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MNpunoxkeHue 9
K PernameHTy oKasaHus 6pokepcKux

(areHTCKKX) ycnyr Ha pbiHKe LieHHbIX 6ymar,
yTBepXAaeHHOMy peweHnem CoBeTa AUPEKTOPOB
Ny6anuHoit KomnaHum Freedom Finance Global PLC

ot 19 aBrycra 2022 r.

NONTUTUKA YNPABZIEHNA }KANOBAMU

O Nonutuke

HacTtosawasn NosMTUKa peryanpyet nopsaAaokK
PacCMOTPEHMUA U YPEryiMpoBaHMA Kanob PO3HUYHbBIX
n TpodeccmoHanbHbIX KAMEHTOB Ha [My6anuHylo
KomnaHuio Freedom Finance Global PLC (panee —
"KomnaHusa") B cBA3u c npegoctaBnaeHnem KomnaHue
MHBeCTUUMOHHbIX yenyr (aanee — "}anobbr").

JNtobble TEPMUHDI C 3arNaBHON BYKBbI, UCNO/Ib3yeMbIE,
HO He onpegesieHHble B HactoAwem lpunoxeHun 9,
UMetoT 3HaYeHue, JaHHoe um B noccapuu.

OnpeaeneHusa
B MonuTtuke, ecnm MHOE He BbITEKAET U3 KOHTEKCTa:

"M®UA" o3HauvaeT MexKayHapoaHbli GUHAHCOBLIN
ueHTp "ActaHa";

"AFSA" o3HayaeT Komutetr MOLA no perynnposaHuto
bUHaAHCOBbIX yCAyr;

"3asButenb" o3HavaeT At0boe Anuo, pusnyeckoe Man
lopuanyYeckoe, KoTopoe MMeeT NPaBo NoAaTh ¥Kanoby
B8 KOMNaHUIO 1 KOTOpOeE Y3Ke Noaano Kanoby;

"MAL" o3HauyaeT MexAayHapoaHbl apbUTpaXKHbIN
ueHTp B MOLA;

"Fnoccapumii” o3Havaet Moccapunin MOLA (AKT MOLA
Ne FRO017 ot 2018 roaa);

"MoantnKa" o3Havaet HacToALyo MoAUTUKY
ynpasaeHus xanobamu.

Moaaua u paccmoTpeHue Xanobbl

anoba Hanpasnaetca 3aABuMTenem B cBoboaHOM
dopme 1 c ucnonb3oBaHmem Gpopmbl, NPUBELEHHOM

Annex 9
to the Regulations on Provision of Brokerage

(Agency) Services on the Securities Market approved
by Resolution of the Board of Directors of

Freedom Finance Global PLC dated 19 aBrycra 2022

COMPLAINTS MANAGEMENT POLICY
About the Policy

This policy governs the procedure for considering and
settlement of complaints made by Retail and
Professional client against Freedom Finance Global PLC
(the "Company") in connection with the provision by
the Company of Investment Services (the
"Complaints").

Any capitalized terms used but not defined herein
shall have the meaning given to them in the Glossary.

Definitions

In the Policy, except where it follows otherwise from
the context:

"AIFC" means the Astana International Financial
Centre;

"AFSA" means the Astana Financial Services
Authority;

"Complainant" means any person, natural or legal,
which is eligible for lodging a Complaint to the
Company and who has already lodged a Complaint;

"IAC" means International Arbitration Centre in the
AIFC;

"Glossary" means the AIFC Glossary (AIFC Act
No. FRO017 of 2018);

"Policy" means this Complaints Management Policy.

Lodging and investigation of Complaint

If a Complainant has any objection concerning the
provision of investment and ancillary services and/or
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B MpunoxeHun A K Monutuke, (@) NO 3NEKTPOHHOM
nouyTe Ha 3/1eKTPOHHBbIN agpec info@ffin.global c Temoi
nucema "Manoba kameHta" wuam (b) B AnyHOMmM
KabuHeTte Cuctembl UHTepHeT TpenguHra KomnaHuu
(Tradernet) nocpeacTBom WMCNONb30BaHMA MOAYAA
"3anpocbl M noxkenaHus".

Cnykba nopaepskkn KomnaHuu noaTBepXaaer B
TeyeHue 3 (Tpex) pabounx gHen o nonyyeHun HKanobol
3aasutento 1 uHbopmupyer  3assutena  ob
YHWKaZIbHOM Homepe, noga, KOTOPbIM
3aperncTpmpoBaHa anoba, c yKasaHMeM O TOM, YTO
3anBUTENb  OO/KEH  MCMOJIb30BaTb  YKA3aHHbIN
YHWKanbHbIA HOMEp BO Bcex byaywmx KOHTaKTax C
KomnaHuein u/vnm AFSA B OTHOLIEHWUU KOHKPETHOM
’anobbl, a TaKke npouecca, KoTopbli byaer
NPUMEHATHLCA npu paccMoTPEHUN anobbl
(Hanpumep, Koraa Kanoba 6ygeT noaTBEPXKAEHA,
OpUEHTUPOBOYHOE Bpems paccMmoTpeHus,
BO3MOXHOCTb (r4e 3To NpMMeHMMO) AN obpalleHua B
AFSA, MALL, nnu Cya MOLLA).

B TeueHune 60 (wecTmaecaTu) KaneHAapHbIX AHEN ¢
MOMEHTa PacCMOTPEHUSA XKanobbl KomnaHua AoKHa

NMUCbMEHHO  NpOMHPOpmMMpoOBaTb  3asBuTeNs O
pesynbTaTax pacciegosaHuma. B cayvae  ecnum
KomnaHua He MmoXKeT oTBeTUTb B TeyeHue 60

(wecTnpecaTM) KaneHZapHbIX AHEW, OHA A0JIKHA
Cco06WUTL 3a8BUTENIO O NPUYMHAX 334EPKKMN U YKA3aTb
OXWOaemMblh  nepuos, B TEYEHME  KOTOPOro
paccnepoBaHue byaeT 3aBeplieHo. ITOT CPOK He
MoxeT npesblwaTe 90 (4EeBAHOCTO) KaneHAApHbIX
AHen ¢ MomeHTa nogauu HKanobbl.

B xoge paccnegosaHua  Kanobbl  KomnaHuA
nHbopmupyetr u  coobluaer 3asBUTENIO  HOBYIO
nHbopMaLmMio 0 npouecce paccmoTpeHus Manobbl
Kaxgble 10 (aecaTb) aHeN.

MpepocTaBnAa OKOHYaTENbHOE pelleHne, KOTOPOoe He
NONHOCTbIO yAoBAeTBOpsAeT TpeboBaHWA 3asBuTens,
KomnaHua B nucbmeHHOM d¢opme yBegomnser
3anaBuTENSA, NCNO/Bb3YA NOAPOOHOE 0O6BACHEHWE CBOEN
no3muMn KacatenbHo Manobbl, M coobuwaetr o
BO3MOYKHOCTHU 3anBuTens oTctoATb  Kanoby,
Hanpumep, Yyepe3s AFSA, MALL namn Cya MOLIA.

the performance of investment activities, it is
encouraged to submit a complaint at info@ffin.global
with the subject of e-mail "Client complaint" or in the
personal account of the Internet Trading System
(Tradernet) write to "Requests and wishes". A
Complainant could use the Client complaint form of
Annex A to the Policy or submit a request in a free
format.

The Customer Support confirms, within 3 (three)
working days the receiving of the Complaint to the
Complainant and informs the Complainant about
unique reference number and that it should use the
said reference number in all future contact with the
Company and/or AFSA regarding the specific Complaint
as well as the process that will be followed when
handling a Complaint (e.g. when the Complaint will be
acknowledged, indicative handling time, the
availability (where applicable) to contact the AFSA, IAC
or the AIFC Court).

Within 60 (sixty) calendar days of the investigation of
the Complaint, the Company must inform the
Complainant in writing about the outcome of the
investigation. In the event where the Company is
unable to respond within 60 (sixty) calendar days, it
must inform the Complainant of the reasons for the
delay and indicate the expected period within which
the investigation will be completed. This period cannot
exceed 90 (ninety) calendar days from the submission
of the Complaint

During the investigation of the Complaint, the
Company informs and updates the Complainant of the
handling process of its Complaint every 10 (ten)
business days.

When providing a final decision that does not fully
satisfy the Complainant’s demands, the Company
notifies in writing the Complainant using a thorough
explanation of its position on the Complaint and set out
the Complainant’s option to maintain the Complaint
e.g. through the AFSA, IAC, or the AIFC Court.
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3aaBUTENIb MOXKET UCMONb30BaTb CAEAYIOLLINE OpraHbl
ANA nojaym anennaummn Ha OKOHYaTesIbHOe pelleHue
WK B ClyYae 3aLepPrKKU B NPUHATUN OKOHYATE/IbHOTO
pelweHusa:

i. AFSA:

Komuter MexayHapoaHoro ®wuHaHcosoro LleHTpa
"AcTaHa" no peryiMpoBaHuio GUHAHCOBbIX YCYT
Hyp-CyntaH, 55/17 npocnekT MaHruauk En, C 3.2
MoutoBbit nHAeKc 010000, Pecnybanka KasaxctaH
TenedoH: +7 7172 91 90 01 nam 8 800 080 08 01
Beb-cant: http://www.afsa.aifc.kz

ii. MexayHapogHbIn apbutpaskHbiii ueHTp (MALL)
Hyp-CyntaH, 55/16 npocnekT MaHruauk En, C 3.1

aTax 1, noutosbIi MHAeKc 010000, Pecnybnunka
KaszaxctaH

TenedoH: +7 (717) 264 73 37 unn +7 (701) 981 73 20
E-mail: info@aifc-iac.kz

iii. Cya M®LA
Hyp-CyntaH, 55/16 npocnekt Manrmauk En, C 3.1

aTax 1, noutosbIi MHAeKc 010000, Pecnybnunka
KasaxcrtaH

Tenedon: +7 (717) 264 73 37 uan +7 (701) 981 73 20

E-mail: info@aifc-court.kz

A Complainant may use the following authorities to
file an appeal against a final decision or in cases of a
delay in a final decision:

i. AFSA:

Astana International Financial Center Financial Services
Authority
Nur-Sultan, 55/17 Mangilik El Avenue, C 3.2

P.O. Box 010000, Republic of Kazakhstan

Telephone: +7 7172 91 90 01 or 8 800 080 08 01
Website: http://www.afsa.aifc.kz

ii. International Arbitration Centre (IAC)
Nur-Sultan, 55/16 Mangilik El Avenue, C 3.1
Level 1, P.O. Box 010000, Republic of Kazakhstan

Telephone: +7 (717) 264 73 37 or +7 (701) 981 73 20
E-mail: info@aifc-iac.kz

iii. AIFC Court

Nur-Sultan, 55/16 Mangilik El Avenue, C 3.1

Level 1, P.O. Box 010000, Republic of Kazakhstan
Telephone: +7 (717) 264 73 37 or +7 (701) 981 73 20

E-mail: info@aifc-court.kz
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MPUNOXEHME A /Annex A

®OPMA AJT0Bbl K/IMEHTA/ CLIENT COMPLAINT FORM

[Hata/Date:

®WNO nonHoctblo/ Full name:

Homep Y/1/Macnopta / PernctpaumoHHbiit Homep/
ID/Passport No/Registration No:

Homep cueta Knnenta/ Account No:

KoHTaKTHble gaHHble BKao4as e-mail/ Contact detail including e-mail:

MprumHa anobbl, 4eTaNbHOE NOACHEHUE U CKPUHbI/KOMUKN NEPENUCKU K AeTalAM
»anobbl (npu Hanmummn)/ Complaint cause, detailed explanation and screenshots/copies
of correspondence to the details of the complaint (if available) :

duHaHCOoBbIN UHCTPYMEHT (ecamn npumennmo)/ Financial instrument (if applicable):

[aTa nocnenHei nepenncku c paboTHMKkom KomnaHum, bamuamio n ums aToro paboTHUKa
/ The date of the last correspondence with the Company employee and the name of that
employee:

MoapobHoe onucaHne cobbITMi, Npusealnx K Kanobe/ A detailed summary of the
events leading up to a complaint:

Oxungaemble peweHus/ pesynbtaTbl 4Na ucnpasneHusa cutyaumnm/ Expected
resolutions/outcomes to rectify the situation:

*B aHHOM NYHKTe A0KHbI ObITb ONMCaHbl TPe6OBaHMSA, 3aNpPOC, OXKMAaHWUA KnneHTa B
pe3yabTaTe pacCMOTPEHMUA 06paLLeHns

* This paragraph should describe the requirements, request and expectations of the
Client as a result of complaint consideration

JlnyHasn noanuck/ Personal signature:
Ecnu Bbl XOTUTE NoAaTh XKanoby Ha Freedom Finance Global PLC:

1. 3anonHuTe 3Ty dopMmy, pacrneyaTaiTe, NOANULLIUTE M OTNPaBbTE ee No aapecy
info@ffin.global , nan

2. nopaite nopy4yeHue B Cucteme NHTepHet TpeinguHra

If you wish to lodge a complaint against Freedom Finance Global PLC:

1.
2.

please, fill in this form, print, sign and send out it to info@ffin.global, or
submit an order in the System of Internet Trading
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