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PernameHT pacCMOTpPEeHUA NPeTeH3nmn
MFX BROKER INC. Claims management regulations



1. MAKING UP OF A CLAIM

1.1. The Client has a right to present a claim to MFX Broker Inc. in
case of a dispute. Claims are accepted within 5 (five) working days
from the date of a claim grounds emergence.

1.2. Claim is submitted in the set form with a personal handwritten
signature of the Client and sent to the Claims department:
claims@masterforex.com. Claims presented by other means, will not
be accepted.

1.3. Consideration of a claim presented by the Client of MFX Broker
Inc. is performed on the basis of the current version of the client
agreement.

1.4. The claim must have the following content:

- Client’s name/company’s name;

- personal wallet number;

- personal cabinet login;

- trading account number;

- telephone password;

- date and time of a dispute emergence (client terminal time)
- order ticket (if applicable);

- funds deposit/withdrawal request number (if applicable);

- dispute description without emotional colouring.

1.5. The claim must not include:

- dispute description with emotional colouring;
- verbal abuse of MFX Broker Inc. or its employees;
- profanity.

1. OOOPMJIEHUE MPETEH3UN

1.1. KnneHTt Bnpase npeabasutb KomnaHun MFX Broker Inc.
NpeTeH3unto B C/ly4ae BOSHUKHOBEHWUA CNOPHOMN cuTyaumu. MpeteHsnm
NPUHUMalOTCA B TeuyeHue 5 (NaTtu) pabounx aHel c MOmeHTa
BO3HWKHOBEHWA OCHOBAHUI AN UX NPeabABNEHUA.

1.2. MpeTeH3ns nogaeTcs No yCTaHOBEHHOW popme C INYHOMN
pyKonucHoi nognucbio KnmeHnta KomnaHum u oTnpasnseTcs B oT4eN
no pabote c NpeTeH3nAMM Ha aapec NoYTbI:
claims@masterforex.com. MpeTeH3uK, NnpesbABAEHHbIE MHbIM
cnocobom, K pacCMOTPEHMUIO HE MPUHMMAIOTCA.

1.3. PaccmoTpeHue npeTeHsuu, nogaHHon KnveHtom Komnanmm MFX
Broker Inc., nponcxoauT Ha OCHOBaHWM AeNCTBYIOLWEN BEPCUM
K/IMEHTCKOTO COrnalleHus.

1.4. NpeTeH3una [OMNKHA UMETb CNeayHoLLEee COAEPKAHUE:

- uma n damunanio KnmeHta/HassaHne KoMNaHUu;

- HOMep JIMYHOTO KOLeNbKa;

- JIOTVIH ON18 INYHOTO KabuHeTa;

- HOMep TOProBoOro cYeTa;

- TenedpoHHbIV Napossb;

- [aTa v BpeMsl BO3HUKHOBEHUA CMOPHOM CUTyaumm (Bpems
K/IMEHTCKOro TepMuHana);

- TUKeT opaepa (ecniv npumeHnmo);

- HOMep 3asBKM Ha BBOA/BbIBOA, CPEACTB (ecnn NpMMeHUMo);

- OonucaHuWe CNopHOWM CUTyauun 6e3 SMOLMOHANbHOWM OKPACKM.

1.5. B npeTeH3nm He JOMKHO CoAepKaTbCA:

- 3MOLMOHA/IbHOW OLLEHKMW CMOPHOM CUTyaLUK;

- OCKOpb6MTenbHbIX BbiCKasbiBaHMi B agpec Komnanum MFX Broker
Inc. unn ee paboTHMKOB;

- HEHOPMATUBHOWN NEKCUKMU.



2. INFORMATION SOURCE FOR CLAIM VALIDITY
CONFIRMATION

2.1. Server’s log-file is the main source of information when
considering a dispute. Information contained in server’s log-file has
higher priority than other arguments when considering a dispute,
particularly information contained in client’s log-file.

2.2. The absence of relevant record confirming the Client’s intentions
in server’s log-file is the basis for considering the claim invalid.

3. RESOLVING OF DISPUTABLE SITUATIONS

3.1. If the claim is considered valid, its settlement is performed only
in form of size modification of the Company’s financial obligations to
the Client. This financial obligations modification is equivalent to the
compensation payment amount according to the decision made upon
the Client's claim.

3.2. The Company does not reimburse the lost profit if the Client had
the intention to commit an act, but did not do it for any reason.

3.3. The Company does not reimburse losses incurred by the Client as
a result of any third party’s fault.

3.4. The Company does reimburse losses incurred by the Client as a
result of hacking/phishing/virus attacks.

3.5. The Company doesn’t reimburse the Clients moral damages.

3.6. It is the responsibility of the Company to consider the Client's
claim and make a decision on the dispute as soon as possible. The
consideration period for Client's claim is 10 (ten) working days. If the
claim is considered valid, the Company satisfies such claim according
to paragraph 3.1. of the present Regulations within 5 (five) working
days.

4. CASES OF CLAIMS REJECTION

4.1. MFX Broker Inc. retains the right to reject a claim, if provisions of
paragraphs 1.1., 1.2., 1.3. and 1.4. of the present Regulations are
violated.

4.2. The claims regarding unexecuted orders, given within the period
of maintenance works on the server will not be accepted, if the Client
was notified by the internal mail of the trading platform or any other
means specified in paragraph 7.1. of the Contract of service provided

2. UICTOYHUK NHOOPMALUMW ONA NMOATBEPKAEHUA
OBOCHOBAHHOCTWM MPETEH3NN

2.1. Nlor-daiin cepsepa ABNAETCA OCHOBHbIM NCTOYHUKOM
MHPOPMaLUMM NP PACCMOTPEHUM CNOPHOM cuTyaummn. MHbopmaums,
HaxoasLlwascs B nor-daiine cepsepa, UMeeT 6e3yc/10BHbIN NPUOPUTET
MO OTHOLIEHWMIO K APYFMM apryMeHTam Npu paccCMOTPEHUU CMOPHOM
CUTyaLMK, B TOM YMCNEe U NO OTHOLIEHUIO K MHPOpMaLuu,
HaxogAuencs B fior-daiaie KANEHTCKOro TEpMUHana.

2.2. OTcyTcTBME B lor-daiie cepBepa COOTBETCTBYIOLLEN 3anucy,
noATBepaatoLeit HamepeHue KaneHTa, ABNAETCA OCHOBaHMEM 4/1A
NPU3HaHMA NPETEH3UN HeaeNCTBUTEIbHOM.

3. YPEIY/IMPOBAHME CNOPHOW CUTYALUMUM

3.1. B cniyyae ecnm npeTeH3na npyMsHaHa obocHOBaHHOM,
yperynmposaHue npoucxoauT TONbKO B BUAE U3MEHEHUA pa3smepa
¢duHaHcoBbIX 06s3aTenbcTB Komnanun MFX Broker Inc. nepeg,
KnneHTOM Ha BeIMYMHY, SKBUBAZIEHTHYIO KOMMEHCALMOHHOMN
BbiMnaTe B COOTBETCTBUM C PeLLIEHNEM, BbIHECEHHbIM MO MPeTeH3nn
Knunenra.

3.2. KomnaHus He BO3MELLLAeT HeZoMoy4YeHHY0 Npubbinb, B Caydae
ecnn KnmeHT umen HamepeHue CoBepLINTL Kakoe-1nMbo aeincteune, HO
He COBepLUN ero No Kakom-1Mbo npuynHe.

3.3. KomnaHusa He BO3MeLL@EeT ybbITKM, MOHECEHHbIe KnneHTOM no
BMHe Ntobol TpeTbeil CTOPOHbI.

3.4. KomnaHua He BO3meLaeT Y6bITKKU, NoHeceHHble KnneHTom B
pesynbTaTe XaKepPCKMX/GULLIMHIOBbIX/BUPYCHbIX aTaK.

3.5. MopanbHbIii yuwepb KnneHTy KomnaHus He Bo3mellaer.

3.6. B 06A3aHHOCTM KOMNaHWM BXOAMT pacCMOTPEHUE NpeTeH3nn
KnueHTa v BblIHECEHWE PELLEHUSA MO CMOPHOMN CUTYaLMK B
KpaTdaiwme cpokun. Cpok paccMoTpeHus KomnaHuei npeteHsnm
KnuneHTa coctaBnset 10 (aecaTb) paboumx gHei. KomnaHus, B ciyyae
npU3HaHuA npeteHsnu KnmeHTa 060CHOBaHHOM, yA0BAETBOPAET
npeTeH3unto B cOOTBETCTBUM C N. 3.1. HacToAwero PernameHTa
PaccMOTPEHUA NPeTeH3N B TedeHune 5 (NaTh) paboumnx gHewn.

4. C/TYSAMN OTKA3A B PACCMOTPEHWW MPETEH3UN

4.1. 3a KomnaHueit MFX Broker Inc. coxpaHsieTcs NpaBo OTKasaTb B
PacCMOTPEHMM NPETEH3UM B C/lydae HecobloAeHMA YCN0BUN,
yKasaHHbix B n.1.1.,1.2.,1.3. n 1.4. HacToAwero PernameHTa
PaccMOTPEHUA NPETEH3UN.

4.2. NpeTeH3nn No HeobpaboTaHHbIM PACNOPANKEHNAM, OTAAHHBIM
BO BpeMsa npodunaktuyecknx paboT Ha cepsepe, He MPUHUMAIOTCA B
c/yyae, ecnn o Takux pabotax KnmeHTy 6bi10 BbICaHO yBEAOMNEHUE
no BHYTPEHHeln noyte TOProBon NAaTGopmbl UAU NH0OBIM UHBIM



on international financial markets of such works in accordance to the
client agreement. Non-receipt of such notification by the Client is not
the basis for the claim presentation.

5. DISPUTES

5.1. MFX Broker Inc. retains the right to reject the claim regarding the
execution of pending orders, if the Client performed any actions with
these orders during the period from the moment of a dispute
emergence till the moment of claim presentation.

5.2. If, in the Client’s opinion, a pending order wasn’t executed by
mistake, the Client is obliged to indicate pending order’s ticket in the
claim before claim presentation. The Company reserves the right to
reject the claim, if such actions were not implemented by the Client.

5.3. In case a dispute situation not covered by the present
Regulations occurs, the ultimate decision on the claim is made by the
Company according to conventional market practice and its ideas of a
just dispute settlement.

cnocobom, ykasaHHbIM B n. 7.1. [loroBopa 06 oKasaHWM ycayr Ha
MeXAYHapOAHbIX GUHAHCOBBIX PbIHKAX, B COOTBETCTBUM C
K/IMEHTCKMM cornalleHnem. HenonydeHne KnnmeHTom Takoro
yBegoM/IeHUA He ABAAETCA OCHOBaHMEM A1 NMPeabABAEHUA
npeTeHsuu.

5. C[TOPHbIE CUTYAUUN

5.1. 3a Komnaxueit MFX Broker Inc. coxpaHaeTca npaBo OTKNOHWUTb
NPEeTeH3MI0 MO UCNOJIHEHUIO OT/IOXKEHHbIX OpAEepPOoB, ecnn KnaveHT B
nepuoa, ¢ MOMeHTa BOSHUKHOBEHWA CNOPHOW CUTYauun n Jo
MOMEeHTa NoJayu NpeTeH3nn coBepLLan Kakme-HMbyab AeicTBuA ¢
3TUMK opaepamu.

5.2. B cnyyae owmb0o4HOro, ¢ TOYKM 3peHuns KnmeHTa, HencnosHeHus
OT/IOXKEHHOro opaepa, KnMeHT nepeg nogayeit npeteHsnn obasax
YKa3aTb B NPETEH3UM TUKET OT/IOXKEHHOro opaepa. KomnaHua Bnpase
OTK/JIOHUTb NpeTeH3unto KnneHTa, ecnm yKasaHHble gencTama
KAMeHTOM BbINOJIHEHbI He 6bln.

5.3. B cnyyae BO3HUMKHOBEHMUSA CMOPHOM CUTYaLMK, HE NPOMNMCAHHOMN B
HacToAlem PernameHTe paccMOTpeHUA NpeTeH3ni, OKOHYaTelbHoe
peleHne no npeTeH3nmn NpuHUMaeTca KomnaHuen, ncxoaa ms
06LLENPUHATON PBIHOYHOM MPAKTUKM U CBOUX NPenCcTaBiAeHU O
Crnpasesa/IMBOM ypPeryanpoBaHum CNOPHOM CUTyaumu.



