COMPLAINTS POLICY

Forex4you

NOJINTUKA YPEIYJINPOBAHUA
XAINOb

1. POLICY STATEMENT

E-Global Trade & Finance Group, Inc. (hereinafter
referred to as ,the Company”) is committed to
provision of high quality and professional services
to all clients on a continuous basis. The Company
strives to resolve cases timely and provide
courteous, helpful, open and informative
responses to every inquiry made by its clients or
general public. The Company is always keen to
hear feedback from its clients on service quality
and general performance.

However, should a case occur, where provided
services reasonably did not meet the expectations
of clients of the Company, or where the Company
upon misconduct or gross negligence failed to
provide the service as such, or other issue where
the client of the Company had a negative
experience, the client has the right to submit a
complaint with the Company and expect a formal,
fair and just investigation to be conducted into the
matter and respective resolution provided.

This Complaints Policy outlines the process of
submitting a complaint and what activities shall
the Company perform to provide a resolution.

2. MAKING A COMPLAINT

Company clients are welcome to address their
issues to Customer Support Department at first to
acquire prompt solutions towards them. Should
the Customer Support Department provide a
response, which the client deems as
unsatisfactory, or is unable to resolve the issue, or
if the client is willing to undergo the formal
complaints resolution process at once, then the
client is recommended either to request the
Customer Support Department to forward his
issue to Complaints Department, or submit his
complaint directly to complaints@forex4you.org.

1. NONOXEHWUE O NOJINTUKE KOMMNMAHUN

E-Global Trade & Finance Group, Inc. (ganee
"KomnaHuga") ctpemuTca npenocTaBnsTb CBOUMM
KnueHTam BbICOKOKa4YeCTBEHHbIN n
npodeccnoHarnbHbIl  CEPBUC Ha MOCTOSIHHOM
ocHoBe. Llenb KomnaHum — CBOeBpeMEHHO
paspewaTb nwbble cuTyauMm un  gaBaTb
cofepxaTtenbHble OTBETbl Ha Bce 3anpochl
KNMEHTOB U wmnpokon ny6nukn. KomnaHuns Bcerga
rotoBa nonyyatb 0OpaTHyl CBA3b OT CBOMX
KNMMEHTOB MO  KkayecTBy obGCnyxuBaHus 1
ahpekTMBHOCTM paboTbl KOMNAHUN.

Tem He MeHee, B criydyae, ecnv npegocTaBreHHble
YCNyrn He COOTBETCTBYIOT OXMAAHUSM KIMEHTOB
Komnanmn, wnu KomnaHma no kKakum-nubo
npuvdvHam 6blna He B COCTOSIHUM MPeaoCTaBuTb
YCNyry Unmn pelmnTb Kakon-nnmbo Bonpoc, n KNNeHT
Komnanun nony4mn HeraTuBHbIV onbIT
COTpyAHWYeCTBa, OH MMeeT nMpaBO noAaTtb
xanoby, un KomnaHusi rapaHTMpyeT npoBeCTM
dopmanbHoe, 4YecTHOe paccrnegoBaHne Mo
OaHHOMY BOMPOCY W MpUHATbE OOBEKTMBHOE
peLueHue.

[daHHas nonuWTuKa YperynMpoBaHUsA  CMOPHbIX
BOMPOCOB M anob paccmaTpmBaeT npoLecc
nogaym xanobbl M OENCTBUSA, KOTOpblE AOMKHa
npeanpuHaTe  KomnaHus, 4Tobbl ObecneymnTb
paspeLueHne BO3HUKLLEN CNOPHOM CUTyaLnN.

2. NMPOLECC NoaA4u XXANobbl

B cnyyae BO3HMKHOBEHUSI KakuMX-NnMbGO BOMPOCOB,
KnneHTam Komnanum crnepyeTt CHavana
obpatuTbcsa B LieHTp nogaepxku knueHtoB. Ecnn
KMWEHT cyen HeyaoBNeTBOPUTENbHLIM OTBET,
npeanoXeHHbIn Mopnoepxkkon, unn  UeHTtp
NOAAEPXKKN HE B COCTOSIHAM pelunTb npobnemy,
WU ecrnin KIMEHT HaMepeH cpasy MNpUCTYMUTb K
npouenype nogayn oduumnansHoOW xanoodbl, emy
pekomeHayetcs  nunbo nonpocuTb LleHTp
Nnoadepkku Hanpaeutb ero 3anpoc B Otgen
yperynupoBaHus xanob (Complaints Department),
W CaMOCTOSITENBHO OTNPaBUTL CBOIO Xarnoby no
agpecy complaints@forex4you.org.
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Company accepts complaints submitted both in
writing (by e-mail and LiveChat) and by telephone.
While submitting the complaint in writing the
complainant (i.e. the client) should ensure to
provide the following information to Complaints
Department to enable faster resolution:

. The client’'s name and surname;

. The client’s trading account number;

. The affected transaction numbers, if
applicable;

. The date and time when the issue had
been experienced; and

. A detailed description of the issue.

When submitting the complaint by telephone, the
operator might read the complaint back to the
client to ensure that the complaint details have
been captured accurately. On some occasions,
Customer Support Department may still ask to
submit the complaint in writing, in order to properly
collect and record the relevant information for
complaint’s resolution.

3. INITIAL RESPONSE AND
ACKNOWLEDGEMENT

Company shall provide an initial response to the
complainant within 2 business days. The initial
response shall include the following information:

. Acknowledgment that the complaint has
been received by the Complaints
Department;

. Name of the employee further handling
the complaint;

. Any findings so far, or any other
information that might be relevant to the
issue;

. Complaint resolution time frames;

. A copy of Complaints Policy attached.

4. HOLDING RESPONSE

Should the Company fail to conclude the
investigation and provide the complainant with the
final response within 15 business days from the
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KomnaHusi npuHnmaeT xanobbl, NogaHHbIE Kak B
NMCbMEHHOW dopme (N0 3NEKTPOHHOW nouTe U
LiveChat), Tak n no tenedoHy. Ytobbl yckoputb
npouecc paspelleHuss Bomnpoca, npu nopadve
Xanobbl B MMCbMEHHOW copme, 3asBUTENO (T.e
KINMeHTy) HeobxoanMo NPeaoCTaBnUTb CrieayHoLLYo
nHdopmaumto B OTaen yperynupoBaHus xanoo:

. NUmsa n hammnng KnueHTa;

. Homep ToproBoro cyeTta KnmneHTa;

. Mpn  KakMX  OEHEXHbIX  onepauusix
Habnoganack npobnema, ecnu
NPUMEHUMO K CUTYyauuw;

. [laTta BO3HUKHOBEHWsI NPOGEMbI;

. [eTtanbHoe onucaHne npobnemsl.

Ecnu xanoba nogaetca no tenedoHy, onepartop
MOXeT MOBTOPHO 3a4yuTaTb KIMEHTY ero xanoby,
4YTOObI YTOYHWUTL AeTanu U BEpHO CHOPMUPOBATHL
3anpoc. B HekoTopbIx cnydasx LleHTp nogaepxku
KINMEHTOB MOXET MOonpocuTb 0POpMUTL Xarnoby B
nnucbMeHHon  dopme, 4Tobbl  cobpatb U
3amkcupoBaTh  OaHHble  Ans  U3YYeHUss U
paspeLLeHnsi cuTyauun.

3. MEPBOHAYANbHbIN
NOATBEPXXOEHUE

OTKIUK n

Komnanuss 06sa3yetca paTb nepBOHavanbHbIN
OTBET Ha Xanoby B TeuyeHne 2 pabouux OHew.
MepBoHavanbHbI ~ OoTBeT  OydeT  BkMo4aTb
cnegyoLyo Hopmaumio:

. MoaTBepxxageHue, 4TOo kanoba Obina
nonyyeHa OTgenom  yperynvpoBaHus
»anoo;

. Nma  coTpygoHuka, KoTopbii  Oyger
3aHMMaTbCcA ganbHenwen obpaboTkon
»anoobl;

. Jliobble npepBapuTenbHble pe3ynbTaThbl

npoBepkn unum wmHdopmMaums, Kotopasi
MOXET MMEeTb OTHOLIEHNE K [OaHHOMY
BOMPOCY;
. BpemeHHble paMku, B KOTopble crneayeT
oXuaaTtb paspeLleHns Bonpoca;
. Konus NONOXeHns o]
yperynupoBaHus xanob.

nonnTuke

4. NMPEOBAPUTEJNIbHbIA OTBET

Ecnn KomnaHuus He B COCTOSIHUM 3aBepLUnTb
paccrnegoBaHMe W NpegocTtaBuTb  3asiBUTESHO
OKOHYaTenNbHLIN OTBET B TeudeHue 15 paboumx
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date the complaint had been acknowledged, the
Company shall issue a Holding Response.

This Holding Response shall inform the
complainant of the reasons why the Company has
been unable to issue a Final Response to the
submitted complaint as well as provide further
indication of progress made on the complaint
investigation and when the complainant may
expect to hear from the Company next.

5. FINAL RESPONSE

Once the Company concludes its investigation an
e-mail containing the summary of the investigation
shall be sent to the complainant. Where
appropriate such e-mail may include a final offer
of redress.

Should the Company fail to resolve the complaint
to the complainant’'s satisfaction, or the
complainant finds the offer of redress insufficient
or inappropriate, the Final Response will hold
contact information of BVI FSC for further
mediation of the complaint.

6. FINANCIAL SERVICES COMMISSION (FSC)
BVI

The FSC is an autonomous regulatory authority
responsible for the regulation, supervision and
inspection of all financial services in and from
within the BVI. To contact the FSC, customers of
the Company are advised to write, telephone, fax
or e-mail their complaint to:
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OHen ¢ pgatbl odopmneHnst xanobbl, KomnaHus
[aeT npefBapuTenbHbIA OTBET Ha Xanoby.

B npenBaputensHoM oTBeTe YykasaHbl MPUYUHBI
HEBO3MOXXHOCTU YperynmpoBaHus )kanobbl B CPOK,
a Takke MHGopMauus 0 nporpecce, AOCTUTHYTOM
B W3yYyeHUM npoGnemMbl, W BpPeMeHW, Koraa
KOMMaHWsi BHOBb CBSDKETCS C 3asiBUTENEM.

5. ®UHAIbHbIA OTBET

Mocne Toro, kak KomnaHws 3aBepwwuT CBOEe
paccriegoBaHue, Mo  9NEeKTPOHHOM noyre
3adaBuTento 6yp,eT HanpaBJieHo NMNCcbMoO,
cogepxalliee Kkpatkyl uHcopmauuio 0 Hem. B
HEKOTOpbIX Ccly4dadx, ecnn npuemnemo, nmMcbmMo
MOXeT Takxke cogepxaTtb OKOH4YaTerlbHOe
npeanoxeHne BO3MELLEHNS.

Ecnu 3asButene HeJoOBOMEH TeM, Kak KOMMaHus
yperynuposana ero >xanoby, wunu 3asBuTenb
cuuTaeT, 4YTO MpeanoXeHue  BO3MELLEeHUs
HeJoCTaTOYHO WNW HeadekBaTHO, B MNUCbME C
OKOH4YaTenbHbIM  OTBETOM  OyaeT  ykasaHa
KOHTaKTHas WHpopmaums Komuccunm no
duHaHcoBbiM  ycnyrammn  (FSC)  BpuTaHcKmx
BupruHcknx OcTtpoBoB, Ans obpaweHus B
KayecTtBa AanbHenwero nocpegHuka no
YPErynmpoBaHuio »anobbl.

6. KOMUCUUA no ®UHAHCOBbLIM
YCNYrAm (FSC) BPUTAHCKUNX
BUPTMHCKUX OCTPABOB

Komucenss no ®uHaHcoBbIM Ycnyram sBnsieTcs
aBTOHOMHbIM pPerynmpyroLmMm OpraHoMm, KOTOpbIn
OCYLLeCTBRAET perynaumio, Hag3op U MHCNEeKUuto
BCEX KOMMaHW1, NpeocTaBnsalLLmx uHaHCOBbIe
ycnyru, KoTopble 3aperncTpupoBaHsbl Ha
BputaHckux  BupruHcknx  OcTtpoBax. YToObl
cBasatbca ¢ FSC, «knmeHtam  Komnanum
HeobOX04MMO HamuMcaTb MUCbMO, MO3BOHUTH WU
oTnpaBuTbL  (bakc, MCNoONb3ya  cregywwme
KOHTaKTHbIE JAHHbIE;
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British Virgin Islands Financial Services
Commission

Pasea Estate

P.O. Box 418

Road Town, Tortola, VG 1110

British Virgin Islands

Tel: 284-494-1324 or 284-494-4190

Fax: 284-494-5016

Email: commissioner@bvifsc.vg

Customers are not obliged to accept any decision
made by the Commission in respect to their
complaint and remain the right to further seek
redress in court. However, should the decision
made by the Commission be accepted, it
immediately shall become binding both on the
complainant and the Company.

7. UNACCEPTABLE ACTIONS

Occasionally, the behavior or actions of
individuals may create a situation where The
Company may find it difficult to provide proper
complaints handling. The Company understands
that some issues that are complained of may raise
frustration of the complainant, however, if this
escalates into any aggression (regardless the
form and method) towards the Company staff, it
will be considered unacceptable. Any violence or
abuse towards staff will not be accepted.

Violence is not restricted to acts of aggression that
may result in physical harm. It also includes
behavior or language (whether verbal or written)
that may cause staff to feel afraid, threatened or
abused, and may include threats, personal verbal
abuse, derogatory remarks and rudeness. The
Company also considers inflammatory statements
and unsubstantiated allegations to be abusive
behavior.

The Company also recognizes unreasonable
demands to be a form of abusive behavior, where
the demand becomes unreasonable, when it
starts to impact substantially the work of the
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British  Virgin
Commission
Pasea Estate
P.O. Box 418
Road Town, Tortola, VG 1110
British Virgin Islands

Tel: 284-494-1324 or 284-494-4190
Fax: 284-494-5016

Email: commissioner@bvifsc.vg

Islands Financial Services

KnueHTbl He 00s3aHbl cornawartbcs ¢ NobbiM
peweHneM, NpuHATbIM Komuccuen B OTHOLLEHMU
nx anobbl, 1 UMeIT NonHoe npaeo gobmBaTbecs
JanbHenwero paspelleHuss B cyge. Tem He
MeHee, ecnu pelleHune, npuHaToe Komwuccuen
YOOBNETBOPSAET  OXMOAHWUSM  KMMEHTa,  OHO
He3aMeanuTesNnlbHO CTaHOBUTCS 00si3aTernbHbIM K
WCMONMHEHNI0 Kak [Ons KNWeHTa, Tak W Ons
Komnanun.

7. HEQOMYCTUMBIE OEUCTBUA

WNHorpoa noBegeHne nnu OencTBUsS HEKOTOPbIX NnL
MOXeT co3faTb cuTyauuto, korga KomnaHuu
Oynetr  TpyaHo  obecneunTb  Hagnexatiiee
yperynupoBaHue " 06paboTky »anobbl.
KomnaHusi noHMMaeT, 4YTO HekoTopble CUTyaLuu
MOFyT OKa3aTbCs HenpusiTHeIMM U BbI3BaTb
pa3ovyapoBaHue 3asiBUTENsl, OAHAKO, €eCcnnm 3TO
nepepacteT B nboe nposiBNeHUe arpeccun
(HesaBucumo oT copmbl M crnocoba ee
Bblpa)XeHUs1) MO OTHOLUEHWIO K COTPYOHWUKaM
Komnanun, KomnaHus npusHaeT nogobHble
OENCTBUSI HENpUEMIEMbIMU.

Moo  arpeccuMert MOHMMAETCs  He  TOSbKO
dusnyeckoe MposiBNEHNE HACUIUS, KOTOpoe
MOXET TNPUBECTU K MOMNYYEHUIO TpaBMmbl. AKT
arpeccuMm MOXET BblpaXaTbCsl B HenpuemnemMom
noBeaeHUn unm asblke (B YCTHOW NN MUCbMEHHON
dopme), 4YTO MOXET BbI3BaTb Y COTPYLAHMKOB
BneyaTfnieHne, 4To UM YrpoXarwT W 3anyrusatoT.
ArpeccuBHOe noBeaeHne Nogpa3ymMeBaeT yrposbl,
crnoBecHble ockopbneHus, npeHebpexuTensHble
3ameyaHusa n rpybocTtb. Takke OCKOPOUTENbHBIM
noseaeHnem KomnaHus cuntaet
NPOoBOKALMOHHbLIE 3asiBNEHUS U HEOOOCHOBaHHbIE
0OBUHEHUS.

KomnaHusi npusHaeT HepasymHble TpeboBaHuA
oaHON 13 HOPM OCKOPBUTENBLHOrO MoBeaAeHUs,
YTO MOXEeT CYLIEeCTBEHHO BNUATb Ha paGoTy
otaena no yperynuposaHuio xano6. [Moa
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Complaints Department. Examples may include:

. Repeatedly demanding responses within
an unreasonable timescale;
. Insisting on speaking to a particular

representative of the company, when that
is not possible;

. Repeatedly changing the substance of a
complaint or raising unrelated concerns.

Should the Company identify the actions of the
complainant as unacceptable it shall act to protect
its employees. Examples of such actions may
include restricting communication to written form,
or refusing further communication as such, should
abusive or offensive language be wused in
correspondence. In cases of threats involving
physical violence the Company may file a report to
the respective law enforcement institutions.

Nevertheless, the Company shall always inform
the complainant of what actions are taken and
why.

8. POLICY REVIEW (QUALITY CONTROL)

In its effort to improve the provided services the
Company shall have the Compliance Officer
review all complaints on a quarterly basis for the
identification of systemic or recurring issues.
Should such issues be identified, the Company
shall consider what actions it may take to address
or have them rectified.

The Compliance Officer, or appropriate appointee,
shall review the Complaints Policy periodically,
and at least annually, to enhance its delivery of
efficient and effective outcomes. The Company
shall observe the recommendations made and
consider what actions can be taken to address the
identified deficiencies.
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Hepa3yMHbIMU TpGGOBaHVIFlMI/I cneayet NOHMMaATb!:

. Cnuwkom 4actble TpeboBaHus oTBeTa B
Hepa3syMHbI MPOMEXYTOK BPEMEHU;
. HacTtonunsble TpeboBaHWs NOroBoputb C

KOHKPETHbIM NpeAcTaBuUTENeM KOMMaHUw,
HeCcMOTpA Ha TO, YTO 9TO He
npeacTaBnsaeTcs BO3MOXHbIM;

. YacToe MameHeHne coaepxaHus xanoobl
unu nposiBrneHne 0GEecnoKOeHHOCTU Mo
noBoAdy He OTHOCALUMXCA K  JOeny
BOMPOCOB.

Ecnn KomnaHnus couteT p[ewncTtBus 3asBUTENs
HenpuemnembiMW,  KOMMaHUs  MpuUMeT  BCe
Hagnexawme Mepbl, 4TOObl 3aWMTUTL CBOMX
coTpygHukoB. Mepbl MoOryt Bkm4YaTb B cebs
OFPaHUYeHnNsi CBA3N B MUCbMEHHOW hopMe wnw,
ecnm B nepenucke  6ygetr  MpUMEHEHbI
ockopbrnieHns B agpec  KOMNaHuM  unu
COTPYAHWKOB, - OTKa3 OT AanbHenwero obLeHus
Kak TakoBoro. B cnyuasx arpeccum, cBA3aHHbIX C
npumeHeHvem cusndeckoro Hacunus, KomnaHus
MOXeT nogaTb 3asBneHMe B COOTBETCTBYHOLLME
NpaBOOXpPaHUTENbHbIE OpraHbl.

B nwbom cnyvae, KomnaHus ysegomut

3agBUTENST O  MpeanpuHATbIX — Mepax  C

0OBbACHEHNEM NPUYNH.

8. OB30OP NONUTUKU (KOHTPOIb
KAYECTBA)

C uenblo ynyyweHusi NpefocTaBnsieMbIX YCIyr,
cneuvanucTol  oTAena  KomnnaeHc — Gyayt
oTcnexuBaTtb W paccmaTpuvBaTb BCE MNOAaHHblE

Xanobbl Ha eXekBaptarn bHOW OCHOBE Ans
BblABJ1IEHUA CUCTeMaTU4eCKux, 4YacTo
NOBTOPAKOLLMNXCA  Clly4aeB. Ecnn nogobHble

cnyyan OyayT wuaeHTUdMUMpoBaHbl, KomnaHus
GyneT paccmaTpvBaTb BCe BapUaHTbl UX peLleHus
UNu UcnpasneHus.

Cneuunanuct oTgena KOMMNnaeHc unu
COOTBETCTBYIOLLEE [O/MKHOCTHOE nuuo Oyaet
nepvoanyeckn, Mo MeHbLUeNn Mepe exeroaHo,
usyyatb [lonutuky no yperynupoBaHuio anoo,
4YTOObI MoBbICUTb 3(pPeKTNBHOCTb ee
cobnogeHns. Komnawua  OygeT  BbINOMHATH
nonyyeHHble pekoMeHjauun v npeanpuHuMaTh
BCe HeobOxooumble Mepbl AnA  YCTpaHeHUs
BbISIBITEHHbIX HEAOCTaTKOB.
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