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What Customers Need To Have In Place To Deal With Complaints

It is good practice for any premises we supply a machine to, with a permit or
automatic entitlement, to have a written procedure for handling customer
complaints and disputes regarding the use of gaming machines.

Customers involved in any dispute should be provided with the following:
1. Appointed person to contact
2. A copy of your complaint procedure

However, if you have a complaint about SX Leisure’s equipment and it has been
unable to be rectified at the venue, then please let us know about it.

1. We handle all complaints confidentially.

2. Please include detailed information, independent witnesses, and other
relevant facts to help our investigation.

3. Submit complaints immediately if you are unhappy with the outcome.

Complaints to - Guy Weller, SX Leisure, 21 Eastway's, Witham, Essex CM8 3YQ

1. SX Leisure will acknowledge receipt of your complaint within 5 working days.
2. SX Leisure will investigate and provide a full explanation of what we have done
within 8 weeks of receiving a complaint.
a. Ifthe investigation can't be resolved within 8 weeks, we will explain why
and give a date by which a full response can be expected.
b. All complaints, that we deal with will be dealt with confidentially
c. Should the complaint not be resolved between us we will provide a
‘deadlock’ or final outcome letter that you may need if the complaint
goes to Alternative Dispute Resolution (ADR)
d. If you are not satisfied with our response. We will also supply the ADR
information.

If you are still not satisfied with our response to the complaint, you may consider
contacting the ADR entity this company is registered with requesting that the
matter be reviewed, and submitting all previous correspondence relating to your
complaint, including the ‘deadlock’ letter referred to above.

The ADR entity will acknowledge receipt of your correspondence without undue
delay and, after review, inform you of its findings and recommmendation usually
within a maximum of 90 days. The review process is thorough and based upon
the information that both parties and other independent sources provide.



