IMPOLEAYPA 3A PASIVIEXKTAHE HA
KAJIBA

COMPLAINTS-HANDLING PROCEDURE

I. OBXBAT U LHEJIU HA TIPOLEAYPATA |1. SCOPE AND OBJECTIVES OF THE
PROCEDURE
1. O6xBat 1. Scope

1.1. Ta3u npouenypa ce nmpusiara o OTHOUIECHHUE
Ha BCSIKaKBU ajowu, moiaydenu ot Ctopa Acetc
EOO/] (mo-HaraThk Hapu4aHo ,,/[py’kecTBOTO)
OT KJIMEHTH BBB BpB3Ka C MPEAOCTaBSIHETO Ha
€[Ha WIM TOBEeY€ YCIYTd 3a KPUIITOAKTHUBH. 3a
LIENTE Ha Ta3u Mpoueaypa, ,, Kanba™ o3HauaBa
W3SIBJICHUE 33 HEYJOBJIETBOPEHHUE, OTIPABEHO
KbM J[py>eCcTBOTO OT HETOB KJIMEHT U OTHACAILIO
CE 10 NPENOCTaBIHETO Ha €JHAa WM IOBEYe
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. IlpaBHa OCHOBa U OTHOCUMH HOPMATHBHHU
aKTOBE:

1.2.1. Permament (EC) 2023/1114 Ha
EBpomnelickus napiaament v Ha CpBeta oT 31 mai
2023 roguHa  OTHOCHO  Ia3apure  Ha

KPUNTOAKTHBH U 32 U3MEHEHHE Ha pPeriIaMeHTH
(EC) Ne 1093/2010 u (EC) Ne 1095/2010 n Ha
mupextusu 2013/36/EC u (EC) 2019/1937

1.2.2. Jlenerupan permament (EC) 2025/305
Ha Komucusita ot 31 okromBpu 2024 ronuna 3a
nomeiaHenne Ha Pernament (EC) 2023/1114 na
EBponeiickus mapnameHT U Ha CbBera 1O
OTHOIIICHWE Ha PEryJaTOPHUTE TEXHUYECKH
CTaHJIApPTH 3a OIpeAesHe Ha HHQPOpMAIUITA,
KOSITO TPsiOBa J1a ObJIC BKIIFOYCHA B 3asIBJICHUETO
3a M3/1aBaHE Ha JIMIICH3 3a JIOCTABYHK HA YCIIYTH
3a KPUTITOAKTHBH

1.2.3. Jenerupan pernament (EC) 2025/294 na
Komucusita or 1 oktomBpu 2024 romuna 3a
nomeiHenue Ha Pernmament (EC) 2023/1114 Ha
EBponelickusa napaamenT u Ha CbBera 1O
OTHONICHWE Ha PEryJaTOPHUTE TEXHUYECKH
CTaHIAPTH 3a ONpEIeIsTHE Ha W3UCKBAHUATA,
o0OpasuuTe W NpolEeaypUTe 3a pasriexaaHe Ha
Kajabu OT JOCTaBUMIIMTE Ha YCIyrd 3a
KPUTITOAKTHBHU

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 npouenypa NoJjIeKH Ha MEPUOAUYEH
nmperijica BCsKa roavHa, KakTO U B cnyqaﬁ Ha
WICHTHQUIUPAHA TPOOIEeMH, CBBP3aHH C
pasriekaaHeTo Ha JKalOM OT  KJIMCHTH,
CHOTBCTHO — IIpH IMPOMCHH B HOpMaTHBHATa
pamka.

1.3. This procedure is subject to periodic review
every year, as well as in the event of identified
problems related to the handling of client
complaints, respectively changes in the
regulatory framework.

1.4. I3MeHEeHNA U OTOOBIHEHUS HAa HACTOSIIATA
mpoleaypa ce TpaBAT C  pEIICHHe Ha
HsnbnHuTenHus TUPEKTOP/M3ITbITHUTCITHHS
JUPEKTOP U BIM3AT B CUJIA OT /1aTaTa Ha TSIXHOTO
MIpUEMaHe.

1.4. Amendments and supplements to this
procedure are introduced by decision of the
Executive Director/executive director and enter
into force as of the date of their adoption.

2. Hean

2. Objectives

2.1. OcHoBHara 1en Ha IpWwiaraHe Ha Ta3H
HpoLeaypa € Aa Ce OCUTYpH U HOAIbpKa Obp30,
CIIPaBEUINBO U IIOCJIEJOBATEIIHO pa3Clic/iIBaHE
Ha XaJOWTe, MOJYYCHU OT KIHEHTH, OTHOCHO
MPEAOCTaBSHETO HA €IHA WM MOBEYE yCIyTH 3a
KPHUIITOAKTHBH.

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. llepuoguyHuAT Tperjie] Ha JaHHUTE,
OTHACSIIUTE CE JIO KajuOW, LETu Ja OCUTYpH
nooOpsSiBaHETO Ha BCHUYKM NPOLEAYpPH Ha
Jpy»ecTBOTO M B YaCTHOCT Ha MPOLEAYPUTE 3a
pasriiexkaaHe Ha HKamou.

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.

II. OBIIA TH®OPMALIUA

II. GENERAL INFORMATION

3. IlonaBane Ha kaJjda

3. Filing a complaint

3.1. XKaxOu morar ma Opaar mogaJcHu KaTo Ce
M3II013Ba  OJlaHKaTa, HaJdYHa B  CEKIMA
HOJIPBHKKA B MOOMITHOTO MPHIIOKEHHUE.

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

3.2. KiineHThT TpsAOBa Aa MpeoCcTaBU CieHaTa
MUHHMAJIHO HeoOXxoauMa uHpopMmanus B
xajoara:

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

3.2.1. uadopmanus 3a KIMEHTA, BKIIOYUTEITHO:

- 3a ¢usnuecku auna: ume u dpammius, EI'H

NI CKBUBAJICHTCH I/I,I[eHTI/I(l)I/IKaTOp; aJpec;

- 3a OPUINYECKH JIvLA: dbupma,
uacHTH(DHUKATOP,  CeJaluINe, 3aKOHEH
MIPEICTAaBUTEIT,

-  HISHTUPUKANMOHEH KOJA Ha IPaBHHS

3.2.1. information about the client, including:

- for physical persons: first and last name, ID

number or equivalent; address;

- for legal entities: legal entity name, legal

entity identifier, address of registered office,
legal representative;




cyoext (MKIIC);

- JaHHH 3a KOHTAKT: aJApe€C Ha CJICKTPOHHA

moma WM (QU3WYECKH  agpec  3a
KOPECIOHACHIINSA, TeJe(OHEH HOMED, JIUIIC
3a KOHTaKT (Ha FOPUIUUCCKHUTE JIUIIA);

- client reference number;

- contact details: email address or physical

address for correspondence; telephone
number; contact person (for legal persons);

3.2.2. undopmanus 3a 3aKOHHHS MPEJICTABUTEN
(axo e MIPUIIOKHUMO), BKJIFOUUTEITHO
II'BJIHOMOIIHO WJIM JPYT O(HLIMANEH JOKYMEHT,
JI0Ka3Ball] HA3HA4YaBaHETO Ha MPEACTABUTEN, U
JTaHHU 3a 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. wuHbOpMammsi OTHOCHO OILIaKBAaHETO,
BKIIFOUUTCIIHO:
- II'bJIHAU

JaHHU  3a  yciyrara  3a

KpHUIITOAKTUBU, C KOATO €

»Kajbara;

CBbp3aHa

- OIMHUCAHUC Ha MpCAMCETAa Ha )KaJ'I6aTa;

- nmara(u) Ha (paKTHTE, HA KOUTO C€ OCHOBaBa

»Kajbara;

- OIMHUCAHUC Ha NPECTHPICHUTC HICTH, Sary6a

WJIU Bpe/a, ako NMa;

OEJIEKKH 150054 OTHOCHUMA

- Jpyru
uHpOpMaLus, aKo UMa;

- HOKYMCHTalMd B IMIOAKPCIIA HA TOCOUCHUTE

¢dakTu, ako UMma.

3.2.3. information about the complaint,

including:

- full reference of the crypto-asset service

to  which the complaint relates;

- description of the complaint’s subject-

matter;

- 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. mata, MJICTO H IIOJIINC.

3.2.4. date, place, and signature.

3.3. Kimmenture Morar na moaaBsar >XKajOW IIO
€JICKTPOHEH BT WM Ha XapTHs, MO CICTHUS
HAYUH:

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

3.3.1. Enexrponen
complaints@simple.app

azpec

3.3.1. E-mail complaints@simple.app

3.3.2. bearapus, Codus 1407, paiion Jlozenen
13 Xnaaunauka, 0yn./yn. Cpedspna Ne 271, 611.
6, BX. b, eT. 4, an. 14

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

3.4. XKanbara Tps6Ba ga ObJe aapecupana ao:

3.4. The complaint must be addressed to:




Otnen CHOTBETCTBHME Ha EIEKTPOHEH aapec
complaints@simple.app

Compliance Department at

complaints@simple.app

3.5. Knuentpr TpsAbBa ma momane xambarta,

3.5. The client may file the complaint in any of

ChCTaBE€Ha Ha KOWTO M aa Owno ot esunute, | the languages, supported by the mobile
HOJTBPKaHU OT MOOMITHOTO TPHIIOKEHHE. application.

4. JlomycTHMOCT Ha XKajaouTe 4. Admissibility of complaints

4.1. HpyxectBoTo paszcienBa camo xanou, | 4.1. The Company shall only investigate

KOUTO Ca 1O0IIyCTHUMHU.

complaints that are admissible.

4.2. XKanbure ce cyuTaT 3a HEIONMYCTHMH,
KOraro:

- HEC ca nogaacHu oT KIINCHTHU Ha

HpyxkecTBOTO;

- 1ogaacHu Ca aHOHHMMHO,

- HC Ca NPAKO CBbpP3aHU C NPCAOCTABIHCTO HA

€IHa WJIU TIOBEYE YCIYTU 332 KPUIITOAKTHBH,
MPEeNOCTaBsIHU OT Jpy»KecTBOTO;

- HE Ca CBCTaB€HHM Ha HIKOU OT C3UIUTC,

u30poeHu B wi. 3.5 mo-rope;

- Bede ca Owim nmogaaCHu a0 HPY)KCCTBOTO

wii ca OwiM pasrienaHu ot J[pyxecTBoTo
17005 upe3 Ipyr MEXaHHU3bM 3a
aIMUHHUCTPATUBEH WM ChAEOEH KOHTPOI
(mpu ycinoBue uYe ChABPKAT €AHH U CHIIH
TBBPACHUS U C€ OTHACAT A0 €IUH U ChII
KJIUEHT);
- LeNT MIOCTUTAHETO

Ha HCJIOAIHO

KOHKYPEHTHO HKOHOMHWYECKO ITPECAUMCTBO,

- Cca NPEKOMEPHH, NOBTAPSIIM CE, OYEBUIHO

HECEPUO3HU WM 3JI0HAMEPEHH I10 IPUPO/A.

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, clearly

frivolous or malicious in nature.

4.3. Bcuuku apyru kanOu ce cudrar 3a
JOTTYCTUMH.

4.3. All other complaints shall be considered
admissible.

5. Takcu

5. Fees

5.1. Benuku xanbu ce mojaBaT M pas3riexkaaT
0e3 3a TOBA Jla CE€ HAYMCIIABAT TAKCH.

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




5.2. Korato xambara ce mojaBa B XapTHEH

BapHaHT, KIUCHTHT TO0€Ma COOCTBEHUTE CH
pasxoau 3a HM3OpallaHe 0 ajgpeca  Ha
HpyxecTBOTO.

5.2. Where the complaint is filed in paper form,
the Client shall bear their own costs for postage
to the address of the Company.

6. KomyHukauus ¢ KIMEeHTH

6. Communication with clients

6.1. Becska komyHukanusa ot Jpyx’ecTBOTO KbM
KIMEHT BbBB Bpb3Ka C TMpolenypara IO
pasriexaaHe Ha xanbu, me ObJe mpaBeHa Ha
€3MKa, Ha KOMTO KIMEeHTHT € ChCTaBUII jkanbara
CH, aKO € €IMH OT €3ULIUTE M0 1. 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. KomyHukamusta me ObAe HU3BBpIIBaHA
IIUCMEHO II0 €JEKTPOHEH IIbT, OCBEH aKo
KJIMEHTHT He € MOUCKaJI T Aa Obae Ha XapTueH
HOCHUTEIL.

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. BbpB BCcekM €IMH MOMEHT IO BpeMe& Ha
mporenypaTa 3a  pasmiIekJaHe Ha  OKaIOu
JIpy>KeCTBOTO M3MOJI3BA SICEH U TOCTHIICH €3WK,
KOWTO € pa3dupaem 3a >kai0omno1aTeIuTe.

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. JInuay naHuu

7. Personal data

OO6paboTBaHETO HA BCHUYKH JKajJOW MO TasH
nporenypa Ime Obae B ChOTBETCTBHE C
npaBuiiaTa 3a 00padoTKa Ha JIMYHU JaHHU H I1Ie
ce MpHUIbPKa KbM MpaBHIATa W MPUHIUIHTE,
nocodyeHu B [lonuTrkaTa 3a MOBEPUTEITHOCT HA
HpyxecTBOTO, 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/.

III. OIIMCAHHUE HA ITPOLEAYPATA 3A
PA3IVIEZXKJIAHE HA 7KAJIBA

I11. DESCRIPTION OF THE
COMPLAINTS-HANDLING PROCEDURE

8. IlorBBp:kaeHne 3a
kandara

nojayvyaBaHe Ha

8. Acknowledgment of the

complaint

of receipt

8.1. JIpy’kecTBOTO MOTBBPK/1aBa MOJIYyYaBAHETO
Ha BCAKa JKayubda M yBEIOMsBAa KIHEHTA JajH
x)aybaTa € JOoImycTHMa 0e3 W3JIHMIITHO 3a0aBsHE
CJie]l HEWHOTO MOCTBIIBAHE.

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. Korato »an6a He oTroBaps Ha yCIOBHUATA 32
JIOITyCTUMOCT, IOCOYEHHU B 1. 4.2,
Jpy>XecTBOTO TMpeoCTaBs Ha KIUEHTa SICHO
0o0sICHEHHE 3a TPHYMHHTE djkambata 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. IloTBBpKIOEHHETO
x)aydaTa ChIbpKa OIIIE:

3a TII0JIy4YaBaHC Ha

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

8.3.1. UMeTO, CaMOJMYHOCTTAa M JaHHHUTE 3a
KOHTAKT, BKJIIOYUTEIIHO aJIpeC Ha EJIEKTPOHHA
moia u TesieoHeH HOMEp, Ha JIMIETO WIIH Ha
oTnena, o KOETO WA o KOUTO
Kajnbormogarenure — MoraT  Ja  OTIPaBsT
3alMTBAHUs, CBBP3aHHU C Kajabara uM;

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;

8.3.2. nataTa Ha mosyuyaBaHe Ha jkajnbara;

8.3.2. the date of receipt of the complaint;

8.3.3. uadopmarus 3a CpoOKOBETE, IPUIAraHU OT
JpyxecTBOTO chriiacHO wi. 12;

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

8.3.4. xonme ot »kaynbara, KOraro € IojaicHa
9pe3 eNeKTpoHEH GopmMyIsp.

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

9. PascjieaBaHe HA KaJI0H

9. Investigation of complaints

9.1. Ilpu nosyyaBaHe Ha JoONycTHMa 3kajba
HpyxecTBOTO, 0€3 HEHYKHO 3a0aBsiHE Clie]] KaTo
€ TOTBBPIWIO TOJNy4YaBaHETO Ha jkajbara,
IpereHsBa Janyd kajnbaTa € sCHA, IbIHA U
ChABpXKA IsIaTa HE00X0IMMa HHQPOPMAIIHS.

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 Jlpy>kecTBOTO 3aKJIIO4H, Y€ J1aJIcHA
JKayiba e HesCHAa WIM HENbIHA, TO M3HCKBA OT
KJIMEHTA BCSIKAKBA JOMBIHUTETHA HHPOpMAITHS,
HeoOxouMa 3a TMPaBUIIHOTO pasriiekIaHe Ha
xanbata. [[pykecTBOTO HSIMa MPaBO J1a U3UCKBA
OT KJIWeHTa uWHPOpMAIUs, KOSITO Bede
MpUTEXKaBa WIK KOSITO C€ M3MCKBA IO 3aKOH Jia
IPUTEKABA.

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 € IIBXKHO Ja C€ OmuTa Ja
cedepe W  pasmiena  IsUlaTa  OTHOCHMA
nH(popMalus OTHOCHO >kay0aTa, 3a J1a B3eMe
peleHue.

9.3. The Company shall seek to gather and
examine all relevant information regarding the
complaint in order to make a decision.

10. Pemnenus

10. Decisions

10.1. B cBoero pemieHne IO BcsKa Kajoa,
HpyxecTBOTO:!

- 3dacdra BCHYKH BBIIPOCH, IIOBAWIHATU B

JKanobara,

- [IOCOYBa MPUYMHUTE 3a pe3yiarara oT

pa3CiI€ABAHCTO;

- BKJIIOYBa HH(pOpMalusg 3a pesyirata OT

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




xanbara W BB3MOXHUTE CpelICTBa 3a

the outcome is not satisfactory for the

3amuUTa, aKo ~ TO3W  pe3ysiTaT  He complainant.

YOBIIETBOPSIBA KAIOOIIOAATETIS.
10.2. XKanbure, B xouto ce wmznarar cxoanu | 10.2. Complaints presenting similar
0o0CTOSsITENICTBA, ClE€ABAa Oa BOOAT a0 cxomuu | circumstances shall result in consistent

pemienusa. OTKIOHEHUE OT Beue B3ETO PElIEeHUE
€ BB3MOXHO caMo ako JIpyxkecTBoTo € B
CbCTOSIHUE  J]a  TperocTaBH  OOEKTHBHA
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. KnnueHTHT OKMBa yBEJIOMEH 3a PEILICHUETO 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. Koraro B U3KIIOUUTENHH CiIy4au
pELIeHHEeTOo N0 ajJieHa kajlda He MOXKe /1a Obae
U3aJ€H0O B TOPEHNOCOYEHUTE  CPOKOBE,

JpyxkecTBOTO yBeOMsIBA KJIMEHTA 0€3 U3IUIITHO
3a0aBsHE 3a NPUYMHUTE 3a TOBa 3a0aBsHE U
mocoyBa Jarara, Ha KOATO CE€ OYakBa
PEILICHUETO.

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.

10.5. Koraro pemennero Ha [[pyXecTBOTO He
yIOBJETBOPSIBA MCKAHETO Ha KIMEHTa WM TO
YAOBIIETBOPSIBA CAMO YaCTUYHO, J[pyKecTBOTO:

- SCHO H3JlJara MOTHBHTEC 3a CBOCTO

perieHue;

- BKJIIOYBA HWHQOpMAIUS 32 HAUTUYHUTE

CpcAcCTBa 3a IIpaBHA 3allnTa.

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 on available

remedies.

11. Pe3yaTaT u cpeacTBa 3a NpaBHa 3a10UTa

11. Outcomes and Remedies

11.1.  [JpyxecTBoTO  yBeOOMsiBa  KJIHEHTa
OTHOCHO U3XOJa Ha Tpoueaypara upes3
pemenuero cu o wi. 10. Jonmycrumure xandu
MOTarT Jia BKIIIOYBAT CIECTHUTE PE3YIITaTH:

- [poOJeMBT € pa3pelieH B paMKHUTE Ha

npoucaypara 3a pas3rieixJaHe Ha )KaJ'I6I/I;

- OTIpaBEeHH ca  TPEHnopBKH IO

M3npaHuTEIHUS AUPEKTOD;

- MNpeUIOKeHH Cca KOPHUTHpAIld W/WiIn

CMeKJYaBallly JeHCTBHS;

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 mitigation actions

suggested;




- HE CE M3MCKBAT MOBEUE JCHCTBUSI;

- OPpETCHUOHUUTE Ca OTXBBPJICHU.

- No further action required;

- Allegations dismissed.

11.2. B pemienusi, KOUTO U3ISIO UIM YACTUYHO
HE YJOBJIETBOPSIBAT MCKAHUSATA Ha KIIHMEHTA,
KJIMEHTHT MOKE J1a C€ BH3IOJ3BAa OT CIECTHUTE
CpEeJICTBA 3a IpaBHA 3allUTa:

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 >xamba go Komwucusita 3a
(¢unancoB Ham3op Ha PemyOnmka bwarapus B
CHOTBETCTBHE C 4WJl. 25 OT 3aKOHa 32 Ma3apuTe Ha
KPUIITOAKTUBH:

JlaHHM 3a KOHTAKT B CIy4Yail HA HaApyIICHUs HA
MPUIIOKUMOTO TIPABO:

Nwmeiin: 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 BB3MIOJI3Ba OT BH3MOKHOCTHUTE 3a
paspelniaBaHe Ha CIIOPOBE, TOCOYEHHU B IOTOBOpa
c HpyxecTBOTO, BKJIFOUUTEITHO ype3
npesBSIBaHE Ha UCK MPE]l KOMIETEHTHUS 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. Cpokose

12. Timeframe

12.1. Besixka mponenypa Io pasriiekaHe Ha
KanOu ce MPUIbpPHkKa KbM CIIEHUTE CPOKOBE:

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

12.1.1. mnoTBBbpXkJAEHHE 3a MOJy4yaBaHE Ha
xKambara: HE TO-KbCHO oOT 24 wyaca OT
M0JIy4aBaHe Ha )kajbara

12.1.1. acknowledging receipt of the complaint
to the client: no later than 24 hours from the
receipt of the complaint.

12.1.2. W3VCKBAaHE Ha JIOITBJIHUTEITHA
nHpopMalusg OT KIHEHTa, KOrato ToBa €
MOAXOMSAIIO: HE TO-KbCHO OT 3 (Tpu) pabOTHH
JTHU OT MOTBBPKIECHUETO 32 MOJTyuyaBaHe

12.1.2. requesting additional information from
the client, where appropriate: no later than three
(3) business days from the acknowledgement of
receipt.

12.1.3. pascmenBane Ha  kanbara: 14
(ueTupuHageceT) MAHM OT TOJy4yaBaHE Ha
OKOMIUIEKTOBAaHA Xayi0a

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

12.1.4. yBenmoMsiBaHE Ha KJIHMEHTa 3a B3ETOTO
pelIeHne 1o kandara: He MO-KbCHO OT 2 (1Ba)
Mecella OT jJarara, Ha Kosto [[pyxecTBoTo €
HOJTYYHJIIO Kabara.

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. Perucrpupane Ha xajJ0u U BOJeHe Ha
PerucTbp Ha KajaduTe

13. Registering complaints
records of complaints

and Kkeeping




13.1. Besika xanba ce peructpupa B OTHENCH
PETHCTBP 3a€HO ChC CIIEAHATa HHPOPMALIHS:

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

13.1.1. unenTrduKanys Ha KIMEHTA;

13.1.1. Identification of the client

13.1.2. npeamer Ha xanbara;

13.1.2. Subject matter of the complaint

13.1.3. naTa Ha moy4YaBaHe Ha JKanOaTa;

13.1.3. Date of receipt of the complaint

13.14. wm3uckano u e  [pyxxecTBOTO
JOMTBIHUTETHA UH(OpPMAIMs U aKo J1a — Kora,
KaKTO ¥ Kora e Ouia MoJy4eHa;

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

13.1.5. nara Ha peleHrneTo 3a A0MyCTUMOCT Ha
kambata M, B ciaydail dye jxanbata e Ouna

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

HeJOoMyCTHMa, JaTa Ha yBeaomienue 1o | client in case of decision that the complaint is
KJIUCHTA; inadmissible

13.1.6. pascnenBane — BumoBe jaedctBus u | 13.1.6. Investigation — types of actions and
pe3ynTaTy; results

13.1.7. pemenue 1o xajmbaTa W Jara Ha
MIPUEMAHETO MY,

13.1.7. Decision on the complaint and date of
issuance

13.1.8. mara Ha yBeOOMJIEHHE [0 KIIMEHTa 3a
peIIeHUETO.

13.1.8. Date of notification of the client for the
decision

13.2. JIpy>XeCTBOTO ChXpaHsIBa BCHYKH KajnOu
3aeqHO ¢ AokyMeHTtuTe mo wi. 13.1.4, 13.1.5,
13.1.6 w 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. IIPOLOEAYPH, OCUI'YPABALIU
HOCJVIEAOBATEJIHOCT HA
PA3IVIEXKJAHETO HA 7KAJIBUA

IV. PROCEDURES TO ENSURE
CONSISTENT COMPLAINTS-HANDLING

14. AHaM3 Ha poUeAypHUTe N0 pa3rjieKIaHe
HA KaJI0u

14.  Analysis  of
procedures

complaint-handling

14.1. C e Ha 6bJ1€ OCUTYPEHO MOCIEI0BATEIIHO

pasmiiexaaHe Ha oKanOu  OTroBapsAllo Ha
NPWIOKUMOTO TpaBo, Ta3W TMpoleaypa H
MPEeIXOJHU pEeUIeHHs] 10 CXOAHMU Ciydyaw,

JpyXecTBOTO 1e aHaTu3Mpa BEIHBK Ha BCEKH
HiecT Mecella JJaHHUTE 3a pasriiekJaHeTo Ha
XKaJOu, BKIIOUUTEITHO:

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 BpemMe 3a 00paboTka, 3a
pasrIeKIaHUTE MPEAXOIHH 6 Mecela, 3a BesKa
CTBIIKA OT MpOIeaypaTa MO pas3ricKIaHe Ha
xKayow, BKJIFOYUTEITHO BpEMETO 3a
TIOTBBPIKAaBaHe, Pa3CieBaHE H OT OTTOBOP;

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. OposAr Ha >kanOWTe, TOIYYEHHU TIpe3
pasriaexkaaHuTe MPEAXOoaHu 6 Mecena, u OposT
Ha jxajgoure, mpu Kouto JIpyKeCTBOTO HE €

14.1.2. the number of complaints received, for
the previous 6 months under consideration, and
the number of complaints where the Company




CHa3mio MaKCHMaJIHHUTE CPOKOBE, YPEACHH 3a
BCSIKA CTBIIKA OT IIPOLEAYpaATa;

did not comply with the maximum time limits set
out for each step of the procedure;

14.1.3. kareropuuTe Ha TEMUTE, JO KOUTO C€
OTHACHT JKaJIOHUTE;

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

14.1.4. pe3ynratu OT pascieIBaHUATA.

14.1.4. outcomes of investigations.

14.2. [pyXecTBOTO CBUIO Taka OTYHTA
pa3IUKUTE MEXIY OTICIHHUTE aHaIW3UpaHU
HNEPUOIH.

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

14.3. Bb3 ocHoBa Ha aHanu3za JlpyKecTBOTO
OpearpueMa IPOMEHH B IOJUTUKUTE U
MIPOLIEYPUTE CH C LIEJ Ha ETMMHUHHpPA IPAKTHKH,
KOUTO BOJAT JI0 KaJOHU 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. Axko aHanu3bT HAa JaHHUTE IOKa3Ba
HeeEKTUBHOCT, HpyxxecTBOTO ype3
PvkoBomuren  ChoTBEeTCTBHE — TpeaIipreMa
ChOTBETHH MEpPKH, 3a Jila OTCTPaHH Ta3u
Hee()KTHUBHOCT M JIa TIPEIOTBPATH MOBTAPSHETO
M.

14.4. If 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. Ilpu BB3HWKBaHE Ha TIpoOJIEMU B
CIECTBME HA HETOYHO [MpHJIaraHe Ha
CHILIECTBYBAIIM MOJUTUKU U  TPOLEAYPH,
JpyXecTBOTO  OpraHuzupa  HEOOXOJUMHTE
oOydeHHsT Ha CHYKUTEIM U CBHII0 Taka
npeanpueMa JUCHUIINIMHAPHW MCPKH, 3a [a
HOZ[O6pI/I CBbOTBETCTBUECTO C TE3U IIOJIUTHUKH H
IpOLEAYPH.

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, OTIrOBOPHUA
CITA3BAHETO HA TA3U ITIOJIMTUKA

3A

V. PERSONS RESPONSIBLE
COMPLIANCE WITH THIS POLICY

FOR

15. Mznbanutenen pupexkrop — InaBen
H3IbJIHUTEICH aupexkTop/OnepaTuBeH
AUPEKTOP

15. Executive Director - CEOQO/COQO

15.1. U30bIHUTETHUAT JUPEKTOP € OTTOBOPEH
3a BBBEKAAHETO M CIA3BAHETO HAa HACTOsILATa
HOJIUTHUKA.

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

15.2. U30bIHUTETHUAT TUPEKTOP € OTFOBOPEH
3a HajJ30pa 3a MPAaBUIHOTO MPUJIAraHe Ha Ta3H
MOJIUTHKA.

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

15.3. VBOBJIHUTETHUAT TUPEKTOP € OTTOBOPEH

15.3. The Executive Director is responsible for




3a OLEHKaTa W TEPUOJUYHHUS TIperiie]] Ha
e(PeKTUBHOCTTA HA BBHBEJCHUTE TOJIUTHKH U
IpOLEAYPH.

the
and

assessing and periodically reviewing
effectiveness of policy arrangements
procedures put in place.

15.4. VI3UBJIHUTENHUAT  JTUPEKTOP
3aJIbJKUTEIHN UHCTPYKLUU
IIPUJIAraHeTo Ha Ta3M MOJUTHKA.

ns3aaBa
OTHOCHO

15.4. The Executive Director issues mandatory
instructions concerning the application of the
current Policy.

15.5. MBOBAHUTETHUAT IUPEKTOP MOXKE Ja
W3KMCKBa MH(pOpMaIus U pedepeHIInd OTHOCHO
U3IBJIHEHUETO Ha IMOPBYKH OT HMMETO Ha
KJIIMECHTH.

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

15.6. V30bIHUTETHUAT AUPEKTOP OpPraHU3Upa
NEPUOIMYHU U U3BBHPEIHU 00yUEHUS U TECTOBE
BbB BPb3Ka C IIPUJIaraHeTo Ha Ta3u MOJUTHKA.

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

15.7. V3ObIHUTETHUAT AUPEKTOP MOXKE Ja
NpeanpueMa BCAKAaKBA JPYyrH MEPKH, 3a Ja
OCHUT'YPH CIIa3BAHETO Ha Ta3H MpoLeaypa.

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

15.8. U30bIHUTEHUAT JUPEKTOP UMa MPABO Aa
rojlyyaBa JOKJIaAXM OT BCHYKM JIpYTH
OTTOBOPHM JIMIIa B CBOTBETCTBUE C Ta3H
npoueaypa M MOXE JMYHO Ja MpoBepsBa
ONEPALMUTE U PETUCTHPA Ha MO3UIUUTE MO Ta3H
IIOJIUTHKA.

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. U30bIHUTENHUAT OUPEKTOP OTroBaps 3a
KOOpAMHAIMATa MEXIY BCHYKH JIMIA, KOWTO
MMaT 33bJDKEHHSI ChITIACHO Ta3H MpOoLEaypa.

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 mpuiiaraHe Ha HaCTOsIIATa
npouenypara,  VI3OBJIHUTEIHUAT — JTUPEKTOP
OCHTYpsiBa Ha3HAYaBAaHETO Ha IEPCOHAT ChC
3HaHUA, YMCHUA u CKCIICPTCH OITHUT,
HEOOXO/JMMU 32 HM3ITBJIHCHUE Ha BH3JIOKCHUTE
MY 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. VBObAHUTETHUST TUPEKTOP OCUTYpPsSiBA
OTJIEISIHETO Ha TOJXOMSIINA OpraHU3alMOHHU
pecypcH 3a yIpaBlIEHHETO Ha JKaOu.

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

16. Otrosopunk Exum 3a o0ciaykBaHe Ha
KJIMEHTH

16. Customer Support Team Lead

16.1. OtroBopauk Exum 3a oOcmykBaHe Ha
KJIMEHTH OTroBapsi 3a TOBa CIy)KUTEIUTE OT
Exurn 3a o0city’xBaHe Ha KJIIMEHTU (OTHOCUMMUTE
JWIa, KOUTO OTroBapsAT 3a NpuiaraHe Ha
MporieaypaTa o pasriekaaHe Ha jkajlou) 1a ca
no0pe 3aro3HaTH U ca MOJIXOIAN0 00yUYeHHU IO
OTHOIIICHHE TMPUJIATaHETO Ha MPOUEAYPHUTE IO

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.




pasriexaaHe Ha Kajaou.

16.2. OtroBopauk Exum 3a oOcmyxBaHe Ha
KJIMEHTH OTroBaps 3a TOBa >KalOWTE aa Obaar
00paboOTeHH OT CIYXKHUTEIH, KOUTO HsIMAT
KOH(MJIUKT HA UHTEPECH.

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

16.3. OtroBopuuk Ekun 3a oOcmyxBaHe Ha
KIIMEHTH 3a MOAJPBKKA OpraHu3upa
NEPUOANYHU U U3BBHPEIHU 00YUCHHSI U TECTOBE
BBB BpB3Ka C MPUIAraHETO HA Ta3M MOJIUTUKA —
B KOOpAHHALMS B V3bIHUTETHUS JUPEKTOP.

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 Exum 3a o0cimyxBaHe Ha
KJIMEHTU MMa JIOCTHII JI0 Isu1aTa MHQpopmanus,
Kacaella CKJIIOYBAHETO M M3II'BJIHEHUETO Ha
JIOTOBOPH € KJIMEHTH 3a LIEIUTE HA YIIPaKHIBaHE
Ha (YHKIMSTA My CHIVIACHO Ta3H MOJIMUTHKA.

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. OtroBopuuk Exun 3a ob6cmyxBaHe Ha
KIIMECHTHU JOKJIaaBa JAUPEKTHO Ha
W30baHATENTHUS JUPEKTOp 3a NPHIAraHeTo U
e(eKTUBHOCTTA Ha MOJUTHKATA 32 pa3rieikKaaHe
Ha OKanOW, BKJIIOYHTEIHO MO OTHOLICHHUE
JaHHWTE, IOCOYCHHU B WI. 14 OT Ta3M MONUTHKA.

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. OtroBopHuk Exum 3a o0cmykBaHe Ha
KJINEHTH OCHUTypsiBa CBOEBPEMEHHOTO
IpeJoCTaBsHe HAa  BCHYKM  HEOOXOIUMHU
TEXHUYECKU JaHHU, PETUCTPALIMOHHM (ailioBe
U pe3yJITaTu OT pa3ciie/lBaHuATa Ha MEeHUIKbp
110 CbOTBETCTBHE, 3a J1a C€ YJIECHU U3TOTBSIHETO
Ha OKOHYATEIIHOTO PELICHHUE.

16.6. The Customer Support Team Lead
ensures the timely provision of all necessary
technical data, logs, and investigation results to
the Compliance Manager to facilitate the
drafting of the final decision.

17. PbkoBoauTes Ha oTae]d ,,ChLoTBeTCTBHE

17. Compliance Manager

17.1. MeHuIXbp MO ChOTBETCTBHE € OCHOBHUST
coOCTBEHHK Ha Ipoiieca Ha 00paboTKa Ha Kajnou
W yOpaBisBa  BXOAsIIaTa  Momla  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. MeHuKbp MO CHOTBETCTBUE IMOJIy4YaBa
KOHCTaTallMUTE OT TEXHUYECKOTO PA3CIECABAHE
OT eKHIIa 32 00CTy’KBaHEe HAa KIMECHTHU, BATHIUPA
M COPSAMO NPWIOKHMUTE 3aKOHM W M3J]1aBa
OKOHYATEIIHOTO  O(HIMATHO  peIIeHHue Ha
Kimenra.

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 CHOTBETCTBUE TapaHTHUPA,
9Ye OKOHYATCITHHUAT OTrOBOP € IPEIOCTaBCH B
paMKUTE Ha CpOKOBETE, YCTAaHOBEHH B
Hacrosinata [lonutuka.

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