H E R T | J S C

38 "Antim I' Str, 9700 Shumen, Bulgaria, Fax: +35954 800019, Phone: +35954 802 849,+ 35954823011
office@herti.bg, sales@herti.bg;

APPROVED BY
ZAHARI ZAHARIEV
CHIEF EXECUTIVE DIRECTOR

PROCEDURE FOR MANAGING COMPLAINTS AND REPORTS
LODGED BY EMPLOYEES OF HERTY JSC

This procedure (THE PROCEDURE) for submitting internal signals by employees of
HERTI JSC, as a statutory means of self-control and improvement of the company's work, is in
essence an additional mechanism for ensuring compliance with the principles of legality,
transparency and protection of the rights of the company's customers, suppliers and employees
and its good name. The procedure is aimed at abuse of power and corruption, mismanagement
and other unlawful actions or inactions of the units and/or persons working under contract with
HERTI JSC, illegal or bad practices related to the company's activities, which affect the stability
and transparency, the reputation of HERTI JSC, the adequacy of its activities with regulatory
requirements and good practices, as well as rights and laws.

This procedure protects any employee who in good faith files a complaint or report related
to the company's activities.

All employees who report in good faith under this procedure or participate in the
investigation of such a report are assured that they will not suffer any negative consequences.

The implementation of the Procedure is carried out in accordance with the following
principles:

1. Equal and guaranteed protection from unfair treatment and/or administrative prosecution
of HERTI JSC employees reporting violations;

2. Personal data protection in accordance with the General Regulation on the data
protection of the employee reporting a violation, as well as of the personal data of the persons
reported as having committed or admitted the violation, in order to guarantee the inviolability of
their personality and their private life by ensuring the protection of these persons against
unlawful processing of personal data relating to them in the process of the free data movement;

3. Ensuring the maximum permissible degree of confidentiality for employees reporting
violations in order to ensure proper and reliable protection of the personal rights of the data
subjects concerned.

In the event that an employee lodges reasonably and in good faith a complaint/report, the
company has no right to take action to dismiss, demote or suspend him/her, threaten, harass or
otherwise discriminate against him/her, or forcibly change the terms of his/her employment
relationship.

Since the allegations in the report can have serious consequences for the person against
whom the report is made, any employee who lodges a report must have reasonable and sufficient
grounds for reporting a given irregularity and be able to support them with evidence.

I. LODGEMENT
Complaints and reports can be lodged in one of the following ways:
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a. In writing:
» on site at the company, at the address: 9700 Shumen, 38 Antim I str.;
» by post, at the address: 9700 Shumen, 38 Antim I str.;

» by e-mail: office@herti.bg

The complaint/report can be written either in free form or using the template for lodging
complaints/reports, prepared as an annex to this procedure.

b. Verbally:
» Complaints/reports can be lodged at the following phone number: 054 823 011.

II. CONTENTS

1. Names of the complainant

2. Correspondence address and/or email address;

3. Phone number to contact the complainant;

4. How and where the complainant wishes to receive a response to his/her complaint,
whether by email or to a postal address on paper;

5. The substance and circumstances that the complainant is dissatisfied with, which they
want to be considered or for which they want a response.

Complaints lodged on site at the company are accepted by the Human Resources and
Administrative Activities Directorate (HRAAD) and are entered in the Complaints register with
an incoming number.

When lodging a complaint on site at the company, if the complainant — the company's
employee or worker wishes, he/she may have a conversation and discuss the problem with an
employee of HRADD. The meeting, at his/her discretion and if necessary, may also be attended
by the head of the relevant department.

In case the complainant wishes to remain anonymous, he/she may lodge his/her
complaint/report by phone or by filling out an electronic form.

III. COMPLAINTS REGISTRATION

Complaints/Reports are entered into the Complaints register in the order in which they are
received.

If, in connection with an already submitted complaint/report, communication follows with
the complainant, in which he/she continues to have repeated or new complaints, the subsequent
letters and correspondence are not registered and considered as new complaints in the
Complaints register, since they are logically and procedurally related to the initial complaint and
are entered under its number as subsequent communication..

The Complaints register is maintained by specialists and experts in HRADD in electronic
format. New circumstances in the Complaints register are entered in such a way that the
information contained in previous entries is not affected., and the deletion of an entered
circumstance and the correction of errors are carried out in a manner that does not lead to the
data destruction or information damage.

In the Complaints register are entered:

1. Date of receipt and number of the complaint;

2. Name and phone number of the complainant (if available);
3. Complaint consideration date;

4. Measures taken in relation to the complaint;
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After entry in the Complaints register, the complaint/report is forwarded to the heads of the
relevant departments directly related to the specific case, to the relevant Director and Executive
Member of the company's Board of Directors for further action.

IV. COMPLAINT CONSIDERATION

The Senior Management clearly and unequivocally prohibits through this procedure any
form of discrimination, harassment and/or taking repressive measures against a company
employee who lodges a complaint/report, provides information or otherwise assists in an
investigation or actions in this regard.

A team for consideration of each complaint is set up, composed according to the nature of
the complaint. The team includes: the Director of HRADD, relevante Departmental Director and
employee representative. The team reviews the lodged complaint/report, then promptly carries
out the necessary investigations or inspections.

The complaint consideration team (CCT) conducts a good faith and thorough internal
investigation of the facts and circumstances, described in the complaint/report and of the actions
of the persons concerned regarding the specific case, aiming to collect and examine all relevant
evidences and information regarding the complaint/report. When conducting an internal
investigation, data, documents and explanations may be required from employees in relation to
the specific case.

The company's employees are obliged to provide full cooperation to the Collective Body -
CCT in connection with the ongoing internal investigation.

If necessary, at any stage of the investigation and consideration of the complaint/report, the
matter may be referred for consideration by the Chief Executive Officer and/or Chairman of the
Board of Directors of the company.

The CCT for the relevant complaint may require the complainant to provide additional
information and/or documents in connection with the complaint, and also sets a deadline for this.
Team members may, at their discretion, hold a meeting or telephone conversation with the
complainant to clarify the case. At their discretion, other employees may also attend the meeting.

When considering the complaint/report and conducting the internal investigation, the
Collective Body — CCT takes into account and strives to avoid real and potential conflicts of
interest, and 1f such are identified, they should be reduced.

When considering the complaint/report and preparing its response, the Collective Body —
CCT is guided by the regulatory acts, the contracts in force between the parties and the adopted
and effective internal acts of the company.

When the complaint/report is fully or partially justified, the Collective Body — CCT makes
every effort to satisfy the complainant's claims and prevent potential legal or arbitration disputes.

Within 21 (twenty-one) working days from the date of receipt of the complaint/report, and
when it is considered at a meeting of the Board of Directors — within 10 days from the meeting,
the CCT shall prepare a written response to the complainant, which shall be in clear and
understandable Bulgarian or English.

If a prolonged internal investigation is necessary or additional information and/or
documents are required to be provided by the complainant, and/or if the complexity of the
factual situation so requires, the response period may be extended to 1 (one) month from the date
of receipt of the complaint/report.

The company may extend the response deadline more than once, but the maximum period
from receipt of the complaint to sending the response may not exceed the period under the
previous point. If an extension of the deadline is necessary, the company will notify the
complainant of the reason for the delay, as well as the period in which a response to the
complaint can be expected. If the deadline is extended more than once, a separate notification
shall be made to the complainant for each separate extension.
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If the complainant has received a response to the complaint but then lodges a follow-up
complaint or comment regarding the response and the communication continued in this cycle one
or more times, the company considers and responds to subsequent complaints in the same
manner as it considers and responds to the initial complaint/report, whereby the deadlines for
responding to subsequent complaints begin to run from the date of receipt of the relevant
complaint.

The total response time is determined on a complaint-by-complaint basis, and the deadlines
are not cumulative.

The response to the complaint/report is sent in a manner desired by the complainant or to
the postal address or e-mail address specified by him/her. If the complainant has not explicitly
indicated a method of response, the company sends the response at its discretion either to the
correspondence address or e-mail address that the complainant has indicated in the
complaint/report, or to the e-mail address from which the complaint/report was received..

If the complainant is not satisfied with the response to the complaint/report, he/she has the
right to continue the protection of his/her interests through the competent authorities of the
Republic of Bulgaria and the competent court in the Republic of Bulgaria..

V. FOLLOW-UP ACTIONS

The company analyzes data from complaints/reports and their consideration to ensure the
identification and elimination of any potential risks or problems. The analyses identify, with the
aim to overcome any recurring or systemic problems, as well as potential legal and operational
risks.

The analysis covers:

1. Analyzing the causes of individual complaints to identify primary causes that are
common to different types of complaints;

2. Assess whether these primary causes may also affect other processes or products,
including those for which no direct complaints have been received;

3. Correcting these primary causes when appropriate.

The Collective body - CCT has the right to make proposals to the Board of Directors of the
company if, as a result of the analysis, a need to change the internal acts or the current
documents governing relations with customers, suppliers, workers and employees is identified,
as well as to take other actions that are compatible with the functions of implementing internal
control and/or resulting from them.

The company retains all documentation and information regarding customer
complaints/reports and internal inspections in electronic and/or paper format.

VI. PROVISION OF INFORMATION

With this complaint management procedure, the company provides public clear, accurate
and up-to-date information about the complaint/reporting process, which includes details on how
to lodge complaints/reports and the procedure to be followed when consider complaints/reports.

VII. FINAL PROVISIONS

This Complaints Management Procedure is an internal organizational document,
which was approved by the Chief Executive Director on 20.11.2025.
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FORM FOR THE COMPLAINTS LODGEMENT

Names of the complainant:

E-mail: Phone No:

Correspondence address:

I would like to receive a response to my complaint at the email / correspondence address I
provided above:

[ e-mail [J correspondence address

NATURE OF THE COMPLAINT/REPORT:
(please describe your complaint/report in as much detail as possible)

Date: Signature of the complainant:
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