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1. Introduction

These guidelines a re drafted by FD Transfers LLC, duly organized under the laws of Saint
Vincent and the Grenadines (here inafter referred to as “ We”, “Company”) only for information
purposes and contain underlyi ng provisions of the service level we aim to pursue. In no event
shall thi s document (or any version thereof) be deemed an offer or otherwise binding on FD
Transfers LLC and the partner and ca nnot be relied upon as the Company’s representation or
warranty of any kind. This document is not an advertisement to an unlimite d group of
persons. By drafting this document, we do not intend to provide the basis of any decision or
give recomm endations.

2. Definiti ons

Agreed Service Time (AST) — indicates t he agreed working time of the service, at
whic h the service should function normall y.
Actual Rate - t he amount of crypto which will be rec eived by the Partner regarding a
current market si tuation and fees.
Availability (%) — is a ratio ca lculate d each period that t he Service is avai lable to the
User/Partner. Defined by the formula: ((AST over a period — Downtime over a period) / AST)
× 100%.
For example, with a tota l downtime of 30 minutes per month, the a vailabil ity ratio is = (30
× 24 × 60 – 30) / (30 × 24 × 60)) × 100 = 99.93%.
Downtime — the sum of downtime over a period, except for downtime ca used by the
following reasons:

●  Scheduled maintenance.
● Negative activity of the User/Partner, which led to a negative impact on the

components of the Service (spam, spoofing, violation of the Terms of Use, etc.).
●  Other uncontrolled events classified as force majeure.

Estimated Rate - indicates the amount of crypto which is to be pai d for a specified
fiat  price.
Exchange - payment which requires conversion of a pay currency i nto different outcome
currency (e.g. BTC - ET H payment).
Memo/Extra id - a unique additi onal address feature require d for some crypto currencies
which is nec essary for identifying a transac tion recipie nt in addition to a wallet  address.
Minimum Payment Amount - the mini mal sum a User can send in a particular currency at
the current m oment.



PayIn Address - a uni que address generated for every payment whic h indicates where a
User should send their funds.
Support response time — the time from when a ca se about an alle ged malfunction has
been submit ted in the case management syste m by User/Partner to the time support
enginee r has made contact  regarding the issue reported in t he case.

3. Service L evel

3.1 General Informati on

Agreed Service Time (AST)

Agreed Service Support Time (ASST)

Average API Response Time

API Availability

Support Response Time

Maximum deviation from expected rate (1)

Average Exchange time (if there are no
blocking factors) (2)

Number of unique supported currencies

Planned API Maintenance Update

Accident warning time

Solving issues related to payments (from the
moment the issue is detected/reported by
the User) (3)

KYC cases (when a procedure is required
for the User ’s validation for a refund OR for
a payment completion)

24 x 7

24 x 7

350 ms

99.93%

7 minutes

3%

5 min

not less than 103 currencies for pay-in
not less than 107 currencies for pay-out

1 working day before the start of the
maintenance

30 minutes from the moment of the
accident

Average Time to Resolution — 2 hours

Average Time to Resolution — 3 hours
from the time KYC procedure is passed by
the User



AML cases (when a transaction is stopped
on the FD Transfers LLC’ side due to
security reasons)

Deposit sent to different PayIn address —
the User sends coins to the address for
another blockchain

Deposit amount less than minimum
(minimum amount > the deposit amount > 1
network fee)

Deposit Not Detected — The Coin is
Deposited but it is not detected for order
processing. (3)

BCH/BSV Split Coins Refund (if possible) —
BCH/BSV received from the User that do not
match the payment (3)

Difference between an Estimated Rate and
an Actual Rate

Average Time to Resolution — 3 hours
from the time KYC procedure is passed by
the User

Average Time to Resolution – 24 hours

Max Time to Resolution – 48 hours

Average Time to Resolution — 1 hour

Average Time to Resolution — 6 hours

Max Time to Resolution — 24 hours

Average Time to Resolution — 8  hours

Max Time to Resolution — 72 hours

Rate difference is >3% — we
process\refund the amount depending on
the partner's choice. Average Time to
Resolution — 3 hours after receiving a
confirmation from the Partner

Rate difference is <3% — we process the
exchange. Average Time to Resolution — 3
hours

Incorrect Recipient Address — Payment/
Exchange Completion (4) / Refund in cases
User provides incorrect recipient address (3)

Average Time to Resolution — 6 hours

Max Time to Resolution — 19 hours

Incorrect PayIn Amounts — the amount that w 1)  Processed automatically if it fits  the min
1) The amount sent is less than Partner
indicated (deposit > 1 network fee);



2) The amount sent is more than Partner
indicated

2) Processed automatically. Please
note that the extra funds cannot be
refunded to the User in this case.

Incorrect Extra_id (memo) of the Recipient
Address — Exchange Completion / Refund
in cases an incorrect Extra_id (memo) of the
Recipient Address is provided OR Extra_id
is not provided at all (3)

Average Time to Resolution — 3 hours

Max Time to Resolution — 19 hours

(1) — in case of high volatility in the market, FD Transfers LLC can stop the e xchange in
case of fluctuations of more than 3%. In this case, a further decision is made with the
Part ner/User on whether to make a Refund or change the flow (from Fixed to Standard).
(2) — time is counted from the moment of transaction, which has 2 confirmations. For the
coins listed below the exchange time can be incre ased up to 24 hours due to the FD
Transfers LLC and partner ’s requirements for more confirmations: BSV, USDT, KMD, BTG,
XZC, ZEN, RVN, DGB, BCH.
(3) — time is counted from the time the support ticket i s received

3.2 Force majeure circumstances

Force majeure — extraordina ry event or circumstance beyond the control of the parties,
prevents one or both parties from fulfi lling their obli gations under the SQS.
The occurrence of force maj eure circumsta nces extends the te rms of the fulfillment
of the  SQS proportionate to the duration of their infl uence.

4. Refunds policy

4.1 Please note:

● The Digita l Asset s extraction process ca n take up to fourteen (14) business
days.

● Unsupported Digital Assets that a re deposited into our system t o unrelated wall ets
are handled by FD Transfers LLC on a c ase-by-case basis. Any decisions by FD
Transfers LLC with respect t o such Digital Assets being deposited when no longer
supported are final.

● Transactions below the minim um limits ca nnot be completed. Re funds are possible
only if the deposit  amount is > 1 network fee.

● Refund cases are handled by FD Transfers LLC on a case-by-case ba sis. Some
of the cases shall  require an additional  validation, e.g. KYC procedure.



● Deposits can be refunded to part ners’ refund address provided in a
Partnership Agreem ent. To learn more about FD Transfers LLC Refund Policy,
you may follow the link.

● When a Partner/ a User provides a destinati on address for a refund, this is the only
address that output funds can be sent t o. Any decisions by FD Transfers LLC with
respect  to refunds in these circumst ances are final .

● FD Transfers LLC only acc epts one (1) deposit per transact ion ID (TXID). If your
funds are deposited in a TXID with more than one (1) deposit, you will need to
contact support to receive a refund. The exchange rate will not be honored and
your exchange cannot be complet ed.

4.2 If there are dramatic changes in the cryptocurrency ma rket, FD Transfers LLC cannot
exchange Cryptocurrency on the fixe d rate. In this case FD Transfers LLC shall carry out
exchange t ransactions at t he market rate or return the Cryptocurrency to the User at t he
choice of the Partne r. The Parties agree t hat under “dramatic c hanges in the cryptocurrency
market ” they understand the changes in the cryptocurrency rat es equal to 3% or higher in
any direction.
4.3 FD Transfers LLC tech tea m department is a ble to refund only BTC from SegWit
BTC addresses. No other crypto a ssets, including but not lim ited to LTC, BSV, BCH
sent to a SegWit BTC address could be refunded.

5. Limitat ion of liabilit y

Notwithstanding the foregoing, you expressly understand and agree that your use of our
service is at your sole risk and that the services are provided "as is" and "as available"
without warranties of any kind either express or implied. The details specified in this
document are only for information purposes. FD Transfers LLC does not represent or warrant
to you that: (a) your use of the services will meet your requirements and expectations,
including any requirements and expectations with regard to service level (b) your use of the
services will be uninterrupted, timely, secure or free from error, (c) data provided will be
accurate or (d) any content made available to you is free of viruses or other harmful
components.

https://nowpayments.io/help/payments/common/refund-policy
https://nowpayments.io/help/payments/common/refund-policy


You understand and agree that FD Transfers LLC shall not be liable to you for any indirect,
incidental, special consequential or exemplary damages which may be incurred by you,
however caused and under any theory of liability, including, but not limited to, any loss of
profit (whether incurred directly or indirectly),any loss of goodwill or business reputation, any
loss of data suffered, cost of procurement of substitute goods or services, or other intangible
loss, even if FD Transfers LLC has been advised of the possibility of such damages.
in no event the aggregate liability of FD Transfers LLC to you for all claims arising out of or
relating to the use of or any inability to use any portion of the services or otherwise,
whether in contract, tort, or otherwise, shall exceed 500 EUR.

6. Miscellaneous

6.1. It is expressly understood and agreed that these gui delines shall not be binding on FD
Transfers LLC and partners, (ii) no liabil ity or binding obligation is intended to be creat ed
between FD Transfers LLC and the partner pursuant to these guidelines, and (iii) a ny legal
rights and obligat ions between FD Transfers LLC and partners shall come i nto existence only
i f expressly provided for herein.
6.2. Nothing in these guidelines shall be construed as creat ing a joint venture, an agency
relati onship or a legal partnership.
6.3. This document is governed and shall be construed in ac cordance with the laws of
Saint Vincent and the Grenadines.
6.4. FD Transfers LLC may either ce ase to provide any guidelines on servic e level or revise
these guideli nes at any time  and without notice to you or third partie s. 


