
 

 

Complaint Handling Policy and Procedure 
Dominion Markets Ltd 

1. Purpose 

Dominion Markets Ltd is committed to handling client complaints in a fair, transparent, objective, 
consistent, and timely manner. 

This Complaint Handling Policy and Procedure sets out the process for receiving, acknowledging, 
investigating, escalating, resolving, recording, and reviewing complaints relating to the Company’s 
products and services. 

2. Scope 

This Policy applies to clients of Dominion Markets Ltd who wish to lodge a complaint regarding any 
aspect of the Company’s Forex and CFD trading services, including trading platforms, account 
administration, deposits, withdrawals, fees, execution, customer service, payment processing, 
account closure, or any other service-related matter. 

This Policy applies to complaints submitted by clients directly or through an authorised 
representative, provided that appropriate authority or supporting documentation is provided where 
required. 

3. Definition of a Complaint 

A complaint is any written expression of dissatisfaction made by a client regarding the services 
provided by Dominion Markets Ltd, where a response or resolution is explicitly or implicitly 
expected. 

A complaint may relate to, among other matters, the Company’s services, trading platform, 
execution, deposits, withdrawals, fees, account administration, communication, customer support, 
or the conduct of the Company’s employees, agents, affiliates, or service providers. 

General enquiries, requests for information, technical support requests, or routine service requests 

will not normally be treated as complaints unless the communication clearly expresses 
dissatisfaction and seeks a response or remedy. 

4. Lodging a Complaint 

Clients may submit complaints by email to complaints@dominionmarkets.com or by contacting the 
Company through its official support channels. 

To assist the Company in reviewing the complaint efficiently, the client should provide the following 
information: 

full name; 
account number, where applicable; 
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registered email address; 
contact details; 

clear description of the issue; 
relevant dates, times, transactions, order numbers, payment references, or communication 
records; 
copies of any supporting documents or evidence; and 
the outcome or remedy sought by the client. 

Where a complaint is submitted by a representative on behalf of a client, the Company may request 
written authorisation, proof of identity, or any other document required to verify the 
representative’s authority. 

5. Acknowledgement of Complaint 

Upon receiving a complaint, the Company will acknowledge receipt within two (2) business days. 

The acknowledgement may include confirmation that the complaint has been received, a brief 
summary of the complaint, the complaint reference number where applicable, the expected 
timeframe for review, and any request for further information or supporting documentation 
required to assess the matter. 

Where the communication does not contain sufficient information to identify the client, understand 
the issue, or commence a proper review, the Company may request additional information before 
treating the matter as a formal complaint. 

6. Investigation and Resolution Process 

The Company will investigate complaints fairly, objectively, and in good faith. 

The investigation may include reviewing account records, trade logs, order history, transaction 
history, deposit and withdrawal records, payment records, platform records, communication 
records, system logs, internal notes, compliance records, and any supporting documents provided 
by the client. 

The complaint may be reviewed by the relevant department, Compliance function, Risk function, 
Operations team, Senior Management, or any other appropriate person within the Company, 
depending on the nature and seriousness of the matter. 

The Company aims to resolve complaints as quickly as possible and, where practicable, within 
fourteen (14) business days. 

In any event, the Company will endeavour to provide a final written response within thirty (30) 
days from the date of receipt of the complaint. Where additional time is required due to the nature, 
complexity, technical requirements, payment provider involvement, liquidity provider review, or 
regulatory/compliance sensitivity of the complaint, the Company will inform the client of the 
reasons for the delay and provide updates on the progress of the review. 



 

 

Once the investigation is complete, the Company will provide a written response setting out its 
findings, the outcome of the complaint, and any corrective action or remedy where applicable. 

7. Escalation Process 

If a client is not satisfied with the response provided, the client may request that the complaint be 

escalated to Senior Management or another appropriate senior person within the Company for 
further review. 

The escalation request should be submitted in writing and should explain why the client disagrees 
with the response or why the client considers that the complaint has not been properly resolved. 

The Company will review the escalated complaint fairly and objectively and will communicate its 
final position to the client within a reasonable timeframe. 

8. External Complaint Submission 

Where a complaint cannot be resolved through the Company’s internal complaint handling process, 

or where the client remains dissatisfied with the Company’s final response, the client may refer the 
matter to the relevant external authority or dispute resolution body in Mauritius, where applicable. 

For complaints relating to a regulated entity holding a Global Business Licence from the Financial 
Services Commission, Mauritius, clients may submit the complaint through the FSC Mauritius 
Online Complaints Portal, subject to the applicable complaint submission requirements and 
procedures published by the FSC from time to time. 

Where the complaint falls within the jurisdiction of the Office of Ombudsperson for Financial 

Services, the client may refer the matter to that Office in accordance with its applicable complaint 
handling process. 

Clients are encouraged to refer to the official websites of the relevant authority for the applicable 
complaint submission process, eligibility requirements, supporting documents, forms, timelines, 
and contact details. 

9. Record Keeping 

The Company will maintain records of complaints received, including the nature of the complaint, 
date of receipt, client details, supporting documents, internal review notes, actions taken, 
investigation findings, outcome, communications with the client, escalation records, and any follow-
up actions. 

Complaint records and supporting documents will be retained for at least ten (10) years, or for such 
longer period as may be required under applicable laws, regulations, regulatory instructions, legal 
proceedings, or internal policies. 

The Company may maintain a complaints register for internal monitoring, management reporting, 
compliance review, root cause analysis, and regulatory purposes. 



 

 

10. Confidentiality and Data Protection 

All complaints and related information will be handled confidentially and in accordance with 
applicable data protection requirements and the Company’s Privacy Policy. 

Information relating to a complaint may be shared with employees, officers, directors, affiliates, 

service providers, payment providers, liquidity providers, legal advisers, auditors, regulators, 
authorities, law enforcement agencies, courts, external dispute resolution bodies, or other relevant 
parties where necessary for complaint handling, investigation, legal, regulatory, compliance, 
operational, or risk management purposes. 

The Company will only disclose complaint-related information where it considers such disclosure 
necessary, lawful, or appropriate in connection with the complaint or its legal and regulatory 
obligations. 

11. Fair Treatment and Non-Retaliation 

The Company will handle complaints fairly and will not treat a client adversely merely because the 
client has submitted a complaint. 

The filing of a complaint does not remove the client’s obligation to comply with the Client 

Agreement, trading conditions, margin requirements, payment obligations, account security 
requirements, or any other applicable terms and conditions. 

12. Continuous Improvement 

The Company may review complaints periodically to identify recurring issues, service deficiencies, 
operational weaknesses, training needs, system issues, policy gaps, or control improvements. 

Where appropriate, the Company may take corrective or preventive action to improve internal 
processes, enhance service standards, reduce recurring complaints, and support ongoing 

compliance with applicable legal and regulatory obligations. 

13. Contact Information 

For questions regarding this Policy or to lodge a complaint, clients may contact: 

Dominion Markets Ltd 
Registered Office: Office 133, Rue De La Democratie, Ebene, Mauritius 
Email: complaints@dominionmarkets.com 
Telephone: +(971) 4 570 4324 
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