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Mpunoxexue 9

K PernameHTy oKa3aHusa 6pokepcKkux

(areHTcKuMX) ycnyr Ha pbiHKe LLeHHbIX 6ymar,
yTBepXKAEeHHOMY pelieHMem CoBeTa AUPEKTOPOB
My6anuyHoit kKomnaHuu Freedom Finance Global PLC
ot 29 mas 2025r.

NMONUTUKA YNPABNIEHUA XKANIOBAMU

O Nonutuke

HacTosan nosIMTUKa peryanpyet nopApokK
paccMoTpeHUsA U YPeryampoBaHna Kanob PO3HMYHbBIX
n MNpodeccoHaNbHbIX KAMEHTOB Ha [My6anyHytO
KomnaHuio Freedom Finance Global PLC (pganee —
"KomnaHusa") B cBA3n c npeaoctasneHem KomnaHuei
MHBeCTUUMOHHBIX yenyr (ganee — "Manobor").

Jltobble TepMUHBI € 3arnaBHoOW BYKBbI, UCNOAb3YEMbIE,
HO He onpejgeneHHble B HacToAwem lMpunoxeHun 9,
MMEIOT 3HaYeHne, AaHHoe Um B [occapuu.

OnpepgeneHus
B MonnTuKe, ecnn MHoe He BbITEKAET U3 KOHTEKCTa:

"M®UA" o3HauaeT MexXayHapoaHbli GUHAHCOBbIN
ueHTp "ActaHa";

"AFSA" o3HayaeT Komuter MOLIA no peryanposaHuio
dUHAHCOBbIX yCayr;

"3assutenn" o3HauyaeT noboe Anuo, dusnyeckoe Uau
IOpUAMYECKOe, KOTOPOE MMEET MPaBo NoAaTh Kanoby
B8 KOMNaHWIO 1 KOTOPOE y:Ke NoJano Kanoby;

"MAL" o03HavyaeT MexXayHapoaHbI apbUTParKHbIN
ueHTp 8 MOUA;

-

"Tnoccapuin” os3HauaeT Moccapuit MOLA (AkT MOLA
Ne FR0017 ot 2018 roza);

"MoanTtnKa" 03HayaeT HacTosALyo MoAUTUKY
ynpasneHua )xanobamu.

MNoaaya 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 29 May 2025

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.

Submission and consideration of the Complaint
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anoba Hanpasnsetca 3assuTenem B CcBO6OAHOMN
dopme nam c ncnonb3osaHnem Gpopmbl, NPUBELEHHOM
B MpunoxeHun A K MonutuKe, (a) NO 3/1EKTPOHHOM
noyte Ha 3neKTpoHHbIM agpec info@ffin.global,
7555@ffin.global c Temoit nucbma "Manoba KnnenHta"
man (b) B nnuHom KabuHete Cuctembl WHTepHeT
TpeanHra Komnauum (Tradernet) nocpeactsom
ncnosib3oBaHma moayna « ObLeHne ¢ NoaaepKKOM» B
Beb6 Bepcun, nam moayna «ObuweHme» B MOBUAbHOM
NPUAONKEHUU. TaKKe Kanoby MOXKHO HanpaBuTb
nytem 3anonHeHusa ¢opmbl  0bpaTHOM  CBA3M,
pasMelleHHoW Ha KopnopatuBHom caite ffinkkz B
Mmoayne «Hanuwwute Ham» (paszen «O Hacy).

MNoapasgeneHve KomnaHuM, OTBETCTBEHHOE 33
paccmoTpeHue Kanob, noaTeepKaaeT 3anABUTENO B
TeueHue 7 (cemu) paboymx gHen co AHA NOAyYeHUA
KomnaHueit Kanobbl, 4to KomnaHuua nosayyuna
cooTBeTcTBylOlWyt0 Hanoby KnumeHta, a TaKkKe
npepoctasafet Kanenty:

1) KOHTaKTHble JaHHble ML,a, OTBETCTBEHHOrO 32
paccmoTpeHue Kanobbi;

2) nHbopMaLmMio 0 Mnpoueaype PaccMOTPEHWUs
KomnaHuel xanob;

3) MHPOpMaLMIO O BO3MONKHOCTM BecnnaTHoro
NPefoCTaBNeHUsA KOMUWU Mpoueayp PacCMOTPEHUS
0bpalLLeHna UK }Kanobbl No 3anpocy 3aaBUTENS;

4) YHUKabHbI M Homep, noa KOTOpPbIM
3aperncTpMpoBaHa COOTBETCTBYlOWaAA Kanoba, ¢
yKasaHMem O TOM, UYTO 3aABUTENb  OOJ/IXKEH
MCNO/Ib30BaTb YKa3aHHbIN YHWKa/bHbI HOMEp BO BCEX
6yaywmx KoHTaktax ¢ Komnanuein u/wan AFSA B
OTHOLLEHUW KOHKPeTHOM anobbl, a TakKe npoLecca,
KOTOpbI ByAeT NPUMEHATbCA NPU  PACCMOTPEHUM
*anobbl  (Hanpumep, Korga anoba  byger
NoATBEPKAEHA, OPUEHTUPOBOYHOE Bpems
PacCMOTPEHUS, BO3SMOXHOCTb (rae 3TO MPUMEHUMO)
Ana obpaweHus B AFSA, MAL, nau Cya MOLLA).

B TeueHne 60 (wecTMaecaTV) KaneHOapHbIX OHeN ¢
MOMEHTa PAacCMOTPEHUA Kanobbl KomnaHua goKHa
NUCbMeHHO  npouHpopmuMpoBaTb  3asBuTena o
pesynbTaTax paccnegosaHuAa. B cayvae  ecam
KomnaHua He moXKeT oOTBeTUTb B TedyeHue 60
(wecTnpecaTn) KaneHAapHbIX AHEW, OHAa [AOJIKHa
Co0bLWMNTbL 3aABMTENIO O NPUUMHAX 3aEePKKM U yKa3aTb
OXugaembld  nepuoa, B TEYEHMe  KOToporo
paccnefoBaHvMe OyaeT 3aBeplieHO. ITOT CPOK He

The Complaint shall be sent by the Complainant in free
form or using the form provided in the Annex A to the
Policy, (a) by e-mail to the e-mail address
info@ffin.global, 7555@ffin.global with the subject
line “Client Complaint” or (b) in the personal cabinet of
the Company's Internet Trading System (Tradernet) by
using the “Communication with Support” module in
the web version, or the “Communication” module in
the mobile application. You can also send a complaint
by filling in the feedback form located on the corporate
website ffin.kz in the “Write to us” module (section
“About us”).

The Company's unit responsible for consideration of
clients complaints shall confirm to the Complainant
within 7 (seven) business days from the date of receipt
of the complaint by the Company that the Company
has actually received the relevant Complaint of the
Client, and shall also provide the Client with:

1) contact details of the person responsible for
reviewing the Complaint;

2) information on the procedure of consideration of
complaints by the Company;

3) information on the possibility of providing a copy of
the grievance or complaint review procedures free of
charge at the request of the Complainant;

4) the unique number under which the relevant
Complaint is registered by the Compamny, stating that
the Complainant should use this unique number in all
future communications with the Company and/or AFSA
in relation to the specific Complaint, as well as the
process to be followed in dealing with the Complaint
(e.g. when the Complaint will be acknowledged, the
estimated time of review, the possibility (where
applicable) for referral to 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
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MoXeT npesbiwate 90 (4eBAHOCTO) KaneHAapHbIX
AHel ¢ MomeHTa noaayn *Kanobsl.

B xome paccnepoBaHus  Xanobbl  Komnahus
nHbopMmupyeT U coobuiaeT 3anBUTEND  HOBYIO
nHbopmaLmio O npouecce paccmoTpeHus Manobbl
Kaxkgple 30 (Tpnauatn) AHen.

MpepnocTaBnns OKOHYaTENbHOE pelleHne, KOTopoe He
NoNHOCTbIO yaoB/eTBopseT TpeboBaHuA 3assutens,
KomnaHua B nucbmeHHon ¢opme yBegomaset
3aaBuTeENA, MCNONb3yA NoApobHoe 06bACHEHWE CBOEM
nosuunm KacatenbHo anobwl, M coobuiaer o
BO3MOKHOCTU 3aasuTens OTCTOATb Kanoby,
Hanpumep, Yyepe3 AFSA, MAL, namn Cya MOLA.

3aaBUTENb MOXKET MCNO/Ib30BaTh Caeaytowme opraHbl
Ana nogavn anennaumm Ha OKOH4YaTesibHOe peleHune
Un B Caiydae 3a4epPXKKU B NPUHATUN OKOHYATENIbHOIO
peweHunA:

i. AFSA:

Komuter MexgyHapoaHoro ®PuHaHcoBoro LleHTpa
"AcTaHa" no peryaMpoBaHuio GUHAHCOBbLIX YCAYr
AcTaHa, 55/17 npocnekt MaHruauk En, C 3.2
MNouToBbIl MHAeKc 010000, Pecnybnaunka KasaxcraH
TenedoH: +7 7172 91 90 01 nan 8 800 080 08 01
Be6-caut: http://www.afsa.aifc.kz

ii. MexayHapoaHbi apbutpaskHbliii ueHTp (MALL)
AcTaHa, 55/16 npocnekt Manruamk En, C 3.1

aTax 1, nouyTtoBbIM MHAeKc 010000, Pecnybanka
KasaxcTaH

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

iii. Cygq, MOLA
ActaHa, 55/16 npocnekt MaHruamk En, C 3.1

aTax 1, noutoBbI MHAeKc 010000, PecnybnuKa
KasaxctaH

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

During the investigation of the Complaint, the
Company informs and updates the Complainant of the
handling process of its Complaint every 30 (thirty)
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.

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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®OPMA }KANNOBbI KNUEHTA/ CLIENT COMPLAINT FORM

[Jata/Date:

®UO nonHoctblo/ Full name:

Homep Y/1/MacnopTta / PernctpaunoHHbliit Homep/
ID/Passport No/Registration No:

Homep cueta Knnenta/ Account No:

KoHTaKTHble AaHHble BKaoYas e-mail/ Contact detail including e-mail:

MprymHa Kanobbl, eTaNbHOE NOACHEHUE U CKPWMHBI/KOMUKU NEPENUCKK K AeTanam
»anobbl (npun Hanuumm)/ Complaint cause, detailed explanation and screenshots/copies
of correspondence to the details of the complaint (if available) :

duUHaHCOBbIN MHCTPYMeHT (ecan npumenumo)/ Financial instrument (if applicable):

[ata nocnegHen nepenncku ¢ pabotHMKom KomnaHum, bammanto n ums storo paboTHUKa
/ The date of the last correspondence with the Company employee and the name of that
employee:

MoapobHoe onucaHune cobbITMil, NpueeaLwmnx K anobe/ A detailed summary of the
events leading up to a complaint:

Oupaemble pelweHns/ pesynbTaTbl 4ns ucnpasnexHmsa cutyaumm/ Expected
resolutions/outcomes to rectify the situation:

*B 4aHHOM MNYHKTEe A0/KHbI BbITb ONMcaHbl TPE6OBaHMA, 3aNPOC, OXKMAaHUA KnneHTa B
pe3y/abTaTe paccCMOTpPeHunn obpaleHuns

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

Nuunan nognuce/ Personal signature:
Ecau Bbl xOoTUTe NoaaTthb *Kanoby Ha Freedom Finance Global PLC:

1. 3anonHuTe 3Ty dopMy, pacneyaTaiTe, noANULLNTE U OTNPaBbTE ee No aapecy
info@ffin.global , naun

2. nopaitTe nopydyeHune B Cnucteme NHTepHeT TpelanHra

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




