






3.2 Method for Filing a Complaint 

To ensure fairness and consistency, all Complaints must be submitted directly by the 

registered Player using the official Complaint Submission Form provided by Pelican 

Entertainment B.V. This form is available in the following formats: 

• A downloadable PDF or Word document accessible via the company's website,

which can be completed and returned via email (or)

• An interactive online form available through the Player's account dashboard, allowing

submission directly within the platform.

When submitting a Complaint, Players are required to provide, at a minimum: 

• Full legal name, residential address, and Player account identifier (if applicable).

• The date of submission and the date of the event or decision that prompted the

Complaint.

• A detailed description of the issue, supported where possible by relevant

documentation or evidence.

• Selection of the relevant category from a predefined list (e.g., deposit issues,

withdrawal delays, technical malfunctions, Responsible Gaming concerns).

Players may also be asked to provide additional information or documentation if reasonably 

necessary for Pelican Entertainment B.V. to conduct a thorough investigation. Such requests 

will be proportionate to the complexity of the Complaint. 

3.3 Role of the Curacao Gaming Authority (CGA) 

Players should note that the Curai;:ao Gaming Authority does not act as a mediator for 

individual disputes between Players and licensed operators. The CGA's role is primarily 

supervisory, focusing on the analysis of aggregated Complaint data to monitor operator 

compliance and support regulatory enforcement actions. 

Nonetheless, Players retain the right to contact the CGA directly if they believe Pelican 

Entertainment B.V. has breached its licensing obligations or engaged in regulatory 

non-compliance. The company will not impose any restrictions on a Player's ability to report 

such concerns to the regulator. 

4. Complaint Resolution Process

4.1 Prioritization of Complaints 

All Complaints received by Pelican Entertainment B. V. are logged systematically and 

assessed to determine their priority. Complaints involving Responsible Gaming concerns, 
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