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MpunoxeHue 9

K PernameHTy oKazaHus 6poKepcKux

(areHTCKUX) ycnyr Ha pbiHKe LeHHbIX bymar,
yTBepKAeHHOMY pelneHuem CoBeTa AUPEKTOPOB
My6aunuHoit komnauum Freedom Finance Global PLC
oT 27 aeKabpsa 2022 .

NOJIUTUKA YNPABJIEHUA XXANOBAMU

O Nonutuke

Hacroawan NoONUTHKA perynupyet nopAaoK
PaccCMOTPEHUA N YPeryaMpoBaHna Kanob PO3HUYHbIX
n TMpodeccroHanbHbIX KAMEHTOB Ha [ly6anyHyto
KomnaHuto Freedom Finance Global PLC (pganee —
"KomnaHua") B cBA3N c NnpegoctasneHnem Komnaxumen
NHBeCcTUUMOHHBIX yenyr (aanee — "Manobb!'").

Jltobble TEPMUHbI C 3arn1aBHOM BYKBbI, UCMOAb3YEMbIE,
HO He onpeaesieHHble B HacToswwem lNpunoskeHumn 9,
MMetoT 3HaYeHue, AaHHoe UM B Fnoccapumu.

OnpepeneHusn
B Monutnke, ecnmn MHOE He BbITEKAET U3 KOHTEKCTA:

"M®UA" o3HauyaeT MeKayHapoaHbI GpUHAHCOBbLIN
ueHTp "ActaHa";

"AFSA" o3HauaeT Komuter MOLUA no perynvpoBaHuio
bUHaAHCOBbIX yCAyr;

"3asBuTenb" o3HavaeT nt0boe AnLo, dnusnyeckoe Uan
topuamnyeckoe, KOTOpoe MMeeT NPaBo NoAaTb Xanoby
B KoMnaHuIo U KOTopoe yxe noaano anoby;

"MAL" o3HauaeT MexayHapoaHbI apbuUTparkHbIi
ueHTp 8 MOLA;

"Inoccapuin” osHauvaet Mnoccapuit MOUA (AT MOLA
Ne FRO017 ot 2018 roga);

"MonunTtnKa" o3HauaeT HacTos Ly MNoAnTURy
ynpaBneHus *Kanobamu.

Noaaua n paccmoTtpeHue Xanobbl

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 27 December 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
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anoba Hanpasnsetca 3asABuTenem B CBO6OAHOWM
dopme nam c ucnonbsosaHmem Gopmbl, NPUBEAEHHON
B MpunoxkeHun A K Monutuke, (a) No 3/71EKTPOHHOM
noyTe Ha 3N1eKTPOHHbIN agpec info@ffin.global c Temoi
nucbma "anoba knuenta" wam (b) B AMyHOM
KabuHete Cuctembl UHTepHeT TpeianHra KomnaHum
(Tradernet) nocpeacTBOM WCMOAL30BaHMA MOAYNA
"3anpocbl M noxkenaHua".

Cnykba noagepxku Komnauuu noareepkpaer B
TeyeHue 3 (Tpex) paboumx gHelt o nonyyeHnn Kanobol
3assutento u  uHbopmupyet  3asasutena  ob
YHUKaNbHOM HOMmepe, nog, KOTOpbIM
3aperncTpMpoBaHa »anoba, ¢ ykasaHMem o TOM, 4YTO
3anABUTENb  AO/MKEH  WUCMO/b30BaTb  YKa3aHHbIN
YHUKANbHbIA HOMEpP BO BCeX OyAyLUMX KOHTAKTax C
Komnanuein n/unn AFSA B OTHOWEHUU KOHKPETHOM

Manobbl, a TaKkKe npouecca, KoTopbii byaet
NPUMEHATLCA npu paccMmoTpeHun HKanobbi
(Hanpumep, Koraa *anoba 6ypeT noaTBEpXKAEHA,
OPUMEHTUPOBOYHOE Bpems paccMmoTpeHus,

BO3MOMHOCTb (rZe 3TO NPUMEHMMO) 41 06paLLeHns B
AFSA, MAL, nau Cyg MOUA).

B TeueHne 60 (wecTMAecaTM) KaneHOApHbIX AHeEN c
MOMEHTa PacCMOTPEHMA Kanobbl KomnaHus gonKHa
NMUCbMEHHO  MNpouHpopmMMpoBaTb  3aaBuTens o
pesynbTatax paccnegoBaHuA. B cnyvae ecau
KomnaHuAa He MoXKeT oOTBeTUTb B TeyeHue 60
(wectnpecaTn) KaneHaapHbIX AHEN, OHa [0/KHa
COoO0bLWNTb 3aABUTE/IO O MPUUYNHAX 3a4EPHKKM U YKa3aTb
OXMAaeMbli  nepuoad, B TeYeHWEe  KOTOpOro
paccnegoBaHue 6yaer 3aBepuweHo. ITOT CPOK He
MoKeT npesbiwatb 90 (AeBAHOCTO) KaneHAapHbIX
AHel ¢ MoOMeHTa nogayu ¥Kanobbl.

B xome paccnegoBaHuAa  Xanobbl  KomnaHua
nHbopmupyer U coobuwa@er 3asBUTENO  HOBYHO
mHbopmaumMio O npouecce paccMmoTpeHus MHanobbl
Kaxkaple 10 (aecatb) aHen.

MpenoctaBnAa OKOHYaATENbHOE pelleHne, KoTopoe He
NOIHOCTbIO yA0BNETBOPAET TpeboBaHuA 3anasBuTens,
KomnaHua B nucbmeHHOW dopme yBegomnset
3asBuTeNA, UCNONb3yA NoApobHoe 06bACHEHME CBOE
nosuumMmM KacatenobHo MXanobbl, M coobuwaetr o
BO3MOXHOCTHU 3aasutens OTCTOATb *Kanoby,
Hanpumep, Yyepes AFSA, MAL, unu Cyg MOLA.

If a Complainant has any objection concerning the
provision of investment and ancillary services and/or
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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3anBuUTE/Ib MOMKET UCNO/b30BaTb CAeAyHoLMe OpraHbl
ANA NOJAYM anennsiumm Ha OKOHYaTesIbHOe pelleHne
WK B C/lyYae 3a4ePXKN B MPUHATUN OKOHYATE/IbHOTO
peleHuns:

i. AFSA:

Komuter MexayHapoaHoro ®uHaHcoBoro LleHTpa
"AcTaHa" no peryanpoBaHunio GUHAHCOBbIX yCayr
AcTaHa, 55/17 npocnekt Manruank En, C 3.2
MouToBbIN MHAEeKC 010000, Pecnybavka KasaxctaH
TenedoH: +7 7172 91 90 01 namn 8 800 080 08 01
Beb6-cait: http://www.afsa.aifc.kz

ii. MexkayHapoaHbIi apbuTtpaxkHbii LeHTp (MALL)
AcTaHa, 55/16 npocnekt Manrmuank En, C 3.1

aTax 1, noutoBbli MHAeKc 010000, Pecnybnmka
KasaxctaH

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

iii. Cya MOLA
AcTaHa, 55/16 npocnekt Manrnank En, C 3.1

aTax 1, nouToBbli MHAeKc 010000, Pecnybnmka
KasaxctaH

Tenedon: +7 (717) 264 73 37 unm +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

Astana, 55/17 Mangilik El Avenue, C 3.2

P.0. 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)
Astana, 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

Astana, 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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MNPUNOXEHUE A /Annex A
®OPMA XXANOBbI K/IMEHTA/ CLIENT COMPLAINT FORM

[ata/Date:

®UO nonHocTblo/ Full name:

Homep Y/1/Nacnopta / PernctpaumoHHbit Homep/
ID/Passport No/Registration No:

Homep cyeta Kanenta/ Account No:

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

MpuumHa Kanobbl, 4eTaNbHOE MOACHEHME U CKPUHBI/KOMWUM NEPENUCKM K AeTanam
»anobbl (npun Haanumm)/ Complaint cause, detailed explanation and screenshots/copies
of correspondence to the details of the complaint (if available) :

®duHaHCoBbIM MHCTPYMeHT (ecan npumerumo)/ Financial instrument (if applicable):

[aTta nocneaHein nepenucku ¢ paboTHMKoM KomnaHum, GaMuamio M Mms aToro paboTHUKa
/ The date of the last correspondence with the Company employee and the name of that
employee:

MoapobHoe onucaHne cobbiTni, Npuseawnx K kanobe/ A detailed summary of the
events leading up to a complaint:

Oxunaaemble peweHuns/ pesyabTaTbl 4na UcnpasneHns cutyaumn/ Expected
resolutions/outcomes to rectify the situation:

*B faHHOM NYHKTe A,0/1XKHbI 6bITb ONMCaHbI TPebOBaHMA, 3aNPoC, OXKMUAaHUA KaneHTa B
pesy/nbTaTe pacCMOTPeHUs obpalleHun

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

JNnynas nognuck/ Personal signature:

Ecnu Bbl xoTUTe NoaaThb Kanoby Ha Freedom Finance Global PLC: If you wish to lodge a complaint against Freedom Finance Global PLC:
1. 3anonHuTe 3Ty dopMmy, pacneyaTaiTe, NOANULINTE W OTNPaBbTE ee Mo agpecy 1. please, fill in this form, print, sign and send out it to info@ffin.global, or
info@ffin.global , nan 2. submit an order in the System of Internet Trading

2. nopaiite nopyuyeHune B Cucteme UHTepHeT TpelanHra
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