








• As a downloadable PDF or Word document available on the company's website,

which can be completed by the Player and submitted via email (or)

• As an interactive online form that may be filled out and submitted directly through the 

Player's secure account dashboard on the platform.

The Complaint Submission Form shall require, as a minimum, the following information to be 

provided by the Player: 

1. Full legal name, residential address, and Player account identification (where

applicable).

2. The date of the Complaint submission and the date of the event or decision that gave

rise to the Complaint.

3. A clear and detailed description of the issue, accompanied where feasible by

supporting documentation or evidence relevant to the matter.

4. Selection of the Complaint type from a predefined list of categories (e.g., deposit

processing delays, withdrawal refusals, technical malfunctions, Responsible

Gaming-related issues).

Players should be aware that they may be requested to provide additional information or 

documentation where such material is reasonably necessary for Gameplay International B.V. 

to conduct a thorough and fair investigation. Any such requests made by the company shall 

remain proportionate to the complexity and nature of the Complaint raised. 

Curai;:ao Gaming Authority (CGA): 

Players are to be informed that the Curai;:ao Gaming Authority (CGA) does not intervene in 

the resolution of individual disputes between Players and licensed operators. Instead, the 

CGA's role within the complaints ecosystem is primarily supervisory, relying upon 

aggregated Complaint data to monitor operator compliance and to inform regulatory 

enforcement actions where necessary. 

Nonetheless, Players retain the right to escalate matters directly to the CGA if they 

reasonably believe that Gameplay International B.V. has engaged in regulatory breaches, 

malpractice, or violations of its licensing conditions. The company shall not impose any 

restrictions or barriers on a Player's ability to contact the CGA for such purposes. 

4. Complaint Resolution Process

Prioritization: 

Upon receipt, all Complaints submitted to Gameplay International B.V. are systematically 

logged and evaluated to determine their priority based on the nature and potential impact of 
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