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Agenda

 |Intro

« Key themes from feedback/ Recap of
reported problems

« Improved service infrastructure/ Presented
solution

 Where we are today

« Updated Project Plans

« Operational feedback in more details

« Discussion | /

. | SAXO




y
Key themes from feedback/What the problem was

Case statuses unclear, incorrect or inconsistent

SLAs unpredictable or not met

Lack of local knowledge

Lack of service staff

Policies unclear and/or constantly changing
Communication issues

Staff unavailable on phone or not responding to cases
Low quality of responses from Operations

Processes in CA, Payments and Stock Transfers unsatisfactory or

unsuitable
5 SAXO
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Improved service infrastructure

AIdIAih

IAM
Your relationship manager

continues to assist
you from a commercial @
perspective. For more
details please refer to the Al

in the help portal Account Manager

Dedicated Operational Team through SPC

288885858 .8
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https://investor.help.saxo/hc/en-us/articles/13343643812637-My-Saxo-representatives

y
How does the team look today

Khalid Al-Gharawi

Team lead Institutional Service -Mid Europe

Natalia Dyer

Global Head of Institutional Service

ka@saxobank.com

nak@saxobank.com
+45 3977 4245

+44 2071512245

Jelmer Van Dijk

Arthur van der Heide
Account Manager

Account Manager

jelv@saxobank.com
+31(20) 22 55943

artv@saxobank.com
+31(20) 22 55911

Oumoualchair Traore

Magnus Willekens
Account Manager

Account Manager

oumt@saxobank.com
+32 (3) 500 52 31

mawi@saxobank.com
+32 (3) 5005267

Jane Wouters
Account Manager

jawo@saxobank.com
+32 (3) 5005260
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Where we are today

Dedicated institutional service account manager

1

o1 A WN

(oo}

All partners in NL and BE have their dedicated Account Manager assigned. The team
has increased by 1 more person and we are hiring more.

Service calls will continue and will become a regular part of the service

Increased Proactivity:

- Monitoring case SLAs and performance against standards across all departments,
not just Institutional Service

Account managers are working according to the new shortened SLAs and will continue
to do so

Phones:

- Direct Phone lines assigned, so you can reach your Account manager directly.
- New message when waiting on the line

SAXO
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Where we are today

Dedicated Operational Team

The dedicated team is up and running

The team has been trained in business specifics as well as case processing in SPC to
increase quality and visibility and improve communication

We continue to work with the Operational team to improve experience. This includes
proactive monitoring and quality control

hr WN -

SLAs and response templates are currently being reviewed

0 SAXO
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Project plan - day to day service (AM)

TASK

Fix phone lines

Assign Account manager to every
partner

Impose new SLAS
Fix the views in CRM
Initiate Service Calls

Hire additional staff

Assign direct phone lines

Create ops dashboards for monitoring Natalia Dyer/Deepak Gupta

10

OWNER
Natalia Dyer
Khalid Al-Gharawi

Khalid Al-Gharawi
Natalia Dyer
Khalid Al-Gharawi

DEADLINE
1 March
1 April

1 April
1 April
1 April

Natalia Dyer/Khalid Al-Gharawi1 August

Khalid Al-Gharawi/Jatin Kalia

06 September 2023

1T August

Q3

STATUS

Completed
Completed

Completed
Completed

Completed

Completed
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Project plan - day to day service (Ops)

TASK

Ops training in IAM business Model

Share Work Instructions with Ops team

Ops training in CRM Queues

Ops Training in Case processing

Review all relevant Templates

Ops workshop with local process owners

SLA Review

SLA reports internal reports created

1
1

OWNER

Karen Lundgren, Rene Kirkels

Julie Taylor/Natalia Dyer

Deepak Gupta/Natalia Dyer/Neelu Kapoor

Deepak Gupta/Natalia Dyer/ Neelu Kapoor

Deepak Gupta

Deepak Gupta/Kristof de Wree

Deepak Gupta/Khalid Al-Gharawi

Deepak Gupta/Khalid Al-Gharawi

06 September 2023

DEADLINE

24 May 2023

May 2023

9 June 2023

14 June 2023

*revised
Q3

June 2023

Q3

Q3

STATUS

Completed

Completed

Completed

Completed

Completed

SAXO
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Dedicated operational team

Deepak Gupta

Global Head Security Services

\ Neelu Kapoor
| Global Head of Payments

dgup@saxobank.com nekb@saxobank.com

Prashant Sanchetee
Partner Engagement Ops Lead

psan@saxobank.com

Stock Transfers Payments

\ Anshu Rohit Ishika Abhishek Napendra Abhishek Prashant Simran Jaseet Manish

J

12
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Operational feedback and status

Feedback

Email spam

Residential Tax (BE)

Withdrawals
from FEE Account

MF transfers

CBO transfers
Transfer Status

Proxy Voting

13

Status

Few issues Fixed for corporate action emails for end clients in Q1/Q2. Complete
delivery in Q4.
Ongoing => Monitoring and analyzing remaining emails

Issue Fixed in Q2

Implemented in Q2

Improved process implemented with All Funds Bank in Q2
Ongoing => Automation of Instructions to expedite transfers
- Implemented for Listed MFs in August 2023

- Swift Instruction with All Funds Bank - Q4

Q3 => Streamline legal policy for CBO transfers. Pilot to be implemented in Sep
2023

Security Transfer Overview with status tracking in SaxoPartnerConnect
(consolidated view for IAMs) - Implemented in August 2023

Q3 => Streamline process with Vendor (Broadridge) - Ongoing

06 September 2023 S A X O
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Quick survey — Day-to-day service

The results from the in-webinar survey

Do you feel there has been an improvement in the day-to-day service since the conference in June? 73 @

14 06 September 2023
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Status update on
SaxoPartnerConnect

Anders Stengaard, Director,
Partner Platforms

 SAXO
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SaxoPartnerConnect

Roadmap & quick demos

What has been released since June? What is coming soon?

Communication & engaging with you
Welcome screens
8 reporting related sessions have been held

We are open for 1:1 platform sessions — reach out to your AM

Quality improvements
Reporting

Client renewal

16
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SaxoPartnerConnect 2023 roadmap (June)

Q1 & Q2 Q3 Q4

* Bulk reporting « User administration tool « Security transfers overview

« Security transfer status Exposure Upcoming margin and collateral changes

Reduced accounts

 Interest conditions Read/not read indicator

« Close case button Update account properties Multiple sessions support

- Automated status changes Client renewal uplift

 Hide/show AUM on dashboard

Trading conditions overview

Client tree uplift Help portal
 Welcome screen

» Corporate actions on dashboard

* Dealer chat

* PDF report preview

» Trade corrections

o SAXO
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SaxoPartherConnect 2023 roadmap (Current)

Q1 & Q2

Bulk reporting

Security transfer status
Interest conditions

Close case button

Automated status changes
Hide/show AUM on dashboard

Q3

« User administration tool

Q4

» Exposure

 Read/not read indicator

« Update account properties
« Trading conditions overview

» Client tree uplift

Welcome screen

« Security transfers overview

Corporate actions on dashboard
Dealer chat
PDF report preview

Trade corrections

18

« Multiple sessions support

 Client renewal uplift

« Initial reporting fixes

« Upcoming margin and collateral changes
» Reduced accounts
« Additional report fixes

« Filter clients on:

« Restricted clients
« YTD/MTD performance

SAXO
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Case management

« Read/not read indicator — ETA late September

Saxo
PartnerConnect
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Client screener

Filter

Q
Q

Fead [ Unread
® Al
Rpad

Unnead
Cranr
Satus

o]

o

Subject

Last updated

Q

Craated on

a

Exposure

Claar filters

Case management

Client onboarding

Cases (10)

Rows per page:

Case numbsar

SAX-A178024-LOZTLI
SAX-4175024-LOZTLI
SAX-4175024-LOZTLI
SAN-21T5024-LOZILI
SAN-A1T5024-LOTILI
SAN-ATTS03A-LOTTLS
SAN-A1TL024-LOZTIL3
SAX-A1T5024-LOZILE
SAX-A175024-LOZIL3
SAN-2175024-LOZILI

SAN-41T5024-LOZILI

25 v

Client renewal

Stafus

Status

Status

Status

Status

Status

Status

Stadus

Stadus

Status

Status

Status

Corporate actions

Closed cases ©
Last 7 days

Total closed cases
Resolved
Cancelled

+ Create new case

1]

12314134
12314134
12314134
12314134
12314134
12314134
12314134
12314134
12314134
12314134

12314134

Subjact

PEEE

Subject
Subjec
Subject
Subject
Subject
Subject

Subject

2 unread

1 unread

v . Active cases ©

4 Total active cases
2 New cases
2 In progress

Pending with client

+ Create new case

Shart descripticn
Short description
Short description
Short description
Short descriplion
Short description
Shart description
Shart description
Shaort descriplion
Shart description
Shart descriplion

Short description

10

o Markallasread 4 O

Logged on

123124134
123124134
123124134
123124134
123124134
123124134
123124124
123124134
123124134
123124134

123124134

Detadls
Details
Details
Details
Datails
Dwtalls
Details
Details
Details
Details

Details

SAXO
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Client renewal uplift

* No linking to case management — ETA late September/early October

Client screener Case management

Filter cases

Q, corporate
Qo
Ownear
Status
All
Maw
In progress
Pending with client
Resohved

Cancelled

Q ca

Q renewsl
Subject
Last updated

Q. Last updst

Created on

Clear filters
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Client onboarding Client renewal

All

All

All

Cases (31) Rows per page

Case number

SAX-4222706-K3L6Q7
SAX-4148459-HBKBEPE
SAX-4202943-56H0G2
SAX-4175024-L0OZ7L3
SAX-4409724-YIYBXE
SAX-4236086-Q7Z3R3
SAX-3912123-C1D0OLS
SAX-4160524-Z7D20Q5
SAX-4146049-R2DEMS
SAX-4132086-KBN2MS
SAX-3994812-C3W5K7
SAX-3991831-QBX7NS
SAX-3991822-52K5X9
SAX-4082184-T2M7J5
SAX-3915590-DBZ4L6
SAX-3958961-R7TM1TE

SAX-3950903-Z7R4ARG

Corporate actions

100«

Created by

Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal

Saxo Internal

In progress
In progress
In progress
In progress
In progress
Resolved
Cancelled
Resolved
Resolved
In progress
Resolved
Resolved
Resolved
Resolved
Resolved
Resolved

Resolved

Short description

Client Documentation Renawal

Client Documentation Renawal

Client Documentation Renawal

Client Documentation Renawal

Client Documentation Renawal

client renewal

Client Renewal Documentation

Client renewal

Client Documentation Renawal

Client Documentation Renawal

Client renewal

Client renewal

Client renawal

Client Documentation Renawal

Client Renewal Documentation

Client Renawal

Client renewal

Last updated by

Saxo Internal
Saxo Internal

Saxo Internal

Saxo Internal

Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal
Saxo Internal

Saxo Internal

Subject

i)
D

=3 e s

Details
Details
Details
Details
Details
Details
Details
Details
Details
Details
Details
Details
Details
Details
Details
Details

Details
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Next items for analysis

21

Highest priority

Out of platform notifications
Micro surveys in Case management

Overview of overdue renewals

Next priorities

Tagging of clients

Security transfers uplifts

Update contact details on behalf of

Single login for dual-country IAMs including full trading support
User access administration

Multi leg option block order support

Reporting improvements

Broadcasting in platform

SAXO
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Communication & engaging with you

22

Information on cash transfer delays

Please read our new article containing explanations on potential cash transfer
delayes due to sanction screening.

Show me later Read more

SAXO
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Communication & engaging with you

SaxoPartnerConnect enhancements

Introducing a new Bulk View for
Security Transfers!

Show me later Go to module

23 SAXO
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Communication & engaging with you

Onboarding of Corporate Clients

Later bekijken Documentation

2 SAXO
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Communication & engaging with you

25

Engagement reg. reporting — post June conference

8 reporting feedback sessions resulting in:

- Near term bugs/poor design issues identified

- Input for larger changes captured

More feedback is very welcome!

SAXO
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Reporting — quality improvements

Q3 Q4
« Wrong Dutch translations of date  ISIN code partially hidden in Trade details

Bulk transactions report fix Option exposure

Values in charts Name of beneficial owner/IBAN

Inflation linked bonds

Description of cash booking (analysis)

Conversion costs transparency in consolidated trx Cost summary

Repetition of City of residence « Missing management fees (analysis)

Long names in footers « Service fee not aligned w. transactions (analysis)

« Accruals (analysis)

26 SAXO
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Reporting - analysis

Planned

« All transaction data in one report

27

For analysis (nhot yet planned)

« Grouping by asset class

Redefinition of cash (exclude accruals)

Design uplift of Portfolio report

Benchmark functionality
SFDR/ESG

SAXO
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Quality improvement - Client renewal

 In June these were severe open issues:

28 SAXO
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Quick survey — SaxoPartnerConnect

The results from the in-webinar survey

How satisfied have you been with the SaxoPartnerConnect platform since the conference in June? 48 (©

Very dissatisfied

Somewhat atisfiec | <%

29 06 September 2023 S AXO
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Onboarding, OD
and renewal

Stig Tarnes, Global Co-head of
Operations

BE INVESTED
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Follow up on the key topics discussed in June

1.  Update on the client remediation
2. ODD in the platform
3. Communication improvements

4. Specific service [ product requests

31 06 September 2023 S A XO
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Update on the client remediation

We are almost complete and are entering into a state of business-as-usual

32

We will be done by end of September (approx. 700 cases still in progress with Saxo)

Next step is termination of clients not being updated (approx. 1,700 cases)

Going forward cases will be handled on an ongoing basis (not against an external deadline)
No more bulk communication — but standard communication on individual cases

Information and documents already collected are visible in SPC

06 September 2023 S A XO
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D in the platform

@ SaxcPartnerConnect ‘ @ SaxoPartnerConnect

< c

Various WC MC 1AM

B connect.saxofconnect/clients/client-renewal
@ SPC d Partner platform us... x Partner Platforms -...

— Saxo
= PartnerConnect

Menu Client tree

: Anders notes

live.logonvalidation.net/Error/Sh. X | @ SaxoPartnerConnect X

Client onboarding

Client name

Corporate IAM Test2
Wouter Test

Corporate IAM Test 2

Aman Test and Ankita test
Joint Test Account IB POA 4
NL Joint Smith

Kriti test Dua ADJ

Wouter Test

Corporate 1AM test client

Client Name IBPOAC

Client screener Exposure Case management
Dashboard
Renewal status Renewals (11)
Clients : :
Upcoming  Active  Processed Client ID
Trading Add filters 16881664
16548566
Markets
17158963
Models i 17170335
Renewal status @ All ~
Marketing portal 12535101
Reduce exposure @ All ~ 16524781
Subscriptions Renewal expiry date o v 17249712
Last updated All ~ 16550500
Download centre
Clear filters. 16289070
Log out 12535088
12535050

Data Disclaimer  Feedback

Test Client ABC

@ IAM Project Plan -...

Client renewal

Owner name

1AM Test IB POA Advisory
|AM Test Discretionary
1AM Test IB POA Advisory
12536391

|14M Test IB POA Advisory

14M Test Model Managed - Pens.

12536391

|AM Test Discretionary
IAM Test Discretionary
1AM Test IB POA Advisory

|14M Test IB POA Advisory

@ SPC gross idea list

mm SaxoPartnerConnect

Corporate actions

Owner ID

10078902

12728569

10078902

12536381

10078902

16438841

12536381

12728569

12728569

10078902

10078902

@ ServiceNow LIVE Se...

Renewal expiry date

03-Sep-2023 13:43:35
09-Nov-2023 11:02:33
12-Sep-2023 12:00:03
29-0ct-2023 08:49:26
04-8ep-2023 10:52:50
01-Sep-2023 12:36:56
13-Feb-2023 01:00:00
04-Sep-2023 10:52:57
03-Sep-2023 13:45:30
02-Mar-2023 14:53:33

25-0ct-2022 20:30:00

Rows per page: 25

o

@ SPM Licenses & SPMWork @ POAs

Reduce exposure

Renewal status

New
Waiting
Waiting
Pending
New
New
New
Pending
Waiting
Waiting

Pending

@ SaxoPartnerConnec...

Last updated W
28-Aug-2023 02:07:1
11-Aug-2023 12:13:30
10-Aug-2023 16:15:33
31-Jul-2023 11:24:51
31-Jul-2023 10:52:50
28-Jul-2023 12:37:58
28-Jul-2023 10:51:07
27-Jun-2023 14:26:38
12-Jun-2023 11:45:33
01-Jun-2023 09:25:35

11-Dec-2022 22:03:05

d Saxo Partner Conne...

™ — X
2 % O & :
» Other bookmarks
= Q
B =

Submit details

Submit feedback

Submit details

Submit details

Submit details

Submit feedback

Submit feedback
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Client renewal (NL Joint Smith)

Update your personal information

Please make sure that all information below is correct and filled in

Street Name

1

House Number

123

City/Town

Delhi

State/Province/Region

New Delhi

Postcode/ZIP

11001

Country of Residence

== Netherlands

House number addition

one




Client renewal (Joint Test Account IB POA 4)

Source of funds document - Inheritance

We need some additional financial documentation from you.

Please provide one of the following documents about your inheritance:

* A signed letter from a solicitor/lawyer explaining the details about the inherited amount and
your relationship to the person leaving the inheritance.
A grant of probate (with a copy of the will), which must include the value of the estate and
your relationship to the person leaving the inheritance.
A bank statement clearly showing the bank transfer from the lawyer/solicitor as well as
supporting documentation showing the transfer to be an inheritance and details about the
transferors.
A copy of the will, which must include the value of the estate and your relationship to the
person leaving the inheritance.

Source of funds document - Others ( Property sale )
We need some additional financial documentation from you.
Please provide a documentation showing your source of funds (Others - Property sale }

Source of funds document - "Income from employment”

Select file

Source of funds document - "Trading Profit"

Select file

Source of funds document - “Inheritance”

Select file




Client renewal (Joint Test Account IB POA 4)

Source of funds document - "Trading Profit"

Select file

Source of funds document - "Inheritance"

Select file

Source of funds document - "Others"

Select file

Add an additional document




Client ABC)

You have recently submitted an update request, the status of your request is:

Information Received
Thank you for updating your personal information!

Pending

We need more information from you to process the update. Please click the button to provide the information.

Provide more Info




Client renewal {

We need a bit more information from you

Below you will find more information about the necessary information or/and documents we would like to receive.

If a photo of document upload is required, please ensure that all four corners of the document are visible, the

image is well lit so the document is readable, and note that Photo ID and Proof of Residence may not be the same
document.

Test - FBL

ﬁ Proof of Residency

Upload

Other Documentation/ Information Needed

Test - FBL

B Additional Document

Upload
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Communication improvements o

We would like to hear your feedback

« We have been conscious about tone of voice
« We have carefully revied our data to make sure we target the correct partners
 We have strengthened our editing and copy writing before sending the mails

« The results from the in-webinar survey:

How satisfied have you been with Saxo's communication around remediation since the conference in June? 45 (©
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Specific service [/ product requests o

Follow up on specific requests raised in June
1. Deceased accounts holders in joint accounts

We have investigated our processes and have identified ways to lift the burden of opening a new account
from the client left behind. We still need to open a new account; however, we can make the process
smoother without involving the client (expected in October)

2. Product restrictions due to lapsed LEI codes

In September, we will launch a notification when LEI codes laps. This will allow partners and their clients to
renew the LEI codes timely

We will manually adjust instrument access accordingly. If clients have traded impacted instruments in the
past, we will notify the partners prior to any adjustments

3. CBO stock transfers

We have established a manual process to entertain CBO stock transfers on a case-by-case basis. Each
individual transfer must be approved by the AML officer to validate the BO is in fact the same person. Be
prepared to document this. We will announce soon when we are ready to receive the first requests
(expected in October)

40 06 September 2023 S A XO
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Key post- mlgra
issues: Withhelc
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Status W8BEN E renewal

Clients included in the original list for renewal

» We have received app. 600 W8BEN Es and Affidavits back during this exercise.
» Refund of overpaid tax for these clients have been booked on 4th September.

> Please note:

» Clients who have not returned updated documents will have their tax treaty removed. This
means that clients will see Corporate Actions being reversed and rebooked at 30%
withholding tax for US market. This is expected to take place late September.

» Should you still have clients included in the list who should benefit from US tax treaty please
contact your Account Manager.

> Stichtings — you will see delays as we are currently liaising with 3™ Party to ensure correct
handling. Further information will be provided directly to relevant Partners by your Account
Manager.

42 06 September 2023 S A XO
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Process going forward

Clients not included in the renewal list but who were part of the Migration

» We have already received renewed documents (W8BEN Es + AFFIDAVITS) for more than
300 clients. These clients will of course obtain relief at source as per 1t January 2023.
Expected finalized by end Q3/beginning of Q4

» For those of you who might have clients who were part of the migration but do still suffer
30% tax on US Income, you are welcome to provide us with a W8BEN E and an AFFIDAVIT
via a case in SPC. These clients will be handled on a case by case basis.

» Important to note is that the forms are solely applicable for Corporate Clients.

> Digitization & renewal: This is already work in progress and we expect to be able to
provide more information during 2024.

43 06 September 2023 S A XO
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Thank you

The results from the in-webinar survey:

Do you feel like your partnership with Saxo has improved since the conference in June? 45 (©

very mucn |, -

44 06 September 2023 S AXO
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