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Complaint Handling Procedure

1. Objective

This manual defines the standard
procedure for handling complaints
submitted by clients of MH Markets
financial services LLC. It ensures a
structured, transparent, and timely
resolution process while maintaining
compliance with company policies and
regulatory standards. The objective is to
address client concerns professionally,
maintain customer trust, and uphold
regulatory obligations.

2. Scope of the Procedure

This procedure applies only to
complaints relating to the Company’s
licensed activities as an introducer and
financial consultant. MH Markets
Financial Services LLC does not execute
transactions, provide pricing, or hold
client funds.

Complaints relating to trading
execution, pricing, account
management, or services provided by
third-party brokers introduced by the
Company shall be handled in
accordance with the respective broker’s
complaint handling procedures.

3. Submission Process
3.1 How to Submit a Complaint
Clients must submit complaints via the
following channel:
o Email:
support@mhmarketsfs.com
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o The email should have the
subject line: "Complaint
Submission: [Client
Name/Username]" to
ensure proper tracking.
3.2 Required Information
Each complaint must be submitted in
Arabic or English and include the
following details:
o Client’s Full Name: As registered
with the Company.

o Registered Email Address and
Phone Number: To verify identity
and facilitate communication.

o Clear Description of the Issue:
Include specific details such as
dates, times, and nature of the
complaint.

» Supporting Evidence:
Screenshots, email
correspondence, or scanned
documents that substantiate the
complaint.

4. Verification Requirements
4.1 Email Verification

o Complaints must be sent from the
client’s registered email address
to authenticate the submission.

o If a complaint is received from an
unregistered email, additional
verification will be required
before proceeding.

5. Response Timeline
5.1 Initial Response
o The Customer Support
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Department will acknowledge
receipt of the complaint within
Forty -Eight (48) hours.
5.2 Escalation
« If theissue cannot be resolved
within the initial response time,
the complaint will be escalated to
the Compliance Department.
o Escalation triggers include:
o Complex disputes requiring
further investigation.
o Cases involving regulatory
compliance.
6. Resolution Timeframe
6.1 Standard Resolution
o The Company aims to resolve
complaints within Twenty (20)
business days.
« Standard cases include:
o Minor errors.
o General service
dissatisfaction.
7. Data Requests
7.1 Request Submission
o Clients may request additional
data related to their complaint by
sending an email to
support@mhmarketsfs.com
» Datarequests must include:
o Specific details of the
requested data.
7.2 Data Provision
o Therequested information will be
provided within ninety (90) days
of submitting the form.
« Sensitive data requests may
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require additional authorization
and verification.

8. Record Authority

8.1 Official Records

« Server log files maintained by the
Company will serve as the
definitive proof for complaint
resolution.

« Discrepancies between client-
provided data and server records
will defer to server logs.

8.2 Record Retention

o Complaint records will be
retained for a minimum of Five
(5) years to comply with
regulatory requirements.

9. Finality of Decisions

9.1 Binding Nature

The Company’s decision represents its
final internal position; however, this
does not affect the complainant’s right
to escalate the matter to the Securities
and Commodities Authority (SCA) or any
competent authority.

9.2 Appeals

« Clients dissatisfied with the
resolution may appeal to the
Compliance Department for a
secondary review.

10. Good Faith Resolution
10.1 Expectations

o Both the client and the Company
are expected to act in good faith
to achieve a fair resolution.
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11. Settlement Agreement

11.1 Terms of Settlement 4y gudil) 4880 11
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12. Legal Action for Misrepresentation
12.1 Consequences

The Company reserves its legal rights
under applicable UAE laws in cases
involving deliberate misrepresentation
or fraudulent conduct. Such matters
shall be handled separately from the
complaint resolution process.
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enhanced scrutiny by the
Compliance Department.
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