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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 15 mas 2025r.

NONTUTUKA YNPAB/ZIEHNA }KANOBAMU

O Nonutuke

Hactoawasn NofMTHKa peryanpyet nopsaAokK
PacCMOTPEHMUA U YPEryIMpoBaHMA }anob PO3HUYHbIX
n lpodeccmoHanbHbIX KAMEHTOB Ha [y6auuyHyio
KomnaHuio Freedom Finance Global PLC (panee —
"KomnaHusa") B cBA3u c npegoctaBaeHnem KomnaHuei
MHBeCTUUMOHHbIX yenyr (ganee — "}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 15 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 HanpasnaetcA 3asABuTenem B cBO6OAHOWM
dopme nnun c ucnonbsosaHmem Gopmeol, NPUBELEHHON
B MpunoxeHun A K MonutuKe, (a) NO 3/1EKTPOHHOM
noyte Ha 3NeKTpoHHbIW agpec info@ffin.global,
7555@ffin.global c Temoi nucbma "Manoba knneHta"
man (b) B nuuHom kKabuHete Cuctembl WHTepHeT
TpenguHra KomnaHum (Tradernet) nocpeacteom
Mcnonb3oBaHna moayns «ObLieHVe ¢ NoALEPKKON» B
Beb6 Bepcun, nam moayna «ObuweHne» B MOBUAbHOM
NPUNOXKEHUN. TaKKe »Kanoby MOMKHO HanpaBuUTb
nytem 3anonHeHua ¢Gopmbl  0obpaTHOM  cBA3M,
pa3smMelLeHHOW Ha KopnopaTtusHom caute ffinkkz B
moayne «Hanuwwute Ham» (pasgen «O Hacy).

MoppasgeneHne KomnaHuW, OTBETCTBEHHOE  3a
paccMOTpeHUe Kanob, NoaTBep:KAaeT 3asBUTENO B
TeyeHne 7 (cemu) paboumx gHei co AHA MONy4yeHuA

KomnaHueit Kanobbl, uyto KomnaHuua nonyumna
cooTBeTCcTBYlOWY0 Hanoby KnueHTa, a Takxke
npegocTaBnaeT KAneHTy:

1) KOHTAKTHbIE JAHHble IMLA, OTBETCTBEHHOrO 33
pacCMOTpPEHME Kanobbl;

2) MHGopMaLMIo O Npouenype PaccMoTpeHua
KomnaHwuelt xanob;

3) MHbOPMaALMIO O BO3MOMXKHOCTM BecniaTHoro

NnpefoCTaB/feHMA KOMMM Mpoueayp pPaccMOTpPeHMUs
ob6palleHns nam Kanobbl No 3anpocy 3anBUTeENS;

4) YHWKabHbIM Homep, noa KOTOPbIM
3aperncTpMpoBaHa COOTBETCTBYlOWAA Kanoba, ¢
yKasaHMem O TOM, U4YTO 3aABUTENb  [O/KEH
MCMO/1b30BaTb YKa3aHHbIN YHUKaNbHbIN HOMEp BO BCEX
6yaylwmx KoHTakTax c Komnauueir u/wan AFSA B
OTHOLLIEHUWN KOHKpPeTHOM anobbl, a TakKe npotecca,
KOTOpbIli ByaeT NPUMEHATbCA MNPU  PACCMOTPEHMUM
anobbl  (Hanpumep, Korga Hanoba  byaper
NoATBEPKAEH], OpPUEHTUPOBOYHOE Bpems
pPaccMOTPEHMUA, BO3MONKHOCTb (rge 3To NpUMEHUMO)
ans obpaleHna B AFSA, MAL nnn Cya MOLUA).

B TeueHue 60 (wecTnaecATV) KaneHAapHbIX AHEN C
MOMEHTa PacCMOTPEHUs Kanobbl KomnaHua LoKHa

NMMCbMEHHO  npouHbopmMpoBaTb  3anABUTENA O
pesynbTaTax pacciegosaHua. B cayvae  ecnum
KomnaHua He MOXKeT OoTBeTUTb B TeyeHune 60

(wecTnpecaTM) KaneHZapHbIX AHEW, OHa A0JIKHa
Co06WUTL 3aABUTENI0 O NPUYMHAX 33AEPKKMN U YKa3aTb
OXMAaembli  nepuoa, B TeYEHUE  KOTOPOro
paccnesosaHue 6yaer 3aseplueHo. 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 npesblwaTe 90 (4EeBAHOCTO) KaneHZApPHbIX
AHel c MmomeHTa noaaun Kanobol.

B xome paccnegoBaHuA  Xanobbl  KomnaHua
uHpopmupyer #© coobuiaetr 3anBUTENO  HOBYHO
MHboOpMaLMio O npouecce paccmoTpeHua HKanobbl
Kaxgble 30 (TpuguaTtv) aHen.

MpenoctaBnAa OKOHYaTE/IbHOE pelleHne, KOTOPOoe He
MONHOCTbIO yAoOBAeTBOpAET TpeboBaHWA 3asBuTens,
KomnaHua B nucbmeHHon dopme yBegomnaeT
3anaBuTeENSA, NCNO/b3YA NOAPOO6HOE 06BACHEHWE CBOEN
no3mumn KacatenbHo Manobbl, u coobuwaer o
BO3MOHOCTH 3aasuTens OTCTOATb Kanoby,
Hanpumep, Yyepe3s AFSA, MALL nan Cyg MOLLA.

3aaBuUTENb MOXKET MCNOJb30BaTh c/eaytoLme opraHbl
Ana nogayun anennaumMmn Ha OKOHYaTe/NbHOE pelweHne
WU B CNhydae 3a4epKKU B NPUHATUN OKOHYATE/IbHOIO
peweHunA:

i. AFSA:

Komuter MexayHapogHoro ®uHaHcoBoro LleHTpa
"AcTaHa" no peryaMpoBaHuio GUHAHCOBLIX YCYT
ActaHa, 55/17 npocnekt MaHruauk En, C 3.2
MouToBbI MHAEKC 010000, Pecnybaunka KasaxcTaH
TenedoH: +7 7172 91 90 01 nan 8 800 080 08 01
Beb-cait: http://www.afsa.aifc.kz

ii. MexxayHapoaHbI apbuTpaskHbIi LeHTp (MALL)
ActaHa, 55/16 npocnekt MaHruauk En, C 3.1

aTax 1, noutoBbIi MHAEeKc 010000, Pecnybnuka
KasaxcrtaH

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

iii. Cyn MOLA
AcTaHa, 55/16 npocnekt Manruamk En, C 3.1

3Tax 1, nouToBbI MHAEKC 010000, Pecnybanka
KasaxcraH

TenedoH: +7 (717) 264 73 37 unn +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.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 / PernctpaumoHHbln 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:

MNoapo6Hoe onucaHune cobbiTnii, Npusealnx K xanobe/ 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




