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Business Overview, Products, Services, Brands & Proprietary IP. 
 
 
Introduction 
 
Eastern Way Tech B.V. is an online gaming start-up established in 2022. The company's 
mission is to leverage the extensive experience of its board and operational management 
within the online gambling industry, aiming to generate incremental value for the company 
and shareholders.  
 
Success will be achieved by implementing best practices and deploying innovative customer 
acquisition and retention strategies on the relatively less saturated e-sports niche.  
 
The business is focused upon creating competitive advantage across established and  
emerging markets. 
 
 
Products & Services 
 
Eastern Way Tech B.V. aims to provide immersive gaming experience to its clients via 
quality content and offer player experience enrichment by using latest gamification 
technologies, tournaments, draws, airdrops and leader boards etc.  
 
Product is split into 2 distinct areas, sportsbook and e-sports. Every area has their own 
subcategories and further split as;  
 

• Sportsbook into two as; pre-match and in-play,  
 

• E-sports, as multiplayer team to team, head-to-head, inclusive and not limited to 
tournaments, world championships and scheduled e-sports events.  

 
 

The player experience enrichment is done via integrated promotional system, which is 
distributing rake-back based incentives, as well as bonuses and tournaments.   
 
 
Brands & Proprietary IP 
 
Eastern Way Tech B.V. operational brand is esportsbet.io.  
 
Eastern Way Tech B.V. strives to implement latest technologies to IP to ensure best possible 
user experience at all times. 
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Company Management Structure, Key Management Roles & Reporting Lines. 
 
 
The operational structure is a functional structure that consists of the executive management 
team and CEO/MD heading the structure as the leader and business strategy setter, they 
have direct reports from department directors and heads of departments across all functions.  
 
 
Key Management Roles & Direct Reports To The CEO/MD.  
 

 
 

There are 5 direct reports to the CEO; CFO / Financial Controller, CMO, Head of Marketing / 
CMO, COO / Head of Operations, CTO / Head of Tech, CPO / Head of Product and 
Commercials.  
 
CCO / Head of Compliance (or Compliance Manager) is reporting to the CFO, and AML 
officer/clerks report to the head of compliance. (As well as any other personnel who are 
required by the law, which falls under the compliance department).  
 
CMO / Head of Marketing directly reports to the CEO and responsible from the marketing 
strategy and execution of the strategy. Under Head of Marketing, Acquisition and 
Retention/CRM Managers reports to the CMO directly and their respective operational teams 
reports to the respective managers underneath the CMO.  
 
COO / Head of Ops, directly reports to the CEO and responsible from the operational teams. 
Operations split to two distinct teams as Support and Payments. Respective team managers 
directly report to the CMO and their teams report to the manager via team leader 
support/payments clerks hierarchy.  
 
CTO directly reports to the CEO and responsible for the technical teams. Team’s includes 
development team, and system admin team. Every subunit has their own leads, who are 
directly reporting to the CTO.  
 

CEO
Bredo Johansen

Head Of Finance

COO
Ugur Kordjan

CTO
Ugur Kordjan

Head Of Compliance Head Of HR Head Of Marketing Head Of Product

CCO
Mark Taylor

Organizational Structure Eastern Way Tech B.V.
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CPO, Head of Product and / or CCO Head of Commercials directly reports to the CEO. 
Casino, Sportsbook and Marketing Product managers and Commercial manager reports to 
Head of Product.   
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Key Suppliers and Material Dependencies 

 
Eastern Way Tech B.V. takes a strategic approach to mitigate business risk by focusing its 
business across unsaturated, growing e-sports product and diversified markets and business 
models. Unlike traditional businesses that rely heavily on a single product, market, or 
payment method, Eastern Way Tech N.V. expands its operations across new products, 
geographical locations, and payment methods.  
 
It also partners with several vendors for the same product.  
 
This diversification strategy aims to reduce the impact of downtime or service outages and 
give the customer more choice. 
 
Game suppliers are acquired directly from the provider and indirectly from the game 
aggregators. This maintains the availability of the games almost to a maximum level.  
 
Payment services providers are also well diversified, and more than one similar payment 
method is onboarded to also maintain the service levels and the availability.  
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Risk Evaluation & Management. 
 
 
This important aspect of the business operation is covered under the various operational 
policy documentation: 

• Data Protection and Privacy Policy for Eastern Way Tech B.V. 
• Diversity and Inclusion Policy for Eastern Way Tech B.V 
• Operational Risk Management Policy for Eastern Way Tech B.V. 
• Vendor Management Policy for Eastern Way Tech B.V. 
• Product Development Policy for Eastern Way Tech B.V. 
• Financial Control Policy for Eastern Way Tech B.V. 
• Customer Service Policy for Eastern Way Tech B.V. 
• Anti-Money Laundering  and Anti-Terror Financing Policy for Eastern Way Tech B.V. 

Each policy is covered in detail later in thus document.  
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Data Protection and Privacy Policy for Eastern Way Tech B.V. 
 
 
Purpose 

The Data Protection and Privacy Policy of Eastern Way Tech B.V. underlines our 
commitment to safeguarding the personal and sensitive information of our customers, 
employees, and partners. In an era where data breaches can significantly impact trust and 
operational integrity, our policy ensures compliance with global data protection regulations 
such as the General Data Protection Regulation (GDPR) and the California Consumer 
Privacy Act (CCPA), among others. 

Scope 

This policy applies to all employees, contractors, and third parties who have access to data 
controlled or processed by Eastern Way Tech B.V., across all platforms, locations, and 
operations. 

Policy Statement 

Eastern Way Tech B.V. is dedicated to: 

• Ensuring the privacy and security of all data collected and processed. 
• Complying with applicable data protection laws and standards. 
• Implementing comprehensive data security measures. 
• Facilitating transparency and access rights for individuals regarding their personal 

data. 

Data Protection Principles 

Eastern Way Tech B.V. adheres to the following principles: 

1. Lawfulness, Fairness, and Transparency: Data is processed lawfully, fairly, and in a 
transparent manner. 

2. Purpose Limitation: Data is collected for specified, explicit, and legitimate purposes 
and not further processed in a manner incompatible with those purposes. 

3. Data Minimization: Only data that is necessary for the purposes for which it is 
processed is collected. 

4. Accuracy: Reasonable steps are taken to ensure that personal data is accurate and, 
where necessary, kept up to date. 

5. Storage Limitation: Data is kept in a form that permits identification of data subjects 
for no longer than is necessary. 

6. Integrity and Confidentiality: Data is processed in a manner that ensures appropriate 
security, including protection against unauthorized or unlawful processing, accidental 
loss, destruction, or damage. 

Data Subject Rights 

Individuals have the right to: 

• Be informed about the collection and use of their personal data. 
• Access their personal data. 
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• Rectify inaccurate personal data. 
• Erase personal data ("right to be forgotten"). 
• Restrict processing under certain conditions. 
• Data portability. 
• Object to processing. 

Responsibilities 

• Data Protection Officer (DPO): Appointed to oversee compliance with this policy, 
acting as a point of contact for data protection authorities. 

• Employees: Required to understand and comply with this policy, ensuring that 
personal data is handled in accordance with the data protection principles. 

• IT Department: Implements and maintains technical and organizational measures to 
protect data security, including encryption, access controls, and regular cybersecurity 
assessments. 

Data Breach Response 

In the event of a data breach, Eastern Way Tech B.V will: 

• Promptly evaluate the risk to individuals' rights and freedoms. 
• Report significant breaches to the relevant supervisory authority within 72 hours, 

where feasible. 
• Inform affected individuals without undue delay if the breach poses a high risk to their 

rights and freedoms. 

Training and Awareness 

All employees will receive training on the importance of data protection and the specifics of 
this policy. Regular updates and refreshers will be provided to ensure ongoing compliance 
and awareness. 

Review and Updates 

This policy will be reviewed annually or in response to significant regulatory or operational 
changes. Any amendments will be communicated to all stakeholders. 
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Diversity and Inclusion Policy for Eastern Way Tech B.V 
 
 
Purpose 

Eastern Way Tech B.V Diversity and Inclusion Policy underscores our commitment to 
creating an inclusive environment that respects and values diversity across all aspects of our 
business operations. We believe that a diverse workforce enhances creativity, innovation, 
and decision-making, leading to better products and services for our customers. This policy 
aims to promote equality, reduce workplace bias, and ensure all employees have the 
opportunity to reach their full potential. 

Scope 

This policy applies to all employees, contractors, management, and board members of 
Eastern Way Tech B.V., encompassing all aspects of employment, including hiring, training, 
promotions, pay, and termination. 

Policy Statement 

Eastern Way Tech B.V. is dedicated to: 

• Fostering a workplace where diverse perspectives and experiences are welcomed 
and respected. 

• Ensuring all employees have equal access to opportunities and resources. 
• Promoting an inclusive culture that encourages collaboration and innovation. 

Principles of Diversity and Inclusion 

1. Equal Opportunity: Eastern Way Tech B.V. is an equal opportunity employer. We do 
not discriminate based on race, colour, religion, gender, gender identity or 
expression, sexual orientation, national origin, genetics, disability, age, or any other 
status protected under applicable law. 

2. Respectful Workplace: We commit to maintaining a workplace where everyone is 
treated with respect and dignity. Harassment, discrimination, and intolerance are 
strictly prohibited. 

3. Inclusive Leadership: Our leaders play a crucial role in fostering an inclusive 
environment. They are responsible for setting the tone, demonstrating inclusive 
behaviours, and ensuring policies and practices support diversity and inclusion. 

Strategies for Implementation 

• Recruitment and Hiring: Implement unbiased recruitment processes to attract a 
diverse pool of candidates. This includes using inclusive language in job descriptions 
and ensuring diverse interview panels. 

• Training and Development: Offer diversity and inclusion training for all employees, 
focusing on unconscious bias, cultural competence, and inclusive leadership skills. 

• Promotion and Advancement: Ensure fair and transparent processes for promotions 
and career advancement, with a focus on merit and potential. 

• Employee Resource Groups (ERGs): Support the formation and activities of ERGs, 
which provide networking, support, and advocacy for various employee groups. 
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• Supplier Diversity: Commit to diversity in our supply chain by working with minority-
owned, women-owned, and other underrepresented businesses. 

Responsibilities 

• Human Resources (HR): HR is responsible for implementing and monitoring this 
policy, providing training, and supporting ERGs. 

• Managers: Managers are expected to support diversity and inclusion initiatives, 
model inclusive behaviours, and address any issues of discrimination or harassment. 

• Employees: All employees are encouraged to participate in diversity and inclusion 
initiatives and to contribute to an inclusive workplace culture. 

Complaints and Grievances 

Eastern Way Tech B.V. has established procedures for employees to report discrimination, 
harassment, or any other breaches of this policy. Complaints will be treated with 
confidentiality and investigated promptly, with appropriate actions taken. 

Monitoring and Review 

This policy will be regularly reviewed and updated to ensure it reflects our commitment to 
diversity and inclusion. The effectiveness of diversity and inclusion initiatives will be 
monitored through employee feedback, surveys, and HR metrics. 

Conclusion 

At Eastern Way Tech B.V., we believe our strength lies in our diversity. This policy 
represents our ongoing commitment to creating a workplace where everyone can thrive and 
contribute to our collective success. 
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Operational Risk Management Policy for Eastern Way Tech B.V. 
 
 
Purpose 

Eastern Way Tech B.V. Operational Risk Management Policy establishes the framework for 
identifying, assessing, mitigating, and monitoring operational risks that could potentially 
impact the company’s performance, reputation, and financial stability. Our commitment is to 
proactively manage these risks to support our strategic objectives and ensure sustainable 
business growth. 

Scope 

This policy applies to all levels of the organization, including employees, management, and 
the board of directors, across all departments and geographical locations where Eastern 
Way Tech B.V. operates. 

Policy Statement 

Eastern Way Tech B.V. recognizes that operational risks are inherent in every aspect of our 
business activities. We are committed to managing these risks through a structured and 
disciplined approach, integrating risk management into our corporate culture and decision-
making processes. 

Operational Risk Management Principles 

1. Comprehensive Risk Identification: We systematically identify risks associated with 
our business processes, technology systems, human factors, and external events. 

2. Consistent Risk Assessment: Risks are assessed in terms of likelihood and impact, 
using qualitative and quantitative methods to prioritize risk management efforts. 

3. Effective Risk Mitigation: We develop and implement strategies to mitigate identified 
risks, including process improvements, controls enhancement, and contingency 
planning. 

4. Continuous Monitoring and Reporting: Ongoing monitoring of the risk environment 
and the effectiveness of mitigation measures is essential. Regular reports are 
provided to senior management and the board. 

Roles and Responsibilities 

• Board of Directors: Provides oversight and sets the tone for risk management culture 
across the company. 

• Risk Management Committee: Oversees the implementation of the Operational Risk 
Management Policy, reviews risk assessments, and advises on risk mitigation 
strategies. 

• Chief Risk Officer (CRO): Leads the risk management function, ensuring the effective 
identification, assessment, mitigation, and monitoring of operational risks. 

• Department Heads: Responsible for managing risks within their areas of operation, 
implementing risk mitigation measures, and reporting on risk issues. 

• All Employees: Required to understand the operational risks related to their activities 
and comply with risk management policies and procedures. 

Risk Mitigation Strategies 
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• Internal Controls: Implementation of robust internal controls to prevent and detect 
risks. 

• Training and Awareness: Regular training programs for employees to promote risk 
awareness and understanding of risk management practices. 

• Technology Use: Leveraging technology to enhance risk detection and mitigation 
capabilities. 

• Business Continuity Planning: Developing and maintaining business continuity plans 
to ensure the resilience of operations in the event of disruptions. 

Incident Management and Response 

• A structured process is in place for managing operational risk incidents, including 
immediate response, investigation, and remediation. 

• Significant incidents are escalated to senior management and the board as 
appropriate. 

Review and Improvement 

• The Operational Risk Management Policy and related practices are reviewed 
annually or following significant changes in the business or external environment. 

• Feedback from audits, incidents, and risk assessments informs continuous 
improvement of the risk management framework. 

Conclusion 

Through this policy, Eastern Way Tech B.V. commits to a disciplined approach to operational 
risk management, aimed at protecting the company’s assets, reputation, and stakeholder 
interests, while supporting strategic objectives and business resilience. 
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Vendor Management Policy for Eastern Way Tech B.V. 
 
 
Purpose 

The Vendor Management Policy of Eastern Way Tech B.V outlines our approach to 
managing and overseeing the relationships with our vendors, suppliers, and third-party 
service providers. This policy aims to ensure that these relationships support Eastern Way 
Tech N.V. strategic objectives, operational requirements, and risk management practices, 
delivering value and maintaining high standards of quality and reliability. 

Scope 

This policy applies to all employees of Eastern Way Tech B.V who are involved in the 
selection, contracting, management, and evaluation of vendors, across all departments and 
geographic locations. 

Policy Statement 

Eastern Way Tech B.V is committed to establishing and maintaining effective, transparent, 
and mutually beneficial relationships with our vendors. We strive to ensure that our vendors 
adhere to the highest standards of quality, ethics, and compliance with relevant laws and 
regulations. 

Vendor Selection and Onboarding 

1. Due Diligence: Conduct thorough due diligence on potential vendors to assess their 
financial stability, reputation, quality of products/services, and compliance with legal 
and regulatory requirements. 

2. Selection Criteria: Establish clear criteria for vendor selection, including quality of 
product/service, cost-effectiveness, reliability, and alignment with Eastern Way Tech 
B.V. values and operational needs. 

3. Contracts and Agreements: Ensure that contracts and agreements with vendors are 
clear, legally binding, and specify expectations, deliverables, performance metrics, 
compliance requirements, and terms for termination. 

Vendor Performance Management 

1. Performance Monitoring: Regularly review and monitor vendor performance against 
agreed-upon metrics and standards. This includes quality of products/services, 
delivery timelines, and responsiveness. 

2. Feedback and Communication: Maintain open lines of communication with vendors, 
providing feedback on performance and working collaboratively to address any 
issues or areas for improvement. 

3. Performance Reviews: Conduct formal performance reviews with vendors at agreed 
intervals to discuss performance, opportunities for improvement, and future plans. 

Risk Management 

1. Risk Assessment: Assess and categorize vendors based on the potential risk they 
pose to Eastern Way Tech B.V operations, including financial, operational, 
reputational, and compliance risks. 
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2. Mitigation Strategies: Develop and implement risk mitigation strategies for high-risk 
vendors, which may include increased monitoring, contingency planning, or 
diversification of vendors. 

3. Compliance Monitoring: Regularly verify that vendors comply with applicable laws, 
regulations, and Eastern Way Tech B.V policies, including data protection, privacy, 
and security requirements. 

Vendor Development and Relationship Management 

1. Strategic Partnerships: Identify opportunities for developing strategic partnerships 
with key vendors that can offer competitive advantage, innovation, and added value 
to Eastern Way Tech B.V. 

2. Vendor Development: Support the development of vendors through training, sharing 
of best practices, and collaborative initiatives to improve product/service quality and 
efficiency. 

3. Dispute Resolution: Establish clear procedures for resolving disputes with vendors, 
ensuring timely and fair resolution of issues. 

Policy Review and Improvement 

• This policy will be reviewed annually or more frequently if significant changes occur 
in Eastern Way Tech B.V. operational environment or in the regulatory landscape. 

• Feedback from stakeholders, lessons learned from vendor interactions, and changes 
in business strategy will inform updates and improvements to the policy. 

Conclusion 

Through the Vendor Management Policy, Eastern Way Tech B.V. ensures that our 
relationships with vendors are managed effectively, supporting our operational goals, 
mitigating risks, and contributing to our long-term success. This policy is central to 
maintaining high standards of quality, reliability, and ethics in our dealings with external 
partners. 
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Product Development Policy for Eastern Way Tech B.V. 
 
 
Purpose 

The Product Development Policy of Eastern Way Tech B.V. outlines our approach to 
creating, developing, and launching new products. This policy ensures that our product 
development efforts align with our strategic goals, meet market needs, and adhere to the 
highest standards of quality and innovation. 

Scope 

This policy applies to all employees involved in the product development process, from 
concept generation to product launch, across all departments and units within Eastern Way 
Tech B.V. 

Policy Statement 

Eastern Way Tech B.V is committed to driving growth and achieving market leadership 
through the development of innovative products that meet the evolving needs of our 
customers. Our product development process is designed to be agile, customer-focused, 
and aligned with our strategic objectives, ensuring the delivery of competitive and high-
quality products. 

Product Development Principles 

1. Innovation and Creativity: Encourage a culture of innovation and creativity, where 
new ideas are valued and explored. 

2. Customer Focus: Ensure that customer needs and feedback are central to the 
product development process. 

3. Quality Assurance: Maintain the highest standards of quality throughout the product 
development lifecycle. 

4. Strategic Alignment: Align product development initiatives with the company’s overall 
strategic goals and market opportunities. 

5. Risk Management: Identify and mitigate risks associated with product development, 
including technical, market, and regulatory risks. 

Roles and Responsibilities 

• Product Development Team: Leads the development of new products, from ideation 
to launch, ensuring that projects are completed on time, within budget, and meet 
specified quality standards. 

• Research and Development (R&D): Conducts market research and feasibility studies 
to validate product concepts and designs. 

• Marketing and Sales: Provides market insights, customer feedback, and sales 
forecasts to shape product development efforts. 

• Quality Assurance (QA): Ensures that all products meet required quality standards 
and compliance requirements. 

• Senior Management: Provides oversight, resources, and strategic direction for 
product development activities. 

Product Development Process 
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1. Idea Generation: Collect and evaluate new product ideas from various sources, 
including customers, market research, and internal teams. 

2. Feasibility Study: Assess the technical feasibility, market potential, and financial 
viability of proposed product ideas. 

3. Design and Development: Develop product prototypes, conduct testing, and refine 
product designs based on feedback. 

4. Market Testing: Test the product in select markets or with specific customer groups 
to gather insights and make necessary adjustments. 

5. Launch: Plan and execute the product launch, including marketing strategies, 
distribution channels, and sales training. 

6. Post-Launch Review: Evaluate the product’s performance in the market, gather 
customer feedback, and identify areas for improvement. 

Quality and Compliance 

• Ensure that all products comply with industry standards, regulatory requirements, 
and ethical guidelines. 

• Implement quality control checks at each stage of the product development process. 

Review and Improvement 

• Regularly review and update the Product Development Policy to reflect changes in 
the market, technology, and strategic direction. 

• Incorporate lessons learned from each product development project to improve 
processes and outcomes. 

Conclusion 

Eastern Way Tech B.V. Product Development Policy is designed to foster a structured yet 
flexible approach to developing innovative products. By adhering to this policy, we aim to 
deliver products that not only meet but exceed customer expectations, thereby securing our 
position as a leader in the market. 
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Financial Control Policy for Eastern Way Tech B.V. 
 
 
Purpose 

Eastern Way Tech B.V. Financial Control Policy establishes a framework for managing the 
company's financial resources responsibly and effectively. It aims to ensure accuracy in 
financial reporting, safeguard assets, and comply with all relevant financial regulations and 
standards. 

Scope 

This policy applies to all employees of Eastern Way Tech B.V. who are involved in financial 
operations, including accounting, budgeting, financial reporting, and asset management, 
across all departments and levels of the organization. 

Policy Statement 

Eastern Way Tech N.V. is committed to maintaining the highest standards of financial 
integrity and transparency. Our Financial Control Policy is designed to provide clear 
guidelines for financial management practices, ensuring that all financial transactions are 
conducted accurately, ethically, and in compliance with applicable laws and accounting 
standards. 

Financial Management Principles 

1. Accuracy and Integrity: Ensure that all financial transactions are recorded accurately 
and in a timely manner, reflecting the true nature of the transaction. 

2. Compliance: Adhere to all applicable financial regulations, standards, and internal 
policies. 

3. Risk Management: Identify, assess, and mitigate financial risks, including fraud, 
errors, and financial misreporting. 

4. Transparency: Maintain open and transparent financial reporting, providing 
stakeholders with a clear and accurate view of the company's financial position. 

5. Accountability: Hold individuals accountable for their financial management 
responsibilities, ensuring proper authorization and documentation of transactions. 

Roles and Responsibilities 

• Chief Financial Officer (CFO): Oversees the financial operations of the company, 
ensuring compliance with financial policies and regulations. 

• Accounting Department: Responsible for accurate record-keeping, financial 
reporting, and ensuring that financial transactions comply with internal controls. 

• Budget Managers: Manage departmental budgets, ensuring that expenditures are 
within approved limits and aligned with company objectives. 

• Internal Audit: Conducts regular audits to assess the effectiveness of financial 
controls and compliance with policies. 

• All Employees: Required to comply with the Financial Control Policy in their 
respective roles and responsibilities. 

Key Financial Controls 
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1. Budgeting and Forecasting: Establish and maintain a rigorous budgeting and 
forecasting process to guide financial planning and decision-making. 

2. Expenditure Control: Implement controls to ensure that all expenditures are 
authorized, necessary, and within budget. 

3. Revenue Management: Ensure accurate recording and management of revenue, 
including timely invoicing and collection processes. 

4. Asset Management: Maintain controls over the company's assets to prevent loss, 
theft, or misuse. 

5. Financial Reporting: Prepare and review financial reports regularly, ensuring they are 
accurate, complete, and in compliance with accounting standards. 

Compliance and Reporting 

• Ensure compliance with financial laws, regulations, and standards, including tax 
reporting and payment obligations. 

• Regular financial audits and reviews by internal and/or external auditors. 

Training and Awareness 

• Provide ongoing training to relevant employees on financial policies, procedures, and 
best practices. 

• Promote a culture of financial responsibility and awareness throughout the 
organization. 

Review and Updates 

• The Financial Control Policy will be reviewed annually or as needed to reflect 
changes in financial regulations, standards, or company operations. 

• Updates to the policy will be communicated to all affected employees. 

Conclusion 

The Financial Control Policy is integral to Eastern Way Tech B.V. commitment to financial 
responsibility and transparency. By adhering to these guidelines, we aim to protect our 
assets, ensure accurate financial reporting, and maintain the trust of our stakeholders. 
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Customer Service Policy for Eastern Way Tech B.V. 
 
 
Purpose 

Eastern Way Tech B.V Customer Service Policy is designed to ensure the delivery of high-
quality, consistent customer service that exceeds customer expectations and builds long-
term relationships. This policy guides our interactions with customers, ensuring 
responsiveness, professionalism, and satisfaction across all touchpoints. 

Scope 

This policy applies to all employees and departments of Eastern Way Tech B.V that engage 
with customers, including sales, support, technical service, and any third-party 
representatives acting on behalf of the company. 

Policy Statement 

Eastern Way Tech B.V. is committed to providing exceptional customer service as a 
cornerstone of our business. We believe that outstanding customer service not only 
enhances customer satisfaction but also fosters loyalty, promotes brand advocacy, and 
supports business growth. Our approach is customer-centric, aiming to provide timely, 
accurate, and empathetic support to all our customers. 

Customer Service Principles 

1. Customer-Centricity: Putting the customer at the centre of all we do, understanding 
their needs, and striving to meet or exceed their expectations. 

2. Responsiveness: Ensuring timely responses to customer inquiries, feedback, or 
complaints across all channels. 

3. Transparency: Providing clear, accurate, and honest information about our products, 
services, and policies. 

4. Professionalism: Maintaining a professional demeanour in all customer interactions, 
demonstrating respect, courtesy, and understanding. 

5. Continuous Improvement: Regularly seeking feedback from customers to improve 
our services and address any areas of dissatisfaction. 

Roles and Responsibilities 

• Customer Service Team: Serves as the first point of contact for customer inquiries, 
providing support, resolving issues, and enhancing customer satisfaction. 

• Management: Ensures the customer service team is properly trained, resourced, and 
motivated to deliver exceptional service. Monitors customer service performance 
against KPIs and implements improvements. 

• All Employees: Understand and support the importance of excellent customer 
service, contributing positively to customer experiences as appropriate. 

Customer Service Standards 

• Response Times: Set clear expectations for response times across different 
channels (e.g., email, phone, chat) and strive to meet or exceed these standards. 
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• Resolution Times: Aim to resolve customer issues promptly, setting realistic timelines 
for more complex issues and keeping customers informed of progress. 

• Feedback Mechanisms: Provide customers with easy methods to provide feedback, 
and ensure this feedback is regularly reviewed and acted upon. 

• Training and Development: Regularly train customer service staff on product 
knowledge, communication skills, and problem-solving techniques to enhance 
service quality. 

Handling Complaints and Escalations 

• Implement a clear process for handling customer complaints, ensuring issues are 
escalated appropriately and resolved to the customer's satisfaction. 

• Analyse complaint patterns to identify underlying issues and implement systemic 
changes to prevent recurrence. 

Review and Monitoring 

• Regularly review customer service interactions and performance against set KPIs, 
such as customer satisfaction scores, resolution times, and feedback ratings. 

• Conduct periodic audits of customer service practices and procedures to ensure 
compliance with this policy and identify areas for improvement. 

Conclusion 

At Eastern Way Tech B.V., we view every customer interaction as an opportunity to reinforce 
our commitment to quality and service excellence. Our Customer Service Policy embodies 
this commitment, guiding our efforts to deliver service that not only meets but exceeds 
customer expectations, fostering loyalty and driving business success. 
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Anti-Money Laundering and Anti-Terror Financing Policy for Eastern Way Tech B.V. 
 
 
Purpose 

Eastern Way Tech B.V. Anti-Money Laundering (AML) and Anti-Terror Financing Policy 
demonstrate our commitment to preventing, detecting, and reporting activities that may 
facilitate money laundering or the financing of terrorism. This policy aligns with global 
regulatory standards and best practices, ensuring our operations uphold integrity and comply 
with applicable laws and regulations. 

Scope 

This policy applies to all employees, contractors, and business partners of Eastern Way 
Tech B.V, across all operations and jurisdictions where we conduct business. 

Policy Statement 

Eastern Way Tech B.V. strictly prohibits any activities related to money laundering or 
terrorism financing. We are dedicated to maintaining a robust compliance program that 
includes customer due diligence, ongoing monitoring, and the reporting of suspicious 
activities to relevant authorities. Our efforts are designed to protect the company, its 
customers, and the financial system from abuse. 

Principles 

1. Compliance with Laws and Regulations: Adhere to all applicable AML and anti-terror 
financing laws and regulations within the jurisdictions we operate. 

2. Customer Due Diligence (CDD): Implement thorough customer identification, 
verification processes, and risk assessment to understand and mitigate potential 
risks. 

3. Ongoing Monitoring: Regularly monitor transactions and customer relationships for 
unusual or suspicious activity. 

4. Reporting: Promptly report suspicious activities to the appropriate regulatory bodies 
without notifying the customer involved in the suspicious activity. 

5. Employee Training: Provide regular AML and anti-terror financing training to all 
relevant employees to ensure they are aware of the risks and their responsibilities 
under this policy. 

6. Record Keeping: Maintain comprehensive records of customer identification 
information, transaction data, and compliance efforts for a period as mandated by 
applicable laws. 

Roles and Responsibilities 

• Board of Directors: Approves and supports the AML and anti-terror financing policy. 
• Compliance Officer: Oversees the AML program, including policy implementation, 

monitoring compliance, and reporting suspicious activities. 
• Employees: Responsible for adhering to the policy, completing required training, and 

reporting suspicious activities to the Compliance Officer. 
• Internal Audit: Regularly reviews the effectiveness of the AML compliance program 

and suggests improvements. 
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Customer Due Diligence and Enhanced Due Diligence 

• Conduct CDD measures for all new customers before establishing a business 
relationship. 

• Perform Enhanced Due Diligence (EDD) for higher-risk customers, including 
politically exposed persons (PEPs) and those from high-risk countries. 

Transaction Monitoring and Reporting 

• Implement systems and procedures for monitoring customer transactions for signs of 
money laundering or terrorism financing. 

• Report any transactions that are suspected of being related to money laundering or 
terrorism financing to the relevant authorities as required by law. 

Employee Training and Awareness 

• Provide comprehensive training on AML and anti-terror financing laws, identification 
of suspicious activities, and reporting procedures. 

• Regular training sessions to ensure employees remain aware of emerging risks and 
compliance requirements. 

Review and Update 

• Regularly review and update the AML and anti-terror financing policy to reflect 
changes in laws, regulations, and best practices. 

• Conduct an annual audit of the AML program to assess its effectiveness and make 
necessary adjustments. 

Conclusion 

Eastern Way Tech B.V. AML and Anti-Terror Financing Policy underscores our unwavering 
dedication to legal compliance and ethical business conduct. By rigorously implementing this 
policy, we aim to prevent our operations from being misused for money laundering or 
terrorism financing, thereby contributing to global financial security and integrity. 
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End 

 

 
 

 
 

 

 


