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1. INTRODUCTION 

1.1 Maitland Luxembourg S.A. (“MLSA” or “the Company”) is a regulated specialised Professional 
of the Financial sector. 

1.2 MLSA has adopted this complaints handling policy (“the Policy”) in accordance with:  

1.2.1 CSSF Regulation 16-07 relating to the out-of-court resolution of complaints;  

1.2.2 Circular CSSF 19/718 relating to the adoption of the Guidelines on complaints-
handling for the securities (ESMA) and banking (EBA) sectors of 4 October 2018 (JC 
2018 35); and 

1.2.3 CSSF Circular 18/698. 

1.3 The Board of Directors of MLSA has appointed a Client Complaint Officer responsible for 
complaints handling. The appointment has been duly communicated to the Commission de 
Surveillance du Secteur Financier” (“CSSF”) and MLSA will update the CSSF in the event of any 
changes to this responsibility.  

1.4 The Policy has been designed for use in the event of any client complaint of a non-routine and 
serious nature. It is conceivable that a complaint may be brought by a person who has not 
entered into a client relationship with MLSA, for example a beneficiary or protector of a trust. The 
term “client” in this Policy includes reference to such persons who might conceivably have 
standing to bring a complaint. 

2. OBJECTIVES OF THE POLICY 

The objective of this policy is to: 

2.1 Ensure the Company is in compliance with the relevant laws, guidance and internal policies  

2.2 Establish an efficient and transparent framework for handling client complaints to ensure that 
complaints are treated fairly and promptly;  

2.3 Ensure that systematic and recurring problems are identified and rectified; and  

2.4  Improve the internal service delivery functions to clients.  

3. RESPONSIBILITIES 

3.1 Responsibility for the enactment, monitoring and enforcement of the policy rests with MLSA’s 
local Director. 

3.2 The Regulatory Compliance Officer (RCO) and his team will support the local Director in the 
implementation and maintenance of the policy, procedure and processes. 

3.3 All employees are subject to this Policy and MLSA places great emphasis on all employees 
understanding the Policy and the need to ensure complaints are treated appropriately at all 
times.  

4. COMPLAINTS POLICY 

MLSA is committed to: 
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4.1 Informing complainants in writing at the outset of the matter of their right to complain and how 

complaints can be made; 

4.2 Resolving complaints in a timely and fair manner, with each complaint receiving proper 
consideration; 

4.3 Managing complaints promptly, fairly, openly and effectively; 

4.4 Resolving all complaints free of charge; 

4.5 Providing each complainant with full written details, both at the time of engagement and at the 
conclusion, of Maitland’s complaints policy and the procedures for internal resolution of 
complaints; 

4.6 Informing complainants in writing of any rights they may have to refer their complaints to a local 
regulatory authority, ombudsman or equivalent if a complaint cannot be resolved to their 
satisfaction within six weeks from the date on which the complaint is received; 

4.7 Providing easy access to Maitland’s complaints resolution facilities; 

4.8 Informing clients of their right to cost updates, of their right to challenge their bill and when 
interest is payable on an unpaid bill; 

4.9 Maintaining full records of all complaints received for a period of five years; 

4.10 Reviewing procedures and systems in order to 

4.10.1 Avoid repeat occurrences of the specific complaint; 

4.10.2 Improve services, systems and procedures where necessary. 

4.11 Publishing the details of MLSA’s policy about any out-of-court resolution of complaints on the 
website, including the role of our regulators. 

5. DEFINITION OF A COMPLAINT 

5.1 A complaint is an expression of dissatisfaction, whether written or oral, from eligible complainants 
(predominantly MLSA’s clients/ investors or their agents) whether justified or not about MLSA’s 
provision of or failure to provide services, where a response is explicitly or impliedly expected. 

5.2 Examples of complaints include any situation where the complainant: 

5.2.1 may enter into a litigation against MLSA; 

5.2.2 may or has contacted the CSSF, a lawyer or the media; 

5.2.3 may take or has taken any other action which could adversely affect the reputation of 
MLSA; 

5.2.4 alleges unsatisfactory conduct or under-performance of a member of MLSA staff; 

5.2.5 alleges some form of mishandling by MLSA; and 

5.2.6 alleges lack of transparency by MLSA around fees or invoices. 
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5.3 Any situation where the complaint results in a notification to MLSA’s Professional Indemnity 

Insurers; or any situation where the complaint involves a payment for compensation or loss by 
MLSA.  

NOTE: Any expression of dissatisfaction around the level of fees charged by MLSA is not 
considered to be a complaint unless the complainant also alleges lack of transparency. The 
same applies to the performance of a fund.  

6. THE HANDLING OF A COMPLAINT  

6.1 Complaints may be expressed orally or in writing and must all be treated equally and seriously. A 
complaint may not necessarily be founded on valid arguments. In addition, CSSF Regulation 16-
07 defines a complaint as follows “complaint filed with a professional to recognise a right or to 
redress a harm”.  

6.2 All complaints must be brought to the attention of the relevant Department Manager immediately 
and transferred to the most Senior Manager / Head of the Department. They are then responsible 
for ensuring the complaint is diligently and impartially investigated and deciding by whom it will 
be investigated.  

6.3 On receipt of a complaint, the impacted Department acknowledges the concern being raised by 
the complainant and ascertain whether the complaint is of a routine nature and can be resolved 
immediately. 

6.4 The complaint shall be submitted in writing (where a verbal complaint is received), and shall 
contain the following information. 

6.4.1 The name of the person (s) that is subject to the complaint;  

6.4.2 The name of the client or client Company;  

6.4.3 The nature of the complaint; 

6.4.4 The date on which any relevant issues transpired, and;  

6.4.5 The desired outcome.  

6.5 The Manager is to acknowledge receipt of the complaint in writing within seven calendar days of 
receiving the written complaint, notifying the client that the Manager is responsible for dealing 
with the matter, and provide his / her contact details. Details regarding the MLSA Client 
Complaints policy and the client Complaint Officer approved by the Board can be accessed on 
MLSA’s website.  

6.6 The Manager is to investigate the complaint and review the client file / record and relevant 
documentation and attempt to resolve without delay. The Complaint Officer responsible for 
complaints handling and Compliance shall be informed immediately.  

6.7 The Manager responsible for complaints handling shall file the complaint to the complaints 
register setting the complaint on an open status and will consequently review and supervise the 
issue.  
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7. COMPLAINTS RESOLUTION PROCESS  

7.1 In accordance with CSSF Regulation 16-07, the Company shall provide a final response by no 
later than one month after the date of the receipt of the formal written complaint. Where the 
desired outcome cannot be provided within this period, MLSA will inform the complainant of the 
causes of the delay and indicate the date at which a response is likely to be made.  

7.2 The Out of Court Complaint resolution officer for Luxembourg is Eduardo Goulart. 
Eduardo.Goulart@maitlandgroup.com 
 

8. INVESTIGATION FOLLOW-UP 

8.1 Any client who disagrees with the response letter must notify MLSA of his objections. Any 
objection must be communicated to a Senior manager /Head of the firm / Client Complaint Officer 
who will co-ordinate the investigation and response to the complainant with a copy to the 
Compliance department. 

8.2 it is possible to seek CSSF’s out of court complaint resolution. This process is free of charge and 
will still allow the complainant or MLSA to pursue legal action afterwards if required.  

8.3 Based on section 15.5. of the CSSF Regulation 16-07, this approach could only be taken if the 
issue is forwarded to the CSSF within one year after the complaint has been filed with MLSA.  

8.4 Should a complaint be forwarded to MLSA from the CSSF, the Compliance Department will 
immediately send an acknowledgement letter to the regulator confirming receipt of the complaint. 
The complaint will then be dealt with in accordance with the process described in Chapter 6. 

9. THE CLOSING OF A COMPLAINT 

9.1 Once the letter has been sent, the client should be required to provide a response within 2 
months. Provided that a negative response has not been received, the complaint is considered to 
be closed after this period has elapsed. 

10. RECORD KEEPING 

10.1 All documentation on complaints will be kept and deleted in accordance with the requirements of 
the Document Retention Policy. 

If you are not satisfied with the outcome of your complaint you are entitled to discuss your complaint 
with the appropriate regulator in circumstances that the entity is a regulated entity. 
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