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COMPLAINTS PROCEDURE FOR
CLIENTS

We, Royal Forex Ltd (hereinafter, the
“Company”), have adopted this Complaints
Procedure in order to ensure a fair and quick
process for handling complaints that may arise
from our relationship.

You may submit your complaint in writing and
addressed to the Back-Office Department of
the Company who is authorized to handle and
investigate complaints that may be submitted
to them from our Clients.

1. Submitting your Complaint

You are encouraged to use the Complaints
Form attached herein and submit it in any of
the following ways:

1. By sending by post or delivering in person
the attached Complaints Form at the following
address:

Office 41 (South Office)

Achilleos Building, 4th floor
Archiepiskopou Makariou Avenue 224
3030 , Limassol, Cyprus

2. By submitting the Complaints Form
electronically at the following email address:
backoffice@royalforex.com

3.By Facsimile at:
+357 2525 74 51

2. Acknowledging your Complaint

We will acknowledge receipt of your
complaint within five (5) business day(s) from
the receipt of your complaint and provide you
the unique reference number of your

MPOLIEAYPA IOJAYHU JKAJOB
KJIUEHTOB

Mg1, Royal Forex Ltd, (manee numenyembie
«Kommanusi») yTBEpAWIN  CIEIYIONIYIO
IIPOLEAYPY PACCMOTPEHHUS Kalnod B LENAX
oOecreyeHns CIpaBeJIMBOr0 U OBICTPOrO
paccMOTpEHUsI kKajlod, KOTOpbIE MOTYT
BO3HUKHYTh B paMKax HaIINX
B3aMMOOTHOILIECHH.

Brl MmoxeTe moaath xkano0y B MUCbMEHHOM
Buje B OnepanuoHHO-Y4€THBIN oOTHe],
KOTOPBIA YIOJHOMOYEH 00pabarbiBaTh U
pazOupaTh  JKajgoObl,  IIPEJICTaBIICHBIC
HammMu Kimenramu.

1. Iloxauya Bauueii ska100b1

Pexomennyem Bam ucnonb3oBarh biiank s
noJiayu kanoObl, MPUKPEIUICHHBI HUXe, U
OTNpPaBUTh €ro JitoObIM yao0O0HBIM Bawm
CII0COOOM:

1. OrnpaBuB npunaraembiii brnank s
M0JIa4yM 3Kajo0bl MO MOYTE WU JOCTaBUB
JUYHO T10 CIENYIOIIEMY aJIpeCy:

Office 41 (South Office)

Achilleos Building, 4th floor

224 Archiepiskopou Makariou Avenue
3030 , Limassol, Cyprus

2. OrnpasuB biank nys mojgaun xao0s! B
AJIEKTPOHHOM BUJE Ha aJIpec:
backoffice@royalforex.com

3.ITo daxcy:
+357 2525 74 51

2, Ilpouenypa npuema kaji00

Msb1 noareepxkaacMm mojlydeHue Bamieit
&KasoObl B TeueHue matu (5) pabouux nHen
C MOMEHTa mojydyeHusi Bamieit >xamoObl u
MPENOCTABIISIEM Bam YHUKAJIbHbIN
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complaint. The unique reference number
should be used in all your future contact with
the Company, the Financial Ombudsman
and/or Cyprus Securities and Exchange
Commission (CySEC) regarding the specific
complaint.

3. Handling of your Complaint

Once we acknowledge receipt of your
complaint we will review it carefully,
investigate the circumstances surrounding
your complaint and will try to resolve it
without undue delay.

We shall make every effort to investigate your
complaint and provide you with the outcome
of our investigation within not more than two
(2) months from the date you have submitted
your complaint to us. During the investigation
process will keep you updated of the handling
process of your complaint. One of our officers
may contact you directly (including
communication by email or phone) in order to
obtain further clarifications (where needed)
and information relating to your complaint.
Please note that the Company shall consider
your complaint as closed and cease the
relevant investigation in case you fail to
respond to our officers within the period of
three (3) months from the date of the
submission of your complaint. We will require
your full cooperation in order to expedite the
investigation and possible resolution of your
complaint.

UICHTH()UKAITMOHHBII HOMED,
MPUCBOEHHBIN Barmmeit sxamobe. JlaHHbII
HOMEpP JOJDKEH HCIOJIb30BAaThCA BO BCEX
Bamux Oyaynux konTtakTax ¢ Komnanuei,
DuUHAHCOBBIM OmOyncmMeHoM A/Aim
Kunpckoit  Komuccuein 1o  lleHHbIM
bymaram u bupxam (CySEC) B
OTHOUICHUU 3TOU KaJIOObI.

3.1Ipoueaypa o0padoTKH 3KAJI00

[Tocnie Toro, kak Mbl TOJATBEPIUIH
noinydyeHue  Bameit KaIOOBI, MBI
BHMMATEIIBHO €€ pacCMaTpuBaeM, U3y4aem
oOcrogTenbcTBa  Bamei — kalmoObl  H
crapaemcsi  yJIOBJICTBOpHTH e¢  0e3
WBITUIITHAX 3a7[CPKEK.

MBI OpusiOKHM  BCE  YCHUIIUSA, YTOOBI
paccMOTpeTh KanoOy U MpeaocTaBuTh Bam
pe3yJbTaThl HANIErO0 HCCICIOBAHUS B
Te4eHue He OoJiee, 4eM JIByX (2) MecsleB ¢
MOMEHTa mnojaun Bamm xamno0ol. B

MpOIIECCE  PacCMOTpPEHUss MbI  Oynem
nepkatb Bac B kypce nporecca o00paboTku
Bameit  xamoOsl. OmuH HW3  HaAMKUX

COTPYAHUKOB MOJKET CBsi3aTbcsi ¢ Bamm
HampsiMyr0 (B TOM 4YHCJIE€ MOCPEACTBOM
CBSI3W 1O TenedOoHYy WU DIIEKTPOHHOMN
MouTe) A TONYyYEHHUsS TOMOTHUTEIHHON
uHopmanuu  (ecnu  HEOOXOIUMO) |
CBEIEHMH, OTHOCAIINECS K Bareii sxamno0e.
[Ipocum  oOpatuTh  BHUMaHWE,  YTO
Komnanus couret Bamry skano0y 3akpbIToit
u MIPEKPaTUT COOTBETCTBYIOIIICE
paccienoBaHue B ciy4yae, ecid Bbl He
CMOTJIM OTBETHTh HAIIUM COTPYJHHKH B
TeueHue Tpex (3) MecdleB ¢ aThl NOJa4u
Bameii sxano6sr. Ham Oyner HeoO6xoammo
BCECTOPOHHEE COTpPYAHMYECTBO C Bawmu,
4TOOBI YCKOPUTH PACCMOTPEHHE U HAWTH
BO3MOXHOE paspelieHue sl Bamei
KATOOBI.
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In the event that your complaint requires
further investigation and we cannot resolve it
within two (2) months, we will issue a holding
response in writing or other durable medium.
When a holding response is sent, it will
indicate the causes of the delay and when the
Company’s investigation is likely to be
completed. In any event, we shall provide you
with the outcome of our investigation no later
than one (1) month from the issuing of the
holding response, depending on the
complexity of the case and your cooperation.

4. Final Decision

When we reach an outcome we will inform you
of it together with an explanation of our
position and any remedy measures we intend
to take (if applicable).

If you are not satisfied with the Company’s
final decision you may check with the office of
the Financial Ombudsman of the Republic of
Cyprus and seek mediation for possible
compensation. It is important that you contact
the Financial Ombudsman of the Republic of
Cyprus within four (4) months of receiving a
final response from the Company otherwise
the Financial Ombudsman of the Republic of
Cyprus may not be able to deal with your
complaint.

In the unlikely event that the Company was
unable to provide you with a final response
within the three (3) month time period
specified above you may again contact the
office of the Financial Ombudsman of the
Republic of Cyprus no later than four (4)
months after the date when we ought to have
provided you with our final decision.

B Tom ciyuae, ecniu Bamia sxano6a tpedyer
JAIbHEHUIIEr0 PAacCMOTPEHHUs, U MBI HE
CMOKEM HAWTH pelIeHHEe B TEUCHHE IBYX
(2) mecsueB, MBI TPEIOCTAaBUM OTBET O
3aJilep’)KKe B MHCBMEHHON ¢opMe WiH ¢
MTOMOIUIBIO Ipyroro MIOCTOSIHHOTO
Hocurtens. Korma ormpaBisieTcss OTBET O
3aJiep>KKe, B HeM OyayT yKa3aHbl IPUYHHBI
3aJIePIKKH u BO3MOJKHBIE CpOKH
paccienoBanus skanmoosl Kommanuweit. B
TH000M W3 CclydaeB, MbI IPEIOCTaBUM Bam
OTBET c pe3ylbTaTaMu HAIIIEeTO
WCCIICIOBAHMSI HE TO37qHee deM uepes |
(omuH) MecsIII TTociie OTIPABICHUS OTBETA O
3aJIep)KKe, B 3aBHCUMOCTH OT CJIOXKHOCTH
nena u Barero cotpyaHuuecTna.

4. OxoHYATEIbHOE pelIeHne

Korma ™Mbl mpujeM K OKOHYATECILHOMY
pelieHnto, Mbl coobmuM Bam 00 sTOoM
BMECTE C IMOSCHEHUEM HAICH TO3HWIMHA U
MNPUHSITHIX 10 UTOTaM PACCMOTPEHUS Mep
(ecnu 3TO MPUMEHUMO).

Ecimmn Bar HE YAOBJIETBOPEHBI
OKOHYATENbHbIM pemenueM Komnanuw,
Ber  moxere oOparutbes B oduc

®dunancoBoro OmOyncmena PecryOnuku
Kurmp u1st mocpeiHUYecTBa 1O MOTYYSHHIO
BO3MOXHOH KomneHcaiuu. Heobxoaumo,
yToOBl BBl 0OpaTmnuce k PUHAHCOBOMY
OmoOyncmeny PecriyOnuku Kunp B Teuenue
yeTblpex (4) MecsiueB C  MOMEHTa
MOJYyYEeHUs] OKOHYATEJIbHOTO OTBETa OT
Kommanun, B  OpOTHBHOM  ciy4ae
@dunancoBblii OmOyncmen PecnyGnuku
Kump He CMOXeT paccMOTpeTh Bamry
Kaooy.

B manoBeposiTHOM ciydae, ecin Kommanus
HE cMoruIa IIPENOCTaBUTh Bam
OKOHYATEeJIbHbII OTBET B TeueHHe 3 (Tpex
MECSIIIeB), KaK 3TO OTOBOPEHO BHIIIE, BEI
MOXETe CHOBa 0oOpaTtutecsi B  o¢uc
®dunancooro OmOyacmena PecryOmuku
Kunp He mo3gHee yem uepe3 yeTwipe (4)
Mecslla TOCJi€ JaThl, KOrJa MbI JIOJIKHBI
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Contact Details of the Financial Ombudsman

ObLIH IIPEAOCTaBUTh Bam

OKOHYATCJIIbHOC PCIICHUC.

Hame

KonrtaktHas uadopmanus PUHAHCOBOTrQ

of the Republic of Cyprus:

Website:
http://www.financialombudsman.gov.cy
Email:
complaints@financialombudsman.gov.cy
Postal Address: P.O. BOX: 25735, 1311
Nicosia, Cyprus

Telephone: +35722848900

Fax: +35722660584, +35722660118

You may maintain your complaint with the
Cyprus Securities and Exchange Commission.
However please note that the Cyprus Securities
and Exchange Commission does not have
restitution powers and therefore does not
investigate individual complaints.

Contact Details of the CySEC:

Website: http://www.cysec.gov.cy

General email: info@cysec.gov.cy

Postal Address: P.O.BOX 24996, 1306
Nicosia, Cyprus

Telephone: +35722506600

Fax: +35722506700

OMOvacmena Pecnyomuku Kunp:

Beo-caiit:
http://www.financialombudsman.gov.cy
E-mail:
complaints@financialombudsman.gov.cy
IouTossliii aapec: P.O. BOX: 25735, 1311
Nicosia, Cyprus

Teaedon: +35722848900

daxc: +35722660584, +35722660118

Bl moxere mnomare Bamy xanoby B
Kumpckyro  kOMHCCHIO TIO  IEHHBIM
Oymaram u Oupkam. OmgHako oOpariaem
Bame Buumanue, uro Kumnpckas komuccus
[0 LIEHHBIM OymaraM u Oupkam He MUMEeT
NOJHOMOYUI HA PECTUTYLHMIO U He
paccMaTpuBaeT UHIUBUyaIbHbIE )KaJIOOBI.

KonTakraag uadopmanus CySEC:

Caiit: http://www.cysec.qov.cy

Du. IMoura: info@cysec.qov.cy

Anpec: P.O.BOX 24996, 1306 Nicosia,
Cyprus

Tenedon: +35722506600

daxkc: +35722506700
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COMPLAINTS FORM
(TEMPLATE)

This is the form you need to fill in if you wish
to submit your complaint to Royal Forex Ltd
(the “Company”). Complete, up-to-date as
well as accurate information is required to be
provided to the Company for the proper
investigation and evaluation of your
complaint.

Please note that the below Complaint Form is
only indicative and not exhaustive. The
Company may request further information
and/or clarifications and/or evidence as
regards your complaint.

DATE:

CLIENT INFORMATION

Name:

Surname:

ID or Passport Number:
Country of nationality:

Legal Entity Name (in case the Client is a
legal person):

Account Trading Number:

CONTACT DETAILS OF THE CLIENT

BJIAHK JJISI TIOJJAY U KAJIOBbI
(OBPA3EL)

JlaHHBIM OJTaHK HEOOXOIUMO 3aIIOJIHUTh, €CIIH
BBl X0THTE OTIPAaBUTH KAIOOy B KOMITAHHUIO
Royal Forex Ltd (mamee wumeHyeMyro
«Komnanusy). [lonnas, aktyanabHas, a Takxke
TOYHAas nHpopManus JIOJKHA OBITH
npenocrapieHa KomMnanuu Jiist HajIexKaiero
HCCIICIOBaHUS U OLICHKU Bareii xxano0sbl.

O6pamaem Bame Baumanue, uro bmank mms
MOJAayd  JKaJloObl  HIDKE  HOCHUT  JIMIIb
OPUEHTUPOBOYHBIN XapaKTep U HE SBIISICTCS
ucuepnbiBalOMM. Kommanuss uMeeT mpaBo
3aMpOCUTD JOMOJHUTENbHYIO HH(POPMALIHIO U
/ MM pa3bsICHEHUS, ¥ / WM J0Ka3aTeIbCTBA
KacarenbHO Barireit sxano05l.

JATA:

NHPOPMAILIMSA O KVIMEHTE

Nwmst:

damvumnns:

Y 10CTOBEpEHHE TMYHOCTH HIIK HOMED
nacropra:

CTpaHa TpaXXIaHCTBA:

HaumeHoBaHue 1opuanueckoro iuua (B
ciydae, eciii KnueHr siBisiercst
IOPUANYECKUM JTUIIOM):

Howmep Toprosoro cuera:

KOHTAKTHBIE JTAHHBIE KVIMEHTA

Postal Address:
City/Province:
Code:

Country:

Telephone Number:

Email:

[TouToBHBIN agpec:
I'opon / O6nacts:
Nunexc:
Crpana:
Howmep tenedona:

AJpec IEKTPOHHON TIOYTHI:
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DETAILS OF THE COMPLAINT HOAPOBHOCTHU KAJIOBbI

Date when the Complaint was created: Jlara nogauu anoObl:

Employee who offered the services to the CotpynHuK, oocayxuBaronuii Kimenra:
Client:

Description of the Complaint: (use a separate  Onucanue >xan00bl: (UCHONB3YHTE
sheet if necessary) OTICIBHBIN JINCT MPH HEOOXOAMMOCTH)

[J I hereby certify and confirmthatto [J Hacrosmmm s y1zocroBepsiio u

the best of my knowledge, the information  moarBep:kaaio, YT0, HACKOJIBLKO MHE

furnished above is true, accurate, correct U3BECTHO, HH(pOpPMAaLUsl, IPEA0CTABIEeHHASA

and complete. MHOW BbIIIE, SIBJSIETCS JOCTOBEPHOId,
TOYHOM, NPABUJILHOM H IIOJTHOH.
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FOR OFFICIAL USE ONLY TOJIBKO AJIs1 HEPCOHAJIA
Received on: [Tonydena (nata):

Received by: [Tpunsta (kem):

Assigned to: Hasnauena (komy):

To reply by: OtBeuena (kem):
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