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COMPLAINTS AND DISPUTE
RESOLUTION POLICY

1. INTRODUCTION

1.1 This Complaint and Dispute Resolution Policy
(“Policy”) sets out the process adopted by ONEBID
ASSET LLC (“Company”) for the reasonable and prompt
handling of complaints, disputes or claims received

from Clients (“Client”, “ your”).

” u

you”,

1.2 The purpose of this Policy is to consider and resolve
complaints, disputes or claims received from the
Company’s Clients who have completed the
registration procedure on the Company’s website in
relation to the Services provided by the Company to
Clients in accordance with Section 6 of the “Client
Agreement” (hereinafter referred to as the
“Agreement”).

2. DEFINITIONS
2.1 Claim, complaint or dispute:

e any dispute between the Client and the Company
when the Client has reasonable grounds to believe
that the Company has violated one or more terms
of the Agreement as a result of any act or omission,
or when the Client has claims regarding non-
trading transactions;

e any dispute between the Client and the Company
when the Company has reason to believe that the
Client has violated one or more terms of the
Agreement as a result of any act or omission.

2.2 Client:

e a legally competent individual who has reached
the age of 18 and has completed the registration
procedure on the Company’s website for the
purpose of conducting trading operations on
margin trading terms.

3. REQUESTS

3.1 In cases where the Client encounters any problems
or the Client has questions regarding the Company’s
Services or regarding the procedure for replenishing or
withdrawing funds from the account, the Client can
contact the Customer Support Department via online

18t

PEFTTAMEHT PACCMOTPEHUA
AJ1I0B U CNOPOB

1. BBEAEHUE

1.1 Hactoawmin PernameHT pacCMOTPEHMUA Kanob wu
cnopos (fanee «PernameHT») onpeaenseT npouecc,
npuHAaTbii KomnaHnuelr ONEBID ASSET LLC (manee
«KomnaHus»)  gna  pasymHoro u  bBbicTporo
pPacCMOTPEHUs  Kanob, CMOpoB UAM  MPETEeH3UN,
nosiyyeHHbiX oT KnauneHToB (ganee «KnueHT», «Bbl»,
«BaLw»).

1.2 Uenbto HacToAwero pernameHtTa ABasfetcA
paccMoTpeHWe U paspelleHune Kanob, cnopos wuan
npeTteHsuit, noctynatowmx ot KaneHtos KomnaHuw,
npoweglwmnx npoueaypy perucrpaumm Ha Beb-calite
KomnaHun B OTHOWeEHUW Ycayr, npepocTaBasemMblX
KomnaHuei KnueHtam B cooTBeTcTBUM ¢ Pasgenom 6
«KnuneHtckoro Cornawenun» (aanee «CornaweHune»).

2. ONPEAENEHUA
2.1 MNpeTeHsus, *Kanoba nam cnop:

o obow cnop mexay KnneHtom n KomnaHnuen,
Korga y KnmeHTa ecTb 40CTaTOYHblE OCHOBaHMA
nosaratb, YTo KoMnaHuWA Hapywunaa o4HO UK
HECKObKO ycnosuii CornalleHuns B pesynbrarte
KaKkoro-nmbo aencrsua nnum 6esaencTema, nam
Koraa y KnmeHTta BO3HUKAM NpeTeH3nm
OTHOCUTE/IbHO HETOPrOBbIX OnepaLuii;

e noboit cnop mexay KnumeHtom n Komnaxuei,
Korga y KomnaHum ectb ocHoBaHuUA
npeanonaratb, 4To KAMEHT HapyLna O4HO UK
HEeCKONbKO ycnoBuii CornalieHuns B pesynbrate
KaKoro-nmbo aencteuns uam besaencrems.

2.2 KnuenrT:

e paeecnocobHoe ¢pusMyeckoe NMLO, AocTUrwee 18-
NeTHero BO3pacTa, npollealee npoueaypy
pernctpaummn Ha Beb-caiite Komnauuu B uensx
npoBeAeHUA TOProBbiX OMepauuin Ha ycnoBuAX
Map»K1HabHOM TOProBu.

3. 3AMPOCHI

3.1 B cayyanx, Korga KavMeHT CTaskMBaeTCsa C KakMmu-
nmbo npobnemamu, unmy KnmeHTa BO3HMKAM BOMPOChI
OoTHocuTenbHO Ycnyr KomnaHuM MAM OTHOCUTENbHO
npoueaypbl NOMOJHEHWUA WAM BbiIBOAA CPEACTB CO
cyeta, KnueHT MmoxKeT cBA3aTbes ¢ OTgenom



chat on the Company’s website, email
support@onebidasset.com or the feedback form from
the Personal Area in the “Support” section. If the issue
can be resolved immediately in accordance with the
terms of the Policy and/or Agreement, the Client will
immediately (usually within 24 business hours) receive
a response to his question from the Customer Support
Department. However, if the Customer Support
Department determines that it will take more time to
resolve the issue, the Company has the right to review
and make a decision on the Client’s issue within 5 (five)
business days from the date of the Client’s request.

3.2 If the Client is not satisfied with the response to a
request received, the Client has the right to file a formal
complaint, strictly following the procedure specified in
the “Formal Complaints” paragraph of this Policy.

4. FORMAL COMPLAINTS

4.1 An official complaint is a statement from the Client
about dissatisfaction with the provision of Services,
addressed by the Client to the Company and drawn up
in accordance with clause 4 of this Policy.

4.2 A formal complaint must contain:

e first and last name of the Client;

e trading account number;

e date of occurrence of the controversial situation
according to the trading platform time;

e ticker of the disputed order;

e description of the controversial situation, which
must contain a reference to the allegedly violated
clause(s) of the Agreement.

4.3 The complaint should not contain emotional
assessments of the controversial situation or offensive
expressions.

4.4 The Company has the right to reject the complaint
in cases where any of the above provisions are violated,
or if more than 5 (five) calendar days have passed from
the day when the Client learned or should have learned
about the violation of his right.

45 A formal complaint should be sent to
dispute@onebidasset.com. The period for
consideration of a formal complaint is 5 (five) working
days from the date the complaint was sent. In
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NoAAEePKKM KAMEHTOB Yepes OHNANH YaT Ha Beb-caiTe
KomnaHuu, 3NEKTPOHHYIO noyty
support@onebidasset.com uan dopmy obpaTHOM
cBA3n 13 JInyHoro KabuHeta B pasgene “Mopaepkra’.

Echm paHHbI  BONpOC  MOXeT  6biTb  pelleH
He3amea/IMTeNbHO B COOTBETCTBMW C YC/IOBUMAMM
PernameHTa n/mnmn CornauweHwus, KnueHt

He3aMeanTeNbHO (06bl4HO B TeyeHue 24 paboumx
YyacoB) NoAy4YuT OTBET Ha cBoW Bonpoc oT OTaena
noadep KM  KnaneHtoB. OpHako eciam  Otgen
NoAAEePXKKU KIMEHTOB ONpPeaenuT, YTo ANa peleHus
Bonpoca notpebyetca 6onbwe BpemeHu, KomnaHus
MMeeT NpPaBO PACCMOTPETb M BbIHECTU peELUEHWe Mo
Bonpocy KnneHTa B TedyeHun 5 (naTu) paboumx gHen co
AHA obpalleHuns KnnenTa.

3.2 Ecam KnueHT He yaoBneTBOpeH OTBETOM Ha
noJsly4yeHHbI 3anpoc, y KnueHta ecTb npaBo noaatb
odunumanbHylo Kanoby, cTporo cnegya npoueaype,
yKasaHHoOM B nyHKTe “OduumanbHble ¥Kanobbl”
HacTosAwero PernameHTa.

4. OPULIUANDBHLIE XXANTOGEbI

4.1 OduumanbHan Kanoba — 3anaBneHWe KnveHta o
HeJOBONLCTBE OKasaHuvem Ycayr, ajgpecoBaHHoe
KnneHtom KomnaHmm n opopmieHHoe B COOTBETCTBUMU
C NYHKTOM 4 HacToAawero PernameHTa.

4.2 OduumanbHas kanoba [O/KHA COAEPIKATD:

e uMA n dbamunumio Knnenra;

e  HOMep TOProBOro cYeTa;

® 3Ty BO3HMKHOBEHWS CMOPHOM CUTyauuuM Mo
BpemMeHM TOproson naaTtpopmeol;

®  TUKep OCMapuBaemoro opaepa;

e  OnWcCaHWe CNOPHOM cUTyauuu, B obasaTenbHOM
nopsazZike cogeprKallee CCbIIKY Ha
npeAnosoXK1TeNbHO HAPYLIEeHHbI MYHKT(-bl)
CornaweHus.

4.3 anoba He A0/KHA coAepyKaTb 3MOLMOHAMbHbIX
OLEHOK  CMOPHOW  CUTyauuu,  OCKOPOUTENbHbIX
BblPaXKEHWU.

4.4 KomnaHus MMeeT MpaBO OTK/AOHUTb Kanoby B
cnyyasx, Korga nwboe M3 BblLEYNOMAHYTbIX
NONIOXKEHUI HapylweHo, AMbo ecanm co AHA, Koraa
KAMEeHT y3Han nam gonxeH 6bin y3HaTb O HapyLeHUK
cBOero npasa, npowso 6onee 5 (nNATK) KaneHZAPHbIX
OHeMn.

4.5 OduumanbHan *Kanoba gokHa 6bITb HanpaB/ieHa
Ha aapec 3NEKTPOHHOM noyTbl
dispute@onebidasset.com.  Cpok  paccmoTpeHua
odurumManbHOM Kanobbl coctasnset 5 (NATb) paboumnx



particularly difficult cases, the period may be extended,
of which the Client will be notified in writing.

4.6 The server log file is the only source of reliable
information in the event of any dispute. The server log
file has absolute priority over other arguments, but
does not exclude the use of other evidence when
considering and resolving a dispute.

4.7 If the server log file does not record the relevant
information referenced by the Client, an argument
based on that reference cannot be considered.

4.8 The Company shall establish and apply the above
procedures to ensure that the Client's complaint is
resolved within the specified time. Some complaints
may be resolved more quickly depending on the facts
and nature of the dispute. If necessary, during the
consideration of the complaint, the Company has the
right to request additional information from the Client.
All complaints are handled confidentially.

5. DISPUTE RESOLUTION

5.1 After taking a decision on the Client's formal
complaint, the Company will inform the Client about it
in writing together with an explanation of the
Company's position and any corrective measures that
will be taken (if required).

6. OTHER

6.1 In the event of a dispute, the Company reserves the
right to block trading operations on the Client's trading
accounts in whole or in part until the dispute is
resolved.
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OHEeW co AHA HanpaBaeHua *Kanobbl. B 0cob60 cNoXHbIX
CNy4asax CPOK MOMKET 6bITb yBeAUYEH, O yeM KauneHT
byaeT yBeAOMAEH B MUCbMEHHOM BUZE.

4.6 JNor-bain cepBepa ABAAETCA €A4UHCTBEHHbLIM
MCTOYHMKOM [J0CTOBEPHOM WHbOpMauun B cayvae
BO3HWKHOBEHMA noboro cnopa. Pain  KypHana
cepsepa MMeeT abCcoNtOTHBIN NPUOPUTET Hag, APYrMMM
aprymeHTamu, OfHaKo He UCK/YaeT UCnosib3oBaHue

MHbIX  [0Ka3aTeNbCTB  MNPW  PacCMOTPEHUU U
paspeLueHumn cnopa.

4.7 Ecnm B nor-davine cepsBepa He 3anucaHa
cooTBeTCcTBYOWAA  MHOOPMALMA, HA  KOTOPYH

ccblniaetca KAmMeHT, aprymeHT, OCHOBAHHbIN Ha 3TOM
CCbl/IKe, HE MOXeT 6bITb pPacCMOTpPEH.

4.8 KomnaHuA  yCTaHaBAMBaeT W NpumeHsaeT
BbILLEN3/IOMKEHHbIE NpPoLEeaypbl, YTOObI rApaHTMPOBaTb
paspeleHue »Kanobbl KnueHnta B  TeyeHue
YCTaHOBJ/IEHHOIO BpeMeHU. HeKoTopsble Kanobbl moryT
6bITb pa3pelleHbl bbiCTpee B 3aBUCUMOCTU OT HaKTOB U
XapaKktepa cnopa. [pu HeobxogumocTn B xoae
paccMmoTpeHus Kanobbl KomnaHus uMeeT npaBo

3anpocuTb ot KnueHTa OOMONHUTENbHYIO
uHPopmaumio. Bce  kanobbl  paccmaTpuBatoTcs
KOHOMAEHUMANBbHO.

5. YPEI'YIUPOBAHUE CNOPOB

5.1 Mocne npuHATMA peweHna no OduumanbHoM
*anobe KnveHta KomnaHma coobwmt KaMeHTy o Hem B
NUCbMEHHOM BUAE BMeCTe C 0bbACHEHWEM MO3MLMM
KomnaHuu u ntobbix mep No MCNpPaBAEHUIO CUTYaLLUW,
KoTopble byayT npeanpuHATLI (ecamn notpebyetcs).

6. MPOYEE

6.1 B cnyyae BO3HWMKHOBEHMA cnopa KomnaHua
ocTaBAseT 33 coboi nNpaBo 3ab10KMPOBaTb TOProBble
onepauuMu Ha TOproBbix cyeTax KaneHTa nonHocTbio
WKW YaCTUYHO A0 paspeLleHna cnopa.



