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1. INTRODUCTION 

 
GMBB Investment LTD is an Investment Firm that owns and operates the brand 

“WRPRO” under the domains (www.WRPRO.com) and (www.WRC1.com). GMBB 

Investment LTD is registered in Mauritius with company number 195321, and is 

authorized and regulated by the Mauritius Financial Services Commission ("FSC”) with 

license number GB22201139 to carry out certain categories of financial investment 

business as permitted under the Mauritius Financial Services Act 2007. The Company’s 

registered office is located at C/o AllServ Management Ltd, Office15,Floor 1, 

CentrePoint, Trianon, Republic of Mauritius. GMBB INVESTMENTS CY LTD, registered 

in Cyprus, with registration number HE 445963 and registered address at Olympou 29, 

Pano Platres, 4820, Limassol, Cyprus, is an appointed independent representative and 

distributor of GMBB Mauritius. Please refer to the websites of the Company for more 

information. 

 
This Complaint Handling Policy (hereinafter referred to as the “Policy”) sets out the 

processes employed by the Company for the fair and prompt handling of queries, 

complaints and grievances received by the Company’s clients. 

 
 

 
2. SCOPE 

 
This Policy applies to the Company’s employees whereas it is subject to the approval of 

the Board of Directors of the Company, which is responsible for its implementation and 

for monitoring compliance with it. The present Policy includes the complaints’ 
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management policy mechanism implemented by the Company and all the steps and 

procedures adhered to when handling clients’ complaints. 

 
The Company has implemented all necessary mechanisms in order to ensure the efficient 

handling of complaints by eliminating regulatory and legal risk exposure as well as 

supporting the long-term business operations of the Company therefore eliminating any 

potential reputational or operational business impacts. 

 
3. COMPLAINTS’ HANDLING 

 
The Company’s Complaints Management Function is responsible for the complaints’ 

handling. 

 
The Compliance Function of the Company maintains an Internal Complaints Register 

documenting the complaints received and the actions taken in that respect whereas it is 

also responsible for the analysis of the complaints and handling procedures in order to 

ensure that all issues which may arise are promptly identified and addressed according 

to the applicable framework. 

 
4. DEFINITION OF A COMPLAINT AND COMPLAINANT 

 
A Complaint is an expression of dissatisfaction by a client regarding the provision of 

investment and/ or ancillary services provided by the Company. 

 
A Complainant is defined as any person, natural or legal, who has read, agreed with and 

accepted all the Terms and Conditions of the Company which are contained in the Client 

Agreement and without modifications, has opened a trading account with the Company 

and has submitted a Complaint. 

 
5. PROCEDURE 

 
Before submitting an official complaint, it is advisable that you first contact our Customer 

Support Department via email at support@WRPRO.com, telephone or any other method of 

communication made available by the Company, as the vast majority of issues can be 
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resolved at this level. Our Customer Support Department will try to resolve the issue 

immediately. 

If you are not satisfied with the response and explanation given by our Customer Support 

Department and you wish to file an official complaint, you may complete the official 

Complaint Form attached also herein (the “Form”) and submit it electronically to 

complaints@WRPRO.com. The Company will not accept any complaint via other means or 

channels. 

 
The Company shall acknowledge receipt of your complaint within five (5) business days 

from the receipt of your complaint. Once we acknowledge receipt of your complaint, we 

will review it carefully, investigate the circumstances surrounding your complaint and will 

try to resolve it without undue delay. 

 
The investigation of the Complaint is subject to the provision of the correct information by 

the Complainant. All of the information requested in the online complaints form must be 

provided (among any other information requested by the Company) in order to enable the 

investigation of the complaint. 

 
The Compliance Department shall thoroughly examine any Complaints as required (taking 

into account any information contained within the books and records of the 

 
Company, including but not limited to the client’s trading account journal) to reach a fair 

outcome. 

 
The outcome of the investigation shall be communicated to the Complainant within two 

(2) months from the date of receipt of the Complaint. 

 
If we do not reply within the above-mentioned period, you will be issued a holding 

response (in writing or other durable medium) where you will be informed of the reason/s 

for the delay and the period of time necessary to complete the investigation. 

This period of time shall not exceed three (3) months from the submission of the 

Complaint. 

 
During the investigation process will keep you updated on the handling process of your 

complaint. One of our representatives may contact you directly (including communication 
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by email or phone) in order to obtain further clarifications and information relating to your 

complaint. We will require your full cooperation in order to expedite the investigation and 

possible resolution of your complaint. 

 
When the final decision of the Complaint does not fully satisfy the complainant’s demands, 

the Company shall notify in writing the complainant using a thorough explanation of its 

position on the Complaint and set out the complainant’s option to maintain the Complaint. 

 
 

 
In case you are not fully satisfied with the Company’s final decision, you may be entitled 

to raise your Complaint with the Mauritius Financial Services Commission (FSC). You 

should note that the FSC will not attend your complaint, unless it is satisfied that the 

issue has been brought to the Company’s attention first. The contact details for the 

Financial Services Commission (FSC) are set out below: 

 
Address: 

FSC House 

 
54 Cybercity Ebene, 

Mauritius 

Phone: (+230) 403-7000 

 
Fax: (+230) 467-7172 

Email: ombudspersonfs@ofsmauritius.org 

Website: https://www.fscmauritius.org/en 

mailto:ombudspersonfs@ofsmauritius.org
https://www.fscmauritius.org/en


Complaint Form 

 
Fill in the Complaint Form and submit it via email to complaints@WRPRO.com . Please note 

that the Form must be completed accurately, completely and truthfully. 

Client’s Name 
 

Account Number 
 

Address 
 

Telephone Number(s) 
 

Email 
 

Description of the facts and the reasons of your complaint (evidence, the magnitude of 

loss and suggested way to be solved) 

 

Date:   Signature: 
 

 
Please enclose any evidence and relevant documentation. GMBB INVESTMENT LTD is 

authorized and regulated by the Financial Services Commission. (Licence number 

GB22201139) 
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