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Report on the review of application number CGA/2025/2574/1294

Reviewer’s opinion:

Thereport gives an overview of New Origin B.V. policies uploaded during LOK license application. This
review is based on the CGA checklist as established during license application.

Basis for the opinion:

Thereviewer has tried to gather all possible evidence whilst doing the review and remained independent
from any external influence.

All evidence has been saved on the attached documents hereafter.

Emphasis of Matter:

The policies reviewed are as follows:

AML Policy

KYC Policy

Responsible Gaming Policy
Player Complaints Policy
Information Security Policy



AML Policy

Title Description Instruction Criticality Comments
Signature of
CC and Isthe document signed by the Compliance The policy must be signed by the Compliance 4 Yes - however not signed
Managing officer and Managing Director? officer and managing director of the applicant by CO of the applicant
director
Responsible Doesit identify the office responsible for The policy must identify the office responsible
office Dissemination updates and review of the for Dissemination updates and review of the 4 Yes
policy? policy
Version Does it show the date the policy or revision The policy must indicate the date of the policy 6 Yes
Control takes effect? issue and/or latest revision
Periodic Doesitindicate whether or not the policy will [The policy must state that it will be reviewed 6 No
Review be reviewed and how often? periodically, at minimum, once ayear
. The policy must include a concise statement of
. Aclear and concise statement of the Company’s \ . R
General Policy ) . O . the company's commitment regardingthe
commitment regarding the policy’s subject . . . e 9 Yes
Statement . L - policy's subject matter, includingits scope and
matter, including its scope and applicability. . .
applicability
Explain therationale for the policy, including any [The policy must state the rationale for the
Purpose legal, regulatory, or business requirements it policy, including any legal, regulatory, or 9 Yes
addresses. business requirements it addresses
Identify the stakeholders affected by the policy, The policy must identify the stakeholders
Audience such as “All employees,” “Subcontractors,” or affected by the policy, such as “All employees,” 8 Yes
“Third-party suppliers.” “Subcontractors,” or “Third-party suppliers.”
Definitions Define key terms w'|th specialized meanings The p.oll.cy must d(.eflne any key terms Wlt.h s Yes
relevant to the policy. specialized meaningrelevant to the policy
Legal Reference Curagao laws: The policy must make reference to Curagao laws,
Frgm work LOK, NORUT, NOIS, CGA Guidelines, Sanctions specifically the following: LOK, NORUT, NOIS, CGA 8 Yes
amewo Ordinance, Criminal Code Guidelines, Sanctions Ordinance, Criminal Code
) . . . The policy must outline how it will be carried
) Outline how the policy will be carried out, out, including key responsibilities and any
Policy including key responsibilities and any necessary . .
. . . necessary procedures, using subheadings for
Implementatio [procedures. Use subheadings for clarity. If K 9 Yes
. clarity. If procedures are documented
n procedures are documented separately, specify . X
theresponsible department for oversight. separate}y, specify the responsible department
for oversight.
L The operator must conduct a comprehensive
Conduct a comprehensive risk assessment of | . R ) S
. L K ; ) risk assessment of business operations which is
business operations; Outline business risk ) . A .
. ) . to be includedin the AML Policy. This should
assessment carried out to identify the MUTF ) . R .
) outline the assessment carried out to identify
risks you are exposed to and ensure that the . .
L the ML/TF risks the operator is exposed to and
policies, controls and procedures adopted are o
- R ensure that the policies, controls and
adequate to prevent and mitigate those risks.
A . |procedures adopted are adequate to prevent
The risk assessment should address the ways in " R .
R S, A and mitigate those risks. The risk assessment
whichthe casino’s products and services, type . . -
. should address the ways in which the casino’s
of customers, delivery channels and )
. products and services, type of customers,
geographical factors could be used to launder . .
] . ) delivery channels and geographical factors
money, finance terrorismand finance )
. . . : . . _|could be used to launder money, finance
Business Risk |proliferation, and the extent ofthe riskthat this X R R ]
. . X terrorismand finance proliferation, and the
Assessment will happen. In this respect the casino should . o R 9 No
- s extent of the risk that this will happen. In this
(BRA) indicate riskit is prepared to accept. ) - S
. - respect the casino should indicate riskit is
Furthermore, it should indicate how ]
. . ’ preparedto accept. Furthermore, it should
effectiveness of the measures to mitigate risks | ' :
. . . indicate how effectiveness of the measures to
are monitored and improved. Revision of the " R A R
mitigate risks are monitored and improved.
BRA should happen whenever changes occur to e
X . . Revision of the BRA should happen whenever
the operating environment, otherwise once a changes oceur to the operating environment
year. The BRA should be documented and 8 ) P 8 ’
A otherwise once ayear. The BRA should be
approved by management. Technological
) . |documented and approved by management.
development risk assessment should be carried ) :
. . Technological development risk assessment
out prior to launch of new products, business . X
R . . should be carried out prior to launch of new
practices, delivery mechanism or new R . .
; products, business practices, delivery
technologies. ) :
mechanism or new technologies
) ) The operator must conduct a Customer Risk
The Customer Risk Assessment will assess the Assessment which will assess the particular
particular risks the casino will be exposed to when risks the casino will be exposed to when
Customer Risk ,prOV'dm,g its services or products to players',The providingits services or products to players. The
information collected to draw up the CRA will . . R
Assessment - ) information collected to draw up the CRAwill 9 Yes
formulate the customer’srisk profile. The . )
(CRA) formulate the customer'srisk profile. The

customer specific risk assessment has to be carried
out during establishing a business relationship.
The categories follow from the BRA

customer specific risk assessment has to be
carried out during establishing a business
relationship. The categories follow from the BRA.




On the basis of the CRA, the proper level of CDD
can then be applied as stipulated in the Customer
Acceptance Policy (CAP). When drawing up its CAP

On the basis of the CRA, the AML & KYC Policy
must include a Customer Acceptance Policy, on
which the proper level of CDD can then be
applied. When drawing up its CAP the casino has

Customer thecasino ha.sT:o comply with its obligations with to comply with its obligations with regard to
Acceptance regard to Politically Exposed Persons (PEP) and Politically E 4P PEP) and Sancti Yes
Policy Sanctions Screening. The CAP should address the ot IC? y Exposed Persons ( ) and Sanctions
type of players that pose higher than average risk Screening. The CAP‘ should address the-type of
and also indicate the circumstances under which a players that pose higher than average riskand
player is denied. alsoindicate the circumstances under which a
playerisdenied.
The policy must describe timing and which
Describe timingand which measures are used |measures are used for customer due diligence
for customer due diligence including PEPand  |including PEP and sanction screening. Further
sanction screening. Further describe the describe the actions taken when XCG 4,000 is
actionstaken when XCG 4,000 is re‘ached, but reached, but not all documents have been
not all documents have been submittedby the |, itted by the player. Describe what happens
Customer Due |player. Describe what happensifthe requested |. . S R
- . L . _ ifthe requested information is still not received
Diligence information is still not received within 30 days i )
. . within 30 days of reaching the threshold. Yes
(CDD) (xcG of reachingthe threshold. Describe the process X . .
4000 threshold)|ifthe business relationship needs to be Desc.rlbe t‘he processifthe bu‘smess .
terminated. Describe the timing of ongoing relationship needs to be terminated. Describe
sanctions screening (UN and EU list) and the the timing of ongoing sanctions screening (UN
procedure followed for freezing of funds and and EU list) and the procedure followed for
reporting to competent authoritiesin Curacao. |freezing of funds and reportingto competent
Describe how threshold is calculated. authoritiesin Curacao. Describe how threshold
iscalculated.
Ongoing Describe the measures employed for ongoing The policy must describe the measures
Monitoring monitoring of customersidentity and employed for ongoing monitoring of customers Yes
transactions identity and transactions.
Relianceon
tr:r;c(i):)r:rtlesto Describeif the operator relies on third parties for [The policy must describe if the operator relieson Yes
P CDD and how that is arranged third parties for CDD and how that is arranged.
customer due
diligence
. Define rules and risk controls around virtual The policy must define the rules and risk controls
Crypto Policy h N/A
assets and crypto usage around virtual assets and crypto usage.
. - . The policy must define the set automated
. Setautomated triggers for suspicious transaction . . .
Transaction ) triggers for suspicious transaction patterns and
o patterns. Analyze patterns to detect structuring or No
Monitoring - ) how the operator analyzes patternsto detect
other suspicious behavior . . X
structuring or other suspicious behaviour.
The policy must state that the operator retains
Record Retain records of CDD, transactions, and UTR potcy ) P
K - - records of CDD, transactions, and UTR Yes
Keeping (objective and subjective) for 5 years L o
(objective and subjective) for at least 5 years.
] ) ) The policy must describe the processin place to
Describe the processin P'acem recognizeand recognise and report unusual transactions to
. report unusualtransactlonstf)theCuracao FIU the Curacao FIUwhen the threshold of XCG
Reportingto  |when threshold of XCG 5000 is reached. Please R L
L . 5,000isreached. It isimportant to note the
FIUCuracao |notetheprohibition to discloseareport filed to s . . Yes
. . prohibition to disclose a report filed to the FIU.
(XCG 5000) the FIU. Therecord keeping requirements for CDD X .
information and transactions needs to be The record keeping reqwr.ementsfor CDD
described. Describe how to calculate threshold. information and transactions also need to be
described.
Describe the risks and potential consequences [The policy must describe the risks and potential
Compliance [ofviolatingthe policy, includingdisciplinary consequences of violating the policy, including
with Internal |actions, legal implications, or business risks. All|disciplinary actions, legal implications, or Yes
Policy staff confirm awareness and compliance with  |busines risks. All staff must confirm awareness
AML policy and compliance with the AML policy.
Appomtment Assign a trained and independent AML The policy must assign a trained and
of Compliance X ) . ) ) Yes
Officer Compliance Officer independent AML Compliance Officer.
Independent  |Annual audit of AML program and internal The policy must outline the annual audit plan of Yes
Audit controls the AML program and internal controls.
. . L . . The policy must indicate whether itis a new
Policy Indicate whether thisisanew policy orifit . e -
. . . . . . policy orifit supersedes an existing one.
History/Policy |replacesan existing one. List previous versions Yes

Maintenance

with effective dates and revisions, if applicable.

Previous versions must be lised with effecteive
dates and revisions, ifapplicable.




Providelinks or references to related policies,

The policy must provide links or references to

Related
Information legal or regulatory frameworks, guidelines, or related policies, legal or regulatory frameworks, Yes
relevant forms and templates. guidelines, or relevant forms and templates.

The document must provide contact information
Contact For any questions regarding this policy, please [for any questions regarding the policy which Yes
Information contact: [Insert name and email address.] must include the name and email address of the

designated contact person.
Policy URL (if |Indicate where the policy can be accessed onlineif The pollcdy mllJ'St Ibfdlcgt.e hthere ttf;]e policy can be N/A
applicable) published on the Company website. accessed online if published on the company

website.




KYC - Policy Review

Title Description Instruction Criticality| Comments
. The pollcy'must state that plgyerswho The policy must state that players who do not register
Registered player do not register themselves will not be ) 9 Yes
themselves will not be allowed to play.
allowed to play.
The policy must set out the player
) . 'p 'y . P y The policy must set out the player registration procedure,
Registration registration procedure, includingthe X ) ) . . .
. . . . includingthe information which will be requested from 9 Yes
procedure information which will be requested from
the players.
the players.
The policy must specify the pointin time
between the establishment of the . . L
) ) ) The policy must specify the point in time between the
business relationship and when the . . . K
i ; K R establishment of the business relationship and when the
deposit threshold is met inwhich ) . ) ) -
o o R deposit threshold is met in which customer due diligence
CDD initiation customer due diligence (CDD) will be ) . ey 9 Yes
o o (CDD) will be initiated, and if it is undertaken upon the
initiated, and if it is undertaken upon the ; K
) ) deposit threshold being met, the procedures shall
deposit threshold being met, the Lo " .
o indicate how the deposit threshold will be calculated.
procedures shallindicate how the
deposit threshold will be calculated.
CDD procedure The policy must set out thg procedureto |The pollgy must set out the procedure to be adopted when 9 Yes
be adopted when conducting CDD. conducting CDD.
The policy must outline the documentary
evidencerequired for verification of a The policy must outline the documentary evidence required
Verification of player [player'sidentity and residential address for verification of a player'sidentity and residential address 9 No
identity and specify that the evidence obtained for |and specify that the evidence obtained for verification of
verification of residential address should residential address should not be more than 6 monthsold.
not be morethan 6 monthsold.
The policy must outline the procedure that
needs to be followed in instances where, The policy must outlinethe procedure that needs to be
Failure to complete |[followingthe lapse of 30 daysfrom when [followed ininstances where, following the lapse of 30 days 9 Yes
CDD/KYC the deposit threshold is met, the CDD/KYC |from when the deposit threshold is met, the CDD/KYC
identifcation and verification cannot be identifcation and verification cannot be completed.
completed.
The policy must provide for name screening
against sanctions liststo be carried out . . . . .
. X The policy must provide for name screening against sanctions
prior to the onset of the business . . R .
. . . L liststo be carried out prior to the onset of the business
. . relationship and at determinate pointsin . ) . S
Sanctions screening | . relationship and at determinate pointsin time afterwards, 9 Yes
time afterwards, the procedureto be R . .
. ) . the procedure to be adopted in carrying out sanctions
adopted in carrying out sanctions .
R screening and the sources used for such purpose.
screening and the sources used for such
purpose.
Th li h
epo Ic.y must ?et outthe prqcedure tobe The policy must set out the procedure to be adopted in
. adopted in carrying out screening for PEP . . .
PEP screening . - carrying out screening for PEP status, as well as the screening
status, as well as the screening of existing o 9 Yes
procedure of existing customers for PEP status and the frequency of such
customers for PEP status and the frequency checks on a risk-based approach
of such checks on arisk-based approach. PP :
The policy must specify that screer1.|ng' for The policy must specify that screening for PEP status should
PEP status should be carried out within 30 . s
) : be carried out within 30 days from when a player reaches the
PEP status timeline days from when a player reaches the . K ) 9 Yes
. . R deposit threshold even if PEP screening would have already
deposit threshold even if PEP screening .
. been carried out.
would have already been carried out.
The policy must explain the procedure that
needs to be followed when a PEP is The policy must explain the procedure that needs to be
identified, including the procedure for followed when a PEP isidentified, including the procedure
Identifying a PEP obtaln'mgsenlor mana‘gement approval, for ob'fammgsemor management approvgl, estabhs!’nngthe 9 Yes
establishing the player's source of wealth player's source of wealth and, where applicable, their source
and, where applicable, their source of of funds and conducting enhanced on-going monitoring of
fundsand conducting enhanced on-going [the customer’s activity.
monitoring of the customer’s activity.
The policy must set out the procedure to
be followed and the sources which will  [The policy must set out the procedure to be followed and
Gathering be used to gather and obtain information [the sources which will be used to gather and obtain
information onthe Purpose and Intended Nature of  |information on the Purpose and Intended Nature ofthe 9 Yes

the Business Relationship and build a
business and risk profile for the different
player risk categories.

Business Relationship and build a business and risk
profile for the different player risk categories.




Medium and High risk

The policy must specify the minimum
information that shall be obtained on

The policy must specify that asa minimum the following
information on medium and high risk customers shall be
obtained, including supporting evidence when it comes to
high risk customers:

(1) information on the nature of and details concerning the
customer’s business / occupation / employment

medium and high risk customers, including |(2) any other activity in addition to (1) above from which the Yes
customers . . . . . . . .
supporting evidence when it comes to high |customer derives his/her wealth (e.g., inheritance);
risk customers. (3) the expected source and origin of the funds to be used
throughout the business relationship; and
(4) the anticipated level and nature (including expected value
and frequency of transactions) that is to be undertaken
throughout therelationship.
The policy must lay down the procedure to .
policy Y P The policy must lay down the procedure to be adopted to
be adopted to ensure that any player
. o . . ensurethat any player related documents, data or
Ongoing monitoring related documents, data or information . . . . Yes
. . information held by the Licensee are reviewed and kept up-to-
held by the Licensee are reviewed and kept date
up-to-date. ’
The policy must list the procedures and
measuresto be applied when carrying The policy must list the procedures and measuresto be
. out scrutiny of transactions based on the |applied when carrying out scrutiny of transactions based
Transaction . ) -
itori level of customer risk, aswell asthe onthe level of customer risk, aswell as the timing No
monitoring timingintervals to carry out the scrutiny [intervalsto carry out the scrutiny of transactions based
oftransactions based on the level of onthe level of customer risk.
customer risk.
The policy must list the circumstances and
scenariosin which enhanced due diligence . . . - .
) A The policy must list the circumstances and scenariosin which
(EDD) would need to be carried out. This - .
shall include PEPs. high risk rated enhanced due diligence (EDD) would need to be carried out.
EDD scenarios - NiE Thisshall include PEPs, high risk rated customers, customers Yes

customers, customers linked to high risk
and non-reputable jurisdictions and
customers using multiple payment
methods.

linked to high risk and non-reputablejurisdictionsand
customers using multiple payment methods.




Responsible Gaming - Policy Review

Title Description Instruction Criticality| Comments
P The RG policy must outline the procedure carried out by the
ID verification procedure ID verification procedure policy . \ P v 9 Yes
operator to verify the player's age.
Account closure procedure upon the The RG policy must outline the procedure for post-
Account closure procedure |operator becoming aware that the player |registration account closure upon the operator becoming 9 Yes
isaminor post-registration. awarethat the playerisaminor.
. . The RG policy must state the operator's record-keepin
Record-keeping Record-keeping . policy P ping 9 Yes
policy.
Procedure on how the player can contact | The RG policy must describe the procedure for how the
Contactingthe operator theoperator regarding RG concernsvia [player can contact the operator regarding RG concerns 9 No
email or chat via email or chat.
Must be available in English and target [The RG page/policy must be availablein English and thessite's
Language g 8 page/policy € 9 Yes
market language target market language.
RG policy should includeastructured . . .
policy ) ] The RG policy must includea structured process on flagging
Vulnerable gamblers process on flagging potential vulnerable R 9 Yes
potential vulnerable gamblers.
gamblers
The RG policy must contain a structured process for
responding to indicators of problem gambling. The key
monitoring factorsinclude:
- Deposit and wagering frequency
- Repeated failed transactions due to insufficient funds
. Must have a structured process for - Reversing withdrawals
Indicators of problem ) L . ) .
R responding to indicators of problem - Apattern of inexplicable extended play sessions 9 No
gambling . . - .
gambling - Unreasonableincreased communication with customer
support, including requests for bonuses
- Frequent changes to RG tools
- Players maxing out a credit card
- Attempts to open multiple accounts to bypass deposit or
loss limits
Player profiling and Risk Establish player profiles to assess risk The RG policy must establish player profiles to assess risk 9 No
Assessment levels levels
Monitoring and intervention Adopt RI.BAto deFermineIfevel of The BG plolicy ml'JSt adopt'RBAto determine level of 9 No
monitoring and intervention monitoring and intervention
. . . The RG policy must state that the operators records all RG
RecordingRG interactions [Record all RG interactionsin PAM system |, p ' y Y P 9 Yes
interactionsin the PAM system
Identification of vulnerable |Procedureto follow for playersidentified | The RG policy must define the procedure to be followed for 9 No
persons asvulnerable persons playersidentified as vulnerable persons
. . Operator must offer players option to The operator must offer players the option to activatea
Cooling-off period p. . P y. P .p . play P 9 Yes
activate a cooling-off period cooling-off period
The options for cooling-off may include Duration, brand,
Options for cooling-off must include 'p ' ,I & 4y| Y u ! .
. . . R vertical and marketing, of which the duration and marketing
Cooling-off options duration and marketing opt-out at . 9 Yes
L opt-out are mandatory. Furthermore, the duration must be
minimum L
for aminimum of at least 24 hours
Operator must offer players the option to .
. P play p' Operator must offer players the option to self-exclude
Self-Exclusion self-exclude themselves for a duration of . 9 Yes
themselves for a duration of at least 1 year
at least 1 year
Self-Exclusion must automatically exclude the player from all
Self-Exclusion must automatically gambling activity, including:
Self-Exclusion applicability |excludetheplayer from all gambling -All brands/domains operated by thelicenseg; 9 Yes
activity - All gaming verticals;
- All marketing materials
e Players must beableto set limitson the [Players must beableto set limitson the total amount they
Deposit Limits . . 9 Yes
total amount they deposit deposit
Training should cover, at least:
Operators must train customer service - Recognizing signs of gambling distress
- . and Responsible Gaming staff to handle |- Conducting sensitive and structured conversations with at-
Training and Staff Readiness P 8 8 9 Yes

player interaction profesionally and
effectively

risk players
- Directing players to appropriate support resources and RG
tools




Consumer Advertisingand

Operators must not engagein

The RG policy must state that the operator must not engage
inirresponsible advertising, including:

- No targeting of Vulnerable Groups

- No portrayal of Gambling as an Investment

- No misrepresentation of Skill vs Chance

- No Emotional Manipulation

- Marketing materials must not feature minors or depict them
engaging with gambling content

- No explicit content

- No encouragement of Unrelated Harmful Behaviours

. . . . -Bonuses and promotions must be communicated No
Marketing irresponsible advertising
transparently
- Operators must not use bonuses to encourage excessive
gambling
- Operator isresponsible for materials provided to affiliates,
representatives, sponsorships, ambassadors, social media
influencers
- Operator must make any contracted third-party aware of
their RG policy
- All advertising must include a clearly visible RG message or
slogan
The operator isadvised to remind adults |The operator is advised to remind adults that they should
Internet Filtering Tools that they should take precautionswhen |take precautions when sharing devices with minors, such as No
sharing devices with minors safeguarding usernames, passwords and payment details.
The operator may consider sharing links to third-party
. - software that can help restrict access to gambling websites.
Lo . The operator may consider sharing links X X L
Sharinglinks to third-party ; Examples that are available for website blocking include:
to third-party software that can help No
software . X . - BetBlocker; betblocker.org
restrict access to gambling websites
- GamBlock; gamblock.com
-Gamban; gamban.com
e . . Operators may employ automatic or
Notifications for concerning P \ p' 'y X X Operators may employ automatic or manual pop-up
. manual pop-up notificationsin response e . . ’ Yes
behaviours ) ) notificationsin response to concerning behaviours
to concerning behaviours
When a player exhibits behaviour that
pay When a player exhibits behaviour that reasonably suggests
I . reasonably suggests they may bea o
Initiating direct contact they may be a Vulnerable Player, the operator must initiate No
Vulnerable Player, the operator must .
L ) direct contact
initiate direct contact
Other limits may be considered includin
S y. . L & Other limits may be considered including loss limits, time
. loss limits, time limits or wager limits, in | . R \
Other Limits X , limits or wager limits, in line wth the operator's target player No
line wth the operator's target player
and/or market
and/or market
Reality check measures can beimplemented without
compromising the user experience, however, if used, they
must be fit-for-purpose and measures include:
1. Real-time session timer that remains visible at all times
Reality check measures can be when the player islogged in;
. implemented without compromising the [2. Real-time clock in the player's time zone;
Reality Check P P & piay No

user experience, however, if used, they
must be fit-for-purpose

3. Periodic pop-up reminders or prompts about session
duration;

4. Player-Activated Reality Checks which can be customized
to activate at specific timeintervals. Custom messages should
clearly indicate how long the player has been playing and
display the player's winnings and losses during that period.




Player Complaints - Policy Review

Title Description Instruction Criticality| Comments
Players may lodge a complaint
free of charge at anytime upto  |The policy must state that players may lodge a complaint
. . six months of the settlement of  |free of charge at any time up to six months of the
Lodginga complaint the bet or the incident about settlement of the bet or the incident about which they are ® Yes
which they are making a makinga complaint.
complaint
Inthe case of P2P (such as
poker) or ante post fixed odds
betting the six month clock The policy must state that in the case of P2P (such as
begins after the bet settlement [poker) or ante post fixed odds betting the six month clock
Lodging a complaint |or conclusion of a specific event |begins after the bet settlement or conclusion of a specific
(P2P) rather than the placement of the |event rather than the placement of the wager after the bet ® N/A
wager after the bet settlement or [settlement or conclusion of a specific event rather than
conclusion of a specific event the placement of the wager.
rather than the placement of the
wager.
Inthe case of complaints about
in-running sports betting,
customers must be advised that
while they may submit a
complaint within six months, The policy must state that in the case of complaints about
prompt action may be necessary |in-running sports betting, customers must be advised that
Lodginga complaint |ifthe investigation may depend |while they may submit a complaint within six months,
. . " . . . n - 9 No
(live betting) on data specific to the complaint|prompt action may be necessary if the investigation may
which—due to the nature ofin- [depend on data specific to the complaint which —due to
running betting— may no longer |the nature ofin-running betting.
be available after a short period,
insofar as the operator cannot
reasonably be expected to
preserve such data any longer.
Complaints can only be made by
the registered player. Article 1.3
section ¢ of the LOK mandates
Eligibility to make a thata player is not allowed to The complaints procedure must state that complaints can
. sell, donate, rent out, lease, . 9 Yes
complaint 5 only be made by the registered player.
pawn, or pledge, under any title,
any of their claims against the
holder of a gaminglicense from
the CGA.
Inthe first instance the operator The policy must state that inthe first instance the
Customer support must offer customer support via |operator must offer customer support via email and/or 9 No
emailand/or live chat. live chat.
The policy must state that an official Complaint
Submission Form must be available to the player.
a. Thisform must be either a downloadable formthat can
be completed and emailed or otherwise uploaded by the
player, and/or a formthat is fully completed and
submitted online
b. The form must include at a minimum the following
sections
i. Complainant's name, address, and place of residence.
An official Complaint Submission [ii. Complainant's account number (if applicable)
Complaint form Form must be available to the iii. Date of the complaint and date of the disputed event. 9 Yes
player. iv. Description of the conduct being disputed (usinga
selection of predetermined category topicsif/as
applicable).
c. The form must be available in English and in the
language of the website/domain that the player is using.
d. The operator may request supportingdocumentation
the player requiresto include as part of the complaint.
Any additional information or documentation requested
by the operator must be a reasonable in the context of
complaint resolution.
Complaintsrelated to
responsible gaming should be
prioritized due to potential
|mpacts_on player well-being, Complaintsrelated to responsible gaming should be
Complaints should be - A .
. prioritized due to potential impacts on player well-being.
categorized asrelated to N .
. S Complaints should be categorized asrelated to
Prioritizing RG- resporj&ble gamlnglngny case responsible gamingin any case when it regards targeting
related complaints when it regards targeting of of Vulnerable Players, the availability and/or timely o Yes
Vulnerable Players, the . . . R
availability and/or timely implementation of self-exclusion apd/or coo»llng—c}ffand
N . . |the mandated consequencestherein asoutlined in the
implementation of self-exclusion Responsible Gaming policy.
and/or cooling-off and the
mandated consequences
therein asoutlined inthe
Responsible Gaming policy.
Timeline for RG- Operators must use bestin The policy must state that the operator will use their best
effortsto resolve these cases effortsto resolve RG-related cases within five business 9 Yes

related complaints

within five business days.

days.




Within two days of receivinga

The policy must state that within two days of receivinga
RG-related complaint, the operator will:
- Confirmreceipt of the complaint in writing.

RG-related complaint, the operator must R . N .
N . - Provide an explanation of how the complaint will be Yes
complaints process [informthe player of the process
. processed.
that will be followed. A . . . .
- Provide notice of the average timeline for resolution of
such complaints.
If more time is needed by the
operator to make a reasonable
and informed decision, players |The policy must state that if more time is needed by the
) N must be informed of the delay, |operator to make a reasonable and informed decision,
Extension of timeline . K .
which cannot exceed two weeks. | players must be informed of the delay, which cannot
for RG-related ) ) Yes
A Ifadelayisduetoalackofora [exceedtwoweeks.Ifadelayisduetoalackoforaslow
complaints R .
slow response fromthe player, [response fromthe player, the resolution period may be
the resolution period may be extended by no more than a further two weeks.
extended by no more than a
further two weeks.
The operator will assess and
respond to complaints within
P P The policy must state that the operator will assess and
four weeks. If necessary, due to R o
- N respond to complaints within four weeks. If necessary,
Timeline for all other |complexity or lack of N ) X . .
N . N . . due to complexity or lack of information, this period may Yes
complaint types information, this period may be e N )
- be extended once by an additional four weeks, with prior
extended once by an additional itt tice to the bl
four weeks, with prior written written notice tothe player.
notice to the player.
The policy must state that within one week of receiving a
complaint, the operator will:
Processfor all other |Within one weekofreceivinga ) Conflrm receipt ofthe complaintin wrmng. .
. K . - Provide an explanation of how the complaint will be Yes
complaint types complaint, the operator will:
processed.
- Provide notice of the average timeline for resolution of
such complaints.
The policy must state that a player will always receive a
final determination of their complaint in writing.
The response will either be:
1. Areasoned final assessment of the outcome/resolution
of the complaint with supporting evidence if necessary or
applicable.
2. Detailed reasons for not handlingthe complaint. If
. —_— Aplayer will always receive a additional information is reasonably required to address
Finaldetermination | - . . .
letter final determination of their the complaint fully, the operator must have requested this Yes
complaint inwriting. information within the initial four week time period.
Should the complainant not provide the necessary within
the initial four week time period, the operator may reject
the complaint.
3. Ifthe player is unsatisfied with the resolution and
makes a further complaint to that effect, the player is
informed that they may escalate the matter toan
independent ADR entity.
The use of Al is permissible under this Complaints Policy
Guideline subject to the following terms:
1. Once a player complaint has been identified as
pertainingto Responsible Gaming (Clause 4.1),
Use of Al for The use of Al is permissible under [communications with the player should be conducted by
. the Complaints Policy Guideline [a human, not Al. N/A
complaints process X . . !
subject to the special terms. 2. Complaintsthat can be reasonable considered as
complex should be dealt with by a human, not Al.
3.The Al records must be monitored to ensure that they
are reasonable in their solutions/recommendations and
consistent across players with like-for-like complaints.
The operator must offer an ADR
Alternative Dispute option fqr the players, subject to The.operator must gﬁer an ADR option for the players,
Resolution the requirements of Clause 5 of |subject tothe requirements of Clause 5 of the Player Yes
the Player Complaints Policy Complaints Policy Guidelines.
Guidelines.
Except if mutually agreed under
specific terms OfADR, (Claus%e 5 Except if mutually agreed under specific terms of ADR
. of the Player Complaints Policy R N -
Legalaction - (Clause 5 of the Player Complaints Policy Guideline), the
- Guideline), the operator must . . No
restrictions N R policy must state that the operator does not restrict the
not restrict the rights of the . . .
N rights of the player him/herself to take legal action.
player him/herself to take legal
action.
If a complaint cannot be
resglved internally, players are The policy must state that ifa complaint cannot be
entitled to escalate the matter resolved internally, the operator must provide players
Escalationto ADR to anindependent ADR provider, | . R Y, R N Y Yes
) with anindependent ADR service, of which the operator
free of charge. For avoidance of .
A will bear all costs.
doubt, the operator will bear all
costs of the ADR process.
Once ADR processis completed
RecommencingADR |[it cannot be recommenced by  [The policy must state that once the ADR process s
processwitha either the player or the operator |completed it cannot be recommenced by either the No

different entity

with another different ADR
entity.

player or the operator with another different ADR entity.




Recommencing

In the event that the player drops
out of the ADR process (but it
has already begun) -it should be

The policy must state that in the event that the player
drops out of the ADR process (but it has already begun)

dropped ADR noted the player should not have |the player should not have the right to resurface the No
processes the right to resurface the dispute [dispute in the future.
inthe future.
Provision of ADR services by the
operator is mandatory. Ifthe
operator sets ADR parametersin
order to prevent abuse (such as
whether ADR must be Provision of ADR services by the operator is mandatory. If No - policy
undertaken before a player can |the operator setsADR parametersin order to prevent statesthat
initiate legal proceedings, the abuse (such aswhether ADR must be undertaken before a only ADR
Restrictions on ADR binding nature of the ADR player caninitiate legal proceedings, the bindingﬁature of decisions up
escalation outcome on the player, or the ADR outcome on the player, or whether thereisa toEUR
whether there is a minimum minimum claimvalue required for escalation to ADR), the 10,000 are
claimvalue required for CGA advises the operator to carefully consider these bindingon
escalationto ADR), the CGA conditions and seekindependent legal advice regarding New Origin
advises the operator to carefully |any applicable civil legislation. B.V.
consider these conditions and
seekindependent legal advice
regardingany applicable civil
legislation.
The operator will ensure . )
. . . The policy must state that the operator will ensure
Compliance with transparency and compliance . . L
ADR decisions with ADR decisions and transparency and compliance with ADR decisions and No
regulatory updates. regulatory updates.
The operator will submit reports
tothe CGAonJanuary 15th and
June 15th based on complaints [The policy must state that the operator will submit reports
submitted to the operator since |tothe CGAonJanuary 15th and June 15th based on
Periodic reporting the previous reporting period by |complaints submitted to the operator since the previous Yes
players using the Complaints reporting period by players using the Complaints
Submission Form. The first Submission Form.
reports become due in January
2026.
The policy must state that the periodic report will
summarise the following:
a. Total number of complaints made
The report shallinclude the ?é;o;f;;)umber of settled complaints (upheld and
Report details details asrequired by the Player " . No
. X - c. Number of pending or unresolved complaints
Complaints Policy Guidelines. d. Number of complaints by category
e.Number referred to ADR
f. Number and detail of complaints for which a player has
taken legal action
Records of unresolved
complaints and/or complaints The operator will ensure that records of unresolved
that have been escalated to ADR ) X
. ) . complaints and/or complaints that have been escalated
Record-Keeping of or legal proceedings will be kept . .
unresolved for the lesser of five years or the t.o ADRorlegalproceedmgwﬂl .be kept for the lesser of Yes
N . N five years or the relevant time stipulated by data
complaints relevant time stipulated by data . Lo
protection, statute of imitations prf)te(%tlon, statute of limitations or other relevant laws or
guidelines.
or other relevant laws or
guidelines.
The CGAreservesthe right to The policy must state that in light of the fact that the CGA
CGA'sright to access request, at anytime, acce5§to reservesthe right t.o reques‘t, atanytime, acces.sto
records records of complaintsreceived |records of complaintsreceived aswell as any disputes No
aswellasanydisputesthat are |that are pendingresolution, the operator shall ensure that
pendingresolution. suchrecords are readily available at all times.
The policy must state that the player has the right to make
a complaint regarding any part of their relationship with
the operator, or any incident related to their participation
ina game of chance. Thisincludes (but is not limited to):
1. Deposit issues
2. Withdrawal issues
3.Bonus terms and conditions
The player has the right to make |4. Account closures or restrictions
acomplaint regarding any part of | 5. Alleged errors or unfairness in game outcomes
Righttomake a their relationship with the 6. Responsible gamingissues Yes

complaint

operator, or any incident related
to their participationinagame
of chance

7.Treatment of player balances

8.KYC and Verification

9. Data Protection

10. Technical or Software issues
11.AMLconcerns

12. Issues with minors

13. Fraudulent games

14. Fraudulent practices

15. License or regulation

16. Unfair terms and conditions




Information Security Policy

Title Description Criticality | Comments
ISP Information Security Policy, including details about: 9 Yes
(Exempt if holding relevant ISO Certificate)
. ) N , Yes -
Objectives Infor.matnlo_n Securlt_y Pg_rpo;e and ijfectlves (Integrity, 9 Sections 1,
Confidentiality and Availability of information);
2and3
Data Data Confidentiality including Data Classification and Yes-
Classification Access Control Policy (outlining the levels of authority per 9 Sections 7
role over data and systems); and8
_ |Network Security (Including Access Controls, Segregation Y?S-
Network Security . . 9 Sections9
and Security of Network Services);
and 10
Security Security awareness and behaviour including acceptable Yes-
AWareness use policy, email/communication use policy and personal 9 Sections 11,
and mobile devices policy; 12and 16
- - T . . Yes-
Training Training, Responsibilities, rights and duties of personnel. 9

Section 16




Itis essential that policies have not been tested on ongoing operations since the applicantis not live.
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