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The purpose of this procedure for processing customer complaints is to inform customers of the form 

and communication channels for submitting complaints, necessary data to be included in complaints, 

period for responding to the and form and communication channel used for the response. The 

Procedure also includes information about the body that conducts pre-judicial proceedings, 

jurisdiction and the supervisory authority to which customer may file a complaint regarding the 

activities Admiral Markets AS (hereinafter: AM). Clients reserve the right to express their discontent 

regards the provided products, services or their conditions, AM’s behavior, fulfilment of obligations 

etc., by submitting a corresponding complaint. 

  
1. Submission and acceptance of complaint 

 

1.1 The complaint must be submitted in written format by sending a respective e-mail to 

support@admiralmarkets.com or compliance@admiralmarkets.com. Acceptance and responding 

to complaints in other format will be considered if both parties agree to do so and if it is 

reasonable and practical under all circumstances. 

 
1.2 The client must provide the following information in the complaint addressed to AM: 

• First name and surname; 
• Contact information; 
• Trading account identification number; 
• Description of circumstances and time of occurrence the complaint is based on; 
• Identification numbers of relevant transaction orders and positions if necessary; 
• Description of the claim and if possible, documents or copies that would support the claim.  

 
1.3 If necessary, AM will provide assistance by granting general guidance for the formalization of 

complaints. 

  
1.4 AM has the right to refrain from reviewing a complaint that does not comply significantly with the 

format requirements and does not enable to identify the applicant’s identity. In such case, the 

client will be notified with the reasoning of why the complaint was not taken into process. 

  
1.5 The complaint must be filed at first chance from the occurrence of the circumstances, which led 

to the formation of the basis complaint. 
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2. Processing of complaint 

 
2.1 Resolution of a complaint begins with the registration of the client’s complaint in AM’s  database 

by a client and resolves with a final assessment or submission of response or with a compromise 

agreement. 

  
2.2 After receiving the complaint, AM shall inform the client immediately about the receipt of the 

complaint and the term of procedures  in a format which can be reproduced in writing to the 

client’s e-mail address or by any other means that both parties have agreed on. 

 
2.3 AM shall resolve complaints of natural persons (Consumer) within fifteen (15) business days and 

complaints of legal entities within thirty (30) business days from receipt of the complaint. If the 

resolution of the complaint is delayed due to complicated nature of the complaint or any other 

reasonable cause, AM shall notify the client in a format which can be reproduced in writing about 

the new term for response to the complaint and of the reasoning behind it. 

 
3. Responding to complaint 

 
3.1 If the claims in the Complaint are reasonable, AM will restore the Customer´s rights without the       

further delay or suggest another solution for the Customer. 

 
3.2 If AM refuses to meet some or all of the Customer´s demands, AM shall justify its decisions in the 

response sent to the Customer. 
 

3.3 AM undertakes the obligation to reply to the client in a format which can be reproduced in writing 

to the same e-mail address that the client has provided for  receiving the answer. AM may provide 

the answer to the client in any of the other agreed means of communication if both parties have 

previously agreed to do so. 

 
4. Supervisory authorities, bodies conducting pre-judicial proceedings, courts 

 

4.1 If the client has a dissenting opinion about the AM’s provided answer of compromise agreement, 

the client reserves the right to seek protection from the following supervisory authorities or bodies 

conducting pre-judicial proceedings based on the categorization of the client. The client also may 

file a statement of claim to the court. 

 

• The Estonian Financial Supervision Authority, address Sakala 4, Tallinn 15030, phone 6 680 

500, e-mail info@fi.ee. Webpage www.fi.ee 
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• The Consumer Protection Board, address Pronksi 12, Tallinn 10117, phone 6 201 700, e-

mailinfo@tarbijakaitseamet.ee (if the complaint is lodged by a natural person, who acts 

outside his trade of profession). Webpage www.tarbijakaitseamet.ee 

 
• European Commission Online Dispute Resolution. 

Further information https://ec.europa.eu/info/policies/consumers_en 

 

• Court according to jurisdiction. Further information: www.kohus.ee 
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