" TRILAND
Complaints Handling at Triland Metals

OUR POLICY

Triland Metals Limited (“Triland”, “we”, “us”) are committed to providing high-quality services to our customers and potential
customers. However, there may be instances where something goes wrong or you are not satisfied with the level of service you
received from us.

All complaints are taken very seriously and any feedback is appreciated as it provides us with an opportunity to improve our standards.

In line with our commitment to you, as well as our legal and regulatory obligations, we shall endeavour to:

¢ Acknowledge and respond to your complaint without undue ¢ Provide thorough and transparent information as to our
delay reasons if such redress or action will not be offered and,
where required, provide details of alternative dispute

¢ Investigate and handle your complaint fairly and consistently ) ) )
resolution options that may be available

¢ Communicate with you open|y and c|ear|y
¢ Where applicable, refer you to bodies or alternative dispute

¢+ Keep you informed about further handling of your complaint resolution entities who may review your comp|aint

* Carry out redress or remedial action where appropriate

You may also have the right to make a comp|aint at any time to a regu|atory body and/or take civil action. We wou|d, however,
appreciate the chance to deal with your concerns before you approach such regu|atory body or take such action, so p|ease contact us
in the first instance.

RAISING A COMPLAINT

CONTACTING US BY POST
You can raise a complaint by contact your usual account To:  “The Compliance Officer”
executive.  Alternatively you may wish to contact the Triland Metals Limited, MidCity Place, 71 High Holborn,
complaints-handling team using the contact information set out London WC1V 6BA, England
in this notice.
BY EMAIL
INFORMATION TO PROVIDE To:  Complaints@triland.com
In order to enable us to investigate your complaint, please
ensure that, as a minimum, you provide: BY TELEPHONE

Please contact your usual account executive, or contact us on

our 24/7 telephone line at: +44(0)330 0580 843.

¢ The nature of your complaint

*  Information concerning the circumstances of your complaint Please note, calls may be monitored or recorded
, .

¢ Your contact details so we may respond to the . . .
! ) ( I)/d ( )y P It is usua||y best if you |<eep a record of your comp|a|nt,~ we

t t t . . . . .
appropriate personts,/aepartmentis |<|nc||y request any comp|a|nt made via te|ephone is submitted

in writing where possible.

TRILAND METALS LIMITED

MidCity Place Triland Metals Tokyo Ltd. Triland Metals Americas Inc. Triland Metals Singapore Pte. Ltd.
71 High Holborn 7-2 Marunouchi 655 Third Avenue 3 Temasek Avenue

London WC1V 6BA 9-Chome, Chiyoda-ku New York #32-01 Centennial Tower
United Kingdom Tokyo 100-7027 NY 10017 Singapore 039190

+44 20 7061 5500 Japan United States

www.triland.com


mailto:Complaints@triland.com

