CLAIMS PROCESSING

CGI Luxembourg S.A. undertakes to deal
with all complaints from its customers in an
efficient, fair, transparent and objective
manner, in accordance with the following
procedure:

METHODS OF COMMUNICATION OF THE
CLAIM

A customer may submit a claim:

e by e-mail sent to the following address: info.lu@cgi.com

e by registered mail sent to the following postal address
CGl Luxembourg S.A.
For the attention of the person in charge of handling
customer complaints
7 Zone d'activité de Bourmicht
L-8070 Bertrange

e The complaint may be sent in English or French.

The complaint must at least define which CGI Luxembourg product or
service is the subject of the complaint (e.g. type of service, name of
the project, etc.) and contain a detailed statement of the facts giving
rise to the complaint (e.g. non-conformity of the service, security
incident, etc.). Any document or information allowing to justify the
complaint must be attached to the latter.

RESPONSE PROCESSING

e Response time: a duly motivated response or, if it is not possible
to provide an immediate response, an acknowledgement of
receipt, will be sent within 10 working days of receipt of the
complaint.

e The reply sent by e-mail or post will inform the customer of the
contact details of the person responsible for handling the
complaint, as well as the contact details of the person
responsible for handling customer complaints within the
company.

e CGI Luxembourg will make its best efforts to provide a response
to the customer within a maximum of one month from the receipt
of the complaint. If this deadline cannot be met, the client will be
informed on a monthly basis of the status of the complaint at CGl
Luxembourg.

For more information

Visit cgi.com/luxembourg

Contact us: info.lu@cgi.com



https://www.cgi.com/
mailto:info.lu@cgi.com

OUT-OF-COURT SETTLEMENT OF CLAIMS
SUBMITTED TO THE CSSF

If no satisfactory response is received from CGI Luxembourg or if no
agreement can be reached between the client and CGI Luxembourg
within one month of receipt of the complaint, the client may then go to
the website of the Commission de Surveillance du Secteur Financier
(CSSF) and submit a request for out-of-court settlement of the
complaint using the forms provided by the CSSF at the following
address: http://www.cssf.lu/consommateur/reclamations.

The CSSF will act as an intermediary between the client and CGl
Luxembourg to try to settle the claim amicably.

© 2022 CGl inc.

For more information
Visit cgi.com/luxembourg

Contact us: info.lu@cgi.com



https://www.cgi.com/
mailto:info.lu@cgi.com
http://www.cssf.lu/consommateur/reclamations

	CLAIMS PROCESSING

