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1. Objec3ves  
  
This Complaints Policy is based on regulatory requirements under the Landsverordening op 
Kansspelen ("LOK") and the Responsible Gaming Policy Guidelines version 1.0. of April 17th 
2025, of the Curaçao Gaming Authority ("CGA"). This policy provides an overview of the 
responsible gaming process.    
  
In arMcle 2.3 of the Responsible Gaming Policy Guidelines version 1.0. of April 17th 2025 it is 
menMoned that the policy does not apply to non-retail gaming and bePng, including not 
limited to professional players or syndicates. General Responsible Gaming principles apply in 
line with such business models. 
 
The Company services professional players via direct connecMons (not via an URL) and as 
such does not qualify as retail gaming. The Company will manage a select and exclusive 
number of professional customers, thus providing a personal and tailored service and 
assistance to them, in comparison to retail and normal casinos.  
 
As such, arMcle 2.3 of the aforemenMoned policy is applicable and the Company will apply 
general internaMonal responsible gaming guidelines as such.  This facilitates the regular and 
focused support in guidance of any query or informaMon required from the customers 
ensuring a responsible gambling environment. Through this approach the Company strives 
to be in line with general responsible gaming principles applicable to its client porSolio.   
 

2. Responsible Gaming 
The Company believes in a responsible aPtude towards gambling and has implemented 
measures detailed within this document to promote and ensure responsible gambling. The 
Company believes that the industry, government and the community have a shared 
responsibility to help prevent the development of gambling related problems, and to ensure 
that problem gambling support services are available for those individuals requiring 
assistance. These services are obtainable via email for the customers of the Company. 
  



As menMoned, the customers of the Company are non-retail professional players and as such 
the Company knows each and every one of their customers, as they are approved via careful 
selecMon to become the customer of the Company, as this is done via introducMon by other 
customers. Based on this, the Company will create a customer profile, based on their 
individual risk level, including the appropriate level of monitoring and Customer intervenMon.  
 
Furthermore, the Company does not accept any customers, that are not at least 21 years old 
or are deemed vulnerable to parMcipate in any gaming acMviMes. Age verificaMon is done 
during the onboarding process, whereby personal contact is made with the prospecMve 
customer and where possible, the prospecMve customer is met in person. As part of the-
relaMonship with each customer and seen the specific services of the Company to 
professional gamblers, an indepth onboarding process is implemented, thus miMgaMng risks 
of vulnerable persons or problem gamblers, as well as conMnuing during the relaMonship 
having extensive contact with each customer, in order to be able to signal any indicator of 
possible problem gambling. In case, during the relaMonship, a customer is deemed 
vulnerable, appropriate acMon will be taken in line with this policy and internally applicable 
responsible gaming actors. However, due to the nature of the services provided by the 
Company, the indicators menMoned in the CGA RG Policy, such as failed transacMons due to 
insufficient funds, maximin out a creditcard of bonus requests are not applicable due to this. 
However, the Company will look for different behavior in the customer as an indicator to 
commence deliberaMons with the customer.  
 
If a customer of the Company would want the assistance of the Company to help them stop 
or to take a short break, the Company would take all reasonable steps to prevent the customer 
from parMcipaMng in gambling.  
  
A customer’s bePng history is available, including all transacMons. This informaMon allows a 
customer to monitor their spend  
  
Seen the business of the Company, the Company will not adverMse or promote bePng 
products to any parMes, as the Company only caters to a very exclusive and select number of 
customers. As there will be no adverMsement or markeMng whatsoever, there can not be any 
irresponsible adverMsing, such as menMoned in the CGA responsible gaming policy guidelines.  
 
Furthermore, as the Company does not conduct her services via an URL, the services of the 
Company cannot be restricted by website blocking third-party so]ware. However, in case the 
Company would noMce any concerning behavior in the direct contact with the customer, they 
will reach out to the customer and discuss opMons to miMgate behavior. These miMgaMng 
measures might include amongst others to limit the services of the Company to the customer 
and/or terminaMng the relaMonship with the customer, depending on the behavior of the 
customer.  
  
The Company understands that evaluaMon of customer interacMons is important to 
understand the impact they have had and to help ensure customers are gePng the right help 
and support if needed. The findings of the customer interacMon evaluaMons and RG related 



concerns are to be reported to the management of the Company as well will these be 
internally recorded in appropriate systems. 
 
The Company will ongoingly provide training to its employees on recognizing red flags 
regarding possible problemaMc behavior at customers, as well as conducMng such 
conversaMons with customers, including how to best guide them to appropriate support.  
 


