
Player Complaint Policy 

 

We are committed to providing a fair and transparent experience for all users of our platform. This 

Complaints Policy applies to all players on our site. Players may lodge a complaint free of charge 

at any time up to six months of the settlement of the bet or the incident about which they are 

making a complaint.  

 

Before submitting a complaint, make sure you messaged our customer support team via live chat.  

Complaints must be submitted via email to our Customer Support team at support@fan-

sport.com, and include the following details: 

Full name and username  

Registered email address  

A detailed description of the issue with relevant dates, times, and transactions (if applicable)  

 

We aim to acknowledge all complaints within 24 hours and provide a resolution or update within 

5 business days. In complex cases, we may require additional time, and you will be informed 

accordingly.  

If you are not satisfied with the resolution provided by our Support Team and you still believe that 

there should be another solution to the problem, you may request that the complaint be escalated 

to our Dispute Resolution Team. A final review will be conducted, and a conclusive decision will 

be communicated to you within 14 business days.  

In the event that you remain unsatisfied with our final decision, you may escalate the matter to an 

independent dispute resolution body or the relevant gambling regulator (if applicable).  

 

An official Complaint Submission Form is available to all players on our website.  

 

Complaints can only be made by the registered player. The players are not allowed to sell, donated, 

rent out, lease, pawn or pledge, under any title, any of their claims. We take full responsibility 

regarding data protection of our players and can ensure that all communication related to 

complaints will be kept confidential. Abusive, offensive or frivolous complaints may be dismissed 

without a response.  
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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 in a game of chance. This includes (but is not limited 

to): 

1. Deposit issues 

2. Withdrawal issues 

3. Bonus terms and conditions 

4. Account closures or restrictions 

5. Alleged errors or unfairness in game outcomes 

6. Responsible gaming issues 

7. Treatment of player balances 

8. KYC and Verification 

9. Data Protection 

10. Technical or Software issues 

11. AML concerns 

12. Issues with minors 

13. Fraudulent games 

14. Fraudulent practices 

15. License or regulation 

 

 

 

 

 

 

 



 

 

CUSTOMER COMPLAINT FORM 

 

Please complete the form below to submit your complaint. All fields marked with an asterisk (*) 

are mandatory. We will review your submission and respond within the specified timeframe in our 

Terms & Conditions. 

 

COMPLAINANT INFORMATION  

 

Full name: __________________________ 

Residential Address:  

Street: _____________ 

City: ____________ 

State/Province: ______________ 

ZIP/Postal Code: __________ 

Country: _______________ 

Place of Residence (if different from above): __________ 

E-mail Address: _____________ 

Phone Number: ______________ 

 

ACCOUNT INFORMATION  

Account number or username: _____________ 

 

COMPLAINT DETAILS:  

Date of disputed event: _______ 

 

 



 

 

Select the category that best describes your complaint: 

(You may choose more than one, if applicable) 

☐ Account Access Issues 

☐ Incorrect Settlement of Bet 

☐ Bonus or Promotion Dispute 

☐ Withdrawal or Payment Delay 

☐ Responsible Gambling Concern 

☐ Customer Service Conduct 

☐ Game or Technical Malfunction 

☐ Other (please specify below) 

 

DESCRIPTION OF THE ISSUE:  

(Please provide a detailed explanation, including relevant dates, transaction IDs, and any 

supporting facts):  

 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

 

Please attach any relevant screenshots, emails, or transaction records.  

 

 

 

By submitting this form, I declare that all information provided is true and accurate to the best of 

my knowledge.  

 

Signature  



KYC Policies 

 

1. BASIS 

Company will implement a FULL ‘Know Your Customer’ policy. This will assist in tackling not 

just Money Laundering threats but other fraud threats generally. Customers will be advised at 

registration and generally on the supporting non-transactional website that Company will utilize 

online verification tools and that in instances where we are not able to satisfy criteria, ID and 

address verification documents will be requested. 

The business will also not have any cash element to it, mitigating risks associated with 

counterfeit monies. 

Systems will be operating to record all transactions for an account. These account histories will 

be subject to a program of regular and continual checks against fraud and social responsibility 

indicators. Where unusual bet patterns and winning patterns are detected, these will also be 

cross- referenced to call history to ensure that staff are not colluding with customers or acting 

illicitly. 

Company will also keep a register of those customers that it identifies as high risk or politically 

exposed. Those accounts will be subject to greater scrutiny and frequency of checks. 

In general, where illegal or inappropriate behavior by staff is identified, investigatory and 

disciplinary procedures will follow those outlined in staff contracts as required by employment 

law directives and the need to use in greater propensity, measures such as suspension when for 

example transactional fraud is suspected and those activities form a standard part of an 

employee’s job description. 

  

2. CUSTOMER DUE DILIGENCE (HENCEFORTH REFERRED TO AS CDD). 

CDD at fan-sport.com is risk based and helps us to understand our users and the nature of their 

relationship towards fan-sport.com. Furthermore, CDD is used in order to develop a customer 

risk profile, that very accurately assesses any all potential negative intention of a user towards us 

and/or any other institution. This customer risk profile reaches from low-level risk to very high 

risk. In order to be able to assess this properly, we collect certain documentary and non-

documentary information at account-opening commensurate with the nature of the type account 

and services that we offer. 



Company maintains different CDD for different accounts and services and reserves the right to 

amend these procedures at any time so long as these amendments are in line with the laws as laid 

out by the respective regulatory body. 

  

3.  ENHANCED DUE DILIGENCE AND ONGOING MONITORING 

Monitoring of user behavior is necessary and ongoing at our Website in order to be able to 

identify any behaviours or indicators that might raise suspicions in regard to money laundering 

and terrorism financing practices or any other illicit practices that violate our terms or the laws of 

any given country that we operate in. For that purpose, Company has implemented a set of 

indicators that assist in determining such actions and activity and require further action from fan-

sport.com in assessing the customer information in a more enhanced way. 

Whenever any suspicious activity has been registered, an emergency protocol is triggered that 

will suspend the user account and we will pursue enhanced due diligence. Enhanced KYC 

diligence under this policy is deemed to include, but not limit to, the provision of: full legal name 

(including any registered aliases, middle names etc.), country of citizenship (all countries in case 

of dual citizenship), permanent address (which, for an individual, must be a residential or 

business street address, and for an entity, must be a principal place of business, local office or 

other physical location), identification number (either a taxpayer identification number, or, if 

unavailable, a passport number and country of issuance, alien identification card number or 

number and country of issuance of another government- issued document evidencing nationality 

or residence and bearing a photograph or similar safeguard), identification document (sometimes 

required to include the information above); and Source of Funds and Source of Wealth. 

We may use a third party service provider to verify any of the above information as determined 

to establish a reasonable basis to know the true identity of the user where the user’s activity 

warrants such action. This can be any service provider and the disclosure of its corporate 

identity, is at the discretion of Company and/or the service provider themselves. 

 

 

 

 

 

 



DIPSUTE RESOLUTION 

COMPLAINTS 

The player may contact our customer service on support@fan-sport.com to give us any 

complaints regarding our services. 

• You are free to contact our customer service team according to the instructions found on 

the Website to give us any complaints regarding our services. 

• Complaints are handled in the support department and escalated in the organization of the 

Casino in the case that support personnel did not solve the case immediately. You shall 

be informed about the state of the complaint to a reasonable level. 

• If the dispute is not resolved on the casino management level, you can contact any 

independent body, gaming authority or the licensing regulator listed on the Website. 

• In the event of any dispute, you agree that the server logs and records shall act as the final 

authority in determining the outcome of any claim. You agree that in the unlikely event 

of a disagreement between the result that appears on your screen and the game server, the 

result that was logged on the game server will prevail, and you acknowledge and agree 

that our records will be the final authority in determining the terms and circumstances of 

your participation in the relevant online gaming activity and the results of this 

participation. 

• When we wish to contact you regarding such a dispute, we will do so by using any of the 

contact details provided in your account. 

  

 ARBITRATION 

Our Terms and Conditions shall be governed by the Laws of Curacao. 

The parties agree that any dispute, controversy or claim arising out of or in connection with the 

Terms and Conditions, or the breach, termination or invalidity thereof, shall be submitted to the 

exclusive jurisdiction of Curacao. 
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Privacy &Management of Personal Data 

 

1. General 

As a data controller, we have a legal obligation under gambling regulations to process personal 

data from players in order to allow them to participate in games and provide them with ancillary 

services. This Privacy Policy explains what personal data we collect from players, why we 

collect it and how we utilize it. 

By registering a Player Account with the Website, you confirm your consent with this Privacy 

Policy. If you do not agree with the terms of this Privacy Policy and do not wish to provide us 

with the personal information we require, please do not use this website. 

Please note that this Privacy Policy constitutes an agreement between you and the Company. We 

may periodically make modifications to this Policy. While we will do our best to notify you of 

such changes, we recommend that you revisit this Privacy Policy regularly. Your continued use 

of the Website and/or its services will constitute your consent to the Privacy Policy. 

  

2. Information We Collect 

The Personal Information which we may request to use, and process shall include, without 

limitation: 

• Any of the information that you provide to us when filling in the forms on our account 

registration pages, as well as any other data that you further submit via the Website or 

email (e.g. first and last name, date of birth, email address, phone number); 

• Correspondence made with us via the Website, email, web chat or through other means of 

communication; 

• All Player Account transaction history, whether this takes place via the Website(s) or via 

other means of communication; 

• Website logins and their details, including traffic data, GeoIP location data, 

browser/device data, weblogs, activity logs and other traffic information recorded in our 

system; 

• Documents and proofs reasonably requested by us to verify your account, to process 

deposits or withdrawals and to conduct anti-fraud checks (on our own initiative or as 

required by applicable legislation). Such proofs may include passport scans, payment 

slips, bank statements, etc. 



• Survey participations or any other customer assessments that we may carry out from time 

to time. 

  

3. How We Use Your Information 

We process the Personal Information we collect from you in order to deliver our services. In 

particular, we will use your data for the following purposes: 

• Processing your bets and transactions. This includes your use of credit card and online 

payment systems; 

• Providing you with gaming and other ancillary services that you seek from our Website; 

Rendering customer support, such as assistance with setting up and managing your 

account; Identifying and performing the necessary verification checks; 

• Providing registered players with information about our promotional offers, or providing 

promotional information from our selected business partners, associates and affiliates 

(only if players specifically consented to receiving such marketing material); 

• Complying with legal responsibilities, including complying with anti-money laundering 

(AML) and combating the financing of terrorism (CFT) laws; 

• Monitoring and investigating transactions for the purposes of preventing fraud, terms 

abuse, money laundering and other illegal or irregular gaming activities; 

• Analysing customer trends through market study assessments (participation in surveys is 

not obligatory and you can always choose not to take part); 

• Conducting research and statistical analysis of aggregated data. 

  

4. Marketing Communication 

Unless you have elected not to receive promotional materials, we may use your Personal 

Information, including your email address and phone number, to send you marketing 

communications regarding products, services and promotions. This may include information 

about products and services from our business partners, such as casino game providers. 

Whenever you decide to stop receiving such marketing and advertising material, you may opt out 

of this in your Player Account settings or by contacting our customer support at support@fan-

sport.com. 

Additionally, note that by accepting any contest prize or winnings from us, you consent to the 

use of your name and/or nickname for advertising and promotional purposes without additional 

compensation, except where prohibited by law. 
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5. Obtaining Personal Information 

We shall not collect any Personal Information about you without your knowledge. We may, 

however, automatically collect certain data about you where you would have provided such 

information through the use of our services and through your interactions with us. 

We may also lawfully receive certain Personal Information from online vendors and service 

providers, such as fraud prevention companies. In addition, we retain the right to engage the 

services of third- party providers to render technical support, so as to process your online 

transactions and source gaming content. 

Please understand that we may be granted access to any information you may provide to such 

vendors, service providers and third-party e-commerce services. Rest assured that we will use 

and safeguard any Personal Information so obtained, as set out in this Policy. Any information 

that you provide will only be disclosed to third parties outside the Company in accordance with 

this Privacy 

  Policy, and we shall take any necessary steps to ensure that our agreements with third-party 

service providers always protect your private information. 

  

6. Data Recipients 

We may pass information that you have given us to other entities within our group of companies 

and to our business partners. These companies include our parent companies, their parent 

companies and all of the subsidiaries of these respective companies, as well as other companies 

with whom we carry out business and hold necessary agreements. Data processing of your 

information may be undertaken by the Company or by another entity in our group of companies, 

which may use a third party to fulfill such data processing needs. 

Employees of the Company, more specifically Data Protection Officer, Money Laundering 

Officer, Payments and Anti-Fraud analysts, Customer Support agents, Customer Retention team 

members, VIP player managers as well as other selected employees, shall also have access to 

your Personal Information for the purpose of executing their duties and providing you with 

assistance. 

Our employees who have access to or are associated with the processing of the player’s personal 

information, have signed confidentiality agreements to respect the confidential nature of the 

player’s information pursuant to applicable gaming, data protection and privacy laws. 



In order to provide you with an efficient service, we and/or our service providers might require 

transferring your personal data from one country to another in the European Union (EU) and 

European Free Trade Association (EFTA) regions and also to some data processors that may be 

based outside of the European Economic Area (EEA). Therefore, by browsing the Website and 

communicating electronically with us, you acknowledge and agree to our (or our suppliers or 

sub-contractors) processing of your data in these countries. We shall always use our best efforts 

to ensure that your information and data is treated securely and in accordance with this Privacy 

Policy. 

  

7. Releasing Data to Third Parties 

We do not sell or rent your personal data to third parties. 

We may disclose your personal information if required by law, regulation, or other legal 

subpoena or warrant. We may also disclose your personal information to a regulatory or law 

enforcement agency if we believe it to be necessary to protect the legitimate interests of the 

Company, its customers or any third party. 

Personal data will only be disclosed to third parties in the following cases: 

• Where we are required to do so by law; 

• If the Website needs to share data with its payment processors to facilitate payment 

transactions in accordance with their privacy policies; 

• To comply with our legal and regulatory duties and responsibilities to the relevant 

licensing and regulatory authorities as well as all duties and responsibilities owed under 

any other applicable legislation and to any other applicable regulators in other 

jurisdictions; 

• When the Company believes that disclosure is necessary to protect the Company’s or the 

player’s safety, or the safety of others, investigate fraud, or respond to a government 

request; 

• If our marketing service providers require the data to carry out their tasks; 

• To any other third party with the player’s prior consent to do so. 

We use third-party data processors to process limited personal data on our behalf. Such service 

providers support the Website, especially relating to hosting and operating the websites, 

marketing, analytics, improving the websites, and sending email newsletters. We shall ensure 

that the transfer of the Personal Data to the recipient is compliant with applicable Data Protection 

Legislation and that the same obligations are imposed on the processor as is imposed on us under 

the respective Services Agreement. 



Our websites may also include social media features (e.g. “share” or “like” buttons). Such 

features are provided by third-party social media platforms such as Facebook. Where data is 

collected this way, its processing is governed by the privacy policy of the respective social media 

platforms. 

In addition to the above, we may also release personal data if we acquire any new businesses. 

Should the Company undergo any changes to its structure such as a merger, acquisition by 

another company or a partial acquisition, it is most likely that our customers’ personal data will 

be included within the sale or transfer. We will, as part of our Policy, inform our players by 

email prior to affecting such transfer of personal data. 

Please note our content may link to third party websites to provide relevant references. We are 

not responsible for such external content, which may contain separate privacy policies and data 

processing disclosures. 

  

8. Data Retention 

As stated under our Terms and Conditions both, you and the Casino can decide to have your 

Player Account closed at any time. Following closure of your account, we will retain your 

personal data on record for as long as required by law. This data shall only be used should it be 

required by competent authorities in cases of enquiries regarding financial and fiscal records, 

fraud, money laundering or investigations into any other illegal activity. 

You are to note that due to anti-money laundering, gaming and data privacy regulations in 

licensed gaming jurisdictions , we are obliged to retain personal data of players submitted during 

registration and any data passed on during the operative period of a Player Account for a 

minimum of five years from last player transaction or account closure. Therefore, requests for 

erasure prior to the lapse of this period cannot be entertained. 

  

9. Security of Your Data 

We hereby acknowledge that in collecting and processing your Personal Information for the 

purposes of managing your Player Account, we are bound by strict legal provisions on the 

protection of personal data. 

Consequently, we endeavor to protect your personal information and respect your privacy in 

accordance with best business practices and applicable regulations. Being committed to 



providing secure services to players, and we will take all reasonable precautions to ensure that all 

the data that you have submitted to us remains safe. 

Player Accounts can only be accessed with the player’s unique ID and password. You may also 

set up two-factor authentication (2FA) as additional protection from unauthorised use of your 

account. You are responsible for keeping your login information confidential and making sure it 

cannot be accessed by another person. 

  

10. Contacting Us 

You may always contact us in regard to this Policy should you wish to: support@fan-sport.com 

Confirm the accuracy of the personal information we have collected about you; 

Enquire about our use of your personal information; 

Prohibit future use of your data for direct marketing purposes; 

Update or rectify any information that you have provided us (in such cases you shall provide any 

evidence we may reasonably require to effect such changes). Note it is illegal to provide us with 

false information about you and it is your responsibility to ensure that we are always updated 

with your correct data. 

  

11. Cookie Policy 

When you visit the Website, our system automatically collects information about your visit, such 

as your browser, IP address, and the referring website. This collection may be done in 

conjunction with our platform providers and partners. We may receive from them general 

demographic or usage data of our Website visitors. We do not use automatically collected 

information to identify you personally without receiving additional consent. 

To collect the information in question we use cookies and similar tracking tools. Cookies are 

small text files that are stored on your computer or equipment when you visit our web pages. 

Some of the cookies are essential for the Website to operate; others improve your Website 

experience and help us deliver a better service. Below are the types of cookies we use and their 

purposes. 
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• Required cookies: enable the navigation and basic functionality of the websites, e.g., 

access to member areas of the Website. 

• Functional cookies: allow us to analyse your website usage and your selections on the 

website (e.g. your session key, language, or region), so we can save these settings and 

offer you a more personalised experience. 

• Advertising cookies: allow us to gauge how effective our content marketing is. These 

cookies are provided by our partners to track website visits and new player registrations 

from advertising. We do not share your personal information (such as name or email) to 

affiliated partners except for site visit data collected directly by such Advertising 

Cookies. However your site visit data may be linked with other personal information 

collected through other sources by the providers. The latter external data processing is 

governed by the privacy notices and policies of these third-party providers. 

In addition to the above, we use a number of third party service providers who also set cookies 

on this Website, in order to deliver the services that they are providing to us. Such services 

include, but are not limited to, helping us to improve your experience by tracking your activity 

on the Website, measuring the effectiveness of the Website and the effectiveness of our 

marketing campaigns. 

Most online browsers automatically accept cookies. If you prefer, it is possible to block some or 

all cookies, or to delete cookies that have already been set by modifying your browser settings. 

However, we recommend that you do not block or delete your cookies as this may restrict your 

use of our Website. 

 

 


