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COMPLAINTS HANDLING PROCEDURE
1.INTRODUCTION
PriorFX Ltd (hereafter the “Company”) is an Investment Firm authorized and regulated by the
Cyprus Securities and Exchange Commission (hereafter the “CySEC”) under the License No.
CIF221/13.
The Company is incorporated and registered under the laws of the Republic of Cyprus under the
certificate registration number HE321360 and operates in compliance with the European Markets
in Financial Instruments Directive II (MiFID II) 2014/65/EU and the Cyprus Investment Services
and Activities regulated Markets Law of 2017 (Law 87(I)/2017).
The Company has established, implemented and maintains effective and transparent procedures
for the reasonable and prompt handling of complaints, and keeps a record of each complaint, as
required by CySEC in Paragraph 13 Directive DI144-2007-01 of 2012 and the provision of
Circular C100.
DEFINITION
For the purposes of the Complaints Handling Policy the terms “complainant” and “complaint”
shall have the following meaning:
“Complainant” is defined as any person, natural or legal, who has read, agreed with and accepted
all the terms and conditions contained in the Client Agreement without modifications, has opened
a trading account with the Company and has lodged a complaint.
“Complaint” is defined as an expression of dissatisfaction by a Client addressed to the Company
regarding the provision of investment and/or ancillary services provided to the Client by the
Company.
SUBMISSION OF A COMPLAINT
The Company considers having a complaint when the Complainant has submitted a written
statement of dissatisfaction, addressed to the Company, via email at complaints@priorfx.com or
when the Complainant has completed the relevant form on the Complaints page. The current Policy
applies to all Registered Active Clients and Trading Accounts opened with PriorFX Ltd.
In addition to the above, the Company should make all best efforts to ensure that in case of the
complaint or grievance being in such nature that can be resolved immediately, to do so that the
Client will not have to pursue the filling of a formal complaint.

1

196 Arch. Makarios III Ave.,
Ariel Corner, 3030 Limassol, Cyprus
Tel: +357 2525 8220 | Web: www.PriorFX.com

COMPLAINTS REGISTER
The responsible department shall be the AML officer and the Internal Legal Department. Every
complaint received should be registered in this register as soon as possible and in any case not later
than the next working day after receiving the complaint. Each complaint is registered under a
unique reference number consisting of ten digits:
-

the first two digits are PD which corresponds to the Company’s code regarding the
Transaction Reporting System – TRS,
the following four digits define the year, and
the last four digits denote the number of each complaint serial number (e.g. for 2015 PD20150001, PD20150002, for 2016 - PD20160001, PD20160002).

The responsible employee will send to the Complainant a written acknowledgment confirming
receipt of the complaint by email as soon as possible and not later than within five days following
receipt, enclosing information regarding the Company’s complaints handling process.
The confirmation also should inform the Complainant that he/she should use the said reference
number in all future contact with the Company, the Financial Ombudsman and/or the CySEC
regarding the specific complaint.
The investigation of the complaint is subject to the provision of the correct information by the
Complainant.
The following information should be provided:
a.
b.
c.
d.
e.
f.
g.
h.
i.
j.

The Client’s full name and surname;
The Client’s trading account number;
The date that the issue arose and a description of the issue;
The identification particulars of the Complainant;
The service provided by the Company and related to the complaint;
The affected transactions (if applicable);
The content of the complaint;
The capital and the value of the financial instruments which belong to the client;
The magnitude of the damage claimed by the Complainant;
Reference of any correspondence exchanged between the Company and the Complainant.

EXPECTED TIMELINE
The Company investigates the complaint and reply, as soon as possible and in any case within two
months, to the Complainant about the outcome/decision. Only in the event that the Company is
unable to respond within two months the period for the investigation and reply can be extended.
This extended period of time cannot exceed three months from the submission of the complaint.
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INVESTIGATING THE COMPLAINT
During the investigation of the complaint, the responsible officer informs the Complainant of the
handling process of his/her complaint.
When providing a final decision that does not fully satisfy the Complainant’s demands, to notify
in writing the Complainant using a thorough explanation (communications should be in plain
language which is clearly understood) of its position on the complaint and set out the
Complainant’s option to maintain the complaint, for example through the Commission or the
Financial Ombudsman, within a period of six months for further investigation.
Complainants shall be able to file complaints and receive the procedures for complaints free of
charge.
REPORTING TO THE CySEC
Every month, the Company provides to CySEC information regarding the complaints it receives
and how these are being handled (such information should be submitted in an electronic form). In
particular, the Chief Executive Officer completes every month (reporting month) the form T144002-01 (excel file, the 'Form') as established in the Annex 1 to the Circular C100 and modified
from time to time, and sends it to the CySEC within five days after the reporting month. The
‘Form’ is sent in electronic form via the Transaction Reporting System. All relevant details for
completing and sending the ‘Form’ are referred to in Annex 2 to the same Circular.
The Company has obligation to send the ‘Form’ even in case where the Company did not receive
any complaint within the reporting month.
In the event where the Company has resolved and/or revised a complaint which was referred to
the CySEC in a previous submission of the above mentioned ‘Form’, the CIF must complete all
the fields of the ‘Form’ and select the 'U' from the column Record Type.
RECORD KEEPING
The Company shall maintain a record of all complaints and related details for a minimum period
of five years in accordance with the applicable legislation.
MONITORING AND REVIEW
This Policy will be reviewed and/ or amended from time to time and/ or as and when considered
necessary by the Board of Directors and the Compliance Officer. In such case the Policy on our
website will be replaced with the updated version.
Please contact us at support@priorfx.com if you have any additional inquiries and/or questions.
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