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MNpunoxkeHue 9

K PernameHTy oKasaHus 6pokepcKux

(areHTCKMX) ycnyr Ha pbiHKe LieHHbIX 6ymar,
yTBepXAeHHOMy peweHnem CoBeTa AUPEKTOPOB
Ny6anuHoit KomnaHum Freedom Finance Global PLC
oT 16 HoAGps 2023 r.

NONTUTUKA YNPAB/ZIEHNA }KANOBAMU

O Nonutuke

Hactoawasn NofMTHKa peryanpyet nopsaAokK
PacCMOTPEHMUA U YPEryiIMpoBaHMA Kanob PO3HUYHbBIX
n TpodeccuoHanbHbiX KAMEHTOB Ha [y6anuHylo
KomnaHuio Freedom Finance Global PLC (panee —
"KomnaHusa") B cBA3u c npegoctaBieHnem KomnaHuei
MHBeCTUUMOHHbIX yenyr (aanee — "}anobbr").

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

OnpeaeneHusa

B MNonntuke, ecnm MHOE He BbITEKAET U3 KOHTEKCTa:

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

"AFSA" o3HayaeT Komutetr MOLA no perynnposaHuto
bUHaAHCOBbIX yCAyr;

"3asButenn" o3HavaeT Atoboe AnLo, pusnyeckoe Man
lopuanyYeckoe, KoTopoe MMeeT NPaBo NoAaTh Kanoby
B8 KOMNaHUIO 1 KOTOPOE Y3Ke Noaasno Kanoby;

"MAL" o3HauyaeT MexAayHapoaHbli apbUTpaXKHbIN
ueHTp B MOLUA;

[

"Fnoccapuin” o3Hauaet Moccapuit MOUA (AKT MOLUA
Ne FRO017 ot 2018 roaa);

"MonantnKa" o3Havaet HacToALyo MoAUTUKY
ynpasaeHus xanobamu.

Moaaua u paccmoTpeHue 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 16 November 2023

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 cBO6OAHOWN
dopme nnm c ucnonb3osaHmem Gopmbl, NPUBELEHHON
B MpunoxeHun A K MonutuKe, (a) NO 3N1EKTPOHHOM
rouyTe Ha 3/IeKTPOHHbIN agpec info@ffin.global c Temoit
nucbma "Manoba kaveHta" wam (b) B AMYHOM
KabuHeTte Cuctembl UHTepHeT TpenguHra KomnaHuu
(Tradernet) nocpeacTBOM WCNONb30BaHMA MOAYNA
"3anpocbl M noxkenaHus".

Cnyxkba nopaepkm KomnaHuMM noaTBep:KOdeT B
TeueHue 3 (Tpex) paboumx gHen o nonyyeHumn Kanobbl
3assutento 1 uHbopmupyeT  3assutena  ob
YHUKA/IbHOM Homepe, nog, KOTOpbIM
3aperucTpmMpoBaHa ¥anoba, ¢ yKazaHMemM O TOM, YTO
3anBUTENb  OO/KEH  UCMO/Ib30BaTb  YKA3aHHbIN
YHWKanbHbIM HOMEp BO Bcex Oyaywmx KOHTaKTax ¢
Komnanvein n/mnm AFSA B OTHOWEHUU KOHKPETHOM

anobbl, a TaKke npouecca, KoOTopbii byaer
NPUMEHATLCA npu paccmoTpeHum *anobbl
(Hanpumep, kKoroa Manoba 6yaeT noATBEpP}KAEH],
OpUEHTUPOBOYHOE Bpems paccmoTpeHus,

BO3MOXXHOCTb (rfe 3T0 NPMMEHUMO) ANs 06palLeHus B
AFSA, MAL, nnun Cya MOLLA).

B TeyeHne 60 (WeCTMAECATM) KaneHOAPHbIX AHen ¢
MOMEHTa PacCMOTPEHUA Kanobbl KomnaHua 40KHa

NMMCbMEHHO  npouHdopmMpoBaTb  3anABUTENA O
pesynbTaTax paccnegosaHma. B cayvae  ecnum
KomnaHua He MoOXKeT OoTBeTUTb B TeyeHune 60

(wecTnaecaT) KaneHAapHbIX AHEN, OHa A0J/IKHa
Co0b6LWMTL 3aABUTENIO O NPUYMHAX 334EPKKM U YKa3aTb
OXMuAaemMblid  nepuod, B  TeYeHWEe  KOTOPOro
pacciegosaHue 6yaer 3aBeplieHo. ITOT CPOK He
MoKeT npesbiwate 90 (4eBAHOCTO) KaneHAapHbIX
AHeln ¢ MoMeHTa nogauu Kanobbl.

B xome paccnegoBaHua  Xanobbl  KomnaHua
UHbopMUpyeT U  cooblaeT 3aABUTEN0  HOBYIO
MHbOpPMaLMIO O npouecce paccmoTpeHus MHKanobbl
Kaxkapble 10 (aecaTb) aHel.

MpenoctaBnAs OKOHYaTE/IbHOE pelleHne, KOTOPOoe He
MONHOCTbIO yAoBAeTBOpAeT TpeboBaHWA 3asBuTens,
KomnaHua B nucbmeHHon dopme yBegomnset
3anBuTeENsA, UCNOb3YA NOAPOB6HOE 06BACHEHWE CBOEN
nosuumMm KacatenbHo *anobbl, U coobuwaer o
BO3MOHOCTH 3aasutens otctoAate  Kanoby,
Hanpumep, Yyepe3 AFSA, MALL, nan Cyn MOLIA.

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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3aaBUTENb MOXKET UCMONb30BaTb CEAYIOLLINE OpraHbl
ANA nojaym anennaummn Ha OKOHYaTesIbHOe pelleHne
WK B ClyYae 3aLepPrKKU B NMPUHATUN OKOHYATE/IbHOTO
pelweHua:

i. AFSA:

Komuter MexayHapoaHoro ®wuHaHcosoro LleHTpa
"AcTaHa" no peryiMpoBaHuio GUHAHCOBbIX YCAYT
ActaHa, 55/17 npocnekt Manruamk En, C 3.2
MouToBbI MHAEeKc 010000, Pecnybaunka KasaxcTaH
TenedoH: +7 7172 91 90 01 nam 8 800 080 08 01
Beb-caint: http://www.afsa.aifc.kz

ii. MexayHapogHbin apbutpaskHbiii ueHTp (MALL)
ActaHa, 55/16 npocnekt Manruauk 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
ActaHa, 55/16 npocnekt Manruamk En, C 3.1

aTax 1, noutoBbI MHAEeKc 010000, Pecnybnunka
KasaxcTtaH

TenedoH: +7 (717) 264 73 37 unn +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.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)
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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MPUNOMEHMUE A /Annex A

®OPMA HANOBbI K/IMEHTA/ CLIENT COMPLAINT FORM

[Oata/Date:

®UO nonHoctbio/ Full name:

Homep Y/1/NacnopTa / PeructpaunoHHbliit Homep/
ID/Passport No/Registration No:

Homep cueta Knmenta/ Account No:

KoHTaKTHble aaHHble BKAtoYan e-mail/ Contact detail including e-mail:

MprymHa *anobbl, eTaNbHOE NOACHEHWE U CKPMHbI/KONUKM NEPENUCKU K AeTanam
»anobbl (npu Hannumm)/ Complaint cause, detailed explanation and screenshots/copies
of correspondence to the details of the complaint (if available) :

®urHaHCOBbIN MHCTPYMEHT (ecan npumenumo)/ Financial instrument (if applicable):

[aTa nocneaHeit nepenncku c paboTHMKom KomnaHum, bamuamio u MMa sToro paboTHUKa
/ The date of the last correspondence with the Company employee and the name of that
employee:

MNoapobHoe onucaHune cobbiThiA, NpuBeallmnx K }anobe/ A detailed summary of the
events leading up to a complaint:

Oxunpaemble pelweHuns/ pesynbTaTbl 415 ucnpasneHus cutyaumn/ Expected
resolutions/outcomes to rectify the situation:

*B A@aHHOM MNYHKTe A0/IKHbI 6bITb onucaHbl TpeboBaHMSA, 3aNpoc, 0XKuaaHusa KaveHTa B
pe3ynbTaTe PacCMOTPEHUA 0bpaLLeHus

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

JNnyHas noanuce/ Personal signature:
Ecau Bbl XOTUTE NoaaTh Xanoby Ha Freedom Finance Global PLC:

1. 3anonHuTe 3Ty dopmy, pacneyaTainTe, NOANULWIKTE U OTNPaABbTE ee No ajapecy
info@ffin.global , nan

2. nopaiTe nopydyeHue B Cucteme MHTepHeT TpeitamHra

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




