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ENG: Complaint Handling Policy

If you believe that your rights and/or interests related to the services we provide have been
violated, you may submit a complaint to us as soon as possible, but no later than 13 months from
the date on which you became aware, or reasonably should have become aware, of the violation

of your legally protected rights and/or interests.

Your complaint must be submitted in writing, in either English or Latvian, and must include the

following information:

Your contact information: Full name, Surname, Email Address, Phone Number (optional);
Transaction identification information: Wallet Number,Crypot-asset(s) Involved, Transaction
Date(s), Amount of Crypto-assets;

Complaint Details: Preferred Communication Language (Latvian or English), Reason for
Complaint, Suggested Resolution / Desired Outcome;

Attachments: Please attach any relevant documentation that supports your complaint (emails,
screenshots, transaction records, etc.).

A confirmation that the information provided is true and accurate to the best of your knowledge.

For your convenience, it is also available in a prepared form, which you can download, complete,
sign electronically, and submit to us through any of the communication channels listed below:
e Submit your complaint through a platform supported by the Company Login;

e Submit your complaint via email complaints@nexdesk.io;

You may submit the complaint either personally or through a representative. If a complaint is
submitted via a representative by email or by post, a power of attorney or other document
confirming their authorisation to act on your behalf must be provided. Complaints submitted via

the platform do not require additional identity verification.

Complaints that do not meet the requirements - such as being submitted in a language other than
English or Latvian, lacking clear identification of the applicant, or not being properly signed -
cannot be processed and will be returned to you for correction. The review of the complaint will

commence once the deficiencies have been addressed and a properly signed complaint, in


mailto:complaints@nexdesk.io

English or Latvian with clear identification, has been resubmitted to us. The complaint will be

considered to be submitted on the date the shortcomings were eliminated.

If the submitted complaint lacks information necessary for its review, we may request that you
address these gaps by clarifying the details of your complaint or providing additional documents

and/or information required for a proper investigation.

We will review your complaint and provide a response as soon as possible, but no later than 15
(fifteen) business days from the date we receive a complaint that meets the requirements. If
circumstances beyond our control prevent us from responding within this timeframe, we will
provide an interim response explaining the reason for the delay and specifying the expected

timeframe for the final response.

For complaints relating to money remittance, the final response will be provided within 35 (thirty-
five) business days.
For complaints relating to crypto-asset services, the final response will be provided within 2

months.

The response to the complaint will be provided through the same communication channel or

email used to submit the complaint.

If you are a consumer and you are unsatisfied with our response, you may apply to the Latvian
financial supervisory authority Bank of Latvia (K. Valdemara iela 2A, Riga, LV-1050;

https://www.bank.lv/ ) regarding settlement of a dispute.

A submission to the Bank of Latvia can be made electronically:

e viathe portal www.latvija.lv using e-Address,

e or by sending an email to info@bank.lv;
or in paper form:

e by postto K. Valdemara iela 2A, Riga, LV-1050,

e orin person at the Bank of Latvia, K. Valdemara iela 2A, Riga.


https://www.bank.lv/

{ } YOUR RIGHTS: IN A

@ NUTSHELL

EU rules mean your electronic payments are
becoming cheaper, easier and safer. Here's how:

= You can make payments throughout Europe
(the EU, Iceland, Norway and Liechtenstein) as
easily and safely as in your home country.

= You can no longer be charged extra costs by a
merchant when you pay using a card issued in
the EU.

= The rules cover all kinds of electronic payments
(e.g. credit transfers, direct debits, card
payments..).

= Anybody legally residing in Europe has the
right to a bank account for making electronic
payments (‘payment account”).

. INTERESTED IN FINDING OUT
MORE?

These rights are thanks to the EU's revised Payment
Services Directive (PSD2), Payment Accounts
Directive and other EU legislation, which aim to bring
you safer, more convenient payments.

Leamn more about your rights here:
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ELECTRONIC PAYMENTS
AVAILABLE TO ALL

= Every consumer legally residing in the EU has
the right to at least a basic payment account
free of charge or for a reasonable fee. (ie
one that comes with a debit card, covers cash
withdrawals, safekeeping of funds, and making
and receiving payments).

€ PAYMENTS - SAME COST AS

LOCAL ONES

= A single euro account allows you to make all
your payments across Europe.

= (ross-border payments in euro will cost you the
same as domestic payments in euro...

= _and from 15 December 2019, your cross-
border payments in euro will cost you the same
as domestic payments in your national currency.

= (ash withdrawals in euro outside your bank ATM
network should cost you the same in another
member state as in your home country.

MORE SECURITY, BETTER
PROTECTION

= From September 2019, vyour electronic
payments will be more secure thanks to strong
customer authentication. This will work through
a combination of different authentication
factors, e.g. a PIN and your fingerprint. For more

© European Union, 2019

information on this, you should contact your
payment service provider.

= Your liability in case of an unauthorised payment
- for instance if your credit card is stolen —
limited to a maximum of €50 (except in cases
of gross negligence). You will not be liable for
any unauthorised payment that takes place
after you have informed your bank, or for an
online payment if your payment service provider
or bank does not provide for strong customer
authentication.

= Where a final card payment amount is not known
in advance (e.g. car rentals or hotel costs), a
merchant can only block an agreed amount on
your card with your approval

= With ‘direct debit’ (eg. you have authorised a
company to collect payments from your account)
you have 8 weeks to challenge any unduly
charged amount. You must be reimbursed within
10 working days.

E@B FAIR PRICING

= You have the right to know what charges, if any,
apply to your payments.

= As a rule, merchants, both in shops and online,
cannot make you pay more than the published
price (‘surcharge’) when you pay with consumer
debit and credit cards. In certain circumstances
(e.q. for certain cards), a surcharge may still
apply — but then it has to reflect the true cost
to the merchant of this payment method. If you
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WHEN MAKING

PAYMENTS IN EUROPE

feel that you have been unfairly overcharged,
for instance when booking a flight or paying for
a hotel reservation, visit the web-link provided
on the next page to learn more about your
rights.

NEW SERVICES

= Thanks to recent technology, you now have the
option to use new, innovative financial services
offered by licensed banks and other regulated
payment service providers other than your
own bank This means, for instance, that you
can monitor your personal finances or make
online purchases without a credit or debit card.
Just like banks, these new payment services
providers must be licensed and supervised, and
have to handle your data securely.

EU rules ensure that your electronic payments go
smoothly. But if there is a problem, your bank or
other payment service providers must respond to
complaints within 15 business days. If you are still
not satisfied, you can bring your case to the national
competent authority.

More information can be found here:
.
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LV: Sudzibu izskatisanas politika

Ja uzskatat, ka jusu tiesibas un/vai intereses, kas saistitas ar musu sniegtajiem pakalpojumiem,
ir tikuSas parkaptas, jus varat iesniegt stdzibu péc iespéjas atrak, bet ne vélak ka 13 ménesus no
dienas, kad uzzinajat vai sapratigi butu jauzzina par jusu likuma aizsargato tiesibu un/vai interesu

parkapumu.
Jusu sudziba jaiesniedz rakstveida anglu vai latvieSu valoda un tai jaieklauj Sada informacija:

e Jusu kontaktinformacija: Pilns vards, Uzvards, E-pasta adrese, Talruna numurs (péc
izvéles);

e Darijuma identifikacijas informacija: Maksasanas macina numurs, lesaistitie kriptoaktivi,
Darfjuma datums(-i), kriptoaktivu summea;

e Siudzibas detalas: VElama sazinas valoda (latvieSu vai anglu), Sudzibas iemesls,
leteicamais risinajums / Vélamais rezultats;

e Pielikumi: Ldzu, pievienojiet visu atbilstoSo dokumentaciju, kas pamato jlsu stdzibu (e-
pasti, ekranuznémumi, darjjumu ieraksti utt.);

e Apstiprinajums, ka sniegta informacija ir patiesa un pareiza péc jusu labakas zinasanas.

Jusu ertibai ir pieejama arm sagatavota veidlapa, kuru varat lejupieladéet, aizpildit, parakstit

elektroniski un iesniegt caur jebkuru no zemak noraditajiem sazinas kanaliem:

e lesniedziet sudzibu caur uznémuma atbalstito platformu Login;

e lesniedziet stidzibu pa e-pastu: complaints@nexdesk.io ;

Sudzibu var iesniegt personigi vai caur parstavi. Ja stidziba tiek iesniegta parstavja starpniecibu,
pa e-pastu vai pa pastu, jaiesniedz pilnvara vai cits dokuments, kas apliecina parstavja tiesibas
rikoties jusu varda. Sudzibam, kas iesniegti platforma, papildu identitates parbaude nav

nepiecieSama.

Sudzibas, kas neatbilst prasibam - pieméram, iesniegtas cita valoda neka anglu vai latviesu, bez
skaidras iesniedz€ja identifikacijas vai nav pareizi parakstitas - netiks izskatitas un tiks atgrieztas
labojumiem. Studzibas izskatiSana saksies, kad trukumi tiks noversti un atkartoti iesniegta pareizi
parakstita sudziba anglu vai latvieSu valoda ar skaidru identifikacijas informaciju. Studziba tiks

uzskatita par iesniegtu datuma, kad trakumi tika noversti.
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Ja iesniegtaja sudziba trukst informacijas tas izskatiSanai, més varam lugt to papildinat,
precizéjot sudzibas detalas vai sniedzot papildu dokumentus un/vai informaciju, kas

nepiecieSama pienacigai izmeklésanai.

Meés izskatisim jusu sudzibu un sniegsim atbildi péc iespé€jas atrak, bet ne velak ka 15
(piecpadsmit) darba dienas no dienas, kad sanémam sudzibu, kas atbilst prasibam. Ja arkartas
apstakli nelaus sniegt atbildi Saja termina, més sniegsim starpposma atbildi, paskaidrojot

kavéjuma iemeslu un noradot paredzamo laiku galigai atbildei.

Sudzibam, kas saistitas ar naudas parvedumu pakalpojumiem, galiga atbilde tiks sniegta 35
(trisdesmit piecu) darba dienu laika.

Sudzibam, kas saistitas ar o kriptoaktivu apmainas pakalpojumiem, galiga atbilde tiks sniegta 2
meénesu laika.

Atbilde uz sudzibu tiks sniegta caur to pasu sazinas kanalu vai e-pastu, kuru izmantojat sudzibas

iesniegSanai.

Ja esat patérétajs un neesat apmierinats ar musu atbildi, jus varat vérsties pie Latvijas Finansu
uzraudzibas iestades - Latvijas Banka (K. Valdemara iela 2A, Riga, LV-1050;

https://www.bank.lv/) par strida iz§kir§anu.

Sudzibu Latvijas Bankai var iesniegt elektroniski:

e caur portalu www.latvija.lv, izmantojot e-Adresi,

e vainosultot e-pastu uz info@bank.lv;
vai papira forma:

e pa pastu uz K. Valdemara iela 2A, Riga, LV-1050,

e vai personigi Latvijas Banka, K. Valdemara iela 2A, Riga.
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i@} JUSU TIESTBAS: TSUMA

ES noteikumi nozime, ka yisu elektronskie
maks3jurm kliist 15t3ki, vienkarsaki un drosaki. Lk, ka:

= Jos varat veikt maks3jumus visa Eiropa (ES,
Islanda, Norvagyd un Lihtendteind) tikpat viegh un
droi ki sava dzimtens.

Tirgotajs vairs nedrikst iekaset papildu maksu, ja
maksajat ar karti, kas izeniegta ES.

= Notetkumi attiecas uz visiem elektronisko
maksgjumu  vewdiem  (piemdram,  kredita
parvedumiem, tieSajiem debetiem,
maksdjumiem ar karti u. ¢.).

= Ikvienam, kurf likumigi dzivo Eiropd, ir
tiestbas uz bankas kontu elektromsko
maksFjumu vetkianai (“maksgjomu konts™).

VELATIES UZZINAT VAIRAK?

Sis tiestbas ir nodroéindtas, pateicoties ES parskatitajai |
Maks3jumu pakalpojumu direkiivai (PSD2),
Maksajumu kontu direktivai vn citiem ES tiestbu aktiem,
kuru mérkis ir nodrodinat jums drosakus un

artakus maksajumus.

Uzziniet vairak par savam tiesibam seit:

ELEETRONISKIE MAESAJUMI PIEEJAMT
FISIEM

= Katram patérétdjam  kuri likumigi uzturas ES, ir
tiesThas vismaz vz vienu bezmaksas vai par sapratigu
maksu piesjamu pamata maksGjumu kentu (t i,
kontu, kas ietver debetharti naudas izpemdanu,
lidzekiu glabafanu, kA arf maksGjumu veikfamn un
sanemianu).

@ Maksdjumi eiro - tidas pases izmaksas ki vietgjiem
G maksajumiem

= Ar vienu eiro kontu varat veikt visus maksajumus visd
Eiropa.

= Pamcbesu maksijumi eiro izmalsds tikpat dauwdz ki
vietEjie maksdjumi eiro...

= __un no 2019 gada 13 decembra jisu péarrcheiu
maksdjumi eiro valotd izmaks3s tikpat dauwdz, cik
iekézemes maksdjumi jBsu valsts valata.

= Skaidras nazvdas izpemiana eiro 3rpus jisu bankas

bankomatu tikla citd dalibvalsti jums izmaksds tikpat
daudz, cik jisu dzimteng.

LIELAKA DROSIBA, LABAKA AIZSARDZIBA

No 2019. gada septembra jisu elektroniskie
malksdjumi bis drodaki, pateicoties stingrai klienta
autentifikdcijai. Td darbosies, apvienojot daZadus
autentifikdcijas faktorus, pieméram, PIN kodu uan jisu
pirksta nospiedumu. Lai iegitu vairdk informacijas par to
jums jasazinds ar savu maksdjumu  pakalpojumu
sniedz&ju.

8 Eropas Savieniba, 2018

Tasu atbildiba neatlavts maks&juma gadfjumi — piem&ram,
ja jisu kreditkarte ir nozagta — ir ierobeZota lidz
eiro (iznemot gadfjumus, kad ir noticis
rupjE nolaidibas gadfjums). Jis neesat atbildiss par
neatlavtiem maksjumiem, kas veikti péc tam, kad
esat informé@jis savu banku, wvai par fedsaistes
maksijumiem, ja jisv maksGjumu pakalpojumu sniedzEjs
vai banka nenodroina stingru klienta autentifilcaciju.

maksimali

Ja galigi maksijoma summa ar karti nav zinims ieprieks
(pieméram, auto noma vai viesnicas izmaksas),
tirgotsis var blok#t vienofanss summu jAsu kart® tikai ar
jisu piekrifann.

Izmantojot tiefo debetu” (piem@ram, ja esat
pilovarojis vznEmumu iekasEt maks@jemus mo jisu
koatz). jums 1r § nedélas laika, lai apstridétu jeblurs
nepamatoti iekaséts summu. Nauda jums jEatmaksd 10
darbdienu laika.

Taisniga cenn noteikSana

Jums ir tiesibas zinAt, kAdas komisijas maksas ja tAdas i,

Dﬁgﬁ&k piem@rotas josu maksGjumiem.

Parasti tirgotdji, gan veikalos, gan internetd nedrilkst
prasit no jums samaksAt vairdk par publicéto ceau
{.papildu maksa®), ja maksdjat ar patérétiju debetkartém
un  kreditkartém  Noteiktos apstiklos (pieméram,
attiecibd uz atsevislcam kartém) papildu maksa tom&r
var tikt piem@rota — tafu tidd gzadijumd fai
ja lo tirgotd radufas 35 izmaksas

JI===pERE
saistibd ar So malksajumuy veidu. Ja uzskatdt, ka jums ir
ti piemérota Eriga maksa, piemEram
rezervéjot lidojumu  vai maksijot par viesnicas
rezerviciju, apmeklEjiet nikamajd lapd noradito
timekla saiti, lai uzzindtu vairdk par savim tiesibam.
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JUSU
TIESIBAS

VEICOT MAKSAJUMUS
EIROPA

JAUNI PAKALPOJUMI

= Pateicoties jaundkajim tehnologijim, tagad jums ir iespdja
izmantot jaunus, inovaffrus finansu pakalpojumus, ko
piedavi hicencétas bankas un citi reguldt maksdjumu
pakalpojumu sniedz&ji, kas nav jiisu paia banka Tas
nozimé, ka, piem@ram, jis varat pErraudzit savas
personigds finanses vai veikt pulumus mternetd bez
kredfticartes vai debetlartes. Tapat k3 bankdm, arf Siem
jaunajiem maks3jumu pakalpojumu sniedzéjiem i
jibit licencitiem wun vzraudziiem, un tem ir
janodrodina jisu datu drofa apstrade.

ES noteikumi nodrofina, ka jisu eleltroniskie maksajumi
norit bez problémam. Tomér, ja rodas problémas, jisu
banka vai citi maksijumu pakalpojumu sniedzEfi ir
piendkums atbildet uz s0dzibam 13 darbdienu laika. Ja jos
joprojim neesat apmierinAts, varat versties ar savu liefn pie
valsts kompetentas iestades.

WVairdk informacijas varat atrast Seit
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