APPROVED
by Order No. VĮ-20 of 14 September 2026 of the Head of the Concert Institution Šiauliai State Chamber Choir “Polifonija”
CONCERT INSTITUTION ŠIAULIAI STATE CHAMBER CHOIR “POLIFONIJA”

RULES FOR THE PROVISION OF SERVICES TO CONSUMERS

SECTION I

GENERAL PROVISIONS
1. The Rules for the Provision of Services to Consumers (hereinafter – the Rules) of the Concert Institution Šiauliai State Chamber Choir “Polifonija” (hereinafter – the Institution) establish the conditions for the provision of professional performing arts, cultural and entertainment services by the Institution; the rights and obligations of the Institution and consumers (audience members); the conditions for the purchase, reservation, exchange and refund of tickets and subscriptions; requirements for safe conduct; the procedure for granting discounts and complimentary tickets; and liability.

2. The Rules have been drawn up in accordance with the Law on Consumer Protection of the Republic of Lithuania, the Law on Professional Performing Arts of the Republic of Lithuania, the Civil Code of the Republic of Lithuania, the Law on Copyright and Related Rights of the Republic of Lithuania, the Law on Legal Protection of Personal Data of the Republic of Lithuania, Regulation (EU) 2016/679 of the European Parliament and of the Council of 27 April 2016 (GDPR), the Rules on the Provision of Sports, Cultural and Entertainment Services and on Consumer Information in the Provision of Such Services, approved by Resolution No. 623 of the Government of the Republic of Lithuania of 25 June 2008, as well as other applicable legislation.

3. The principal terms used in these Rules:

3.1. Service Provider (Institution) – the Concert Institution Šiauliai State Chamber Choir “Polifonija”, providing professional performing arts, cultural and entertainment services.

3.2. Consumer (audience member) – a natural person who purchases or uses a service provided by the Institution.

3.3. Ticket – a document, including an electronic ticket, confirming the conclusion of a contract between the consumer and the service provider or its authorised representative and entitling the holder to use the service specified on the ticket.

3.4. Invitation – the right granted to a natural person to attend an event organised by the Institution free of charge or with a 100 per cent discount.

3.5. Subscription – a package of tickets to three concerts, valid for a specified period and subject to specified conditions.

3.6. Event – an event organised by the Institution or another organiser, admission to and/or participation in which is permitted by a ticket or another document confirming the right of admission.

3.7. Reservation – an advance booking of a service establishing the conditions for the purchase and payment of a ticket.

3.8. Services – professional performing arts, cultural and entertainment services provided by the Institution, including concerts, festivals, educational activities, exhibitions, celebrations and other events.

3.9. Place of Service Provision – the Concert Institution Šiauliai State Chamber Choir “Polifonija”, Aušros al. 15, Šiauliai, including the Grand Hall and the Small Hall, unless otherwise specifically indicated.

4. Other terms used in these Rules shall have the meanings assigned to them in the applicable legislation of the Republic of Lithuania.

5. The Rules apply to all consumers of the Institution’s services. In relation to minors, the Rules apply taking into account their age and the responsibilities of accompanying adults.

6. By purchasing a ticket or otherwise lawfully acquiring the right to enter the premises of the Institution, the consumer confirms that they have been given the opportunity to familiarise themselves with the Rules. The Rules are published on the Institution’s website and, where applicable, made available at the point of sale.
SECTION II

INFORMATION PROVIDED TO CONSUMERS
7. The Institution publishes information on events and services, their prices, times, venues, performers, essential conditions, applicable discounts and changes on the Institution’s website www.polifonija.lt, in ticket distribution systems, at the box office and through other information channels used by the Institution.

8. Information must be provided to the consumer clearly, accurately, comprehensively and in a non-misleading manner. Where discrepancies occur between different information channels, the Institution shall promptly take steps to correct or clarify the information.

9. If an event is changed for objective reasons (e.g. illness of a performer, technical obstacles or other circumstances beyond the Institution’s control), the Institution shall announce the change as soon as possible using available means of communication.

10. Information on the Institution’s website shall be published in accordance with the procedure established by law. The Institution seeks to ensure that information is accessible and available to persons with individual accessibility needs.
SECTION III
PROCEDURE FOR THE PURCHASE, RESERVATION, EXCHANGE AND REFUND OF TICKETS AND SUBSCRIPTIONS
11. Ticket and subscription prices shall be determined by decision of the Head of the Institution or another competent body in accordance with the procedure established by law.

12. Tickets may be purchased at the Institution’s box office, online through a ticket distribution system selected by the Institution, or at the event venue where on-site sales are provided.

13. The ticket shall contain the information required by law, including the name of the service provider, the name of the event, venue, date and starting time, price (including applicable taxes and charges) and, where applicable, the seat allocated to the consumer.

14. A subscription consists of tickets to 3 different events purchased during the subscription sales period. Subscriptions may be purchased only at the Institution’s box office. When purchasing a subscription, the audience member is issued tickets to all 3 subscription events at once. The number of subscriptions is limited. Depending on sales volumes, the Institution has the right to suspend or extend the subscription sales period.

15. Box office opening hours are displayed at the box office and on the Institution’s website. Payment may be made using the payment methods accepted by the Institution.

16. The availability, period and payment conditions for ticket reservations are published on the Institution’s website or communicated to the consumer at the time of reservation. An unpaid reservation may be cancelled upon expiry of the specified deadline.

17. An electronic ticket may be presented on a mobile phone or in printed form, unless otherwise stipulated by the relevant ticket distribution system. The same ticket may be used only once. The ticket holder is responsible for safeguarding the ticket and not disclosing it to third parties, to the extent permitted by law.

18. If a ticket is lost, stolen or damaged, the possibility of restoring it depends on the ticket distribution system and the Institution’s technical capabilities; these Rules alone may not restrict rights granted to consumers by law.

19. A subscription remains valid until the services specified therein have been provided or until the expiry of the validity period stated therein. Any unused part of a subscription is non-refundable and non-compensable.

20. Once a ticket or subscription has been purchased, it may not be exchanged for another date or refunded, except where the relevant event for which the ticket or subscription was purchased is cancelled, rescheduled or replaced by another event through no fault of the audience member. Therefore, before purchasing tickets or subscriptions, audience members must carefully assess all information about the event made available to them and publicly accessible, as well as their own ability to attend and participate.

21. If an event is cancelled, rescheduled or replaced by another event through no fault of the consumer and the consumer therefore does not wish to use the service, the amount paid for the ticket shall be refunded to the consumer within 14 days in accordance with the law and the procedure announced by the Institution.

22. If an event is rescheduled, the Institution shall inform consumers whether previously purchased tickets remain valid. If consumers are given the right to choose between the new date and a refund, the choice must be made within the period specified by the Institution.

23. The deadline, method and documents required for a refund shall be specified when the consumer is notified of the cancellation of an event or another ground for a refund. If the ticket was purchased through an intermediary ticket distribution system, the refund may be processed through that system in accordance with its applicable procedure.
SECTION IV
DISCOUNTS AND COMPLIMENTARY TICKETS
24. Discounts may be granted to school pupils, students, senior citizens, persons with disabilities, holders of a card issued by the Association for Assistance to Oncology Patients (hereinafter – POLA), groups of audience members, and companies that have concluded cooperation agreements with the Institution.
25. Information on discounts applicable during the ticket sales period, as well as on events and concerts to which discounts apply, is available at www.polifonija.lt, at ticket distribution system box offices operating throughout Lithuania, and at the Institution’s box office.www.polifonija.lt
26. School pupils, students, senior citizens, persons with disabilities and POLA card holders must, upon arrival at the event, present to the ticket inspector a valid document confirming their entitlement to the discount.
27. Complimentary tickets / invitations shall be granted only in the cases specified in these Rules and must be registered in the invitation register.
Complimentary tickets in the form of invitations issued by the Institution may be granted when providing services to:

27.1. winners of various promotions and sales-promoting lotteries – 2 complimentary tickets to a concert, provided that the terms and conditions of the promotion were publicly announced in advance;

27.2. holders of cards issued by the Association for Assistance to Oncology Patients (POLA), social care institutions, children’s homes, charitable organisations, participants in the “Social Prescription” programme, and other institutions and organisations whose activities are related to caring for socially vulnerable groups, upon written request and subject to hall capacity;

27.3. emeritus professional performing artists and long-serving employees of the Institution who have retired or begun receiving an annuity may be granted up to 2 (two) invitations per person;

27.4. foreign nationals who, after being granted asylum in the Republic of Lithuania, receive state support for integration – 2 (two) invitations per person for one concert programme (the procedure is also available in English);

27.5. guests of the Institution invited by decision of the Head of the Institution, heads of structural units or the Artistic Director (the Mayor of Šiauliai City, the Director and Deputy Directors of the Šiauliai City Municipality Administration, members of the Culture, Education and Sports Committees of Šiauliai City Municipality, representatives of the Ministry of Culture, the Lithuanian Council for Culture and the Arts, Lithuanian and foreign professional performing arts institutions, international arts organisations, foreign ambassadors, special attachés, etc., where there is a need to perform certain official functions, e.g. to present an award, deliver a speech of thanks or congratulations on various occasions, etc.) – no more than 2 (two) invitations per person for one concert programme.

28. Procedure for admission to events in the Polifonija Chamber Hall for employees, performers and other persons connected with the Institution’s events:

28.1. soloists appearing at an event may receive 2 invitations to the event in which they perform, unless otherwise provided in the contract;

28.2. conductors/directors of choirs and other ensembles appearing at an event may receive 2 invitations to the event in which the choir and/or ensemble they lead performs, unless otherwise provided in the contract;

28.3. media representatives who write articles or prepare television and/or radio reports are entitled to receive 1–2 invitations to the event about which they are preparing the relevant article and/or report.

29. Conditions and procedure for issuing complimentary tickets:

29.1. the number of invitations issued may not exceed 30 per cent of the capacity of the event premises, except where seats remain available (unsold tickets) 1 (one) day before the event; in such cases, the number of invitations may be increased as necessary by decision of the Head of the Institution. Where it is forecast that 90 per cent or more of the tickets will be sold or reserved, the issuing of invitations shall be suspended.

29.2. a request for invitations must be submitted in writing or by email to the Cultural Activities Organiser and Administrator (Annex No. 3) no later than 2 working days before the event, specifying the event, date, number of invitations requested, names and surnames of recipients / organisation, and the grounds for the request. The Institution shall respond no later than 1 working day before the event.

29.3. after each event, a report on invitations issued (Annex 2) shall be prepared and approved by the signatures of the responsible persons. It shall be signed by the employee of the Management and Communications Department who issued the invitations and by the Head of the Institution.

30. Services provided to audience members free of charge or at a discount are administered by employees of the Management and Communications Department: the Cultural Activities Manager and the Cultural Activities Organiser and Administrator. The responsible employees shall ensure the receipt of requests, issue and registration of invitations, preparation of reports and transfer of documents for safekeeping.
SECTION V
SHORT-TERM AND LONG-TERM RENTAL OF PREMISES
31. Depending on the intensity of concert activities, the Institution may rent out the concert hall, Small Hall, foyer, dressing rooms, rehearsal rooms and other premises on a short-term basis.

32. Long-term lease of state property shall be carried out in accordance with the legislation governing the management, use and disposal of state property in force at the relevant time.

33. Information on the conditions for renting premises is published on the Institution’s website or provided upon separate request.
SECTION VI

RIGHTS AND OBLIGATIONS OF THE INSTITUTION
34. The Institution undertakes to:

34.1. provide services in compliance with applicable legislation and these Rules;

34.2. ensure that services are provided safely and are of appropriate quality;

34.3. provide the consumer with the necessary, correct, comprehensive, accurate and clear information about the service, its price, conditions of provision and other information relevant to the consumer’s decision;

34.4. examine consumer enquiries and complaints in accordance with the procedure and within the time limits established by law.

35. The Institution has the right to:

35.1. change the repertoire, line-up of performers, event venue or other organisational aspects where necessary for objective reasons, informing consumers of material changes in accordance with the procedure established by law;

35.2. refuse admission to or remove a person where their behaviour poses a real risk to the safety of others, disrupts the event, breaches public order, infringes the legitimate interests of other visitors or violates these Rules;

35.3. refuse admission to an event if it is established that the ticket is invalid, has already been used, or the person is not entitled to the applicable discount, except where legislation or specific circumstances provide otherwise.

35.4. remove from an event a person who fails to comply with lawful instructions from staff or seriously violates the Rules. Refunds for a service not used through no fault of the Institution shall be determined in accordance with applicable legislation and the conditions of the specific event.
SECTION VII

RIGHTS AND OBLIGATIONS OF CONSUMERS
36. The consumer has the right to:

36.1. purchase the services offered at their own discretion, provided there are no objective lawful restrictions;

36.2. receive correct, comprehensive, accurate and clear information about the service and its price before purchasing the service;

36.3. familiarise themselves with these Rules;

36.4. use the service in accordance with the conditions of the purchased ticket or other document conferring the right of admission;

36.5. claim compensation for damage in accordance with the procedure established by law where there are legal grounds for doing so.

37. The consumer must:

37.1. comply with these Rules, lawful instructions of the Institution’s employees and safety requirements;

37.2. retain the ticket or other document conferring the right of admission until the end of the event;

37.3. not bring into the event venue any items or substances prohibited by law, event safety requirements or these Rules;

37.4. not disturb performers or other audience members during the event, and switch off the sound on mobile communication devices or set them to silent mode;

37.5. photograph, film or otherwise record the event only to the extent permitted under the conditions established by the Institution, the event organiser, holders of copyright and related rights, and applicable legislation;

37.6. compensate the Institution, in accordance with the procedure established by law, for damage caused through their fault.

38. Persons accompanying minors shall, within the scope of their responsibility, be responsible for supervising the minors and familiarising them with these Rules.
SECTION VIII
GENERAL INFORMATION AND SAFE CONDUCT
39. The opening hours of the Institution’s box office are displayed on the box office door and on the Institution’s website.

40. During the cold season, outerwear must be left in the cloakroom where the Institution has made use of the cloakroom mandatory.

41. When leaving items in the cloakroom, the consumer receives a cloakroom token. If the token is lost, the cloakroom attendant must be informed immediately.

42. If a cloakroom token is lost, items shall be returned in accordance with a secure procedure established by the Institution. A fee announced publicly in advance may be charged for replacement or administration of the token, provided that the fee is reasonable and the consumer has been properly informed of it.

43. The Institution’s administration shall not be liable for items left in garments.

44. Bulky items, backpacks, suitcases or other large items are not accepted in the cloakroom.

45. Smoking is prohibited within the Institution, including the use of electronic cigarettes and other smoking devices, where prohibited by law or within the Institution’s premises.

46. Children under 4 years of age are admitted to concerts or events free of charge; however, no separate seat is allocated to them and they must sit on the lap of the accompanying person (except where the concert or event is specifically intended for younger children).

47. Visitors are prohibited from:

47.1. entering a paid event without a valid ticket or other document confirming the right of admission;

47.2. bringing alcoholic beverages, narcotic or psychotropic substances, weapons, explosives, dangerous sharp objects or other items whose entry is prohibited by law, safety rules or the conditions of the specific event;

47.3. entering the Institution while visibly under the influence of alcohol or other psychoactive substances where this poses a threat to safety or public order;

47.4. throwing objects, disrupting the event, insulting other persons or otherwise breaching public order;

47.5. entering the stage, performers’ dressing rooms, staff-only areas or other premises not intended for visitors without permission;

47.6. damaging the Institution’s property, equipment or interior finishes, or littering.

48. Persons who violate the Rules may be refused admission or removed from the event in accordance with the principles of legality, proportionality and non-discrimination.
SECTION IX

LIABILITY
49. The consumer shall be liable, in accordance with the procedure established by law, for damage caused through their fault to the Institution, its property or other persons.

50. Liability for damage caused by minors shall be determined in accordance with the Civil Code and other applicable legislation. A person’s disability does not in itself create liability for another person; responsible persons shall be determined in accordance with applicable legislation.

51. A consumer who becomes aware of an incident that may have caused damage to their property or health should inform an employee of the Institution as soon as possible so that the circumstances can be recorded and assistance provided. Failure to report the incident immediately does not in itself extinguish the consumer’s right to make a claim, unless otherwise provided by law.

52. The Institution shall be liable for damage caused to the consumer in accordance with the procedure established by law where the damage arose through the fault of the Institution or on other grounds established by law.

53. The Institution may not waive in advance liability established by law or provide the consumer with a lower level of protection than that guaranteed by mandatory legal provisions.
SECTION X
PROCEDURE FOR HANDLING CONSUMER ENQUIRIES AND DISPUTES
54. A consumer who believes that the Institution has infringed their rights or legitimate interests must first apply to the Institution in writing, stating their claim and the relevant circumstances. The application may be submitted through the contact channels published by the Institution.

55. A consumer must apply to the Institution regarding infringed rights or legitimate interests no later than within 3 months from the date on which they became aware or should have become aware of the infringement, except where legislation provides for a different time limit.

56. The Institution shall examine the consumer’s application free of charge. Where the Institution disagrees with the consumer’s claims or satisfies them only in part, it shall, no later than within 14 days from receipt of the application, provide a detailed, reasoned written response supported by documents and, where applicable, inform the consumer about the entity responsible for out-of-court settlement of consumer disputes.

57. If the consumer is dissatisfied with the Institution’s response or no response is provided within the period established by law, the consumer has the right to apply to the State Consumer Rights Protection Authority for out-of-court settlement of the consumer dispute or to a court in accordance with the procedure established by law.

58. Disputes relating to the actions of a ticket distribution intermediary shall be resolved in accordance with the procedure applied by the relevant intermediary, without prejudice to the consumer’s right to apply to the competent authorities.
SECTION XI
FINAL PROVISIONS
59. The Rules and amendments thereto shall be approved in accordance with the procedure established by the Head of the Institution and published on the Institution’s website.

60. If any provision of the Rules conflicts with a mandatory legal provision, the legal provision shall apply, while the remaining provisions of the Rules shall remain valid to the extent possible.

61. The Rules shall apply insofar as no additional conditions have been established for a specific event and lawfully and clearly communicated to the consumer before the purchase of the service.
____________________

Rules for the Provision of Services to Consumers of the

Concert Institution Šiauliai State Chamber Choir “Polifonija”
Annex 1

To the Head of the Concert Institution

Šiauliai State Chamber Choir “Polifonija”

APPLICATION FOR A REFUND OF THE AMOUNT PAID FOR PURCHASED TICKETS
Date

Name, surname: ________________________________________________

Email / telephone No.: __________________________________________

Event title: _________________________________________________

Event date and time: __________________________________________

Number of tickets: __________

Amount to be refunded (EUR): ___________________________________

Ticket / order / cash receipt No.: _________________________________

Bank account (IBAN), if applicable: _______________________________

Grounds for ticket refund: _______________________________________

Applicant’s request / additional information:

________________________________________________________________________________

________________________________________________________________________________
Date: ____________________        Signature: ______________________________

Note. Ticket refunds are processed in accordance with the conditions applicable to the specific event and applicable legislation.
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Concert Institution Šiauliai State Chamber Choir “Polifonija”
Annex 2

CONCERT INSTITUTION ŠIAULIAI STATE CHAMBER CHOIR “POLIFONIJA”

REPORT No. __________

ON COMPLIMENTARY TICKETS ISSUED FOR A CONCERT

Concert title, date, venue ______________________________________________

	No.
	Date issued
	Recipient’s name, surname
	Organisation
	Recipient category
	No. of invitations
	Row
	Seat
	Issued by
	Value, EUR
	Notes
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Concert Institution Šiauliai State Chamber Choir “Polifonija”
Annex 3

CONCERT INSTITUTION ŠIAULIAI STATE CHAMBER CHOIR “POLIFONIJA”

APPLICATION

FOR COMPLIMENTARY TICKETS TO A CONCERT
	No.
	Application details
	Information to be completed

	1.
	Date of application
	

	2.
	Applicant’s name, surname / name of institution or organisation
	

	3.
	Contact person
	

	4.
	Telephone number
	

	5.
	Email address
	

	6.
	Event / concert title
	

	7.
	Event / concert date and time
	

	8.
	Number of invitations requested
	

	9.
	Recipient category
	Socially vulnerable group / educational institution / care institution / representatives of the diplomatic corps / media / professional critics / partner / other

	10.
	Grounds for granting invitations / reasons for the request
	

	12.
	Preferred method of response
	By email / message / telephone call

	13.
	Decision of the Institution
	Grant / do not grant invitations

	14.
	Number of invitations granted
	

	15.
	Notes of the responsible employee
	


__________________
