INPOLEAYPA 3A PA3IJIEXXJIAHE HA
KAJIBH

COMPLAINTS-HANDLING PROCEDURE

I. OBXBAT U IIEJIM HA ITIPOLEAYPATA

I. SCOPE AND OBJECTIVES OF THE
PROCEDURE

1. O0xBar

1. Scope

1.1. Ta3u nporenypa ce npuiara 1o OTHOIIEHUE
Ha BCSKaKBU >kainou, momydenu ot Cropa Acetc
EOO/] (mo-naTarsk HapHyaHo ,,J[py»kecTBOTO)
OT KJIMEHTH BBB BPbB3Ka C MPEAOCTaBSIHETO HA
€JIHa WU TIOBEeYEe yCIyTd 3a KPUIITOAKTUBHU. 3a
LEJIUTE Ha Ta3u Mpoleaypa, ,, Kanba*“ o3HayaBa
U3SIBIICHUE 3a HEYJIOBJIETBOPEHUE, OTIIPABEHO
KbM J[py>KECTBOTO OT HETOB KJIMEHT U OTHACALIO
ce J0 TPEeJOCTaBIHETO Ha €JHa WM IoBeue
YCIIYTH 32 KPUIITOAKTUBH.

1.1. This procedure applies to any and all
complaints received by Stored Assets Ltd.
(hereinafter referred to as the Company) from
clients relating to the provision of one or more
crypto-asset services. For the purposes of this
procedure, a “complaint” means a statement of
dissatisfaction addressed to the Company by one
of its clients relating to the provision of one or
more crypto-asset services.

1.2. [IpaBHa OCHOBa U OTHOCHUMH HOPMAaTHBHU
aKTOBE:

1.2.1. Pernmament (EC) 2023/1114 Ha
EBponelickus napnamenT u Ha CbBeta oT 31 mait
2023 rogvHa  OTHOCHO ra3apure Ha
KPUIITOAKTHBHU U 32 U3MEHEHHE Ha PErJIaMEeHTU
(EC) Ne 1093/2010 u (EC) Ne 1095/2010 u Ha
mupektuBu 2013/36/EC u (EC) 2019/1937
1.2.2. Jlenerupan pernament (EC) 2025/305 na
Komucusita ot 31 okromBpu 2024 roauHa 3a
nombiaHenne Ha Permament (EC) 2023/1114 na
EBponelickusg napinameHT M Ha CbBera Mo
OTHOILLIEHWE Ha pEryJaTOPHUTE TEXHUYECKU
CTaHJApTH 3a OmpenessiHe Ha HHPopManusTa,
KOSITO TpsiOBa J1a ObJie BKIIIOUEHA B 3asBICHUETO
3a M3/1aBaHE Ha JIMIIEH3 3a JIOCTaBYMK Ha YCIYyTH
3a KPUIITOAKTHUBHU

1.2.3. denerupan pernament (EC) 2025/294 na
Komucusita or 1 okromBpu 2024 ronuna 3a
nornbiaHenue Ha Pernament (EC) 2023/1114 na
EBponeiickust mapnameHT u Ha CbBeTa IO
OTHOIIIEHUE Ha PETryJATOPHUTE TEXHUYECKU
CTaHJApTH 3a ONpeleisHEe Ha HW3UCKBAHUATA,
o0pa3luuTe U MpoleIypuTe 3a pasriexaaHe Ha
)KaIOW OT JIOCTaBYMIIUTE Ha YCIyTH 3a
KPUTITOAKTHBH

1.2. Legal basis and relevant regulatory acts:

1.2.1. Regulation (EU) 2023/1114 of the
European Parliament and of the Council of 31
May 2023 on markets in crypto-assets, and
amending Regulations (EU) No 1093/2010 and
(EU) No 1095/2010 and Directives 2013/36/EU
and (EU) 2019/1937

1.2.2. Commission Delegated Regulation (EU)
2025/305 of 31 October 2024 supplementing
Regulation (EU) 2023/1114 of the European
Parliament and of the Council with regard to
regulatory technical standards specifying the
information to be included in an application for
authorisation as a crypto-asset service provider

1.2.3. Commission Delegated Regulation (EU)
2025/294 of 1 October 2024 supplementing
Regulation (EU) 2023/1114 of the European
Parliament and of the Council with regard to
regulatory technical standards specifying the
requirements, templates and procedures for the
handling of complaints by the crypto-asset
service providers

1.3. Ta3u nporenypa MoaaeKu Ha NEPUOTUIECH
Iperjiesl BCsKa ToJuHa, KakTo W B Cllydail Ha

1.3. This procedure is subject to periodic review
every year, as well as in the event of identified

uaeHTUGUIMpaHu mpoOiieMu, cBbp3aHu ¢ | problems related to the handling of client
pasriexgaHeTo Ha kanOu orT  kimeHTH, | complaints, respectively changes in the
CbOTBETHO — TIpUM NpOMEHH B HopmaTtuBHaTa | regulatory framework.

paMka.

1.4. 3meHenus U JombiIHeHUs Ha Hacrosiiara | 1.4. Amendments and supplements to this
nporeaypa ce TOpaBAT ¢ pemeHde  Ha | procedure are introduced by decision of the

W3nbaHuTenHus ,Z[I/IpCKTOp/ MN3I'BJIHUTCIIHUA




JUPEKTOp U BJIM3AT B CUJIA OT J1aTaTa Ha TSIXHOTO
IpUEMAHE.

Executive Director/executive director and enter
into force as of the date of their adoption.

2. llenn

2. Objectives

2.1. OcHoBHara 1en Ha IpwiaraHe Ha Tas3u
npoueaypa € Ja ce OCUI'YpH U MoJabpxa 0bp30,
CIIPaBEUIMBO U IOCJEJOBATEIHO pa3ClC/IBaHE
Ha JKJIOWTE, TOJyYeHH OT KIMEHTH, OTHOCHO
IPEeI0CTaBsHETO HAa €JHA WK TIOBEYE YCIIYTH 3a
KPHIITOAKTHBH.

2.1. The main objective of implementing this
procedure is to establish and maintain an
effective and transparent procedure for the
prompt, fair and consistent handling of
complaints received from clients relating to the
provision of one or more crypto-asset services.

2.2. llepuoguyHusST Tperjies Ha JaHHUTE,
OTHACAIIUTE C€ JIO JKAIOW, IeU Ja OCUTYPH
MoJA0OpsBAaHETO HA BCHUYKH TPOIEAYpH Ha
Jpy>kecTBOTO U B 4YaCTHOCT Ha MPOLIEAYPUTE 3a
pasriek1aHe Ha KajaOu.

2.2. Periodic review of the data concerning
complaints aims to ensure the improvement of all
policies of the Company and of the complaint-
handling procedures in particular.

I1. OBILIA UTH®OPMALIMS

1. GENERAL INFORMATION

3. ITlogaBaHe Ha KaJ10a

3. Filing a complaint

3.1. XKanOu morar na Obmar IOoJaIeHu KaTo ce
n3noi3Ba OJlaHKaTta, HaJIW4YHa B CEKIUSI
MOJIPBHKKA B MOOMJIHOTO MPUJIOKCHHE.

3.1. Complaints may be filed using the template
within the support section of the Mobile App.

3.2. KinueHTtsT TpsiOBa a npeaocTaBu cieiHara
MUHMMaJIHO HeoOXxoauma uHpoOpMauus B
xKanmobara:

3.2. The client must provide the following
minimum information in the complaint:

3.2.1. uadopmanus 3a KJIMEHTA, BKIFOUYUTEITHO:

- 3a ¢usmudecku auna: ume u pamwmms, EI'H
WJIM eKBUBAJICHTEH WICHTU(UKATOD; aapec;

- 3a FOPUINYECKH Jvna: bupma,
UICHTUPUKATOP,  CEJaNUINEe, 3aKOHEH
MIpeICTaBUTET;

- uIeHTU(PUKALMOHEH KOJA Ha IPaBHHS
cyb6ekt (MKIIC);

- JIaHHU 3a KOHTAKT: aJpec Ha €JEKTPOHHa
moma wid  (QU3MYeCKH  agpec  3a
KOpECTIOHACHIIUS, TeeOHEH HOMED, JINLE
32 KOHTaKT (Ha IOPUIMYECKUTE JIHIA);

3.2.1. information about the client, including:

- for physical persons: first and last name, 1D
number or equivalent; address;

- for legal entities: legal entity name, legal
entity identifier, address of registered office,
legal representative;

- client reference number;

- contact details: email address or physical
address for correspondence; telephone
number; contact person (for legal persons);

3.2.2. undopmanyst 3a 3aKOHHHSI TIPEJICTABUTEN
(ako e HPUIO0KHUMO), BKJIIOYUTEITHO
IIBJTHOMOIITHO WJIA APYT O(UITHaeH TOKYMEHT,
JIOKa3Balll Ha3HAuYaBaHETO Ha NPEACTAaBUTEN, U
JTAHHU 32 KOHTAKT,

3.2.2. information about the legal representative
(if applicable), including a power-of-attorney or
other official document as proof of appointment
of the representative, and contact details;

3.2.3. uHpOpMaLus OTHOCHO OIJIAKBAHETO,
BKITIOYHTEITHO:

- ITBJIHU
KPUTITOAKTHBH, C
’Kaibara;

JaHHU ~ 3a  yciyrara  3a
KOSTO € CBbp3aHa

- OIMMMCAHUC Ha TMpEeAMCTa Ha )Ka.]'l6aTa;

- para(u) Ha akTUTE, HA KOUTO C€ OCHOBaBa
»kajbara;

3.2.3. information about the

including:

complaint,

- full reference of the crypto-asset service
to which the complaint relates;

- description of the complaint’s subject-
matter;




- ONHCaHWe Ha MPETHPIICHUTE LIETH, 3aryda
WIH BpeJia, ako UMa;

- JIpyra OemnexKu
uHpOpMAIH, aKO UMa;

2004} OTHOCHUMaA

- JIOKyMEHTaIHsl B IOJIKpEIa Ha IIOCOYEHHUTE
¢baxTH, ako uma.

- date(s) of the facts that have led to the
complaint;

- description of damage, loss or detriment
caused, if any;

- other comments or relevant information,
if any;

- supporting documentation, if any.

3.2.4. naTta, MICTO M IIOJIIINC.

3.2.4. date, place, and signature.

3.3. Kimmenture Morar na IoJaBar XajiOu IO
CJICKTPOHCH I'bT WM Ha XapTHs, MO CJCIHUS
HAUYUH:

3.3. Clients may file complaints by electronic
means or in paper form, as follows:

3.3.1. Enexrponen
complaints@simple.app

aapec

3.3.1. E-mail complaints@simple.app

3.3.2. bearapus, Codus 1407, paiion Jlozenen
13 Xiagmnauka, Oyir./yin. Cpeobpaa Ne 27]1, 6.
6, BX. b, eT. 4, amn. 14

3.3.2. 27D Srebarna St., Block 6, Entrance B,
Floor 4, Apt. 14, PZ Hladilnika, Lozenets, Sofia
1407, Bulgaria

3.4. XKanbara TpssiOBa 1a ObJIe aapecupana Jao:
Otnen ChOTBETCTBUE Ha CIEKTPOHEH ajpec
complaints@simple.app

3.4. The complaint must be addressed to:
Compliance Department at
complaints@simple.app

3.5. Knuentpr TpsiOBa ga mogaae xanbara,
ChCTaBEHa Ha KOWTO M Ja OWJIO OT E3WIIMTE,
NoAABbPIKAHU OT MO6I/IJIHOTO IMPHUIIOKCHHUC.

3.5. The client may file the complaint in any of
the languages, supported by the mobile
application.

4. JlonycTHMOCT Ha KaJI0uTe

4. Admissibility of complaints

4.1. JlpyxecTBOTO pascieaBa caMmo XKaiow,
KOMTO Ca JONYCTHUMH.

4.1. The Company shall only investigate

complaints that are admissible.

4.2. XanOurte ce cuuTar 3a HEIOMYCTHUMH,
KOTraTo:

- He ca T0JaJeHU
HpyxecTBOTO;

OoT KIINCHTHU Ha

- IIoJaJ€HH Cca aHOHHMHO,

- HC Ca IPAKO CBbP3aHU C IIPEAOCTABAHCTO Ha
€lHa WJINW IMOBCYC YCJIIYTH 3a KPHUIITOAKTHBH,
MMpeaoCTaBsaHU OT I[p}/')KCCTBOTO;

- He ca CbCTaBEHM HA HIKOM OT E3UIUTE,
u30poeHu B ui. 3.5 no-rope;

- Bede ca Ounmm momaaeHu 10 JpyKecTBOTO
WIK ca OWIM pasrielaHd oT J[pyxecTBoTo
581051 gpe3 IpyT MEXaHH3bM 3a
aIMUHUCTPATUBEH WIH CbHIeOCH KOHTPOI
(mpu ycrnoBue 4Ye CHABPKAT €AHH U CHIIU
TBBPJCHUS W CE OTHACAT JIO €IUH M CBhII
KITUEHT);

- OcsAT IMOCTHUI'aHETO Ha HCJIOAIHO
KOHKYPCHTHO HKOHOMHYECKO IMMPECAUMCTBO,

- ca MPEKOMEPHHU, MOBTAPSAIIA CE, OYCBHIHO
HECEPUO3HM WITU 3JI0HAMEPEHH I10 MPUPO/Ia.

4.2. Complaints shall be considered inadmissible
when:

- they are not filed by clients of the Company;
- they are filed anonymously;

- they are not directly related to the provision
of one or more crypto-asset services
provided by the Company;

- they are not filed in one of the languages
listed in Article 3.5 above;

- they have already been lodged with or
settled by the Company or by other
administrative or  judicial review
mechanisms (provided that they feature the
same allegations and concern the same
Client);

- they are seeking an unfair competitive
economic advantage;

- they are excessive, repetitive,
frivolous or malicious in nature.

clearly




4.3. Bcuuku Japyrud okajgOu ce cuMTar 3a
JIOITYCTUMH.

4.3. All other complaints shall be considered
admissible.

5. Takcu

5. Fees

5.1. Beuuku xanlu ce moaaBar M pasriexaar
0e3 3a TOBa J]a c€ HAYMCIsIBAaT TAaKCH.

5.1. All complaints are filed and handled free of
charge.

5.2. Koraro »xambata ce mojaBa B XapTHEH

5.2. Where the complaint is filed in paper form,

BapuaHT, KIMeHTHT moema coOctBenure cu | the Client shall bear their own costs for postage
pasxond 3a m3mpamaHe g0 azapeca Ha | to the address of the Company.
HpyxecTBOTO.

6. KomyHuKkanus ¢ KJIMeHTH

6. Communication with clients

6.1. Begka komyHukanus ot [IpyxkecTBoTO KbM
KIMEHT BBB Bpb3Ka C Ipouexypara IO
pasriexjgaHe Ha kanOu, me ObJae NpaBeHa Ha
€3UKa, Ha KOMTO KIMEHTBT € ChCTaBMII JKajl0ara
CH, aKO € €/IMH OT €3ulMTe 10 uil. 3.5.

6.1. Any communication made by the Company
to the client relating to the complaints-handling
procedure shall be made in the language in which
the client has filed their complaint, if it is one of
the languages referred to in Article 3.5.

6.2. KomyHnukanusara mie ObAe H3BBpIIBAHA
MHACMEHO TI0 EJIEKTPOHEH IIbT, OCBEH aKo
KJIIMCHTBHT HE € MOUCKaJI TS J1a ObJe Ha XapTHEH
HOCUTEIL.

6.2. The communication shall be made in writing
by electronic means, unless the client has
requested that is shall be made in paper form.

6.3. BpB Bceku eaMH MOMEHT IO BpeMe Ha
nporeaypaTa 3a pasriekKAaHe Ha  OKaIOH
JIpy»KeCTBOTO M3II0JI3Ba SICEH M JIOCTBIICH €3HK,
KOWTO ¢ pa3dupaeM 3a xaja0omolaTesmTe.

6.3. At all times during the complaints-handling
procedure, the Company shall use clear and plain
language that is easy for the clients to
understand.

7. JINYHU JaHHU

7. Personal data

OO0OpaboTBaHETO HAa BCUYKH JKajJOW 1O Tasu
npoueaypa Ime ObJe B CHOTBETCTBUE C
npaBuiiaTa 3a 00paboTKa Ha JIMYHU JaHHU U 111
ce MpHUIbp)Xa KbM TpaBHiaTa W NPUHIMINTE,
nocoueHu B [lonuTHkaTa 3a MOBEPUTEITHOCT HA
Jlpy*xecTBOTO, JIOCTBITHA Ha

https://simple.app/privacy-policy/.

The handling of all complaints under this
procedure shall be GDPR-compliant and shall
adhere to the rules and principles set out in the
Company’s Privacy Policy available at
https://simple.app/privacy-policy/.

I11. OIMCAHUE HA ITPOLEAYPATA 3A

1. DESCRIPTION OF THE

PA3I'JIEXKJIAHE HA KAJIBU COMPLAINTS-HANDLING PROCEDURE
8. TIlorBbpxknenue 3a moaydaBane Ha |8. Acknowledgment of receipt of the
JKandara complaint

8.1. JIpy>KecTBOTO MOTBBPKAAaBa MOTy4aBaAHETO
Ha BCSKa ajda M yBEIOMsBa KJIMCHTA Jalln
KanbaTta e JomycTuMa 0e3 M3IHUIIHO 3a0aBsiHe
clie]l HEMHOTO ITOCTRIIBAHE.

8.1. The Company shall acknowledge the receipt
of each complaint and inform the client about
whether the complaint is admissible without
undue delay, after having received the complaint

8.2. Koraro xainba He OTroBaps Ha yCJIOBUATA 32
JIOMYCTUMOCT, ~ TOCOYeHM B 4l 4.2,
JpyXecTBOTO TpPENOCTaBsi Ha KIHEHTa SICHO
0o0siCHEeHHE 3a TPUYMHHTE d>Kajlbata 1a Objae
OTXBBPJICHA KATO HEJOMYCTHMA.

8.2. Where a complaint does not fulfil the
conditions of admissibility referred to in Article
4.2, the Company shall provide the client with a
clear explanation of the reasons for rejecting the
complaint as inadmissible.

8.3. TloTBBpXkaEeHHETO 3a TMOJNyYaBaHE Ha
)aydaTa ChabpXKA OIIIE:

8.3. The acknowledgment of receipt of a
complaint shall also contain:

8.3.1. mMeTo, CaMOJMYHOCTTA W JAHHHUTE 3a
KOHTAaKT, BKJIIOYUTEIHO aJpec Ha eJIEKTPOHHA
normia 1 TtenedoHeH HOMEp, Ha JUIETO WM Ha
ornmena, JO KOETO WM  JO  KOHTO

8.3.1. the name, identity, and contact details,
including email address and telephone number,
of the person to whom, or the department to
which, complainants can address any query
related to their complaint;




)KaH6OHOHaTeHHTe Mmorar Ja
3aIlIMTBAHUA, CBbpP3daHU C anbarta UM,

OTIIPABAT

8.3.2. narara Ha rojy4aBaHe Ha )Kajnbara;

8.3.2. the date of receipt of the complaint;

8.3.3. undopmanus 3a CpPOKOBETE, MPUIATaHU OT
Jpy>XecTBOTO ChIiIacHo 4. 12;

8.3.3. the timeframe applied by the Company in
accordance with Article 12;

8.3.4. xomme ot kajbaTa, KOrato € mnojaajcHa
gpe3 eICKTPOHEH HopMyIIsp.

8.3.4. a copy of the complaint, where an
electronic complaint form is filed.

9. Pa3cieaBane HA KAJI0OH

9. Investigation of complaints

9.1. Ilpu monyyaBaHe Ha JOMyCTHMa Xajda
JlpyxecTBOTO, 6€3 HeHYKHO 3a0aBsHE CIIe]] KaTo
€ MOTBBPAWIO IMOJy4YyaBaHETO Ha jkajnbarta,
IpereHsBa Jany jkanbara € SCHa, IbJIHA |
ChIIbpXKa Is1aTa He00X0MMa HHPOpMALIHSL.

9.1. Upon receipt of an admissible complaint, the
Company shall, without undue delay after
acknowledging receipt of the complaint, assess
whether the complaint is clear, complete and
contains all information required.

9.2. Koraro /lpy>XecTBOTO 3aKJIF04M, Y€ /1aJI€Ha
’Kajmba € HesCHA WM HEITbJIHA, TO M3UCKBA OT
KJIMCHTA BCSIKAKBa JIOIIBIHUTETHA HHPOPMAILIHS,
HeoOXoAMMa 3a MPABUJIHOTO pasriiekJaHe Ha
*anbata. [[pykecTBOTO HsIMa MPaBo J1a N3UCKBA
OT KiIMeHTa uHPOpMAIMs, KOSTO  BEYe
MPUTEKABA WIM KOSTO CE M3MCKBA IO 3aKOH Jia
MIPUTEKABA.

9.2. Where the Company concludes that a
complaint is unclear or incomplete, it shall
request from the client any additional
information necessary for the proper handling of
the complaint. The Company shall not require
from the client information that is already in its
possession or that is legally required to be in its
possession.

9.3. JIpy>kecTBOTO € IIBKHO Ja Ce OmHuTa Ja

9.3. The Company shall seek to gather and

cebepe W pasrnmema msuiata  otHocuma | examine all relevant information regarding the
uHbopManrs OTHOCHO skajbara, 3a ma B3eme | complaint in order to make a decision.
penieHue.

10. Pemnenus

10. Decisions

10.1. B cBoero pemieHue mo BcsKa kainoa,
HpyxecTBOTO:

- 3acsra BCHUYKU BBIPOCH, MOBAWTHATH B
’Kaoara,

- [OcoYBa MPUYMHHUTE 3a pe3yiarara oOT
pa3cieIBaHEeTO;

- BKJIIOYBa HMH(poOpManusg 3a pesyiarata OT
*Kanmbata W BB3MOXKHUTE CpeACTBa 3a

10.1. In its decision on each complaint, the
Company shall:

- address all points raised in the complaint;

- state the reasons for the outcome of the
investigation;

- include information on the outcome of the
complaint and the possible remedies in case
the outcome is not satisfactory for the

3amuUTa, aKo  TO3W  pe3ysitaT  He complainant.

yJIOBJICTBOPSIBA JKAJIOOITOIATEIIs.
10.2. Xanbure, B xouro ce m3marar cxomau | 10.2. Complaints presenting similar
00CTOSTENCTBA, ClIeABa Ja BOmAT a0 cxoxuu | circumstances shall  result in  consistent

pemieanst. OTKIIOHEHHE OT BEYE B3CTO PEIICHHE
€ BB3MOXXHO camMo0 ako JIpyKecTBOTO ¢ B
ChCTOSIHME  Ja  MPeaocTaBd  OOCKTHBHA
000CHOBKA 3a TOBA.

decisions. A deviation from a previously taken
decision is possible only if the Company is able
to provide an objective justification.

10.3. KinueHnTsT OMBa yBEJJOMEH 3a PELICHUETO B
cpokoBeTe 1o ui. 12.

10.3. The decision shall be communicated to the
client in accordance with the timeframe under
Article 12.

10.4. Korato B W3KIIOYUTEIHU CIydau
peIIeHneTo 1o JajeHa kanda He MOXe J1a Obae
U3JAICH0O B TOPENOCOYCHHTE  CPOKOBE,

JpykecTBOTO yBeIOMsIBa KIIMEHTa 0€3 U3JIHIIHO
3a0aBsHE 3a NPUYMHHUTE 3a TOBa 3a0aBsiHE U

10.4. Where, in exceptional situations, the
decision on a complaint cannot be provided
within the aforementioned timeframe, the
Company shall inform the client without undue
delay about the reasons for that delay and specify
the date of the decision.




[IOCOYBA  JIaTaTa,
PELIECHHUETO.

Ha  KOATO CC O4YakKkBa

10.5. Koraro pemennero Ha [pyXecTBOTO He
YAOBJIETBOPSIBA MCKAHETO Ha KIMEHTa WIH TO
YAOBJIETBOPSIBA CAMO YacTU4YHO, [IpyKecTBOTO:

- SICHO W3Jlara MOTHBHUTE 3a
pelieHue;

CBOCTO

- BKIIOYBa HH(pOpMAIMs 3a HAIWNYHHUTE
CpElCTBa 3a IIPaBHAa 3allUTA.

10.5. Where a decision of the Company does not
satisfy the client’s demand or only partly
satisfies it, the Company shall:

- clearly set out the reasoning of its
decision;

- include information available

remedies.

on

11. Pe3yaraTu U cpecTBa 3a IPaBHA 3aIUTA

11. Outcomes and Remedies

11.1.  [dpyXecTBOTO  yBeIOMsIBa  KJIMEHTA
OTHOCHO M3X0Jla Ha Ipoueaypara 4pes
pemenueto cu no wi. 10. Jomyctumure xanou
MOraT J1a BKJIFOUBAT CJIETHUTE Pe3yJITaTu:

- npoOJeMbT € pa3pelleH B paMKUTE Ha
npoIielypaTa 3a pasriiexaHe Ha JKaiou;

- OTHpPaBEHU ca  IpernopbKu
N30bJIHUTETHUS TUPEKTOP;

J0

-  TPEemJIOKEHH ca KOPUTHpAIUd W/HIN
CMEKYaBaIlly JICiCTBHS,

- HC CC U3HMCKBAT IIOBCYC HeﬁCTBHH;

- HIOPCTCHHHUUTC Ca OTXBBPJICHU.

11.1. The Company notifies the client about the
outcome of the procedure via its decision under
Article 10. Admissible complaints may have any
of the following outcomes:

- Problem solved during the complaint-
handling process;

- Recommendation(s) submitted to the
Executive Director;

- Corrective and/or
suggested,;

mitigation actions

- No further action required;

- Allegations dismissed.

11.2. B pemenusi, KOUTO U3ISUIO I YACTUYHO
HE YJOBJIETBOPSIBAT HCKAaHUATA Ha KIHMEHTA,
KIIMEHTHT MOXE J1a C€ BB3IOJ3Ba OT CIEAHUTE
CpEe/ICTBa 3a IIpaBHA 3AILUTA:

11.2. In decisions which do not satisfy, in whole
or in part, the demands of the client, the client
may further use the following remedies:

11.2.1. na ormpaBu >xanba no Komucusra 3a
¢uHaHcoB Ham3op Ha PenyOnuka bbarapus B
CBOTBETCTBUE C WI. 25 OT 3aKOHa 3a Mma3apuTe Ha
KPUTNITOAKTHBH:

I[aHHI/I 34 KOHTAKT B cnyqaﬁ Ha HApymIeHud Ha
HpI/IJ'IO)KI/IMOTO npaBo:

Nwmetin: delovodstvo@fsc.bg

Tenedon: +359 2 940 4999

11.2.1. file a complaint to the Financial
Supervision Commission of the Republic of
Bulgaria in accordance with Article 25 of the
Bulgarian Crypto-Assets Markets Act:

Contacts for signals in cases of violation of the
applicable law:

E-mail: delovodstvo@fsc.bg

Telephone: +359 2 940 4999

11.2.2. ma ce BB3IOI3Ba OT BB3MOXKHOCTHUTE 3a
pa3peliaBaHe Ha CIIOPOBE, ITOCOYCHH B JIOTOBOPA
c HpyxecTBOTO, BKJIFOYHTEIIHO gpes
peJIsIBsIBAaHE HA UCK TTPEJT KOMIICTCHTHHS ChI.

11.2.2. resort to the options for dispute resolution
as laid out in the contract with the Company,
including by filing a claim before the competent
court.

12. CpokoBe

12. Timeframe

12.1. Beska mponenypa Mo pasriiexaaHe Ha
KaJO! ce MPHUIbpXkKa KbM CIIEJIHUTE CPOKOBE!

12.1. Each complaints-handling procedure shall
adhere to the following timeframes:

12.1.1. morBbpkaeHue 3a mnoaydyaBane Ha | 12.1.1. acknowledging receipt of the complaint
kanbata: He mo-KbCHO OT 24 w4aca ot |to the client: no later than 24 hours from the
noJydyaBaHe Ha kanbara receipt of the complaint.

12.1.2.  w3uckBane  Ha  jombiaHuTenHa | 12.1.2. requesting additional information from

uH(popMalMsg OT KIHWEHTa, KOoraTo TOBa €
MOJXOJIANIO: HE MO-KbCHO OT 3 (TpH) pabOTHH
JAHU OT HOTBBPIKACHUCTO 3a MOJYUdBAHC

the client, where appropriate: no later than three
(3) business days from the acknowledgement of
receipt.
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12.1.3. pascmenBane Ha  Kkajoara:
(ueTupuHaZEeCceT) ITHU OT TMOJIy4aBaHe
OKOMILJIEKTOBAaHa Kainoa

12.1.3. investigating the complaint: fourteen (14)
days from the date of receipt of a complete
complaint.

12.1.4. yBenomsBaHE Ha KJIHMEHTa 3a B3E€TOTO
pelieHre 1o kajdarta: He MO-KbCHO OT 2 (/Ba)
Mecela OT Jarara, Ha KosTo J[pyXecTBOTO e
HOJTYYHJIO XKamdara.

12.1.4. communicating the decision on the
complaint to the client: no later than two (2)
months from the date the Company has received
the complaint.

13. PerucTtpupaHe Ha xajg0um U BOjJeHe HA
PErucTbpP HA KAJI0UTE

13. Registering complaints and keeping
records of complaints

13.1. Besika sxanba ce peructpupa B OTACIICH
PETUCTBP 3a€JHO ChC CleAHATa MH(OPMAIHSL:

13.1. Each complaint is registered in a separate
registry along with the following information:

13.1.1. upeHTHdUKAIKS HA KIUCHTA,;

13.1.1. Identification of the client

13.1.2. mpenmer Ha xanbara,

13.1.2. Subject matter of the complaint

13.1.3. nara Ha moxy4yaBaHe Ha XKanbara;

13.1.3. Date of receipt of the complaint

13.1.4. wu3uckamo sm ¢  JpyXKecTBOTO
JOIIBJIHUTENTHA WH(POpPMAIIUS U aKO Jia — KOra,
KAaKTO M Kora € OuJia rmoyry4yeHa;

13.1.4. Whether additional information was
required by the Company — if yes, when and
when it was received

13.1.5. nara Ha pelmeHneTo 3a A0MyCTUMOCT Ha
kayjbaTta W, B Ciy4aid 4e jxanbara ¢ Owuia

13.1.5. Date of decision on the admissibility of
the complaint and date of notification of the

HeIoNMycTHMa, Jarta Ha yBemomsieHue o | client in case of decision that the complaint is
KJINEHTA; inadmissible

13.1.6. pascnenBane — BumoBe neiictBus u | 13.1.6. Investigation — types of actions and
pe3yJTaTy; results

13.1.7. pemenue mno xanbara W Jgara Ha
IPUEMAHETO MY;

13.1.7. Decision on the complaint and date of
issuance

13.1.8. mara Ha yBeJOMJICHHE 10 KJIMEHTa 3a
PEIICHUETO.

13.1.8. Date of notification of the client for the
decision

13.2. JIpy’kecTBOTO ChXpaHSBAa BCUYKH KaIOU
3aeHO C JokymeHTuTe mo uwi. 13.1.4, 13.1.5,
13.1.6 m 13.1.7.

13.2. The Company stores all complaints, along
with the documents under Articles 13.1.4.,
13.1.5,13.1.6. and 13.1.7.

IV. TIPOLHEAYPHU, OCUI'YPSIBALIU
MNOCJIIEAOBATEJIHOCT HA
PA3IVIEZKJTAHETO HA KAJIBUA

V. PROCEDURES TO ENSURE
CONSISTENT COMPLAINTS-HANDLING

14. Anaau3 Ha poUeAyPHUTeE MO pa3riiexIaHe
Ha KaJa0u

14.  Analysis  of
procedures

complaint-handling

14.1. C uen Ha Ob€ OCUTYPEHO MOCIEAOBATEIIHO
pasriexaaHe Ha JKajaOW OTroBapsAmlo Ha
MPWIOKUMOTO TIPaBO, Ta3uW TMpoleAypa u
NPEAXOAHN PpELIEHUs IO CXOJIHU CIy4ad,
Jpy>XecTBOTO IIe aHATU3UPa BEIHBHK HA BCEKH
HIECT Mecella JaHHUTE 3a pa3riIekKJaHEeTO Ha
YKaJIOM, BKITIOUHTEIHO:

14.1. In order to ensure consistent complaints-
handling in line with the applicable law, this
procedure and previous decisions in similar
cases, the Company shall analyse once every six
months the complaints-handling data, including:

14.1.1. cpennoto Bpeme 3a 00paboTka, 3a
pa3mIekIaHUTE MPEAXOIHN 6 Mecella, 3a BCsKa
CTBIIKA OT MpOILEAypaTa IO pasrieKIaHe Ha
xKanou, BKJIFOUHUTEITHO BPEMETO 3a
TOTBBPIKJIaBaHEe, Pa3cieIBaHe H OT OTTOBOD;

14.1.1. the average processing time, for the
previous 6 months under consideration, for each
step of the complaints handling procedure,
including  acknowledgement, investigation,
response time;

14.1.2. OposT Ha >xanOuTe, MOJIY4YEHU TIpe3
pasTiexIaHnTe TpeaxonHu 6 mecera, U OposT
Ha kanourte, mpu Kouto JIpyKecTBOTO He €
CMa3WJI0 MaKCHMAJHHTE CPOKOBE, ypEIeHH 3a
BCsIKa CTBITIKA OT MPOIEeIypaTa;

14.1.2. the number of complaints received, for
the previous 6 months under consideration, and
the number of complaints where the Company
did not comply with the maximum time limits set
out for each step of the procedure;




14.1.3. kaTeropuuTe Ha TEMHUTE, JO KOUTO C€
OTHACAT JKaJIOUTE;

14.1.3. the categories of the topics to which
complaints relate;

14.1.4. pe3yaraTtu OT pa3cieABaHUITA.

14.1.4. outcomes of investigations.

14.2.  JlpyKecTBOTO CBUIO Taka OTYHTA
pasIMKUTE MEXIy OTACIHUTE aHaJIU3UPaHU
HEPUOAH.

14.2. The Company shall also take into
consideration the differences between separate
analyzed periods.

14.3. B»3 ocHOBa Ha aHanm3a J[py>KeCTBOTO
npearnpreMa IMPOMEHH B TOJUTUKUTE U
MIPOLIEIYPUTE CH C 1IeJ1 Ha SIMMUHUPA TPAKTUKH,
KOUTO BOJST JI0 YKaJIOU OT KJIMEHTH.

14.3. On basis of the analysis, the Company
undertakes changes to its policies and procedures
in order to eliminate practices that lead to client
complaints.

14.4. Axo aHaiIM3bT Ha JAHHUTE IIOKa3Ba
Hee(DEeKTUBHOCT, HpyxecTBOTO upe3
PokoBoautren  ChOTBETCTBUE  MpeArNpUeMa
ChOTBETHH MEPKH, 3a Ja OTCTPaHH Ta3u
HEe(KTUBHOCT U J1a IPEJOTBPATH MOBTAPSHETO
H

14.4. 1f the analysis of data shows inefficiencies,
the Company via the Compliance Manager shall
take appropriate measures to address such
inefficiencies and prevent their recurrence.

14.5. llpu Bb3HUKBaHE Ha MpoOieMH B
CJIEICTBUE Ha HETOYHO IpWIaraHe Ha
CBILECTBYBAIIM MOJUTUKM U  HPOLEAYpPH,
Jpy’XecTBOTO  OpraHuszupa  HEOOXOAMMHUTE
oOydeHHsT Ha CIYXUTEJIM U ChLO Taka
npeanpuemMa JUCHMIIMHADHU MEpKH, 3a Ja
noJ00pH CHOTBETCTBHETO C TE€3M HOJUTUKH H
HpoLeypH.

14.5. In case problems arise from imprecise
application of existing policies and procedures,
the Company organizes the necessary trainings
of employees and also undertakes disciplinary
measures to improve the compliance with these
policies and procedures.

V. JINLIA, OTIrOBOPHHA 3A

CITIABBAHETO HA TA3H ITOJIMTHUKA

V. PERSONS RESPONSIBLE
COMPLIANCE WITH THIS POLICY

FOR

15. M3nbanuTtesien aupektop — InaBen
U3MBJHUTE/IEeH aupexTop/OnepaTuBeH
JAUPEKTOP

15. Executive Director - CEO/COO

15.1. BOBJIHUTENHUAT AUPEKTOP € OTTOBOPEH
3a BBBEXKJIAHETO U CIIa3BAaHETO HA HaCTOsALIaTa
MOJINTUKA.

15.1. The Executive Director is responsible for
the introduction of and compliance with the
present policy.

15.2. BOBIHUTENHUAT AUPEKTOP € OTTOBOPEH
3a HaJ30pa 3a MPAaBHIHOTO IMpHJIAraHe Ha Ta3H
MOJINTUKA.

15.2. The Executive Director is responsible for
monitoring the proper implementation the
present policy.

15.3. VBOBIHUTEIHUAAT AUPEKTOP € OTTOBOPEH
3a OlLEHKaTa W TNEpUOJUYHHUS TIperiie]] Ha
e(DEeKTUBHOCTTA Ha BBHBEJACHUTE TIOJUTUKH H

15.3. The Executive Director is responsible for
assessing and periodically reviewing the
effectiveness of policy arrangements and

poLeTypH. procedures put in place.
15.4. WM3menaaurtennusat aumpektop u3masa | 15.4. The Executive Director issues mandatory
3aIBJDKUTEITHA HUHCTPYKIHH OTHOCHO | instructions concerning the application of the

MPUJIAraHCTO HA Ta3U IMOJIMTHUKA.

current Policy.

15.5. VBOBIHATENTHUAT IUPEKTOP MOXKE Ja
U3MCKBa  MHpoOpMAIUS U OTHOCHO
W3MBJIIHEHUETO Ha TMOPBYKH OT HMMETO Ha
KJIMEHTH.

15.5. The Executive Director can require
information and references concerning the
execution of orders on behalf of clients.

15.6. V3OBJIHATETHHUAT TUPEKTOP OPTaHU3Hpa
NEPUOANYHU U H3BBHPETHU 00YUCHUS U TECTOBE
BBB BpB3Ka C MPIWJIAraHETO Ha Ta3u MOJIUTHKA.

15.6. The Executive Director organizes
periodical and emergency training and tests
concerning the application of this policy.




15.7. VBOBIHUTENHUAT IUPEKTOP MOXKE J1a
npeanpreMa BCSKAKBUA JPYTd MEpPKH, 3a Jia
OCHT'YpH CIIa3BaHETO Ha Ta3W IMPOIEeaAypa.

15.7. The Executive Director can undertake any
other measures to guarantee the compliance with
this procedure.

15.8. U30bIHATETHUAT AUPEKTOP MMa MIPaBo Ja
MoJTy4aBa JAOKJIAIN OT BCUYKH JIPYTH OTTOBOPHU
JUIa B ChOTBETCTBUE C Ta3H MPOLEAYPa U MOXKE
JUYHO Ja MpOBEpsiBa ONEPAIMUTEe U PErucThbpa
Ha MO3UILIMUTE 10 Ta3U MOJIUTHKA.

15.8. The Executive Director has the right to
receive reports by all other responsible persons
in accordance with this procedure and can
personally inspect the operations and the
Register of positions under this Policy.

15.9. MBObIHUTEIHUAT AUPEKTOpP OTroBaps 3a
KOOpJMHAIMATA MEXIYy BCHUYKHU JIUIA, KOUTO
MMaT 33]1bJDKCHUS ChIIIACHO Ta3H MPOIleIypa.

15.9. The Executive Director is responsible for
the coordination between all other persons who
have obligations under this procedure.

15.10. 3a nenuTe Ha NMpuUJiaraHe Ha HACTOSAIIATA
npouenypara, V3OBIHUTEIHUIT  TUPEKTOP
OCHUTYpsIBA Ha3HAYaBAHETO HA IEPCOHAN ChC
3HAHUS, YMEHUA H  CKCIEePTEeH  OIuT,
HEOOXOIMMHU 3a HU3NBJIHEHHE HA BB3JI0KEHUTE
MYy OTTOBOPHOCTH.

15.10. For the purposes of applying the present
procedure, the Executive Director shall ensure
the appointment of personnel with the
knowledge, skills and expertise necessary for the
discharge of the responsibilities allocated to
them.

15.11. VBOBIHUTENHUAT AUPEKTOP OCUTYpsBa
OTJICISTHETO HAa TIOIXOMSINN OpraHW3aI[MOHHU
pecypcH 3a YIpaBJICHUETO Ha YKAJIOH.

15.11. The Executive Director shall ensure that
adequate organizational resources are dedicated
to the management of complaints.

16. OrroBopuuk Exum 3a o0ciay:kBaHe Ha
KJHEHTH

16. Customer Support Team Lead

16.1. OtroBopuuk Exun 3a oOciyxBaHe Ha
KJIMEHTH OTroBaps 3a TOBa CIYKUTEIUTE OT
Exun 3a 00cimy’xBaHe Ha KIMEHTH (OTHOCUMMUTE
JMIa, KOUTO OTroBapsAT 3a IIpujaraHe Ha
mpolieiypara mo pasriex/iaHe Ha »kajaou) aa ca
Jo0pe 3armo3HaTH U ca MOAXOAII0 00yUeHH 10
OTHOIIIEHHWE TPWJIATAHETO Ha TPOLEAYPUTE IO
pasriexjaHe Ha JKaJoHu.

16.1. Customer Support Team Lead shall ensure
that Customer Support Agents (the relevant
persons in charge of applying complaints
handling procedures) are well aware and
appropriately trained with regard to the applying
of the complaints handling procedures.

16.2. OtroBopuuk Exun 3a oOciyxBaHe Ha
KJIMEHTH OTroBaps 3a TOBa >KaJOuTe Aa Obaar
00paboOTeHH OT CHYXKHUTEIH, KOUTO HsIMAT
KOH(JIMKT Ha HHTEPECH.

16.2. Customer Support Team Lead shall ensure
that complaints are handled by employees who
are not in conflict of interests.

16.3. OrroBopuuk Exun 3a oOciyxBaHe Ha
KJIMEHTH 32  MOJJpBXKKAa  OpraHu3upa
NEPUOANYHU U U3BBHPEIHU 00YUEHHUS U TECTOBE
BbB Bpb3Ka C MIPUJIAraHETO Ha Ta3u MOJUTHKA —
B KOOpAWHAIHWA B HM3nenanTenHAs JUPCKTOP.

16.3. Customer Support Team Lead organizes
periodical and emergency training and tests
concerning the application of this policy — in
coordination with the Executive Director.

16.4. OtroBopuuk Exun 3a oOciyxBaHe Ha
KJIMEHTH WMa JOCTHII JI0 IsuiaTa wH(popMarms,
Kacaella CKJIIOYBAHETO W U3IIBJIHEHHETO Ha
JIOTOBOPH C KJIMEHTH 32 [ENUTE Ha YIIPaKHSIBAHE
Ha (PyHKIUATa MYy CBIJIACHO Ta3U MOJIUTHKA.

16.4. Customer Support Team Lead has access to
all information concerning the conclusion and
execution of client contracts for the purpose of
performing their function under this policy.

16.5. Otrosopuuk Exun 3a oOciyxBaHe Ha
KIIMEHTH JIOKJIa/1Ba JTUPEKTHO Ha
M3nbaHUTEHUS OUPEKTOP 32 MPUWIATaHETO U
e(eKTUBHOCTTA Ha MOJUTHKATA 3a pa3rieKIaHe
Ha )KaJ'I6I/I, BKIIFOUHUTCIIHO IIO OTHOIIICHHE
JTAHHUTE, TOCOYEHH B Wi. 14 OT Ta3u MOJIMUTHKA.

16.5. Customer Support Team Lead shall report
directly to the Executive Director on the
implementation and effectiveness of the
complaints handling procedures, including the
data referred to in -Art. 14 of this policy.

16.6. OtroBopuuk Exum 3a obcmyxkBaHe Ha
KJIMEHTH OCHUTYpsIBa CBOEBPEMEHHOTO

16.6. The Customer Support Team Lead ensures
the timely provision of all necessary technical




IpeloCTaBsiHE  HAa  BCHYKHM  HEOOXOAUMU
TEXHUYECKU JaHHH, PETUCTPAIMOHHH (DaiioBe
U pe3yJITaTu OT pas3cienBaHusATa Ha MEeHHIKBD
II0 CbOTBETCTBHUE, 3a J1a CE YJIECHU U3TOTBSHETO
Ha OKOHYATEJIHOTO PELICHUE.

data, logs, and investigation results to the
Compliance Manager to facilitate the drafting of
the final decision.

17. PokoBoauTes Ha oTaena ,,ChLoTBeTCTBHE

17. Compliance Manager

17.1. MeHUKBD 1O CHOTBETCTBUE € OCHOBHUST
COOCTBEHUK Ha Ipolieca Ha 00paboTKa Ha KaJlou
W yhopaBisBa  BXOAsdIIaTa  Iola  Ha
complaints@simple.app.

17.1. The Compliance Manager is the primary
owner of the complaints handling process and
manages the complaints@simple.app inbox.

17.2. MeHWIKbp MO CHOTBETCTBHE IOTy4aBa
KOHCTaTallUUTe OT TEXHUUYECKOTO pa3Ciie/BaHe
OT eKuna 3a 00CiIy)KBaHe Ha KIIMEHTH, BaJTUAUPA
M CHPSMO MPWIOKUMHUTE 3aKOHHM U HU3JaBa
OKOHYATEITHOTO OQUIMAIHO pelIeHHe Ha
Knuenra.

17.2. The Compliance Manager receives the
technical investigation findings from the
Customer Support Team, validates them against
applicable laws, and issues the final official
decision to the Client.

17.3. MeHuKBp 1O CHOTBETCTBHUE TapaHTHPA,
4ye OKOHYATETHHIT OTTOBOpP € MPEJOCTAaBEH B
paMKUTE Ha CpPOKOBET€, YCTAaHOBEHH B
Hactosmara [lonurtuka.

17.3. The Compliance Manager ensures that the
final response is provided within the timeframes
established in this Policy.
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