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COMPLAINTS HANDLING POLICY OF 

ORX-GC Limited, a company incorporated in Saint Lucia, with registration no. 2025-00286 and 

registered address at Ground Floor, The Sotheby Building, Rodney Village, Rodney Bay, Gros-Islet, 

Saint Lucia (hereinafter referred to as the “Company”, “we”)  

This Complaint Handling Policy (hereinafter referred to as the “Policy”) sets out the processes employed 

when dealing with complaints received by clients.  

Purpose of the Policy  

The purpose of this Policy is to outline an effective and transparent procedure in place for immediate 

complaint handling for all clients’ complaints so as to ensure the Company’s compliance with applicable 

laws, rules and/or regulations. For the purposes of this Policy, Complaint shall mean an expression of 

dissatisfaction by a client regarding the provision of investment and/ or ancillary services provided to 

him/her by the Company.  

The Company has appointed an Officer to efficiently handle any complaints from the clients. This is to 

allow the Company to resolve and apply mandatory measures to avoid any recurring issues.  

Procedure  

The Officer shall be responsible for handling Client complaints. The final settlement of non-trivial 

complaints shall be approved by Senior Management.  

In order to file a complaint, a client shall complete the Complaint Form developed by the Company 

(attached hereto as “Annex 1”), using any of the following options:  

- Email : support@ouryx.com  

- Postal Address: ORX-GC LIMITED  

Ground Floor, The Sotheby Building, Rodney Village, Rodney Bay 

Gros-Islet, Saint Lucia  

The following information should be provided to and recorded by the Officer, whenever possible, so as to 

make sure that the complaint is expedited in the most efficient and fair way for the best interest of the 

client:  

a. Full name of the client;  

b. Account Number;  

c. Date when the issue and/or problem first took place;  
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d. Short summary of the complaint;  

e. Disputed amount and currency; and 

f. Provide any other document or otherwise relevant to the complaint.  

Only duly completed and submitted Complaint Forms accompanied by adequate supporting evidence (as 

necessary) will be recorded as a Complaint by the Company and will be handled as such.  

When the Officer receives the client’s complaint then a written acknowledgement will be sent to the client 

within ten (10) business days.  

The Company will aim to provide a final response to your complaint within thirty (30) business days, 

however in case we are still not in a position to resolve the issue then the Officer will notify you in 

writing stating the reasons for the delay and indicate an estimated time to resolve the issue.  

In any case, a final response should be provided to the client within sixty (60) business days the latest 

from the date he submitted his complaint.  

Furthermore, should a client fail to reply to any communication from the Company (including Company’s 

final response) for a period of greater than one (1) month, the Company will consider the Complaint time-

barred and closed.  

Hence, in the event a client is still not satisfied with the decision issued in regards to their complaint, they 

may take further legal steps by filing a civil action in the competent Court in Saint Lucia.  

Client Records  

The Client should provide all relevant documentations as well as any additional information requested by 

the Officer to ensure all records are collected and the complaint is properly resolved on time.  

Disclaimer  

All of the above do not apply in case when the client owes money to the Company.  

In a case such as the above, the Company reserves its legal rights to initiate legal proceedings against the 

client, to recover any debts owed.  

Also, nothing set forth herein shall prevent either party from applying to the competent Court for any of 

the interim or injunctive reliefs.  

Each party acknowledges that a breach of the provisions set out herewith may cause the other party 

irreparable injury and damage and, therefore, any such breach may be enjoined through injunctive 

proceedings, in addition to, any other rights and remedies that may be available to either party as per 

applicable laws or in equity. 
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Annex 1: Client Complaint Form  

Client Information: 

Full Name/Legal Entity name  

(in case the Client is a legal person):  

Account Number:  

ID/Passport No/Registration No.:  Address:  

E-mail:  Telephone:  

Brief Summary of the Complaint: 

Date of Incident:  Disputed Amount:  

Description of the incident  

Name of Employee (if applicable):  Department (if applicable): 

 

Signature:  Date and Place:  

 


