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1 BACKGROUND

As a payment service provider and as crowdfunding service provider, Kameo is obliged to keep a routine
for how it handles complaints which it may receive from its customers, cf the Swedish Payment Services
Act 2010:751 (“Lag om Betaltjéinster”), the Swedish FSA’s regulations for payment institutes ad registered
payment service providers (“FFFS 2010:3'), and the Swedish FSA's regulation regarding payment service
providers' business (“FFFS2018:4'). Similar obligations follow from the Norwegian FSA's regulation 4/2019
(“Retningslinjer for klagebehandling i bank-, finans-, forsikrings- og verdipapirverksemd”, the “Norwegian
regulation”’). A payment service provider shall maintain appropriate and effective routines to handle and
reply to its customers’ complaints in accordance with applicable law.

Further, the EU Regulation 2020/1503 of 7 October 2020 regarding European providers of crowdfunding
services to businesses (‘ECSPR") art 7 requires that European crowdfunding service providers shall maintain
effective and transparent procedures for prompt, fair and consistent handling of complaints received from
its clients.

The Swedish FSA’s regulation regarding handling of complaints about financial services to consumers (“FFFS
2002:23'), the Norwegian regulation and the RTS ESMA 35/42/1183 contains regulation of the procedures
for complaints handling. The goal for these procedures is to have an effective complaint handling system
and give customers the opportunity to address their interests.

Effective complaint management allows the company to identify areas for improvement in the service and
take preventive measures to avoid the recurrence of the causes of complaints as much as possible.

This instruction shall secure :-

e that Kameo keeps effective and transparent procedures for immediate, fair and consistent handling
of complaints from its customers: and

e that Kameo's customers experience a simple, accessible and user-friendly way to file complaints
regarding Kameo’s products or services;

e that any such complaints are handled duly and in due time; and

e that Kameo complies with its obligation to: keep a procedure for its handling of complaints; to point
out a person responsible for the Company’s handling of complaints; and to provide guidance to
customers who want to file a complaint; as required by law.

2 COMPLAINTS MANAGER

Through this instruction, the General Counsel is appointed as Kameo’s Complaints Manager
(Sw.: klagomdlsansvarig). It is the Complaints Manager's responsibility to procure that complaints are
handled in accordance with this instruction.

3 INFORMATION AND GUIDANCE

31 Information on digital trading surfaces

Information about the Company’s Complaints Manager and how customers can file a complaint shall be
easily available on all digital trading surfaces that the Company has made available for its customers’ use of
payment and crowdfunding services, including the Company’s webpage and any app which the Company
may launch. The information shall be clear, understandable and up-to-date.

The description of the routines shall include at least the following:
(i) The conditions for the acceptability of complaints;

(ii) That complaints are submitted and handled free of charge;



(iii) A detailed description of how complaints should be submitted, including
a. The possibility to use the standard template for complaints;
b. The type of information and evidence which should be provided by the complainant;

c. The identity and contact details of the person or department to which complaints should
be directed;

d. How the complaints shall be filed; and

e. The standard template for complaints.
The information and template shall be available in all languages where Kameo markets its services.
Currently this information can be found via the footer:

- https://www.kameo.se/Om-tjaensten/Kundservice

- https://www.kameo.no/Om-tjenesten/Kundeservice

- https://www.kameo.dk/Om-tjenesten/Kundeservice

3.2 Guidance

Complaints received should initially be handled by the person having direct contact with the customer. In
most cases, any uncertainties or dissatisfactions can be addressed at an early stage without involving
customer service or the Complaints Manager. The person handling a complaint should assess in each case
whether the matter requires the involvement of additional specialist expertise.

If a communication appears to be a complaint, the customer shall be encouraged to explain what the
complaint regards in some detail, and what claim he or she is making in connection with the complaint. The
person receiving the complaint shall pursue the matter in order to clarify whether the customer wishes to
file a formal complaint or whether the case can be solves amicably. If the customer wishes to file a formal
complaint, he or she shall be encouraged to send a written complaint to the Complaints Manager.

If the customer does not file such written complaint but maintains his or her wish to file a formal complaint,
the receiver of the complaint shall report the complaint to the Complaint Manager in his or her own words.

3.3 Filing Complaints shall be free of cost

It shall always be free of any charge and liability to file a Complaint against Kameo, as also is required by
the ECSPR art. 7 no. 2.

4 HANDLING OF COMPLAINTS

4.1 General

The Complaint Manager shall ensure that every relevant employee who may handle customer contact has
access to concise and understandable written information about procedures for handling incoming
complaints. Additionally, information about the complaints handling process shall be included in the
Company'’s general terms and conditions.

4.2 Definition and application

The following point 4.3 - 4.7 shall apply to all “Complaints”.

“Complaint” means in this connection any correspondence, request, email, call, notification or other form
of written or oral complaint, either:

(i) addressed to the Complaints Manager and appearing in title or otherwise as a “Complaint”;
or
(ii) sent or directed to Kameo and then treated by a Complaints Manager as such; or

(iii) sent in the form of the standardized ECSPR complaints form;



and which is filed by a customer, acting as such, expressing unsatisfaction with the service or product
delivered by Kameo. If the recipient of the correspondence is in doubt of whether it shall be treated as a
Complaint, the Complaints Manager shall be consulted.

4.3 Confirmation of receipt to customer

All complaints shall be treated in accordance with this Routine and in due time. Unless extra-ordinary
circumstances, the customer shall receive reply within 3 business days after receipt that we have received
the communication, confirming:

- That we are treating it as a complaint in accordance with our routines; and

- The contact details of the person or department to whom queries linked to the complaint may be
addressed, including email address and telephone number, and

- Anindicative time frame within which a decision on the complaint may be expected.

All communication with the customer shall be in a clear language, and always in the language spoken in the
jurisdiction where the Kameo office receiving the Complaint is operating. The customer shall be met
respectfully and professionally, also when the Company’s opinion is that the complaint is ill-founded.

In addition to the confirmation the customer shall receive information about how the complaint will be
treated, including Kameo’s assessment of when the customer can expect the complaint to be answered.

44 Registration in internal register

To comply with the Directive 2015/2366 (PSD2) section 99 and the ECSPR art 7 and local requirements to
the form of complaints reporting, all Complaints shall be registered in a particular document, listing the
following:

(i) Date of receipt

(ii) The identity of the customer

(iii) Short description of what the complaint regards
(iv) Date of reply

(v)  Whether the complaint/matter has been solved and whether it is being followed up, eventually by
whom and how.

The current complaints overview is stored at:

G:\Delte disker\Kameo\02. Compliance\05. Complaints\Rapportering.

4.5 Form of communication

Kameo is obliged to accept correspondence in paper form if a Complaint is filed and the customer requests
this form of communication, cf ESMA’s standards for complaints under the ECSPR.

4.6 Assessment of Complaint

Based on the information provided by the customer and, if relevant, Kameo's own investigation of the
matter, the Complaints Manager shall consider:

(i) whether the Complaint is clear, complete and includes all evidence and information
necessary to handle it, and whether other information shall be gathered in order to make a
complete and objective assessment of the Complaint;

(ii) whether external assistance should be requested in connection with the Complaint or the
circumstances addressed in the Complaint;

(iii) whether Kameo has handled other Complaints presenting similar circumstances, and take
the result of those Complaints into account, for the purpose of consistency and fairness;

(iv) whether the Complaint should lead to approval of new routines, education of employees



or other administrative measures; and

(v) whether the Complaint contains information which may have legal consequences for any
employee.

Kameo has developed a template for assessment of Complaints to secure compliance with the various
elements of this instruction. The template is available on the target below, and is also attached to this
instruction as Annex 1:

G:\Delte disker\Kameo\02. Compliance\05. Complaints.

If forwarded to the complaining person as reasoning for Kameo's decision, the assessment shall be signed
by the Complaints Manager and the document shall only be forwarded in pdf. Make sure that any screen
shots used for documentation is free of any personal data.

4.7 Decision and communication of decision

Kameo shall make sure that all points raised in the Complaint are addressed in its decision.

The customer shall receive a reply to whether the Compliant is admissible or not no later than 10 working
days after the Complaint was received. Special consideration should be given to the customer's interest in
a prompt response to secure evidence or take financial actions related to the complaint. If no response can
be provided within 10 days, the complainant should be informed within this time about the progress of the
handling, the reason for the delay, and when a decision can be expected. A response should, in such cases,
be provided no later than 35 banking days after the complaint was received.

If the decision deviates from decisions in other complaints regarding similar circumstances, it shall be
explained why Kameo in this matter has taken a different approach.

If the Complaint is rejected, the customer shall receive a reasoning in writing. The customer shall be
informed of their remaining options. The decision shall be registered in the internal registry for complaints
mentioned in 4.3.

If relevant for the particular complaint, Kameo shall inform the customer that he or she can file the complaint
with the relevant national complaints authority if the customer is not satisfied with the answer received
from Kameo. If the Complaint regards Kameo’s payment services and the person making the Compliant is a
consumer, the relevant authorities are as follows:

- Sweden: Allmédnna reklamationsndmnden
- Norway: Finansklagenemnda
- Denmark: Det finansielle ankenaevn.

If the person filing the Complaint is a consumer and the Complaint does not relate to Kameo’s payment
service, the relevant authorities are:
- Sweden: Allmdnna reklamationsndmnden
or, if the Complaint regards Kameo's marketing: Konsumentverket
- Norway: Forbrukertilsynet
- Denmark: Forbrugerklagenaevnet,
or if the Complaint regards Kameo's marketing: Forbrugerombudmanden

The available national complaints authorities may be limited to complaints (i) from consumers and (ii)
particular services provided by Kameo, such as payment services, and (iii) be subject to threshold amounts.
The information about these services should be reasonably specified on Kameo's webpage.

5. DOCUMENTATION AND REPORTING

5.1 Documentation and name policy

All Complaints and communication with customers related to Complaints shall be kept for documentation



purposes and be stored in due manner. Currently these documents are stored here, divided into each year
the complaint is received:

G:\Delte disker\Kameo\02. Compliance\05. Complaints.

For each new Complaint, the recipient of the Complaint shall create a new subfolder under the relevant
year. The subfolder shall contain the communication Kameo has had with the person filing the Complaint
as far as it regards the Complaint. The subfolder shall be named as follows:

[year of receipt]-[letter D - S - N describing country receiving the complaint]-[number describing the
amount of complaints received by that country during the relevant year]

Ex: 2021-S-3 (third complaint received in Sweden in 2021)
2022-N-1 (first complaint received in Norway in 2022)

If the Complaint was received orally, the recipient of the Complaint shall give a short description of the
Complaint in writing and store it in the said folder. The complaintant shall be asked to confirm the content
of the written explanation before the Complaint is handled in accordance with this instruction.

The time frame for retaining documentation of Complaints is regulated by Section 10 of FFFS 2002:23 and
the General Data Protection Regulation (GDPR).

The Complaints Manager is responsible for making sure that documentation of a Complaint is stored in
accordance with this instruction.
5.2 Statistics and control

The Company shall, at all times, be able to document how many Complaints which the Complaints Manager
hasv assessed. Complaints shall therefore be registered on a current basis in the following matrix:

Received Partl Full
Complaints M Y Rejected
successful successful

per year
Marketing
Payments
Costs
Misc.

Total number of Complaints

53 Reporting to BoD and the Financial Supervisory Authorities

If the customer maintains the Complaint after Kameo has replied in writing, the BoD of Kameo ApS shall
be informed. The quarterly compliance update to the BoD shall include the status of complaints. The report
shall include the date, a description of the grounds for the complaint, actions taken in handling the
complaint, and the extent to which each complaint has led to a corrective action by the company.

The Complaints Manager is responsible for any filing of complaints statistics:
(i) Per 31 January in Norway:

(ii) In Denmark the situation in not clarified, but reporting duties are expected:
https://www.finanstilsynet.dk/Ansoeg-og-Indberet/Indberetning-for-finansielle-



virksomheder/System/AKLA; and
(iii) Per the date of the latest update of this Routine, there is no reporting duty for Complaints
in Sweden.

6. FOLLOW-UP

The Complaints Manager shall ensure that the Company follows up on the complaints in a manner that
prevents any potential mistakes from recurring and that the Company otherwise benefits from the
experiences gained through the raised Complaints.

7. EDUCATION
The Complaints Manager shall ensure that all relevant employees have access to these instructions.

The Complaints Manager is responsible for ensuring that all relevant employees receive appropriate training
in complaint handling. The training should be conducted through the compliance function. The compliance
function shall document all meeting minutes, written reports, control documentation, etc., generated within
the scope of the assignment.

8. UPDATES

The Compliants Manager shall periodically, at least annually, review and, if necessary, update this
instruction, and shall procure that this instruction is kept up to date in respect of any regulatory changes
or organisational changes, and to inform all employees about the routine.





