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Player Complaint Handling Procedure

1. Complaint Reception
o Channels:

o Contact Online Customer Service (Customer service will provide the Online

Complaint Submission Form)

o Download the Online Complaint Submission Form, fill it out completely,

and email it to: cs@mail-k8.io
e Required Information:

o Name, Address, K8 Account Name

o Details of the Complaint (Date, Incident Details etc.)

o Supporting Evidence (Screenshot, Transaction Record etc.)

o Reply-to Email Address
2. Complaint Handling Response
e Categorized Handling:

o Responsible Gambling Issues — Response in 2 days.

o General Complaint Issues (Deposit/Withdraw Issues, Bonus or its terms,

Account Closure, game fairness or technical errors, ID Verfication (KYC)

or Anti-money Laundering (AML) issues, Fraud or underage access, data

protection issues, and regulatory compliance matters) — Response in 7

days.

o Response Content:

o Confirmation of Receipt

o Complaint Procedure Overview

o Estimated Timeframe for Resolution (refer to Handling of Results)
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3. Follow Ups

e Further communication with the player may be carried out to collect additional

details, depending on the issue.
e The faster the player responds, the shorter the overall process will be.

e Customer service must record the time and content of each round of

communication to ensure the completeness of information.

e Resolution Timeframe

o Responsible Gambling Issues: The issue should be resolved within 5

business days, but the timeframe may be extended up to a maximum of 4

weeks if necessary.

o Otherlssues: Resolution within 7 business days, extendable up to 8

weeks with prior notice.

4. Handling of Results

o Customer service will provide the final conclusion and a detailed explanation via

email.

e If the player does not agree with the resolution, customer service will guide them

to proceed with the Alternative Dispute Resolution (ADR) process..

5. Record Management and Oversight

o Complaint records must be properly documented, archived, and retained for no

less than 5 years.

o Complaint data shall be submitted to the CGA in accordance with regulatory

requirements for biannual reporting.

6. Consistency of Internal Procedures

e Complaint handling must comply with policy requirements, with operational

practices aligned to facilitate regulatory review.
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Responsible

Process Steps Description Timeline
Party
) Submit online via the customer o
1. Complaint ) ) Submit within 6 months
o service system or send an email to o Player
Submission ] ) of the incident.
cs@mail-k8.io
Upon receiving the complaint, Responsible Gambling
customer service will acknowledge | Issues: within 2 business
2. First receipt, advise whether any days; Customer
Response supplementary information is Support
needed, and provide an estimated | Others: within 7 business
resolution timeframe. days.
Customer service may engage in
) T Based on the player's
multiple rounds of communication . Customer
. response, the complaint
3. Follow Ups with the player to gather . Support &
o ) ) details should be
additional information and ensure B o Player
. ) clarified within 3 days.
a clear understanding of the issue.
The final resolution will be Responsible Gambling
provided in writing and delivered | Issues: within 5 business
) via email. In the event that the days;
4. Complaint ) )
issue is not resolved to the player's Customer
QOutcome ) . . o
satisfaction, customer service shall | General Issues: within 7 Support
Response . o .
guide the player to initiate the business days (up to 8
Alternative Dispute Resolution weeks for complex
(ADR) process. cases).
. Complaint data shall be
All complaint records shall be
o ) preserved on an
preserved for a minimum of five ) )
5. ) . oo ongoing basis and Company
) years and included in periodic ) )
Documentation . reported every six Compliance
o reports submitted to the relevant )
and Archiving o months in accordance Department
regulatory authority in accordance )
] ) ] with regulatory
with compliance requirements. .
requirements.
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fF14—: Online Complaint Submission Form- EN

Please fill out the following information. We will handle your complaint as soon as

possible. All information will be kept strictly confidential and used only for the purpose of
complaint investigation and resolution.

1. Account Information

Account

Registered Email Address

Other Contact Email Address

(If the registered email is no longer accessible,
please be sure to provide another. We will send the
result of your complaint to this address.)

2. Basic Complaint Informaion

Date of Incident YYYY/MM/DD

Description of

Complaint

Preferred Resolution

oYes o No
Have you contacted

. If "Yes", please briefly describe the communication:
customer service?

3. Attachment Description (Please submit together with this complaint form)

Please attach relevant evidence to assist us in handling your complaint, such as:

e Screenshots (transaction failure, game errors, customer support records, etc.)
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« Transaction or transfer records
e Emails related to this complaint (if any)
e Other relevant information

Supported file formats: jpg, png, pdf, doc, zip

Recommended maximum size per email: 1L0MB

| confirm that the above information is true and agree that the platform will handle it in
accordance with the "Player Complaint Policy.

| agree
Full name:
Address:

Date of submission: YYYY/MM/DD
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Bg{4-PH: Customer Support Response Template- EN
Dear Valued Player,

Thank you for contacting platform customer support. We have received your complaint
submitted on [ YYYY /MM/DD ], and the related information is currently under review

by a dedicated specialist.

Below is your basic complaint information (for your confirmation):

Account:

Complaint Type:

Complaint Summary:

Complaint Number: [CPL-A30G1R24] (Please keep this number for future reference)
Processing Procedure Explanation:

We will review your complaint according to the "Player Complaints Policy" and provide

a written response within a reasonable timeframe.:

If your complaint relates to responsible gambling, we will complete an initial review
within 2 business days and strive to provide a resolution within 5 business days (in

special cases, this may be extended up to 4 weeks).

For other types of complaints, we will complete the process within 7 business days (if an

extension is needed, we will notify you separately).

Supplementary Information Reminder (if any): If you have not yet provided
screenshots, transaction proofs, communication records, or other relevant documents,
we recommend submitting them promptly via email to avoid delays in the review

process.

If you have any questions, please feel free to reply to this email or contact us via online

customer service. Thank you for your patience and cooperation.
Customer Support Team

cs@mail-k8.io
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