iQASH Ltd.  |  ULTRUVA Ltd.
Standard Complaint Form
Pursuant to the Annex to Commission Delegated Regulation (EU) 2025/294
This form and its submission are free of charge.
	HOW TO SUBMIT THIS FORM

	Email:   complaints@iqash.net
Phone:  +356 275 695 42
	Post / In person:
iQASH Ltd. / ULTRUVA Ltd.
115B, Suite 3, Old Mint Street
Valletta, VLT1515, Malta

	This form may be submitted in English or in any official EU language of your home or host Member State. Where submitted in a language other than English, we will arrange translation at our own cost.



	SECTION A - ENTITY COMPLAINED AGAINST

	Please indicate which company your complaint concerns. You may tick both if applicable.

	Company
	  □ iQASH Ltd. (payments / e-money)      □ ULTRUVA Ltd. (crypto-asset services)      □ Both    

	Service / product concerned
	 

	Reference / transaction ID (if known)
	 

	Date(s) of the relevant event(s)
	 



	SECTION B - COMPLAINANT DETAILS

	Full name / Legal entity name
	 

	Registration / personal ID number
	 

	Address (street, postcode, city, country)
	 

	Telephone
	 

	Email address
	 

	Preferred language for correspondence
	 



	SECTION C - AUTHORISED REPRESENTATIVE (if applicable)

	Complete only if submitting on behalf of another person or entity.

	Full name of representative
	 

	Capacity / basis of authority
	 

	Contact address / email
	 



	SECTION D - DETAILS OF THE COMPLAINT

	Description of the complaint (please describe the facts and circumstances in detail)

	 
 
 
 
 
 
 

	Description of any damage or loss suffered (where applicable)

	 
 
 

	Resolution or remedy sought

	 
 
 

	Other comments or relevant information (where applicable)

	 
 



	SECTION E - SUPPORTING DOCUMENTS

	List any documents attached (e.g. transaction confirmations, correspondence, screenshots). You may attach additional pages if needed.

	List of attached documents

	 
 
 
 



	SECTION F - DECLARATION

	I confirm that the information provided in this form is accurate and complete to the best of my knowledge. I understand that iQASH Ltd. and/or ULTRUVA Ltd. will process my personal data solely for the purpose of handling this complaint, in accordance with the applicable Privacy Policy.
Signature (or typed full name if submitted electronically):
_____________________________________________
Date:
_____________________________________________




iQASH Ltd. & ULTRUVA Ltd.  |  115B, Suite 3, Old Mint Street, Valletta, VLT1515, Malta
complaints@iqash.net  |  +356 275 695 42  |  www.iqash.net/policies
We will acknowledge receipt without undue delay and aim to respond within 10 business days (30 in exceptional cases). If you remain dissatisfied, you may escalate to the Office of the Arbiter for Financial Services, Msida MSD 1920, Malta - Freephone 80072366 - financialarbiter.org.mt
