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1 Purpose

The purpose of this document is to set out the personal data complaints process for Recite Me and Myriad Online Limited,
trading as Arch. This documented procedure ensures that both companies meet their obligations under the relevant
legislations in the countries we provide services from.

2 Objective

To ensure that all personal data complaints are acknowledged within the legal timeframes, investigated appropriately and
resolved without undue delay.

3 Legislative Background

3.1 United Kingdom

On 19th June 2026, Section 164A of the Data Protection Act 2018 (DPA 2018) took effect. This amendment was introduced by
Section 103 of the Data (Use and Access) Act 2025 (DUAA).

Section 164A reads as follows:
164A Complaints by data subjects to controllers

(1) A data subject may make a complaint fo the controller if the data subject considers that, in connection with personal data
relating to the data subject, there is an infringement of the UK GDPR or Part 3 of this Act.

(2) A controller must facilitate the making of complaints under this section by taking steps such as providing a complaint
form which can be completed electronically and by other means.

(3) If a controller receives a complaint under this section, the controller must acknowledge receipt of the complaint within the
period of 30 days beginning when the complaint is received.

(4) If a controller receives a complaint under this section, the controller must without undue delay —
(a) take appropriate steps to respond to the complaint, and
(b) inform the complainant of the outcome of the complaint.

(5) The reference in subsection (4)(a) to taking appropriate steps to respond to the complaint includes —
(a) making enquiries into the subject matter of the complaint, to the extent appropriate, and

(b) informing the complainant about progress on the complaint.

3.2 United States of America

Under Chapter 53 of the Code of Virginia, the Virginia Consumer Data Protection Act (VCDPA) gives the Attorney General the
power to investigate data protection complaints. Individuals are directed to file complaints directly with the Attorney
General. Businesses are then given 30 days to respond and resolve the complaint. Failure to do so can result in the Attorney
General filing a lawsuit against the organisation, seeking civil penalties.

3.3 Australia

Under Part V, Division 1 of the Privacy Act 1988 (Investigation of complaints and investigations on the Commissioner’s
initiative), it details the legislative requirements for complaints to the Office of the Australian Information Commission
(OAIC).

The OAIC details on their website that before any complaint can be lodged with them, it first has fo be dealt with by the

organisation in question. If the complaint is not responded fo within 30 days, then a complaint should be lodged with the
OAIC.
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4 Procedure

It is important to note that this procedure only applies to personal data complaints, wherever they originate globally. Any
other complaints, for example service levels, customer account management and so on, will be dealt with separately by the
relevant department. However, elements of this process could be duplicated and reused by other departments to handle
more general complaints.

4.1 Complaints process (as Conftroller)

4.1.1 Complaint channels

A complaint can be made through any route and method. The main routes a complaint could be received are:

Privacy inboxes:
The complaints form: Personal Data Complaints Form Recite Me: privacy@reciteme.com

Arch: [nfo@wearearch.com

Customer Success inbox Direct email fo an employee HubSpot Phone Call

Letter Social Media Live chat Face-to-face conversation

The complaints form will be the main route for all complaints, and will be communicated as such via the privacy notices on
our corporate websites. Alternatively, data subjects will likely use the documented privacy email addresses within each
privacy notice. However, it is important fo note that if a personal data complaint comes in via any of the above channels or
any other route, then it should be freated as such and follow this documented process.

The complaints form has been designed to cater for all potential personal data complaints by uftilising conditional routing
based on whether the individual is a current employee, former employee, or marketing confact. Complaints can relate to
issues directly impacting them or someone else, so the form caters for all individuals, including children. However, there must
be some personal impact on an individual. The personal data complaints process cannot be used for general personal data
handling or dissatisfaction.

4.1.2 Complaints log

Upon the complaint being received, it will be logged automatically via the Personal Data Complaints Form Responses sheet
within the @ DPR-01 Data Subject Rights Register . This will capture all the responses given within the form. This will also
trigger an email to the Information Security and Data Protection Officer, who can then record it on the main log. If a
complaint comes in through another channel, then this will be recorded on the log, with as much detail as possible.

4.1.3 Identity verification

The complainant’s identification may need to be verified, to ensure that no personal data is disclosed to an unauthorised
recipient. Such verification could include:

Current employee Former employee Third-party

Former department
Period of employment Government issued identification
Government issued identification

Work email address
Government issued identification

Verification should be reasonable and not process any extra personal data than is required, based on the data we process or
hold for the complainant. For example, if we only hold an email address for an individual, then a reasonable verification
would be based on that email address. This will be determined by the Information Security and Data Protection Officer when
necessary on a case-by-case basis. Any government issued identification used for the purpose of verification must be
deleted once verification is completed and recorded on the Data Subject Rights Log.

Should verification not be possible, then the complainant would be confacted and the complaint put on hold until they
respond or closed, if no response is provided.

4.1.4 Complaint acknowledgement

When a complaints form is submitted, an automatic acknowledgement will be sent to the complainant. Whilst this would
constitute an acknowledgement within 30 days from the date of the complaint being received, as required under S164A of
the DPA 2018 (UK) and the The Privacy Act 1988 (Australia), a further acknowledgement will be sent by the Information
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Security and Data Protection Officer that the complaint has been received and is being investigated. As part of this

acknowledgement, further identity verification may be sought.

If the complainant indicates they possess evidence or screenshots, they will be instructed via the form and subsequent

acknowledgement tfo submit these files securely as a follow-up reply.

4.1.5 Complaint investigation

The Information Security and Data Protection Officer, assisted by others from across the business as required, will take
appropriate and reasonable measures o investigate the nature of the complaint. All evidence relating to the complaint will
be saved in a corresponding complaint folder within the Data Subjects Requests folder. Throughout the investigation, the
Information Security and Data Protection Officer will keep the complainant updated as to the progress of the complaint.

Whilst the UK legislation requires an investigation to be conducted and an outcome provided “without undue delay”, no
specific deadline is stipulated. Internally, for the majority of complaints, we will endeavour to complete all investigations
within 30 calendar days, similar to the fimeframes required under data subject access requests. However, for more complex
complaints and investigations, we reserve the right to extend the investigation by a further two months, as permitted under
UK law. The complainant must be kept updated as to the progress and any timeframe extensions.

Once the complaint has been investigated, the outcome will be communicated to the complainant by the Information
Security and Data Protection Officer. The corresponding record in the DPR-01 Data Subject Rights Register will be

updated and the complaint record closed.

If the complainant is not saftisfied with the outcome, they will be directed to the appropriate authority to escalate their

complaint. The main three for the areas in which Recite Me provide services are:

Information Commission!, Wycliffe House, Water
Lane, Wilmslow, Cheshire, SK9 5AF

United Kingdom

Complaints can be made in writing fo or via
their complaints form:
https://ico.org.uk/make-a-complaint

UhiEeRS (el IO @NnElfleell Office of the Attorney General, Virginia

Complaints can be made via their online
complaints form:

hitps://www.oag.state.va.us/consumer-pro
tection/index.php/file-a-complaint or via

their hotline.

Office of the Australian Information

AUEifR Commissioner (OAIC)

Complaints can be made via their online
complaints form:

hitps://www.oaic.gov.au/privacy/privacy-c
omplaints/lodge-a-privacy-complaint-with-

S

4.2 Complaints process (as Processor)

If a complaint is received in line with our services as a Processor to our customers, then the following steps must be faken:

e  Record the complaint on the DPR-01 Data Subject Rights Register

e Inform the complainant that they need to contact their employer with their complaint, in line with the
legislation. Under no circumstances must we provide details to the complainant directly.

e If possible, we should separately contact the Customer to inform them of the complaint and our actions. As
Controller, they must assist the complainant and insfruct us if they require any assistance. If they do, then we
will assist as required, following similar steps as outlined above in Section 4.1.

e  Once the complaint has been handed over to the Controller or the requested information has been provided to
the Controller, the corresponding record on the DPR-01 Data Subject Rights Register will be updated and

the complaint record closed.

! Formerly the Information Commissioner’s Office (ICO) - see Glossary for details
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Appendix A - Process Flow

The below process flow follows the documented procedure above, at a high level.

Please note that an assumption has been made that the complainant’s identity has been verified. Should verification not be
possible, then the complainant would be contacted and the complaint put on hold until they respond or closed, if no response

is provided.
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Appendix B - Glossary

Controller

The natural or legal person, public authority, agency or
other body which, alone or jointly with others, determines
the purposes and means of the processing of personal
data.

Data Protection Act 2018 (DPA 2018)

UK domestic data protection law, which complements
the European Union General Data Protection Regulation
(EU GDPR) and works in tandem with the United
Kingdom GDPR (UK GDPR).

Data Subjects

Any living individual who can be identified directly or
indirectly through their personal data.

Data (Use and Access) Act 2025

Updates existing laws relating to digital information
maftters, such as UK GDPR, the DPA 2018 and the Privacy
and Elecftronic Communications Regulations (PECR).

European Union General Data Protection Regulation (EU GDPR)

Data protection law enforced across all 27 EU member
states.

Information Commissioner’s Office (ICO)
Information Commission (IC)
Information Commissioner
Commissioner

The Information Commissioner (Article 4(A3), UK GDPR
and section 114, DPA 2018) or the Information
Commission (section 117, Data (Use and Access) Act 2025
and section 114A, DPA 2018) in the United Kingdom.

The Office of the Attorney General, Virginia

The Virginian Attorney General, who conducts or assists
criminal investigations and provides information to the
public on identity theft protection and remediation.

The Office of the Australian Information Commission (OAIC)

The Australian Information Commissioner

The Privacy and Electronic Communications (EC Directive)
Regulations 2003 (commonly known as Privacy and Electronic
Communications Regulations (PECRY))

Grants specific privacy rights in relation to electronic
communications, working alongside the UK GDPR and
DPA 2018.

Privacy Act 1988

The Australian Privacy Act

Processor

A natfural or legal person, public authority, agency or
other body which processes personal data on behalf of
the Controller.

United Kingdom General Data Protection Regulation (UK GDPR)

The UK’s continuation of the EU GDPR, following the UK’s
exit from the EU (commonly known as Brexit).

Virginia Consumer Data Protection Act (VCDPA)

The Virginian Consumer Data Protection Act, providing
data protection legislation for Virginian consumers.
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