
 

 

Refund Policy 
Involute Inc. d.b.a. Xuno  

Effective Date: October 30, 2026 

In relation to the products and services provided under its brands and subsidiaries. 

dŚŝƐiZĞĨƵŶĚiWŽůŝĐǇi;͞WŽůŝĐǇ͟ͿiŝƐiĞƐƚĂďůŝƐŚĞĚiďǇi•ŶǀŽůƵƚĞi•ŶĐ͘iĚ͘ď͘ĂiyƵŶŽi;͞yƵŶŽ͕͟i͞“ŽŵƉĂŶǇ͕͟i͞ǁĞ͕͟iŽƌi
͞ƵƐ͟ͿiĂŶĚiŐŽǀĞƌŶƐiƚŚĞiƚĞƌŵƐiĂŶĚiĐŽŶĚŝƚŝŽŶƐiƵŶĚĞƌiǁŚŝĐŚiƌĞĨƵŶĚƐiŵĂǇiďĞiƌĞƋƵĞƐƚĞĚ͕iĂƉƉƌŽǀĞĚ͕iĂŶĚi
processed in connection with payment transactions facilitated through the Xuno platform. This Policy 
ĂƉƉůŝĞƐiƚŽiĂůůiƐĞŶĚĞƌƐ͕iĂĐĐŽƵŶƚiŚŽůĚĞƌƐ͕iĂŶĚiĐƵƐƚŽŵĞƌƐiǁŚŽiŝŶŝƚŝĂƚĞiƚƌĂŶƐĂĐƚŝŽŶƐiƚŚƌŽƵŐŚiyƵŶŽ͛ƐiƐĞƌǀŝĐĞƐ͘ 

(ǇiƵƐŝŶŐiyƵŶŽ͛ƐiƐĞƌǀŝĐĞƐ͕iĂůůiƉĂƌƚŝĞƐiĂĐŬŶŽǁůĞĚŐĞiĂŶĚiĂŐƌĞĞiƚŽiƚŚĞiƚĞƌŵƐiƐĞƚiĨŽƌƚŚiŝŶiƚŚŝƐiWŽůŝĐǇ͘iyƵŶŽi
reserves the right to amend, modify, or update this Policy at any time, with notice provided to affected 
customers as required by applicable law. 

1. Definitions 
For the purposes of this Policy, the following definitions shall apply: 

͞dƌĂŶƐĂĐƚŝŽŶ͟iŵĞĂŶƐiĂŶǇiƉĂǇŵĞŶƚ͕iƚƌĂŶƐĨĞƌ͕iŽƌiĨŝŶĂŶĐŝĂůiŝŶƐƚƌƵĐƚŝŽŶiŝŶŝƚŝĂƚĞĚiďǇiĂi^ĞŶĚĞƌiƚŚƌŽƵŐŚiƚŚĞi
Xuno platform. 

͞^ĞŶĚĞƌ͟iŵĞĂŶƐiƚŚĞiŝŶĚŝǀŝĚƵĂůiŽƌiĞŶƚŝƚǇiŝŶŝƚŝĂƚŝŶŐiĂidƌĂŶƐĂĐƚŝŽŶiƚŚƌŽƵŐŚiƚŚĞiyƵŶŽiƉůĂƚĨŽƌŵ͘ 

͞“ŽůůĞĐƚŝŽŶisĐĐŽƵŶƚ͟iŵĞĂŶƐiyƵŶŽ͛ƐiĚĞƐŝŐŶĂƚĞĚiĂĐĐŽƵŶƚiŝŶƚŽiǁŚŝĐŚiĚĞďŝƚĞĚiĨƵŶĚƐiĂƌĞiƌĞĐĞŝǀĞĚiĂŶĚiŚĞůĚi
pending processing. 

͞(ƵƐŝŶĞƐƐiIĂǇ͟iŵĞĂŶƐiĂŶǇiĚĂǇiŽƚŚĞƌiƚŚĂŶiĂi^ĂƚƵƌĚĂǇ͕i^ƵŶĚĂǇ͕iĂiĚĂǇiŽŶiǁŚŝĐŚiďĂŶŬƐiŝŶiƚŚĞihŶŝƚĞĚi^ƚĂƚĞƐi
are authorized or required to be closed, and a public holiday observed in the destination country to 
which the Transaction is directed. For the avoidance of doubt, public holidays in the destination country 
shall be counted in the calculation of processing timeframes under this Policy. 

͞ZĞĨƵŶĚiZĞƋƵĞƐƚ͟iŵĞĂŶƐiĂiǁƌŝƚƚĞŶiƌĞƋƵĞƐƚiƐƵďŵŝƚƚĞĚiďǇiĂi^ĞŶĚĞƌiƐĞĞŬŝŶŐiƚŚĞiƌĞƚƵƌŶiŽĨiĨƵŶĚƐiŝŶi
connection with a Transaction. 

2. Scope and Applicability 
This Policy applies to all Transactions processed through the Xuno platform. Refund eligibility is subject 
to the conditions and procedures set forth herein. Xuno shall not be obligated to process any refund 
that does not comply with the requirements of this Policy. 

Xuno supports only payments initiated directly by the Sender via their linked bank account, including 
s“NiƉƵƐŚiƚƌĂŶƐĂĐƚŝŽŶƐiĂŶĚiǁŝƌĞiƚƌĂŶƐĨĞƌƐiŽƌŝŐŝŶĂƚĞĚiĨƌŽŵiƚŚĞi^ĞŶĚĞƌ͛ƐiďĂŶŬ͘iyƵŶŽiĚŽĞƐiŶŽƚiĨĂĐŝůŝƚĂƚĞiŽƌi
process payments through third-party payment providers or intermediary platforms. 



3. Conditions Precedent to Refund Eligibility 
Prior to the commencement of any refund process, the following conditions must be satisfied: 

3.1 Transaction Completion. The Transaction in respect of which a refund is sought must have been fully 
completed. Completion is confirmed when the relevant amount has been successfully debited from the 
^ĞŶĚĞƌ͛ƐiďĂŶŬiĂĐĐŽƵŶƚiĂŶĚiŝƐiǀŝƐŝďůĞiĂŶĚiƌĞĨůĞĐƚĞĚiŝŶiyƵŶŽ͛Ɛi“ŽůůĞĐƚŝŽŶisĐĐŽƵŶƚ͘iEŽiƌĞĨƵŶĚiƐŚĂůůiďĞi
initiated in respect of a Transaction that has not been confirmed as fully debited. 

3.2 Minimum Processing Period. A minimum period of six (6) to seven (7) Business Days is required for 
the completion of the refund process from the date of approval of a Refund Request. Refunds shall not 
be processed prior to the expiry of this minimum period. 

4. Refund Processing Fees 
4.1 Standard Fee. A refund processing fee of USD $2.00 shall be applied to each approved Refund 
Request. This fee shall be deducted from the total refund amount prior to disbursement, including any 
transaction fees previously collected in connection with the original Transaction. 

4.2 Fee Waiver. The processing fee set forth in Section 4.1 shall be waived where the refund arises 
solely as a result of a duplicate charge or a verified system error attributable to Xuno. No fee waiver 
shall apply in any other circumstance unless expressly authorized in writing by Xuno. 

5. Refund Request Requirements 
ϱ͘ϭisůůiZĞĨƵŶĚiZĞƋƵĞƐƚƐiŵƵƐƚiďĞiƐƵďŵŝƚƚĞĚiŝŶiǁƌŝƚŝŶŐiǀŝĂiĞůĞĐƚƌŽŶŝĐiŵĂŝůiƚŽiyƵŶŽ͛ƐiĚĞƐŝŐŶĂƚĞĚiƐƵƉƉŽƌƚi
address by the sender. Verbal or informal requests shall not constitute a valid Refund Request for the 
purposes of this Policy. 

5.2 Each Refund Request must contain, at a minimum, the following information: 

ͻ (a) the unique transfer reference number associated with the Transaction; 
ͻ ;ďͿiƚŚĞiĞŵĂŝůiĂĚĚƌĞƐƐiƌĞŐŝƐƚĞƌĞĚiƚŽiƚŚĞi^ĞŶĚĞƌ͛ƐiyƵŶŽiĂĐĐŽƵŶƚ͖ 
ͻ (c) a clear and detailed statement of the reason for the Refund Request; and 
ͻ (d) where the refund is sought based on a duplicate charge or system error, a bank statement or 

equivalent documentation evidencing the Transaction. 

5.3 Refund Requests must be submitted directly by the Sender. Upon receipt, a Xuno customer support 
ƌĞƉƌĞƐĞŶƚĂƚŝǀĞiŵĂǇiĞƐĐĂůĂƚĞiƚŚĞiƌĞƋƵĞƐƚiƚŚƌŽƵŐŚiyƵŶŽ͛ƐiŝŶƚĞƌŶĂůiƌĞǀŝĞǁiƉƌŽĐĞƐƐiŽŶiƚŚĞi^ĞŶĚĞƌ͛ƐiďĞŚĂůĨ͘i
^ƵĐŚiĞƐĐĂůĂƚŝŽŶiĚŽĞƐiŶŽƚiĂůƚĞƌiƚŚĞi^ĞŶĚĞƌ͛ƐiŽďůŝŐĂƚŝŽŶiƚŽiƉƌŽǀŝĚĞiĂůůiƌĞƋƵŝƌĞĚiŝŶĨŽƌŵĂƚŝŽŶiĂƐiƐĞƚiĨŽƌƚŚiŝŶi
Section 5.2. 

5.4 Xuno reserves the right to request additional documentation or information as may be reasonably 
necessary to verify the validity of a Refund Request. Failure to provide such documentation within a 
reasonable time as specified by Xuno may result in the closure of the Refund Request. 

6. Review and Approval of Refund Requests 
6.1 Upon receipt of a complete and valid Refund Request, Xuno shall conduct a thorough review of the 
request in accordance with this Policy and applicable regulatory requirements. All Refund Requests are 
ƐƵďũĞĐƚiƚŽiyƵŶŽ͛ƐiŝŶƚĞƌŶĂůiĐŽŵƉůŝĂŶĐĞiĂŶĚiĂƵƚŚŽƌŝǌĂƚŝŽŶiƉƌŽĐĞĚƵƌĞƐ͘ 



6.2 Refund Requests shall not be approved or processed without completion of the required internal 
ƌĞǀŝĞǁ͘iyƵŶŽ͛ƐiĚĞĐŝƐŝŽŶiŝŶiƌĞƐƉĞĐƚiŽĨiĂŶǇiZĞĨƵŶĚiZĞƋƵĞƐƚiƐŚĂůůiďĞiĨŝŶĂů͕iƐƵďũĞĐƚiƚŽiĂŶǇiĂƉƉůŝĐĂďůĞiĚŝƐƉƵƚĞi
resolution or escalation procedures. 

6.3 Xuno shall use commercially reasonable efforts to communicate its decision to the Sender within the 
applicable processing timeframe set forth in Section 7 of this Policy. 

7. Refund Processing 
7.1 Initiation. Upon approval of a Refund Request, Xuno shall initiate the refund in accordance with its 
standard operational procedures. The refund shall be returned to the original source account or 
payment method used by the Sender for the Transaction. 

7.2 Prior Transfers to Local Payment Partners. Where funds in connection with the subject of 
Transaction have already been transferred to a local payment partner or intermediary, Xuno shall 
conduct a reconciliation review prior to initiating the refund. The refund shall only be processed upon 
satisfactory completion of such reconciliation review. 

7.3 Processing Timeframe. Subject to the conditions set forth in this Policy, Xuno shall use commercially 
reasonable efforts to complete the refund process within six (6) to seven (7) Business Days from the 
date of approval, subject to the minimum processing period described in Section 3.2. 

8. Customer Notification 
8.1 Upon submission of a Refund Request, Xuno shall send an acknowledgment email to the Sender 
confirming receipt of the request. Such acknowledgment shall include an expected processing 
timeframe and contact information for follow-up queries. 

8.2 Upon completion of the refund process, Xuno shall notify the Sender via email. The notification shall 
include the refund amount disbursed and the expected timeline for the funds to be reflected in the 
^ĞŶĚĞƌ͛ƐiĂĐĐŽƵŶƚ͕iƐƵďũĞĐƚiƚŽiƚŚĞiƉƌŽĐĞƐƐŝŶŐiƚŝŵĞůŝŶĞƐiŽĨiƚŚĞi^ĞŶĚĞƌ͛ƐiĨŝŶĂŶĐŝĂůiŝŶƐƚŝƚƵƚŝŽŶ͘ 

9. Limitations and Exclusions 
9.1 Xuno shall not be liable to process a refund in any of the following circumstances: 

ͻ (a) where the Sender provided incorrect or incomplete account details and the Transaction was 
processed in accordance with the instructions submitted by the Sender; 

ͻ (b) where the Transaction has been disputed more than sixty (60) calendar days after the 
Transaction date, unless otherwise required by applicable law; 

ͻ (c) where the Refund Request does not satisfy the requirements set forth in Section 5 of this 
Policy; or 

ͻ (d) where the Transaction is subject to a hold, freeze, or restriction imposed by a regulatory 
authority, law enforcement agency, or applicable legal process. 

9.2 Xuno reserves the right to deny or limit Refund Requests that demonstrate a pattern of misuse, 
ĂďƵƐĞ͕iŽƌiĨƌĂƵĚƵůĞŶƚiĂĐƚŝǀŝƚǇ͘i^ƵĐŚiĚĞƚĞƌŵŝŶĂƚŝŽŶƐiƐŚĂůůiďĞiŵĂĚĞiĂƚiyƵŶŽ͛ƐiƐŽůĞiĂŶĚiƌĞĂƐŽŶĂďůĞi
discretion. 



10. Currency and Refund Method 
All refunds shall be processed in the currency of the original Transaction. Refunds shall be returned 
solely to the original source account or payment method used by the Sender for the Transaction and 
shall not be redirected to any alternative account or method without express written authorization from 
the Sender and verification by Xuno. 

11. Amendments to This Policy 
Xuno reserves the right to amend, revise, or supplement this Policy at any time. Notice of any material 
amendments shall be provided to customers through the Xuno platform or by email. Continued use of 
yƵŶŽ͛ƐiƐĞƌǀŝĐĞƐiĨŽůůŽǁŝŶŐiƚŚĞiĞĨĨĞĐƚŝǀĞiĚĂƚĞiŽĨiĂŶǇiƐƵĐŚiĂŵĞŶĚŵĞŶƚiƐŚĂůůiĐŽŶƐƚŝƚƵƚĞiĂĐĐĞƉƚĂŶĐĞiŽĨiƚŚĞi
revised Policy. 

12. Governing Law and Dispute Resolution 
This Policy shall be governed by and construed in accordance with the laws of the State of Delaware, 
United States of America, without regard to its conflict of laws principles. Any disputes arising in 
ĐŽŶŶĞĐƚŝŽŶiǁŝƚŚiƚŚŝƐiWŽůŝĐǇiƐŚĂůůiďĞiƌĞƐŽůǀĞĚiŝŶiĂĐĐŽƌĚĂŶĐĞiǁŝƚŚiyƵŶŽ͛ƐiƐƚĂŶĚĂƌĚiĚŝƐƉƵƚĞiƌĞƐŽůƵƚŝŽŶi
procedures, as communicated to customers from time to time. 
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