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INTRODUCTION 

These procedures were elaborated in accordance with requirements of the Law 144 (1) 2007 and the 

Directive DI144-2007-01. The procedures describe dealing with client complaints. Client complaints 

are to be dealt with promptly and fairly. The Policy establishes minimum standards for the 

development and implementation of those procedures. 

GENERAL 

A "complaint" shall be deemed to include: 

• any written statement, including electronic communications, of a client, or any person acting 

on behalf of a client, or of a prospective client who has dealt with a Company or approved 

person, alleging a complaint involving the Company, approved person of the Company or 

former approved person of the Company if the complaint involves matters that occurred while 

the approved person was an approved person of the Company; 

 

• any written or verbal statement of complaint from a client or any other person relating to: 

(i) theft, fraud, misappropriation of funds or securities, forgery, money laundering, market 

manipulation, insider trading, misrepresentation, or unauthorized trading; or 

(ii) engaging in securities related business outside of the Company; and 

• any other verbal statement of complaint from a client  for which the nature and severity of the 

client's complaints will warrant, in the professional judgment of the AML & Compliance 

officer handling the complaint, the same treatment as a written complaint. 

 

CLIENT ACCESS 

At the time of account opening, Company must provide to new clients a written summary of the 

Company's complaint handling procedures. On account opening, the Company must also provide a 

Client Complaint Form ("CCF"), as approved by Board of Directors.  

In order to facilitate other access to the Company’s complaint handling procedures, the procedures are 

to be displayed on the web-site of the Company, so that clients are informed as to how to file a 

complaint and to whom they should address a complaint.  
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HANDLING OF CLIENT COMPLAINTS 

Upon receipt of a client complaint, the Company must send an initial response letter to the 

complainant within a reasonable time, and generally within 5 business days of receipt of the 

complaint. 

The Company must handle the complaint and provide its substantive response within the time period 

expected of a Company acting diligently in the circumstances.  The time period may vary depending 

on the complexity of the matter and shall not exceed 2 months.  The Company should determine its 

substantive response and notify the complainant in writing within no more than two months of receipt 

of the complaint, although in most cases the Company will be expected to do so within less time.  

Further, staff recognizes that, if the complainant fails to co-operate during the complaint resolution 

process, or if the matter requires an extensive amount of fact-finding or complex legal analysis, time 

frames for the substantive response may need to be extended.   In cases where a substantive response 

will not be provided within three months, the Company must advise the complainant as such and 

provide an explanation for the delay. 

It is not required that the complainant accept the Company's substantive response.  Where the 

Company has communicated its substantive response, the Company must continue to proactively 

address further communications from the complainant in a timely manner until no further action on the 

part of the Company is required. 

COMPLAINT PROCEDURES 

The Company's procedures for complaint handling are as follows: 

1. Initial Response - The initial response letter must include the following information: 

• A written acknowledgment of the complaint and the unique reference number ; 

 

• The name, job title and full contact information of the individual at the Company handling the 

complaint; 

 

• A statement indicating that the complainant should contact the individual at the Company 

handling the complaint if he/she would like to inquire about the status of the complaint; 
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• A summary of the Company's internal complaint handling process, including general timelines 

for providing the Company's response to complaints; 

 

• A request to the complainant for any additional reasonable information required to resolve the 

complaint; and 

 

• A reference to the CCF, a copy of which must be included for the complainant. 

 

 

2.  Substantive Response - The substantive response letter, which Company must provide to the 

complainant, may be accompanied by a summary of the Company's complaint handling procedures 

and must include a copy of the CCF.  The substantive response letter to complainants should have a 

reference to the unique reference number and also include the following information: 

• An outline of the complaint ; 

 

• Company’s substantive decision on the complaint, including reasons for the decision; and 

 

• A reminder to the complainant that he/she has the right to consider making a complaint to the 

CySEC. 

3. All client complaints and supervisory obligations must be handled by qualified 

supervisors/compliance staff.  Individuals who are the subject of a complaint should not handle the 

complaint unless other qualified supervisory staff is not available. 

4. The Company must ensure that the relevant approved persons and their supervisors and compliance 

officers are made aware of all complaints. 

5. The Company must put procedures in place so that senior management is made aware of complaints 

of serious misconduct and of all legal actions. 

6. The Company must maintain in a central place an orderly, up-to-date record of complaints together 

with follow-up documentation regarding such complaints, for regular internal/external compliance 

reviews.  For each complaint, the record should include the following information: 

• the date of the complaint  and its  unique reference number; 

 

• the complainant's name; 

 

• the name of the person who is the subject of the complaint; 
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• the security or services which are the subject of the complaint; and 

 

• the date and conclusions of the decision rendered in connection with the complaint. 

 

7. The Company must monitor information on complaints and supervisory investigations and should 

note trends in risk, including those related to specific approved persons or branches, subject matter, 

product types and procedures.  When a Company finds this activity to indicate material risk, internal 

procedures and practices must be reviewed and appropriate supervisory or other action must be taken. 

8. The complaints handling procedure is not chargeable to the client. 

SETTLEMENT AGREEMENTS 

No Approved Person shall, without the prior written consent of the Company, enter into any settlement 

agreement with, pay any compensation or make any restitution to a client. 

The Company may not impose confidentiality restrictions on clients or a requirement to withdraw a 

complaint with respect to the CySEC, regulatory authority, law enforcement agency, stock exchange 

or other trading market as part of a resolution of a dispute or otherwise. 

SUPERVISORY INVESTIGATIONS 

As noted above, the Company must conduct a reasonable investigation into all client complaints.  The 

level of an investigation will in part depend on the severity of the allegation and the complexity of the 

issues. 

In the case of certain serious cases outlined below, the Company has a duty to conduct a detailed 

investigation regardless of how the information came to the attention of the Company.   For example, 

such information may, instead of coming through a complaint, be identified during the Company's 

routine supervisory activity, or come from other Approved Persons of the Company or individuals 

outside the Company who are not clients.   In addition, this duty arises whether the information comes 

to the Company in written or verbal form.  If the information comes to the attention of the Company 

through a complaint the duty to conduct the supervisory investigation continues when a complainant 

purports to withdraw the complaint or indicates satisfaction with the result of the Company's 

complaint handling. 
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A Company has a duty to conduct a detailed investigation where it receives information to suggest the 

possibility that the Company or any current or former approved person has or may have contravened 

any provision of any law or has contravened any regulatory requirement, relating to: 

    (i) theft, fraud, misappropriation of funds or securities, forgery, money laundering, market 

manipulation, insider trading, misrepresentation, or unauthorized trading; or 

 

    (ii) engaging in securities related business outside of the Company; 

 

    (iii) engaging in an undeclared occupation outside the Company; or 

 

    (iv) personal financial dealings with a client. 

 

The detailed investigation in the circumstances may include interviewing: 

• the individuals of concern; 

 

• related supervisory personnel; 

 

• other branch staff; 

 

• head office personnel; or 

 

• external individuals who brought the information to the Company's attention. 

 

The detailed investigation may also require: 

• conducting a review at the branch or sub-branch; 

 

• reviewing files of the approved person relating to Company business; or 

 

• reviewing files and other documents in the approved person's custody or control that relate to 

outside business, where there is a reasonable possibility that such information is relevant to the 

investigation.  The Company has the right to require such information to meet their supervisory 

responsibilities and approved persons have an obligation to cooperate with such requests. 
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RECORD RETENTION 

Documentation associated with Company's activity under this Policy shall be maintained for a 

minimum of 5 years from termination of the Company's relationship with the client and made 

available to the regulatory authorities upon request. 

THE FINANCIAL OMBUDSMAN SERVICE  

 

If you are dissatisfied with our final response, you can either ask us to reconsider or you can refer the 

matter to the Financial Ombudsman Service (see details below) or Cyprus Securities and Exchange 

Commission following the link:  http://www.cysec.gov.cy/en-GB/complaints/how-to-complain/ . 

 

Referral of unresolved complaint to the Financial Ombudsman. 

If you are an individual, or a legal entity, trust or charitable entity that can be categorized as a 

consumer under the legislation governing the creation and operation of an Alternative Dispute 

Resolution framework in Cyprus (Financial Ombudsman), you are entitled to escalate a complaint to 

the Financial Ombudsman if the solution or action taken / provided by the Company is not to your 

satisfaction.  

 

A complaint to the Financial Ombudsman should be filed within 3 months from the receipt of the 

response from the Company if you are not satisfied with the resolution or if the Company does not 

respond at all.  

 

The Financial Ombudsman can be contacted as follows:  

Address: 13 Lord Byron Avenue, 1096 NICOSIA  

Phone: 22848900 (main number)  

Facsimile (Fax): 22660584, 22660118  

E-mail Complaints: complaints@financialombudsman.gov.cy  

Financial Ombudsman: fin.ombudsman@financialombudsman.gov.cy  

 

The complaint form shall be accompanied by the evidence of the paid fee (€20).  

The payment can be done at any of the following banks:  

(a) Co-operative Central Bank or Συνεργατικό Πιστωτικό Ίδρυμα, IBAN: CY16 0070 1010 0000 0000 

4002 8214  

(b) Hellenic Bank, IBAN: CY78 0050 0109 0001 0901 7087 6401  

(c) Bank of Cyprus, IBAN: CY52 0020 0195 0000 3570 1944 4789  

 

For more information, please visit the website (www.financialombudsman.gov.cy). 


