@ iilie Loy 9

mcsune LAKHOO'S EXCHANGE

Charter of Consumer Rights and Responsibilities and

Terms & Conditions

Financial Consumer Protection Regulatory Framework

ST 00'S EXCHANGE

Laxmidas Tharia Ved (Exchange) Co. LLC P'Nt' il L) oS g Lyl ilaaguate IS
P.O Box 1418, RUWI, Postal code 112, Sultanate of Oman

3
-
< 1AL b
Cadl- .
S P.O.Box 1418 Rimd <
%, Postsl Code 112 ~
ﬂ.’-‘ Sultanate of Oman <f

1|Page




sl Log 4
acuce LAKHOO'S EXCHANGE

1. Introduction

At Laxmidas Tharia Ved Exchange Co. LLC, we encourage a culture of treating customers fairly and
are committed to complying with the Financial Consumer Protection Regulatory Framework
issued by the Central Bank of Oman (CBO).

The following aspects the key principles of this Charter: -
e Excellence -
e Accountability —

e Fairness —
e Privacy and Confidentiality —
e Reliability —

e Transparency
2. Laxmidas Tharia Ved Exchange Co. LLC Commitments
By this Charter, LTVED Exchange is committed to adhere to the following:

e Consistency in delivering a high level of service to our customers across all consumer’s
touch points.

e Our offered products and services will comply with laws and regulations and will take
responsibility for all action we take. We will be accountable to understand and identify
consumer requirements actively by hearing consumers’ feedback and responding to their
needs.

e Ensure the proper controls in place for fair and transparent dealings with consumers and
ensure that their complaints are resolved in a timely manner.

e Customers are provided clear information and are kept appropriately informed before,
during, and after the point of sale.

e Consumers account information will be treated as private and confidential and the LTVED
Exchange will ensure the safe and secure usage of consumer’s information.

e The LTVED exchange will ensure that features of provided services and products are as per
service standards and aim to exceed consumer’s expectations.

e The LTVED Exchange will provide its consumers with a clear, relevant and timely
information of all our service and products whenever needed.

3. Consumer’s Rights

The Rights of LTVED Exchange consumers is detailed below:

Right to Fair Treatment: To be served in a timely manner, with respect and profe
case of non-compliance observed on the above Charter, the Consumers can ¢
writing to customer.care@Itvedexch.com +968-72528886 & 24818853
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Right to suitability of products and services: To ensure that contracts or agreements are
transparent, easily understood and well communicated. The Product’s price, the associated risks,
the terms and conditions are well explained to consumers. The products are offered based on the
needs of the Consumer, post assessment of the Consumer’s financial circumstances and
understanding.

Transparency, Fair and Honest Dealing: Ensure openness and transparency in all dealings with
customers, including communicating terms and conditions (including any charges and risks)
clearly and upfront.

Right to privacy and protection of data: The LTVED Exchange will treat Consumer’s personal
information as private and confidential (even when the Consumer is no longer with us), and, as a
general rule, not disclose such information to any other individual/institutions.

Right to Grievance Redressals and Compensation: LTVED Exchange should endeavor to provide
clear and easy ways to raise any valid complaints against the LTVED Exchange for speedy
resolution. The LTVED Exchange ensures independence and impartiality, customer complaints are
managed and supervised directly by the Customer care Department.

Right to Customer Awareness: To be provided with disclosed products/services price with
associated risks, the terms and conditions that govern use over the products/service life cycle and
the responsibilities of the customer and the Exchange.

4. Consumer’s Responsibility

The LTVED Exchange ensure to provide the Consumers with hassle free and fair treatment, and
the responsibilities of consumers will be supported by on-going consumer education and
awareness programs. As a consumer you will have the following responsibilities:

e Be honest with the information you provided and update your information in a regular
basis: To always give full and accurate information when you are filling any documents.
Do not give false details or leave out important information and be responsible for KYC
related information.

e Carefully read all information provided by the Exchange: When applying for any
product/service, you should receive full details of the service or product. Make sure you
have access to the details of your obligations associated with the product/service,
understand them and comply with them

e Know how to make a complaint: You should be aware of how to complain and with the
mechanism of complaint handling in the exchange. Channels for consumer to address

complaints/feedbacks via Call, Email and Branches. e
e Use the product or service in line with the terms and conditions: You %bﬁ@ﬁg‘\
product or service, except in accordance with the terms and conditfgs’;_ss_ouated.-wit‘_ﬁ"s:\
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e Avoiding risk: Avoid to purchase a product or service without knowing the risks related to
that product/service and do not suit your financial situation. The financial products or
services may avail risks as it will be clearly explained in the Key Facts Statement

e Report unauthorized transactions: You should report immediately to the exchange any
unauthorized transactions discovered in your account.

e Do not disclose your information: Under no circumstances should you provide any bank
account details or other sensitive personal or financial information to any other party,
such as statement, cards and any other confidential information.

e Use your own mail address/Contact Number: Use your own mail or email address or
contact numbers when giving contact details to the exchange. Do not use other friends’
or relatives’ mail addresses/Contact Numbers which can expose your financial information
to others.

e Review all your documents: You should review all your documents before signing them
to ensure no errors are made in the account number or amount. Your signature is an
approval and agreement of the document content.

o Safekeeping of documents provided by the Exchange: You should keep all documents in
a safe place that are provided to you by the Exchange.

5. Dispute Resolution Mechanism

e The Company has put in place an effective and accessible dispute resolution mechanism to
consumers and addresses customers' complaints in transparent and time bound manner.

e As a part of effective complaint management, The Company Provides the following services to
the consumers as their rights

e Aconsumer can register a complaint over phone to any of the branches, offices or email or drop
a written application at the branches / offices.

o All consumers will be assisted in filing a complaint and will be provided information about the
process of complaint management and the recourse of the complaints.

e All consumers will be provided with acknowledgement of the complaint along with the full
contact details of customer support department.

6. Complaint Resolution Timeline

Sr. No | Escalation Matrix Timelines

1 Branch Manager Staff in charge Acknowledgement-same day. Processing maximum 2
working days else escalate.

2 HO Operations/Dealings Processing maximum 3-5 working days else escalate
3 Final Authority General Manager | 5 working days based on the complexity of the
complaint ,f"i, " f:.::-._d
Resolution //{» A \
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¢ Investigation of the cause
e Resolution of the complaint
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7. Terms And Conditions

Customer Consents & Declarations

These consents & declarations set out the terms and conditions governing the collection, use,
storage, sharing, and protection of your personal data by Laxmidas Tharia Ved Exchange Co. LLC,
P.O. Box: 1418, P.C. 112, Ruwi, Muscat, Sultanate of Oman (Commercial Registration No.:
1194135), when you register for, access, or use our mobile payment, remittance, and related
digital financial services, including electronic Know Your Customer (“eKYC”) processes.

Consent for Collection and Use of Personal Data

| hereby authorize and consent to Laxmidas Tharia Ved Exch Co. LLC, a company licensed in the
Sultanate of Oman, to collect, use, verify, store, and retain my personal data, including official
identification documents, photograph, and facial image (selfie / biometric data), for the purposes
of:

e Customer identification and verification (eKYC);

e Compliance with Anti-Money Laundering and Counter-Terrorist Financing (AML/CFT)
laws, regulations, and directives issued by the Central Bank of Oman and other
competent authorities;

e Prevention, detection, and investigation of fraud, financial crime, and unauthorized
transactions;

e Account security and recovery.
Processing of Personal Data

| consent to the processing of my personal data, including identification, contact, employment,
financial, transactional, technical, and usage data, to the extent necessary for:

e Opening, operating, and maintaining my account

e Execution of payment, remittance, and related financial transactions

e Customer support, complaint handling, and service administration

e Security and fraud prevention

e Internal risk management, audit, and compliance with applicable laws and regulations.
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Sharing of Personal Data
| consent to the sharing of my personal data with:

e Banks, correspondent banks, payment networks, clearing systems, and beneficiaries
involved in my transactions

e Third-party service providers engaged for identity verification, AML screening, IT systems,
cybersecurity, and operational support, strictly on a need-to-know basis and subject to
confidentiality and data protection obligations

e Regulators, courts, or government authorities where required by law

e Successor entities in case of merger, acquisition, or sale of business.

Regulatory and Legal Disclosure

| acknowledge and consent that Laxmidas Tharia Ved Exchange Co. LLC may disclose my personal
data, without further notice, to:

e The Central Bank of Oman and other regulatory or supervisory authorities
e Law enforcement agencies, courts, or government bodies
e Auditors and compliance reviewers

Where such disclosure is required or permitted under applicable laws, regulations, directives, or
lawful requests.

Cross-Border Data Processing

| acknowledge and consent that my personal data may be processed or stored outside the
Sultanate of Oman, where required for operational, technological, or compliance purposes,
provided that

e Such processing is conducted in accordance with applicable laws; and
e Appropriate contractual and security safeguards are in place, consistent with Central
Bank of Oman outsourcing and data governance expectations.

Data Retention

| acknowledge that my personal data may be retained during the course of the business
relationship and for a period thereafter (which may extend up to 10 years or longer if required),

o

in accordance with: o s
e AML/CFT regulations e ol
i i MY ol 3o EN
e Record-keeping requirements (, s Al \
e Legal or regulatory obligations VAT e e
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Marketing Communications

| agree to receive information about products, services, offers, and promotions from Laxmidas
Tharia Ved Exchange Co. LLC via SMS, email, phone calls, in-app notifications, or online channels.
| understand that | may withdraw this consent at any time without affecting my access to core
services.

Cookies and Tracking Technologies

| consent to the use of cookies and similar technologies to analyze usage, improve app
performance, and personalize my experience. | understand that | may manage or disable cookies
through my device or browser settings

Updates to This Notice

We may update the Consents & Declarations from time to time. Updated versions will be made
available through our application or website. Continued use of services constitutes acceptance of
the revised terms.

Your Rights
Subject to applicable law, you have the right to:

e Access your personal data;

e Request correction or update;

e Request deletion or restriction of processing;

e Object to certain processing activities;

e Withdraw consent;

e Lodge a complaint with the competent authority.

Requests may be submitted to customer.care@Itvedexch.com
Contact Information

For questions, concerns, or to exercise your data protection rights, you may contact:
customer.care@Itvedexch.com

By clicking “l Agree” or continuing to use our services, you confirm that you have read,

understood, and expressly consent to the processing of your personal data in acc
this Notice. oy R T T
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