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Client Complaints  

 
Scope  
 
This process applies to any Client or prospective Client of IGG (“Client” Or “Clients” or “you” or “your”) who is not satisfied 
with the service provided in our capacity as a regulated institution; the above includes but is not limited to our brokerage 
services and the operation of a Multilateral Trading Facility (“MTF”). 
 
Therefore, the document provides information to Clients of Instinet Germany GmbH (IGG or “Instinet” or “we” or “us” or 
“our”), authorised by the Federal Financial Supervisory Authority (German: Bundesanstalt für 
Finanzdienstleistungsaufsicht; the BaFin) and regulated by the BaFin and Deutsche Bundesbank, who wish to register 
a complaint.  
 
If there is any statement in this document for which you require further information, please contact Compliance, via the 
contact details set out below.  
 
We value our relationship with our Clients and it’s important that we can help resolve any issues you may have. That’s 
why we are committed to supporting your experience in a way which is fair, clear and not misleading. Therefore we 
encourage you to let us know if you are not satisfied with any of the services or products that we provide. If you have a 
complaint about any of our services, please share your concerns right away so we can help you and resolve your 
complaint as quickly as possible.  
 
 
If an order has been sent to Instinet for execution via an affiliated Instinet entity, you should contact the relevant Instinet 
affiliate who will liaise with Instinet on your behalf. 
 
How do you file your complaint?  
 
If a Client wishes to make a formal complaint, the notification can be made via email or letter to the IGG Compliance 
Department and shall include the information below:  
 
Contact address:  
 
Email: europe.compliance@instinet.com  

Letter: Compliance Department, Instinet Germany GmbH, Rathenauplatz 1, 60313 Frankfurt am Main, Germany 

 
Information to include:  
 

▪ Name of the Client and the name of the contact person for Instinet 

▪ Your contact details: postal address, e-mail address and telephone number(s)  

▪ Information regarding your complaint: date, service, product, issue, trade references etc. 

▪ Resolution: how you would like your complaint to be resolved  

▪ The name of your Instinet sales representative or contact person.  
 
When can you expect a response to your complaint?  
 
The provisions of this section relates to complaints handling for all Investment Services as defined in Directive 
2014/65/EU, Annex 1, Section A  provided by Instinet.  
 
When we receive your complaint, we will send an acknowledgement that we have received your complaint. Within four 
weeks of receiving your complaint we will send you either a final response or a holding response.  
 
Where we have sent you a holding response, we will explain why we are not able to respond to your complaint in full 
and we will indicate when you will receive a final response with resolution of your complaint. In general, we will strive to 
provide you with a final response within 2 months after the receipt of your complaint 
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In the event your complaint cannot be resolved finally within 2 months, we will notify you and explain why we are not 
able to respond to your complaint in the set timeframe and indicate when we will be able to provide you with a final 
response.  
 
Where can you register a complaint if you don’t want to register the complaint directly with us? 
  
Complaints, in case not registered directly with us can be registered directly with the BaFin using the below following  
contact details:  
 
Schlichtungsstelle bei der 
Bundesanstalt für Finanzdienstleistungsaufsicht 
Referat ZRC 3 
Graurheindorfer Straße 108 
D-53117 Bonn 

Fon: 0228 / 4108-0 
Fax: 0228 / 4108-62299 
E-Mail: schlichtungsstelle@bafin.de 

 
Ultimately, Clients have the possibility of legal recourse against IGG in accordance with, and subject to the term of 
business in place between them. 
 
European Compliance, December 2024 
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