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GOLD COIN REFUND POLICY

1. INTRODUCTION
1.1 This Gold Coin Refund Policy (the "Policy") sets out the rules and procedures governing refunds and the treatment of Gold Coin balances in connection with the ALTO LUSSO Skill-Based Arcade platform (the "Platform"), operated by Alto Lusso LLC ("the Company"). This Policy applies to all registered users of the Platform and should be read in conjunction with the Platform Terms of Service.
1.2 Gold Coins are the in-game currency of the Platform and represent the real-money balance a user has deposited. Gold Coins are used solely to pay competition entry fees. Gold Coins are not a financial instrument, stored-value product, or deposit account.

1.3 Item Money is a separate virtual currency used exclusively for purchasing cosmetic items (Cosmetics, Loot Boxes, and Virtual Items) through the Meta Horizon Store. Item Money is distinct from Gold Coins and is governed separately.

1.4 This Policy explains the circumstances under which refunds may be issued, the process for requesting refunds, and the limitations that apply.

2 SCOPE
2.1 [bookmark: _Hlk78559495]This Policy applies to all real-money deposits made through the Company's website in exchange for a Gold Coin balance, and to competition entry fees paid using Gold Coins on the Platform.
2.2 This Policy does not apply to purchases of Item Money made through the Meta Horizon Store. Item Money purchases are subject to the Meta Horizon Store terms and conditions, and any refund request for Item Money must be directed to Meta Platforms, Inc.

3 DEFINITIONS
3.1 "Gold Coins" means the in-game currency that represents a user's real-money deposit balance on the Platform. Gold Coins are not purchased directly; rather, they are credited to a user's Account when the user deposits funds through the Company's website. Gold Coins are used solely to pay competition entry fees.
· "Item Money" means the separate virtual currency used exclusively to purchase Cosmetics, Loot Boxes, and other Virtual Items from the Meta Horizon Store. Item Money has no real-world monetary value and cannot be redeemed for cash or prizes.
· "Entry Fee" means the Gold Coin amount required to participate in a paid competition or tournament on the Platform.
· "Competition" means any paid skill-based tournament, match, or event on the Platform for which a user pays an Entry Fee.
· "Account" means a user's registered account on the Platform.

4 GOLD COINS — GENERAL REFUND PRINCIPLES
4.1 Gold Coins represent the real-money value a user has deposited into their Wallet. Once a deposit is made and Gold Coins are credited to a user's Account, those Gold Coins may be used to pay competition Entry Fees. Entry Fees paid into a completed competition are non-refundable once a competition has commenced.
4.2 Gold Coin balances remaining in a user's Account after competition(s) — including any prizes won — may be eligible for withdrawal in accordance with the Company's withdrawal procedures, subject to identity verification and applicable tax requirements.
4.3 Gold Coins cannot be redeemed for cash directly; withdrawals must be processed through the Company's approved payment provider in accordance with the withdrawal procedures set out on the Company's website and in the Terms of Service.
· The Company does not issue cash refunds for Gold Coins under any circumstances, including but not limited to: user dissatisfaction with competition outcomes; skill-based results; voluntary account closure; or change of mind after deposit.

5 ITEM MONEY — META HORIZON STORE PURCHASES
5.1 All purchases of Item Money are processed exclusively through the Meta Horizon Store by Meta Platforms, Inc. (the "Platform Partner"). The Company does not directly process, handle, or store payment information for such transactions.
5.2 Any request for a refund of Item Money must be directed to Meta Platforms, Inc. through the Meta Horizon Store's official support channels. The Meta Horizon Store terms and conditions govern all such transactions.
· If a user does not receive Item Money or Virtual Items following a Meta Horizon Store purchase, the user should contact the Company at support@altolussocasino.com with their Account username and transaction details. Where the Company confirms a technical failure on its part, it may credit the user's Account with the relevant Item Money or Virtual Items; however, this is not a cash refund and remains subject to the Company's discretion.
	

6 REFUND ELIGIBILITY
6.1 [bookmark: _Hlk78562037]A refund of real money corresponding to a Gold Coin balance may only be considered in the following limited circumstances:

6.2 Deposit Error: Where a deposit is made in error or a payment is duplicated and reported to the Company within 72 hours of the transaction. The Company will investigate and, if the error is confirmed, will reverse the transaction.

· Technical Failure: Where a deposit is processed but Gold Coins are not credited to the user's Account due to a confirmed system error on the part of the Company. The Company will credit the correct Gold Coin balance or, if a credit is not possible, will arrange a refund through the original payment method.
· Void Competition: Where a paid competition is voided by the Company due to a technical malfunction not caused by the user, the applicable Entry Fee will be returned to the user's Gold Coin balance. Entry fees for void competitions are not redeemable for cash.
· Regulatory Requirement: Where applicable law requires the Company to return funds to a user. In such cases, the Company will comply with the relevant legal obligation.
· 

7 NON-REFUNDABLE ITEMS
7.1 The following are strictly non-refundable under this Policy:
7.2 Entry Fees paid into competitions that have commenced or concluded.
· Gold Coin balances forfeited upon voluntary Account closure in accordance with the Terms of Service.
· Gold Coin balances forfeited upon Account termination for breach of the Terms of Service, fraud, cheating, or prohibited conduct.
· Item Money and Virtual Items purchased through the Meta Horizon Store (refund requests must be directed to Meta Platforms, Inc.).

8 ACCOUNT CLOSURE AND REMAINING GOLD COIN BALANCES
8.1 A user may close their Account at any time by contacting support@altolussocasino.com. Before requesting closure, the user should ensure there are no active competitions or pending transactions.

a) Upon voluntary Account closure, any remaining Gold Coin balance will be forfeited in accordance with Section 4.7 of the Terms of Service. The Company is under no obligation to compensate a user for a forfeited Gold Coin balance upon voluntary closure, except as may be required by applicable law.
b) If a user believes they have a Gold Coin balance to recover, they must raise this before requesting closure. The Company will consider requests for withdrawal of remaining balances prior to Account closure in accordance with its standard withdrawal procedures.
c) Where an Account is terminated by the Company for reasons unrelated to user fault, the Company will endeavour to facilitate the return of any remaining Gold Coin balance in accordance with its internal policies and applicable law.

8.2 Where an Account is terminated due to breach of the Terms of Service, fraud, cheating, or prohibited conduct, the Gold Coin balance will be forfeited and the Company shall have no refund obligation.


9 HOW TO REQUEST A REFUND
9.1 To request a refund (where eligible), users must contact the Company's support team at support@altolussocasino.com from the email address registered on their Account.
All refund requests must include: (a) the user's Account username; (b) the relevant transaction details (amount, date, and payment reference); (c) the reason for the refund request; and (d) any supporting documentation.· Reluctance to provide detailed information of the source of income.
· Large cash transaction with no history of prior business experience.
· Shielding the identity of the beneficial owners.
· Requests for account details outside the normal course of business.
· Cancellation, reversal or request for refunds of earlier transactions.
· Transferring of funds from third party or foreign bank accounts.
· Requests for payments or refunds after funds have been paid into Company’s bank account by a third party
· Payment of any substantial sum in cash
· A secretive person or business e.g. that refuses to provide requested information without a reasonable explanation

Examples of “Red Flags” – Possible Suspicious Transactions

	The Company will acknowledge refund requests within three (3) to five (5) business days and will endeavour to resolve eligible requests within fourteen (14) business days of receipt of all required information.

10 WITHDRAWAL PROCEDURE

10.1 A user may withdraw their available Gold Coin balance (representing their remaining deposit funds and any prizes) at any time, subject to the Company's standard withdrawal procedures, identity verification, and tax information requirements.
	Withdrawals require the user to have completed KYC (Know Your Customer) identity verification and, where applicable, tax form submission (such as a W-9) and age verification prior to processing.
	Withdrawals are processed through the Company's approved payment provider and may be subject to processing times, applicable fees, and minimum/maximum withdrawal amounts as set out on the Company's website.
	Withdrawal requests will be reviewed by compliance staff before approval. If discrepancies or suspicious activity are identified, the Company reserves the right to place a hold on the withdrawal request pending investigation.
	


11 FRAUD PREVENTION AND CHARGEBACKS
11.1 The Company maintains strong anti-fraud and anti-money-laundering controls. Refunds will only be issued in accordance with this Policy and will not be granted where there is evidence of fraud, abuse, chargebacks, or other attempts to circumvent this Policy.
11.2 Where a user initiates a chargeback or payment dispute with their payment provider without first contacting the Company, the Company reserves the right to suspend the user's Account pending investigation.
11.3 Any Gold Coins credited to a user's Account as a result of an erroneous chargeback may be reversed, and the Company may seek to recover the corresponding amount.

12 CONTACT AND DISPUTES
12.1 For all refund enquiries, please contact: support@altolussocasino.com.

a) If a user is dissatisfied with the outcome of a refund request, they may submit a formal complaint by email to policy@altolussocasino.com, setting out the grounds for their complaint.
b) Disputes regarding refund decisions are subject to the dispute resolution provisions of the Terms of Service, including the binding arbitration clause set out therein.

13 RESPONSIBILITY FOR THIS POLICY
13.1 This Policy is reviewed and approved by the Board and the oversight of this Policy has been delegated to the Alto Lusso Management team, which monitors the effectiveness and compliance of this Policy.

13.2 Alto Lusso reserves the right to amend this Policy at any time. Material changes will be notified to users via the Platform or by email. Continued use of the Platform following any update constitutes acceptance of the revised Policy.

14 EFFECTIVE DATE
14.1 The Policy is approved by the Company and effective as of 18th of February 2026.
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