
COMPLAINT SUBMISSION FORM 

WHITE TECH d.o.o. 

Petrinjska ulica 6 
Zagreb, City of Zagreb 
Republic of Croatia 

Email address for submitting complaints: support@whitely.hr 

1. Details of the complainant 

The complainant is: 

☐  a natural person 

☐  a legal entity 

☐  a sole trader / self-employed person 

☐  a representative or proxy submitting the complaint on behalf of the client 

Full name / name of the legal entity: ______________________________________________ 

OIB / registration number / company number: 
______________________________________________ 

LEI, if any: ______________________________________________ 

Address of domicile, residence or registered seat: 
______________________________________________ 

Postal code and place: ______________________________________________ 

Country: ______________________________________________ 

Email address: ______________________________________________ 

Telephone number: ______________________________________________ 

User ID / account number / other reference with the Company: 
______________________________________________ 

2. Details of the contact person or representative, if applicable 

This section is completed if the complaint is submitted on behalf of the complainant by a legal 
representative, member of the management board, director, prokurist, lawyer, proxy or other 
authorised person, or if the contact person is different from the complainant. 

Full name of the contact person / representative: 
______________________________________________ 

Function or basis of representation: ______________________________________________ 

Email address: ______________________________________________ 

Telephone number: ______________________________________________ 

Document evidencing the authority to represent: 
______________________________________________ 

mailto:support@whitely.hr


Examples of a document evidencing the authority to represent: a power of attorney, a lawyer’s 
power of attorney, an extract from a court, business or other appropriate register, or another 
appropriate document. 

3. Details of the subject of the complaint 

The complaint relates to: 

☐  the exchange of crypto-assets for funds 

☐  the exchange of crypto-assets for other crypto-assets 

☐  the transfer of crypto-assets on behalf of the client 

☐  the custody of crypto-assets and their administration on behalf of the client 

☐  the opening, use, restriction or closure of a user account 

☐  the identification, due diligence or client verification procedure, including the KYC/KYB 
procedure 

☐  fees, costs or the calculation of the service 

☐  a technical issue related to the use of the service 

☐  communication with the Company or the information provided 

☐  the processing of personal data in connection with the provision of the service 

☐  other: 

Date of the event or period to which the complaint relates: 
______________________________________________ 

Transaction reference, transaction hash, order number or other identifier: 
______________________________________________ 

4. Description of the complaint 

Please clearly describe the facts, circumstances and reasons for which you are submitting the 
complaint. In the description, where applicable, state the damage, loss or other consequence 
incurred and the resolution you expect from the Company. 

 

 

 

5. Attachments 

Documents supporting the assertions made in the complaint may be enclosed with the 
complaint. 

Enclosed documents: 

☐  evidence of the authority to represent, if applicable 

☐  contractual documentation 

☐  transaction confirmation / transaction hash 

☐  communication with the Company 



☐  evidence of a deposit or withdrawal 

☐  documentation related to the KYC/KYB procedure 

☐  other documents: 

6. Time limit for handling and response 

The Company will confirm receipt of the complaint without delay. 

The Company will respond to the complaint in writing no later than 35 working days from the 
date of receipt of the complaint. 

7. Legal remedy – complaint to Hanfa 

If the complainant is not satisfied with the response to the complaint, or if the Company does not 
respond within the prescribed time limit, the complainant has the right to submit a complaint to 
the competent authority: 

Croatian Financial Services Supervisory Agency (Hanfa) 
Address: Franje Račkog 6, 10000 Zagreb 
Email: ured@hanfa.hr 
Web: www.hanfa.hr 

The right to submit a complaint to Hanfa does not affect the complainant’s right to seek the 
protection of their rights before a competent court or through other available dispute-resolution 
mechanisms. 

8. Complainant’s declaration 

I confirm that the data stated in this form are accurate and complete to the best of my 
knowledge. 

If I am submitting the complaint on behalf of another natural or legal person, I confirm that I am 
authorised to submit this complaint on their behalf. 

The Company will process the data stated in this form for the purpose of receiving, recording, 
considering and resolving the complaint, in accordance with the applicable personal data 
protection regulations and the Company’s internal acts. 

Place: ______________________________________________ 

Date: ______________________________________________ 

Full name of the signatory: ______________________________________________ 

Capacity of the signatory: 

☐  complainant 

☐  legal representative 

☐  proxy 

☐  person authorised to represent the legal entity 

☐  other: 

Signature: ______________________________________________ 

Note 

mailto:ured@hanfa.hr
http://www.hanfa.hr/


Use of this form is not mandatory for the admissibility of a complaint, but is recommended for 
faster identification of the subject of the complaint and more efficient handling by the Company. 

A complaint may also be submitted without using this form, in any written form, provided that it 
contains sufficient information to identify the complainant, the subject of the complaint and the 
circumstances to which the complaint relates. 

A complaint may be submitted free of charge by electronic means to support@whitely.hr or by 
post to WHITE TECH d.o.o., Petrinjska ulica 6, Zagreb, City of Zagreb, Republic of Croatia. 
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