
INFORMATION ON HOW A CUSTOMER MAY 
SUBMIT 

A COMPLAINT OR CLAIM 
 

(version 1.1 – effective from 2 June 2026) 

Article I. Purpose of the Document 

1. This document sets out the manner in which clients of the company Altlift s.r.o., 
Company ID No.: 28133544, with its registered office at Korunní 2569/108, Prague 10 – 
Vinohrady, Postal Code 101 00, registered in the Commercial Register maintained by 
the Municipal Court in Prague, Section C, Insert 129601 (hereinafter the „Company“), 
may submit complaints and claims, and the manner in which such submissions are 
handled. 

2. The aim of this document is to ensure the transparent, fair and timely handling of all 
complaints and claims in accordance with applicable legal regulations and the 
Company’s internal procedures. 

Article II. Definitions 

1. A complaint is an expression of a client’s dissatisfaction with the services provided, with 
the conduct of the Company’s employees, or with the procedure followed in the course 
of the business relationship. 

2. A claim is the exercise of a client’s right arising from defective performance or from the 
Company’s failure to fulfil a contractual obligation. 

3. A client is a natural or legal person who has entered into a contract with the Company or 
who uses its services. 

Article III. Submission of a Complaint or Claim 

1. A client may submit a complaint or claim in the following ways: 

a) by e-mail to the address info@altlift.cz, 

b) by post to the address: Altlift s.r.o., V Jámě 1, 110 00 Prague 1, 

c) via the web form on the website www.altlift.cz, 

d) in person at the Company’s registered office by prior arrangement. 



2. A client may use the standardised form set out in Annex No. 1 to this document to submit 
a complaint or claim. However, a client may also submit a complaint or claim in free form. 

3. Submitting a complaint or claim is free of charge. A complaint or claim may be submitted 
in Czech, English or Slovak. 

4. A complaint or claim should contain at least: 

o for a client who is a natural person – first name, surname, residence and contact 
address; 

o for a client who is a legal person – the business name (designation), registered 
office, contact address, and the first names and surnames of the persons 
authorised to act on behalf of the legal person; 

o an indication that the submission is a claim or a complaint; 

o a description of the subject of the claim or complaint, i.e. a description of the 
facts that led to its submission; 

o a specification of what the complainant is seeking; 

o the date and signature of the complainant (or of their authorised representative). 

5. The Company recommends submitting complaints and claims in written form so that 
proper record-keeping and traceability can be ensured. 

6. A claim or complaint must be submitted without undue delay after the fact to which the 
submission relates has occurred, or after the client has become aware of that fact. In any 
event, a claim or complaint must be exercised at the latest within two years from the day 
on which the relevant fact arose. 

Article IV. Handling Process 

1. Complaints and claims are handled by the head of the Back Office department, 
specifically Mr. František Kudrna. 

2. The Company shall confirm receipt of a complaint or claim within 5 business days of its 
delivery. 

3. A complaint or claim shall be handled no later than within 30 calendar days of the day 
of its delivery. In justified cases the time limit may be extended; the client shall be 
informed in writing of the extension and the reasons for it. This time limit shall not include 
the period during which the time limit for supplementing the claim or complaint runs 
pursuant to paragraph 5. 

4. The client shall be informed of the manner of handling (the decision) by the same means 
by which the complaint or claim was submitted (unless agreed otherwise). 



5. If the submission does not meet the requirements set out in Article III, the client shall be 
invited to supplement or correct the complaint or claim. A time limit shall also be set for 
such supplementation or correction – at least 14 days. If the complaint or claim is not 
corrected or supplemented, or if the deficiency of the complaint or claim is irremediable, 
the Company may reject the complaint or claim. 

Article V. Records and Oversight 

1. All complaints and claims received are recorded by the Back Office department for a 
period of 5 years from their delivery. 

2. The Company regularly evaluates the complaints and claims received in order to improve 
the quality of its services and internal processes. 

Article VI. Further Means of Client Protection 

1. If the client considers that, on the basis of their original Complaint or Claim, not all 
identified deficiencies have been remedied, or that sufficient measures have not been 
taken to prevent the problem from recurring, the client may file an appeal against the 
manner in which the Claim or Complaint was handled and request the Company to re-
examine the matter. Any such request is always assessed by an employee or body of 
the Company superior to the Head of the Back Office department. 

2. If the client is not satisfied with the manner in which the complaint was handled, the client 
may turn to the competent supervisory authority – the Czech National Bank. Further 
information on submitting a complaint can be found at 
https://www.cnb.cz/cs/verejnost/kontakty/stiznosti-na-financni-instituce/. 

3. A client who is a consumer may, in the case of a private-law claim, turn to the out-of-
court dispute resolution body established by the Czech Republic – the Financial 
Arbitrator. The Financial Arbitrator is competent to hear and decide disputes between 
a consumer and a person providing crypto-asset-related services. Further information on 
filing a petition to commence proceedings before the Financial Arbitrator can be found at 
https://finarbitr.gov.cz/cs/reseni-sporu/pruvodce-podanim-navrhu.html. 

4. This is without prejudice to the client’s right to assert their claim before a court under the 
law of the Czech Republic. 

Article VII. Final Provisions 

1. This information is publicly available on the Company’s website and, upon request, at 
the Company’s registered office. 

2. This document takes effect on 2 June 2026. 

3. The Company is entitled to amend or supplement this document unilaterally at any time; 
the current wording shall always be published in the manner set out in paragraph 1. 

https://www.cnb.cz/cs/verejnost/kontakty/stiznosti-na-financni-instituce/
https://finarbitr.gov.cz/cs/reseni-sporu/pruvodce-podanim-navrhu.html


 

In Prague, on 2 June 2026 
On behalf of the company Altlift s.r.o. 

Jakub Jedlinský 
person authorised to handle complaints 
 
 



Annex No. 1 
Model Submission of a Claim / Complaint 

  

SUBMISSION OF A COMPLAINT/CLAIM 

(submitted to Altlift s.r.o. by a customer or 
another complainant) 

  
1.a. Personal details of the customer or other complainant 

  
SURNAME/COMPANY 

BUSINESS NAME 
FIRST 
NAME 

COMPANY ID 
No. or ID 

CARD No. 

LEI (if 
available)  

CUSTOMER 
IDENTIFICATION 

NUMBER 
(if available)  

          

  

  
ADDRESS:  

STREET, HOUSE 
NUMBER 

(registered office)  

POSTAL 
CODE 

CITY  COUNTRY  

        

  

  
PHONE No.    EMAIL    

 

1.b Contact details (if different from those given in 1.a)  

  
SURNAME/COMPANY BUSINESS 

NAME 
FIRST NAME 

    

  



ADDRESS:  

STREET, HOUSE 
NUMBER 

(registered office) 

POSTAL CODE  CITY  COUNTRY 

        

  

  
PHONE No.   EMAIL    

  

 

2.a Personal details of the authorised representative (if represented) (power of attorney 
evidencing the representation)  

  
SURNAME/COMPANY 

BUSINESS NAME 
FIRST NAME COMPANY ID No. or LEI 

(if available)  

      

  

  
ADDRESS:  

STREET, HOUSE 
NUMBER 

(registered office) 

POSTAL CODE  CITY COUNTRY 

        

  
PHONE No.    EMAIL    

  

 

2.b Contact details (if different from those given in 2.a)  
 



SURNAME/COMPANY BUSINESS 
NAME 

FIRST NAME  

    

  
ADDRESS:  

STREET, HOUSE 
NUMBER 

(registered office) 

POSTAL 
CODE  

CITY COUNTRY 

        

  
PHONE No.    EMAIL    

  

 

3. Information on the complaint or claim   

3.a Full reference to the service or contract to which the complaint relates (i.e. the name of the 
crypto-asset service provider, the reference number of the service/contract, or other 
references to the relevant transactions...). 

  

 

3.b Description of the subject of the complaint and a statement of what the complainant is 
seeking. 

  

Please provide any documentation evidencing the stated facts. 

 

3.c Date(s) of the facts that led to the complaint. 
  

 

3.d Description of the damage, loss or harm caused (if relevant). 
  

 



3.e Other comments or relevant information (if relevant) 
In                       (place)       on the                         (date)     

  

SIGNATURE 

COMPLAINANT / REPRESENTATIVE 

  

Documentation provided (tick the relevant boxes):  

Power of attorney or other relevant document   

Copies of the contractual documents of the investments to which the 
complaint relates 

  

Other documents on which the complaint is based: 

  

  

  

  

 

 

 


