registering complaints in the official complaints register; 

(ii) Ensuring timely acknowledgement and resolution of complaints in line with applicable regulations; 

(iii) Coordinating the investigation and response process, involving relevant internal functions as needed 
(e.g. compliance, operations, legal); 
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(iv) Maintaining accurate and complete records of all complaints and their outcomes; 

(v) Preparing periodic complaints reports to the Board and Senior Management; 

(vi) Acting as the main contact point for complainants and, where applicable, for the CSSF in the event of 
escalation. 

3.  COMPLAINTS HANDLING PROCESS 

The complaints management process is structured into five key phases, designed to ensure that all 
complaints are handled fairly, promptly, and in compliance with applicable laws and regulations. 
 
3.1. Receipt of the Complaint 
 
Complaints must include the client’s identification details, information regarding the position held with 
the Fund, the reasons for the complaint, and must be signed by the client or by an authorised 
representative. 
 
Complaints must be addressed to: 
8a+ Sicav 
49 avenue J.F. Kennedy, L-1855 Luxembourg 
R.C.S. Luxembourg B 170 470 
 
They may be submitted by one of the following means: 
Registered mail with return receipt or hand delivery 
Email: info@ottoapiu.it 
 
Upon receipt, the complaint is forwarded immediately to the Complaints Handling Officer, who is 
appointed by the Board of Directors and is responsible for the complaint management process. 
Pursuant to the provisions set out in the respective distribution agreements, each distributor is required 
to inform the Fund of any complaint received directly from investors, shareholders or other stakeholders 
whenever the subject matter of such complaint falls within the competence of the Fund. 
 
3.2. Registration of the Complaint 
 
All complaints are formally recorded in the Complaints Register, maintained in accordance with CSSF 
Circular 14/589 and Article 85 of Delegated Regulation (EU) 2017/565. 
The register includes: 

 Date of receipt 
 Complainant’s identity 
 Description of the complaint 
 Assigned responsible person 
 Status and progress 
 Date and content of the final response 
 Any remedial actions take 
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3.3. Acknowledgement and Investigation 
 
The acknowledgment of the complaint should be made as soon as possible and no later than five business 
days after receipt of the complaint. 

Moreover, the acknowledgment should indicate the timescale to respond to the complaint. Timescale 
should be no longer than four or - in exceptional cases - eight weeks. 

The Complaints Officer investigates the complaint objectively and thoroughly, involving relevant 
departments where needed (e.g. compliance, legal, operations) 
The investigation focuses on identifying: (i) the root cause of the issue, (ii) whether the complaint is 

founded or unfounded and (iii) any internal process deficiencies or regulatory breaches. 

If the complaint cannot be resolved within four or - in exceptional cases - eight weeks, the Complaint 
Handling Officer- upon approval of the Board of Directors - must communicate with the investor, 
the shareholder or other stakeholder and provide a written summary of the steps to be taken to resolve 
the matter and the expected date of resolution as well as reasons as to why the issue remains unresolved 

3.4. Liability calculation 
 
In case the complaint leads to a liability of the Fund the Complaint Handling Officer will jointly inform 
the Board of Directors and coordinate the provision of a refund estimation which will be then approved 
by the Board. 

Once received the estimation calculation by the Complaint Handling Officer, the Board of Directors 
resolves in relation to the complaint and the conditions of the refund (if any) to the investor. 

3.5. Complaints monitoring and reporting 
 
Each complaint received should be recorded in the Complaint Register, which should be sent to the CSSF, 
on a yearly basis together with the list of third parties authorised to handle investors’ complaints (if any).If 
the complainant is not satisfied with the outcome, they may escalate the matter internally or submit a 
request for out-of-court resolution to the CSSF. 

 
 
 
 
 
 
 
 
 
This Policy was approved by the Board of Directors of the fund on 23rd of October 2025. 
A copy of this policy is available on the website www.ottoapiusicav.eu. 

 

 


