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GENERAL PROVISIONS 

1. UAB FMĮ Orion securities (hereinafter – the Company), in implementing its complaints-handling 
process, complies with the Law on Markets in Financial Instruments of the Republic of Lithuania, the Law 
on Consumer Rights Protection of the Republic of Lithuania, the Rules for the Handling of Complaints 
Received by Financial Market Participants approved by the Board of the Bank of Lithuania, Regulation 
(EU) 2016/679 of the European Parliament and of the Council of 27 April 2016 (the General Data 
Protection Regulation), and the joint guidelines on complaints-handling of the European Banking 
Authority and the European Securities and Markets Authority. 

2. This Complaints Handling Policy governs the complaints-management process, covering the receipt, 
acceptance, registration and handling of Clients' Complaints, the provision of replies, the assessment of 
complaints-handling results, and other related actions and procedures. 

3. In order to ensure the prompt and fair handling of Applicants' Complaints, as well as the retention of 
information on measures taken to resolve a Complaint and of Complaints and related documents and 
information, this Policy establishes the procedures for the acceptance and handling of Complaints and 
for the retention of information related to Complaints. 

4. The main terms used in this complaints-handling Policy: 

4.1 Policy – this complaints-handling policy; 

4.2 Law – the Law on Markets in Financial Instruments of the Republic of Lithuania. 

4.3 Rules – the Rules for the Handling of Complaints Received by Financial Market Participants, 
approved by the Board of the Bank of Lithuania, as currently in effect; 

4.4 GDPR – Regulation (EU) 2016/679 of the European Parliament and of the Council of 27 April 2016 
on the protection of natural persons with regard to the processing of personal data and on the free 
movement of such data (General Data Protection Regulation); 

4.5 FI – financial instruments, as defined in the Law; 

4.6 Client – a natural or legal person to whom the Company provides investment services and/or 
ancillary services; 

4.7 Applicant – a person who has submitted a Complaint regarding services provided by the Company 
and/or agreements concluded with the Company, i.e. an existing or potential Client or its 
representative; 

4.8 Complaint – a written request submitted by the Applicant to the Company, stating that the person's 
rights or legitimate interests related to the services provided by the Company or agreements 
concluded have been violated, and requesting that the Applicant's claims be satisfied; 

4.9 Complaints Register – a register or an equivalent computerised document-registration system in 
which Complaints received directly from Applicants, by post, at any office of the Company, by fax, 
e-mail or other electronic means are recorded. The form of the Complaints Register is set out in 
Annex 1 to this Policy;  

4.10 Employee – means any employee of the Company. 

5. Other terms used in this Policy shall be understood as defined in the Law and other legal acts of the 
Republic of Lithuania. 

SUBMISSION OF COMPLAINTS  

6. A Client who believes that the Company is providing services improperly or is otherwise infringing the 
Client's rights or legitimate interests, or on other justified grounds as provided for in this Policy, shall have 
the right to submit a Complaint. 

7. The Company must handle Complaints submitted in writing by the means specified in this clause. 
Applicants may submit Complaints: 

7.1 directly to any Employee; 

7.2 by post; 

7.3 by e-mail: compliance@orion.lt 

mailto:compliance@orion.lt
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7.4 orally (by telephone or in person at the Company's premises); in such a case, the Employee 
receiving the Complaint must immediately record the content of the Complaint in writing and handle 
it further in accordance with the procedure set out in this Policy. 

8. Complaints must be drawn up in an orderly and legible manner. The Complaint must state: 

8.1 the Applicant's first name and surname,  

8.2 the date of submission of the Complaint,  

8.3 the Applicant's exact address, if a reply is requested to that address,  

8.4 a contact telephone number,  

8.5 other relevant contact information, and  

8.6 the signature of the Applicant (or its representative). If the Complaint is submitted by the Applicant's 
representative, a power of attorney in the form prescribed by legal acts, or another document 
confirming the representative's authority to act on behalf of the Applicant, must be attached to the 
Complaint. 

8.7 The Complaint must also clearly identify the actions of the Company, its Employees and/or 
representatives being complained of (the circumstances of the dispute) and set out the Applicant's 
reasoned, specific and clear claims. 

9. The Applicant must contact the Company no later than within 3 (three) months from the day on which the 
Applicant became aware, or should have become aware, of the violation of its rights or legitimate 
interests. 

REGISTRATION OF COMPLAINTS  

10. As soon as possible, but no later than within 3 working days of the date of receipt of the Complaint, the 
Company shall provide the Applicant with confirmation of receipt of the Complaint, indicating the person 
or unit that will handle the Complaint and the indicative time limit for providing a reply, except where a 
final reply is already provided to the Applicant within that period. 

11. The Employee to whom the Complaint is submitted, or who accepts the Complaint on behalf of the 
Company, shall be responsible for accepting the Complaint and its initial registration in the Complaints 
Register. Upon receiving a Complaint, the Company's Employee shall register it in the Complaints 
Register on the same working day. 

12. The Complaints Register must contain the following data identifying the Complaint: 

12.1 the registration number; 

12.2 the Applicant's first name and surname, or name; 

12.3 the Applicant's contact details specified in the Complaint; 

12.4 the date and means of receipt of the Complaint; 

12.5 the substance of the Complaint (a brief summary); 

12.6 the Company services or products complained of, and their type; 

12.7 the date on which the reply was provided to the Applicant; 

12.8 the final outcome of the handling of the Complaint (the decision); 

12.9 the first name, surname and position of the Company employee who handled the Complaint and 
provided the reply to the Applicant. 

13. It is also recommended that the Register record all other actions of the Company related to the handling 
of the Complaint, such as seeking advice from external lawyers, internal discussions regarding the 
circumstances set out in the Complaint, internal inspections, etc.  

14. Having registered the initial information on the Complaint received, the Employee who accepted the 
Complaint shall forward the Complaint and all information related thereto to the Company's compliance 
officer, who shall be responsible for recording further data and the progress of the handling of the 
Complaint in the Complaints Register. 
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HANDLING OF COMPLAINTS  

15. When handling Complaints, Employees must be guided by the principles of respect for human rights, 
justice, good faith, reasonableness, objectivity, impartiality and efficiency. Complaints shall be handled in 
accordance with the general principles of reasonableness, good faith, justice and cost-effectiveness, in 
cooperation with the Applicant and with a view to reaching an amicable resolution wherever possible. 

16. The Company's compliance officer shall be responsible for the handling of Complaints. 

17. The Company must ensure that the Compliance Officer handling a Complaint did not participate in the 
actions or decisions to which the Complaint relates, and that no conflict of interest arises in respect of 
that officer. In the event of a conflict of interest, another person shall be appointed to handle the 
Complaint. If this is not possible due to the size of the Company or the organisation of its activities, the 
Company shall take other reasonable measures to manage any potential conflict of interest and to 
mitigate its impact on the outcome of the handling of the Complaint. 

18. In order to comprehensively examine the Complaint, the Company's compliance officer shall, inter alia: 

18.1 gather and assess all documents and data relating to the Complaint being handled; 

18.2 analyse and assess the historical data on the servicing of the Applicant; 

18.3 analyse and assess the Applicant's previous Complaints (if any); 

18.4 assess other available information relevant to the handling of the Complaint (agreements 
concluded by the Applicant, data related to the performance of obligations to the Company, etc.); 

18.5 communicate with the Applicant, where necessary; 

18.6 where additional clarifications and/or other written evidence are needed to examine the Complaint, 
request the Applicant or its representative to provide additional information.  

19. The compliance officer must examine the Complaint and provide a reply to the Applicant as soon as 
possible, but no later than within 15 working days of receipt of the Complaint, except as otherwise 
provided by this Policy and applicable legal acts. In exceptional cases, where a Complaint cannot be 
examined within the period specified in this clause, the Company's compliance officer must notify the 
Applicant thereof, provide an interim reply, and indicate the circumstances of the delay in providing the 
reply and the time limit by which the Complaint will be examined and a reply provided to the Applicant. 
The overall period for handling a Complaint, including any extension, should not exceed 35 working days 
from the date of receipt of the Complaint. 

20. Complaints shall be handled in writing. In exceptional cases, meetings between the parties may be 
arranged with a view to settling the dispute amicably. Such a meeting may be arranged either by the 
Applicant who submitted the Complaint or by the Company.  

21. Complaints shall be handled free of charge. 

PROVISION OF THE RESPONSE 

22. The Company must accept all Complaints submitted to it that meet the requirements set out in this Policy. 
If the Company is not responsible for the conduct referred to in the Complaint received, the Company 
must reply to the Applicant as soon as possible, but no later than within 15 working days, stating the 
reasons for refusing to handle the Complaint and, where possible, indicating to the Applicant the financial 
market participant responsible for handling its Complaint. 

23. The compliance officer must ensure that the reply to the Applicant is prepared competently, clearly and 
comprehensibly, in accordance with the requirements of the document preparation and registration 
procedure, properly drawn up on the Company's letterhead and signed. The Company's reply shall in all 
cases be provided in writing. 

24. If the Applicant's Complaint contains a monetary claim, the reply to the Client must be agreed with the 
head of the Company's administration. 

25. Where the Company disagrees with the Applicant's claims, or agrees with them only in part, the Company 
must, no later than within 15 calendar days of the date of receipt of the Complaint, unless another time 
limit is set by law or European Union legal acts, provide the Applicant with a comprehensive, reasoned 
written reply supported by documents. Copies of such documents must be attached to the Company's 
reply. Where the Applicant's Complaint is not satisfied or is satisfied only in part, the reply must clearly 
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set out the reasons for refusing to satisfy the Complaint and indicate other means of protecting the 
Applicant's interests, including but not limited to: 

25.1 if the Client may be regarded as a consumer under applicable legal acts, informing the consumer 

of its right, in respect of the Company's activities supervised by the Bank of Lithuania, to submit, 

within 1 (one) year from the date of contacting the Company, an application to the Bank of 

Lithuania, address: Gedimino pr. 6, LT-10100 Vilnius, website: www.lb.lt, for an out-of-court dispute 

resolution procedure at the Bank of Lithuania in accordance with the procedure established by law. 

The requirements for such an application and the procedure for its submission are established by 

the Law on the Bank of Lithuania of the Republic of Lithuania; 

25.2 if the Client may be regarded as a consumer under applicable legal acts, informing the consumer 

that, in respect of disputes with the Company not arising from financial services, the entity 

responsible for out-of-court dispute resolution is the State Consumer Rights Protection Authority, 

address: Vilniaus g. 25, LT-01402 Vilnius, website: www.vvtat.lt. The requirements for such an 

application and the procedure for its submission are established by the Law on Consumer Rights 

Protection of the Republic of Lithuania; 

25.3 that, in respect of disputes arising from the protection of personal data and/or privacy, the entity 

responsible for out-of-court dispute resolution is the State Data Protection Inspectorate, address: 

L. Sapiegos g. 17, LT-10312 Vilnius, website: www.ada.lt. The requirements for such an application 

and the procedure for its submission are established by the Law on Legal Protection of Personal 

Data of the Republic of Lithuania. 

26. The reply shall be registered in the Complaints Register. The original reply, together with any 
accompanying documents, shall be provided to the Applicant or its representative by e-mail or by other 
means agreed with the Applicant. 

27. Having received a reply from the Company that does not satisfy the Applicant, the Applicant shall have 
the right to contact the Bank of Lithuania in writing or electronically within 1 (one) year of contacting the 
Company. An Applicant who has missed the specified time limit for contacting the Bank of Lithuania shall 
lose the right to contact the Bank of Lithuania in respect of the same dispute, i.e. on the same subject 
matter (claim against the Company) and on the same grounds (the circumstances on which the claim is 
based), regardless of whether the Applicant has repeatedly contacted the Company.  

ASSESSMENT OF COMPLAINTS-HANDLING RESULTS AND RECORD RETENTION 

28. In order to identify its shortcomings and potential legal or operational risk, the Company must continuously 
assess the results of the handling of Complaints. In the course of this assessment, the Company's 
compliance officer must: 

28.1 collect information on similar complaints relating to a particular service or product and analyse such 
information in order to identify the root cause of complaints, and propose to the Company's 
management the priorities for addressing such causes; 

28.2 assess whether the root cause of certain complaints may give rise to complaints regarding other 
services or products; 

28.3 assess whether the root causes of complaints can be eliminated, and propose to the Company's 
senior management ways of eliminating them; 

28.4 ensure that information on recurring or systemic causes of complaints is regularly provided to 
senior management and/or heads of departments so that they can effectively perform their 
functions. 

29. The compliance officer shall present the results of the assessment of complaints-handling results in 
compliance reports submitted to the Company's senior management no less frequently than once a year. 
This information shall also be used in assessing and improving the Company's product governance 
processes for the services and financial instruments it provides. Having reviewed the information provided 
by the compliance officer on the Complaints received by the Company and the results of their handling, 
and having assessed the compliance officer's proposals regarding the priorities and means of eliminating 
the causes of Complaints, the Company's senior management shall take appropriate decisions to 
eliminate the identified root causes of Complaints. 
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30. The Company shall retain information on the senior management's decisions regarding the elimination of 
operational shortcomings identified on the basis of Complaints, and regarding risk management, for no 
less than 3 years. 

31. All material and information related to Complaints must be retained for no less than 3 years from the date 
on which the final reply was provided to the Applicant. Electronic documents relating to Complaints shall 
be stored on the Company's server; material and information relating to Complaints submitted in other 
formats shall be stored together with other Client documents. 

32. Information related to Complaints that contains personal data shall be processed in accordance with the 
requirements of the GDPR and the Company's personal data processing rules. Upon expiry of the 
retention period specified in this clause, personal data shall be destroyed or anonymised, unless other 
legal acts provide for a longer retention period or an obligation to retain the data for a longer period. 

PUBLIC DISCLOSURE OF INFORMATION AND REPORTING TO THE BANK OF LITHUANIA 

33. The Company shall publish information on its complaints-management process on its website 
www.orion.lt and must provide such information to any Client upon request. The information publicly 
disclosed and provided to Clients must be clear, accurate, up to date and must include: 

33.1 the information the Applicant must include in the Complaint; 

33.2 the contact details of the person or unit to which the Complaint must be submitted; 

33.3 the time limit within which the Company must examine the complaint; 

33.4 information on the Applicant's ability to refer the Complaint to the competent complaints-handling 
authority. 

34. The Company must, by 1 March of the following year after the end of each calendar year, submit to the 

Bank of Lithuania, by electronic means, information on complaints received and the assessment of 

complaints-handling results, in accordance with the requirements set out in the Description of the 

Procedure for the Submission of Reports on Complaints Received by Financial Market 

Participants(hereinafter – the Rules) (Annex 2 to this Policy) 

35. Where the Company determines (becomes aware), before the expiry of the reporting deadline set out in 

the Rules, that the data in the reports submitted to the Bank of Lithuania are inaccurate, incomplete, 

erroneous or otherwise defective (hereinafter – inaccuracies), it must correct the data in such reports and 

resubmit them to the Bank of Lithuania before the expiry of the reporting deadline set out in the Rules. 

36. Where the Company determines (becomes aware), after the expiry of the reporting deadline set out in 

the Rules, that the reports submitted to the Bank of Lithuania contain inaccuracies, it must, no later than 

within 5 working days of such determination (becoming aware), notify the Bank of Lithuania thereof in 

writing and submit to the Bank of Lithuania reports with corrected data in accordance with the procedure 

set out in the Rules. In the notification referred to in this clause, the Company must indicate the following 

information: 

36.1 the reasons for the inaccuracies; 

36.2 the lines of the reports in which the inaccurate data were identified; 

37. the reporting period(s) for which the report data need to be corrected.The Company must compile and, 
upon request of the Bank of Lithuania, provide information on the number of complaints received, broken 
down by the reasons for submission and the results of handling (complaints received, complaints 
examined, complaints upheld, complaints partially upheld). 

FINAL PROVISIONS 

38. This Policy, and any amendments or supplements thereto, shall enter into force upon approval by the 
Company's Management Board. 

39. The head of the Company's administration shall be responsible for the proper implementation of this 
Policy. 

40. All Employees shall be made familiar with this Policy against signature and must comply with it. 

http://www.orion.lt/
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41. This Policy shall be reviewed no less frequently than once a year, and also whenever the legal acts 
governing it or the organisation of the Company's operations change. 

42. The Company's compliance officer must monitor the effectiveness of the Company's complaints-
management process and, where necessary, ensure that it is updated and that any identified 
shortcomings are corrected. 
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Annex 1 
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Annex 2 

 
 

DATA ON COMPLAINTS RECEIVED REGARDING FINANCIAL INSTRUMENTS 
 
Form SKND_01. This form indicates the number of complaints received during the reporting period, broken 
down by the services provided by the financial market participant and the type of complaint. 
  

  
Column name 

  
Instructions for completion 

  
Received (R) / upheld or partially 
upheld (U) complaints 

  
The status assigned to the complaint, selecting one of the following 
options: 
Received. Selection mandatory. 
Upheld or partially upheld complaints. Selection mandatory where the 
complaint is upheld or partially upheld. 

  
Type of service, financial 
instrument 

  
Complaints are grouped by the type of service or financial instrument 
provided by the financial market participant, selecting one of the 
following options: 

 
Financial instruments and crypto-assets 
  
Financial instruments 
  
Crypto-assets 
  

  
Type of complaint 

  
Complaints are grouped according to their nature: 
   
Financial instrument and crypto-asset services 
  
Reception, transmission and execution of client orders 
  
Disclosure of information 
  
Portfolio management of financial instruments or crypto-assets 
  
Provision of investment recommendations 
  
Transaction administration – settlement, safekeeping of assets, etc. 
  
Performance of contractual terms and fees charged        
  
Management of conflicts of interest   
  
Application of anti-money laundering (AML) and counter-terrorist 
financing (CTF) prevention measures    
  
Distribution of financial instruments or crypto-assets      
  
Administration of a multilateral trading facility       
  
Exchange of crypto-assets for funds and/or other crypto-assets  
  
Other reasons 
  

  
Form SKND_02. This form presents the financial market participant's assessment of the results of handling 
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complaints received, and a description of complaint causes other than those specified in Form SKND_01. 
  

  
Column name 

  
Type 

  
Instructions for completion 

  
Completion option 

  
Assessment of 
the results of 
handling 
complaints 
received 

  
Text 

  
Information is provided on the financial market 
participant's assessment of the results of handling 
complaints received, carried out pursuant to point 
23 of the Rules, and/or a copy of the material 
presented to the financial market participant's 
management on the analysis of complaints received 
during the reporting period, carried out pursuant to 
point 23.5 of the Rules. This information should 
include decisions taken (or planned) to eliminate 
operational shortcomings identified on the basis of 
complaints and to manage risk. If the assessment of 
complaints-handling results did not identify any 
operational shortcomings, this should also be stated. 

  
Mandatory 

  
Document title 

  
Text 

  
If information on the assessment of complaints-
handling results has already been provided to the 
Bank of Lithuania before the date of submission of 
the report, the titles of the documents containing this 
information shall be indicated 

  
Mandatory 

  
Date of 
submission of the 
document 

  
Date 

  
If information on the assessment of complaints-
handling results has already been provided to the 
Bank of Lithuania before the date of submission of 
the report, the date on which the documents 
containing this information were submitted in the 
system shall be indicated 

  
Mandatory 

  
Description of 
other complaint 
causes 

  
Text 

  
The number of complaints received and upheld is 
indicated, and the causes of such complaints are 
described. 

Mandatory if the share 
of complaints 
attributed to other 
causes is 10 per cent 
higher compared to all 
complaints 

Total number of 
complaints 
received (units) 

Numeric 
The total number of complaints received during the 
reporting period is indicated. 

Mandatory 

 


