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1.1  Xtream Markets Ltd (hereinafter referred to as the 'Company'), is incorporated by Marshal Island in 1961 exclusively 

     all commercial, financial, lending, borrowing, trading, service activities and the participation in other enterprises as 

     well as to provide brokerage, training and managed account services in currencies, commodities, indexes, CFDs 

     and leveraged financial instruments. The objects of the Company are all subject matters not forbidden by International 

     Business Companies (Amendment and Consolidation) one of the largest business conglomerates in South Eastern

     Europe.

1.21.2  The Company has implemented and maintains a Complaints Handling Procedure (the "Procedure"), which is

      described in this document.

1. Introduction

2.1.  Unless the context requires otherwise, all terms included in this Procedure shall have the meaning given to them 

       herein. Where the context requires, (a) words importing the singular shall include the plural and vice versa and 

      (b) words importing the masculine shall include the feminine and vice versa.

2. Interpretation of Terms

3.1.  The purpose of the Procedure is to set out the internal complaint resolution system and procedures which the 

       Company has established, maintains and follows for the resolution of complaints.

3. Scope of the Complaints Handling Procedure

4.1.  A complaint is an expression of dissatisfaction by a Client regarding the provision of investment and/ or

       ancillary services provided to him by the Company. Complainant is the person, natural or legal, which is

       eligible for lodging a complaint to a Company and who has already lodged a complaint.

4.2. A complaint received by a Client shall include:

(a) The Client's name and surname;

(b) The Client's trading account number;

(c) The affected transaction numbers, if applicable;(c) The affected transaction numbers, if applicable;

(d) The date that the issue arose and a description of the issue.

4.3. A complaint must not include offensive language directed either to the Company or a Company employee.

4. Definition of a Complaint
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6.1. All complaints shall be treated confidentially.

6.2. The Company shall deal with Client's complaints without undue delay.

6.3. The company will resolve all complaints in a fair manner.

6. Principles of the Procedure
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5. Procedure



7.1. Questions regarding this procedure should be sent to the Customer Support Department.

7. Frequently Asked Questions (FAQs)

8.1. The Company has established, maintains and updates the complaints register with details of all the complaints

      received per month for a period of five (5) years. The following information is recorded in the complaints register:

(a) Date of the complaint;

(b) Wallet number;

(c) Identification of the complainant;

(d) Complaint cause;

(e) The financial instrument;(e) The financial instrument;

(f) The disputed amount;

(g) Settlement date if applicable; and

(h) Any comments thereof.

8. Record Keeping
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9. Contacts


