Complaints and disputes procedure

Sefna for rightholders

We always do our best to deal with your questions and comments carefully and
promptly. If you are dissatisfied with our service or a decision that affects you,
it is important that your concerns are addressed correctly and without
unnecessary delay. We would like to draw your attention to the following
points:

Comments about amount or missing payments

A comment is a notification from a rightsholder to Sena, indicating that you do not agree
with the amount of remuneration paid by Sena, that no remuneration has been received,
or that you have questions about a payment or wish to request the correction of
administrative errors.

You must submit your comment to Sena, together with a clear explanation, no later than
three months after payment was made, the statement announcing the payment was
sent, or the year of distribution ended. Please send your comment to:

Sena

Attn. Service desk

Postbus 113

1200 AC Hilversum

Or by email: servicedesk@sena.nl

We will process your comment within three months of receiving it and inform you of the
outcome. If your comment is so complex that it can’t be dealt with within three months
- for example, because Sena needs information from third parties - we may extend the
response period to a maximum of one year. We will update you regularly in writing, at
least every six months. For comments relating to international use, the one-year
maximum does not apply as the timeframe depends on the availability and provision of
relevant information from international sister organisations. In such cases, Sena will
agree a timeframe for resolving the comment with you.

Since 1 January 2022, sound files must be uploaded when submitting a comment.
Producers are responsible for checking whether the relevant sound files have already
been uploaded through MySena. If not, the sound files must be uploaded when the
comment is submitted. We cannot process the comment without the sound files. This
requirement only applies to producers.

Please note

1. The playlist provided by fingerprint suppliers is the sole basis for the distribution.
Playlist data from other sources is not included.

2. Comments concerning a difference of 10 seconds or less per broadcast will not be
considered.

If your comment has not been resolved within the specified timeframe, has not been
resolved to your satisfaction, or you have not received a decision, you may refer the
resulting dispute to Sena’s Distribution Disputes Committee within three months of the
expiry of the aforementioned timeframe. You can find the rules of the Sena Distribution
Disputes Committee here.

Complaints from rightsholders

A complaint is a written report, other than a comment, from a rightsholder indicating
that their expectations have not been met and that the matter is not simply a
misunderstanding or lack of information that can be readily resolved.

If you are dissatisfied with Sena or with a decision we have made that affects you
individually and directly, you can submit a complaint to us. Your complaint to Sena must
include a clear explanation of the reasons and must be sent no later than three months
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after the complaint arose. Please send your complaint to:

Sena

Attn. Service desk

Postbus 113

1200 AC Hilversum

Or by email: servicedesk@sena.nl

We will confirm receipt of your complaint within two months at the latest. We will deal
with your complaint within three months at the latest and inform you of the outcome. If
your complaint is so complex that it cannot be resolved within three months - for
example, because Sena needs information from third parties - Sena may extend the
response time to a maximum of one year. We will update you regularly in writing, at
least every six months. The one-year time limit does not apply to complaints where Sena
is dependent on the availability and provision of relevant information from international
sister organisations. In such cases, Sena will agree a timeframe for resolving the
complaint with you. In exceptional cases, where the process takes longer than three
months, we will update you on the latest developments at least every six months.

If your complaint has not been resolved within the specified time limit, has not been
resolved to your satisfaction, or you have not received a response, you can refer the
resulting dispute to the Distribution Disputes Committee within three months of the
expiry of the aforementioned time limit. You can find the rules of the Distribution
Disputes Committee here.

Distribution Disputes Committee

The Distribution Disputes Committee was established to ensure the proper resolution of
any disputes that may arise in connection with the Distribution Regulations or the
handling of comments and complaints. If your comment or complaint has not been dealt
with within the specified timeframe, or if you feel that your comment or complaint has
not been handled appropriately, you can refer the matter to the Distribution Disputes
Committee. You must do this within three months of the expiry of the specified period.
Please email to the secretary of the Distribution Disputes Committee: Mr H.

Roerdink: herwin.roerdink@vondst.com

The Distribution Disputes Committee will issue a binding opinion, unless one of the
parties indicates, within one month of the submission of the request, that it would prefer
the dispute to be settled by a court. For further information on the Distribution Disputes
Committee, please refer to Article 6 of the General Distribution Regulations and the
Rules of Procedure of the Distribution Disputes Committee.
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