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1. GENERAL PROVISIONS 
 

PAYVER LIMITED is a limited liability company duly incorporated in the United Kingdom with the 

incorporation number 11692215. The Company is set to be authorized by the Financial Conduct 

Authority (FCA) of United Kingdom to operate as Small e-Money issuer Institution (SEMI) under 

the license (registration) FCA Ref. No.: 901016 . The Company is supervised and regulated by the 

FCA since 20.02.2020. It is the policy of the Company that complaints   are addressed, 

investigated and promptly resolved. The Company is required to have in place and make 

available to its Customers a procedure for dealing with complaints. The process of submitting 

complaints by complainants and accepting and resolving complaints by the Company is described 

in this document. Complaint Handling Procedure shall be available to Customers of the Company 

through the Company’s website. 

2. DEFINITIONS: 
 

Complaint – a statement of dissatisfaction addressed to the Company relating to the provision 

of the Company’s services. 

Complainant - a person who is presumed to be eligible to have a Complaint considered by the 

Company and who has already lodged a Complaint. 

Customer – a legal entity or individual that has established business relationships with the 

Company or receives services from the Company. 

Company – PAYVER LIMITED. 
 

3. COMPLAINTS: 
 

3.1. General principles of dealing with complaints: 

3.1.1. The Company shall ensure confidentiality of all Complaints. 

3.1.2. The Company intends to resolve all Complaints fairly and within reasonable time. 

3.1.3. The Company intends to maintain Customers’ confidence and trust in services 

provided by the Company. 

 
3.2. Complaint Categories: 

Complaints shall fall into following categories, according to the nature of alleged 

misadministration by the Company: 

- Complainant’s account and transactions performed on the account; 

- Dissatisfaction with the Company’s services or actions of its employees; 

- Violation of the Complainant’s rights under the law or any of the agreements 

between the Customer and the Company; 

- Complaints from non-customers. 
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3.3. Verbal Complaints: 

3.3.1. Verbal Complaints - Complaints that do not require response or action from the 

Company, for example, general criticism of the Company, dissatisfaction with the 

standard of services or actions of the Company’s employees. Verbal Complaints may 

be communicated to the employees of the Company over any means of voice 

communication. 

3.3.2. The Company may respond or take action with regards to the particular Verbal 

Complaint at its sole discretion. 

3.3.3. No Verbal Complaints shall be accepted with regards to Customer’s account or any 
transactions. 

 
3.4. Written Complaints: 

3.4.1.   Written Complaints – Complaints that require response or action on behalf of the 

Company.  

3.4.2.   In order to accept, record, analyse, take action and respond to the Complaint, it must 

be in writing and, where applicable, shall include the following information: the 

Customer’s name, account number, type, date and number of transaction that 

caused the Complaint, description of the issue, remedy sought by the Complainant 

and other observations, grounds and evidence as the case may be. 

3.4.3. Complaints may be sent to the e-mail address of a relationship manager who 

communicates with the Complainant/Customer on behalf of the Company or to the 

contact e-mail address available at the Company’s website. 

3.4.4. Complaints may be filed electronically through the Company’s internet-banking 

system or via “Contact us” form available at the Company’s website. 

3.4.5. Complaints may be sent by post to the Company’s mailing address available at its 

website or delivered to that address personally by the Complainant. 

3.4.6. The Company will not be able to accept and address any Complaint relating to the 

Customer’s account or any transactions if the Complaint does not fulfil the 

requirements set forth by the section 3.4.2. Complainants will have to comply with 

these requirements for their Complaints to be acknowledged and resolved. 

 

3.5. Complaints Handling Process 

3.5.1.   In order to resolve the Complaint in a fair amicable way, the Complainant shall 

cooperate with the Company, perform any necessary actions and provide all 

requested information and documents. 

3.5.2.   The Company shall maintain record of incoming Complaints and their resolution. 

The Company shall retain all documents relating to Customers’ Complaints, including 

initial Complaint notification, correspondence with\from the Customer, all 

documents used for investigating the Complaint. 

3.5.3. Compliance Officer of the Company shall consider acceptability of each Complaint. 
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In case the Complaint deals with alleged fault in performance of the Company’s 

services or infringement of Customer’s rights under the law or any agreements 

between the Customer and the Company, Compliance Officer shall accept and 

acknowledge the Complaint and ensure that the Complainant is informed about the 

time frame for its investigation and resolution. 

3.5.4. If the Company does not relate the Complaint to provision of services or it is related 

to the activities of another entity for which the Company has no legal or regulatory 

responsibility, the Complainant shall be informed that the Complaint cannot be 

addressed by the Company. 

3.5.5. Within reasonable time period the Company shall investigate all acknowledged 

Complaints by obtaining all information available about the disputed issue, including 

but not limited to the Company’s records and Complainant’s transaction history. 

3.5.6. Compliance Officer shall ensure the Complainant is informed about the Company’s 

decision regarding the Complaint. 

3.5.7. In order to inform the Complainant of the Company’s final decision regarding the 

Complaint, the Company may contact the Complainant in any way available, using the 

contact information registered with the Company: e-mail, postal address, etc. 

3.5.8. Compliance Officer shall ensure that the Complainant receives initial response from 

the Company electronically within 30 days from the date of Complaint acceptance. If 

the issue requires a more thorough investigation and cannot be resolved within 30 

days, the Company shall send the Complainant a notification informing him/her that 

the Company shall contact the Complainant when it reaches the outcome of 

investigation. 

3.5.9. When the Company arrives at a resolution of the Complaint, the Company shall 

inform the Complainant of the results and remedial actions, if any, to be taken by the 

Company. 

 

4. COMPLAINTS TIME BARRING RULES: 

 

The complaint-handling rules set time limits for customer who want to bring a complaint to us. 

These time limits are: 

1) more than six months after the date on which the respondent (we are) sent the 

complainant its final response, redress determination or summary resolution 

communication; or 

2) more than: 

a) six years after the event complained of; or (if later) 

b) (b)three years from the date on which the complainant became aware (or ought 

reasonably to have become aware) that he had cause for complaint; 

unless the complainant referred the complaint to the respondent or to the 
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Ombudsman within that period and has a written acknowledgement or some other 

record of the complaint having been received; 
 

5. MISCELLANEOUS: 

5.1. This Complaint Handling Procedure does not affect the Customer’s right to take his 

Complaint to the Supervising authority, ombudsman or other competent authority. If 

the Complainant is dissatisfied with the Company’s final decision and the response 

from the competent authority, he is entitled to take legal action. 

Client may choose to complain about Payver, its products, services or actions to the 
Financial Services Ombudsman http://www.financial-
ombudsman.org.uk/consumer/complaints.htm by: 

• Phone: +44 300 123 9 123 or +44 800 023 4567 from 8am to 8pm Monday to Friday, 
and from 9am to 1pm on Saturdays. 

• E-mail: complaint.info@financial-ombudsman.org.uk 

• Online: https://help.financial-ombudsman.org.uk/help 
 

5.2. All complaints, as well as any disputes between the Company and its Customers shall 

be dealt with in United Kingdom, in accordance with the Company’s regulations 

regarding Complaint handling and applicable laws of the United Kingdom. 

5.3. All questions regarding the process of dealing with Complaints can be directed to: 

• The particular relationship manager who communicates with the Customer. 

• The mailing address of the Company available at its website. 

• “Contact us” form available at the Company’s website. 

• Contact e-mail address available at the Company’s website. 
 

6. COMPLAINTS HANDLING TIME LIMIT: 

For eligible complainants the final response to complaints about rights and obligations arising under 

Parts 6 and 7 of the PSRs 2017 (‘a PSD complaint’) and Part 5 of the EMRs (‘an EMD complaint’) by: 

• the end of 15 business days (refers to any day in which normal business operations are 

conducted. This is generally considered to be Monday through Friday from 9 a.m. to 5 p.m. 

local time and excludes weekends and public holidays) after the day on which it received the 

complaint;  

or 

• in exceptional circumstances, where the respondent cannot send a final response within this 

period, for reasons beyond the control of the PSP, by the end of 35 business days after the 

day on which it received the complaint. 
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