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MpunoxeHune 9

K PET/IAMEHTY OKA3AHMWA BPOKEPCKUX
(ATEHTCKMX)
YC/IYT HA PbIHKE LIEHHbBIX BYMAT

NOJIUTUKA YNPAB/NIEHUA XKANOBAMU
O Nonutuke
HacroAawan NOANTUKA perynupyet nopAaaokK
paccmoTpeHns obpalleHunin, xkanob 1 yperyampoBaHua
cnopoB (manee — anobbl) mexay MybavyHoi
KomnaHuelt FREEDOM FINANCE GLOBAL PLC (panee —
Komnanua) n Knnentamu.

MoNuTUKa He pPacnpoCcTPaHAEeTca Ha Kanobbl wnau
npeTeH3un,  KOoTopble  TEKYWWA  KAMEHT  Uan
NoTEHUMA bHbIN KAMEHT Bblpa)kaeT cnocobom, He
NPonMcaHHbIM B HacToALLen MonuTuke.
OnpepeneHuns

B MNonuTtuke, ecnm MHOe He BbITEKAaeT U3 KOHTEKCTa
«M®UA» o3HavyaeT MexayHapoaHbli PrHaHCOBbLIN
LeHTp «AcTaHa».

«AFSA»  o03HavaeT Komuter MexayHapogHOro
®uHaHcoBoro LleHTpa «AcTaHa» No peryiMpoBaHuIo
¢duHaHcoBbIx ycayr (Astana International Financial
Centre Financial Services Authority).

«KomnaHua» o3HavaeT Freedom Finance Global PLC.
«3anaBUTeNb» 03Ha4aeT toboe nuo, pusmnyeckoe nam
IOpUaMYECcKoe, KOTOPOE MMEET NPaBO NoAaTb Kanoby
B8 KoMnaHu1Io 1 KoTopoe yxKe noAano *Kanoby.

«¥anoba» O3Ha4aeT 3aABneHne o
Hey[0BNETBOPEHHOCTN, aapecoBaHHOe KomnaHwuu
3aABUTENNIEM B CBA3U C npeaocrtaBieHneEm

WHBECTULMOHHbBIX YCAYT.
«MAL» o3HauyaeT MeKayHapoaHbI apbuTpakHbIn
ueHTp 8 MOLLA.

«Monutnka» o3HayaeT 3Ty [OAMTMKY YynpaBaeHus
)anobamu.

Mopaya n paccmoTpeHue Kanobbl

Ecnv y 3assButens ecTb Kakue-nMbo BO3parKeHus
OTHOCUTE/NIbHO NPeAOoCTaBAEHUA WHBECTUUMOHHbLIX W
BCMOMOraTeslbHbIX  YCAYr  W/MAM  ocyllecTBieHus
WHBECTULUMOHHON  AEATEeNbHOCTU, pPeKomMeHAyeTcs
nogatb anoby Ha info@ffin.global ¢ Temoit
3N1EeKTPOHHOM NouThl «Kanoba KAMEHTa» UK B IMYHOM
KabuHete Cuctembl UHTepHeT TpeiguHra(Tradernet)
HanucaTb B “3anpocbl u [oxenaHus”. 3anaBuTeNb
MOXeT Wcnosib3oBaTb ¢opmy Kanobbl KnueHTa,
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Annex 9

to the REGULATIONS ON PROVISION OF BROKERAGE
(AGENCY) SERVICES

ON THE SECURITIES MARKET

COMPLAINTS MANAGEMENT POLICY
About the Policy
This policy governs the procedure for considering
appeals, complaints and settlement of disputes
(hereinafter — Complaints) between the FREEDOM
FINANCE GLOBAL PLC (hereinafter — the Company) and
Clients.
The Policy does not apply to complaints or grievances
that a client or potential client expresses by a method
does not prescribe in the Policy.

Definitions

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

“AIFC” means Astana International Financial Centre.
“AFSA” means Astana International Financial Centre
Financial Services Authority

“Company” means Freedom Finance Global PLC.
“Complainant” means any person, natural or legal,
which is eligible for lodging a Complaint to the
Company and who has already lodged a Complaint.
“Complaint” means a statement of dissatisfaction
addressed to the Company by a Complainant relating
to the provision of investment services.

“IAC” means International Arbitration Centre in AIFC.

“Policy” means this Complaints management policy.

Lodging and investigation of complaint
npuseaeHHyto B NMpunoxeHuu A K NMoantukennm
HanucaTtb obpalleHue B cBoboaHon popme.

Freedom Finance Global PLC

Authorised by the AFSA License Number: AFSA-A-LA-2020-

00189, Issue Date: 20 May 2020 1
141 Office, Block C 4.1, Mangilik El ave., 55/20, Nur-Sultan city,
Republic of Kazakhstan, Z0O5T3D0
+7 7172 727555 or 7555 (free from mobile) | www.ffin.global


http://www.ffin.global/
http://www.ffin.global/
mailto:info@ffin.global

FREEDOM
BROKER

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.
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Cny:kba nopaepsKkM noaTeepyKpaeT, B TeyeHune 3

(tpex) pabounmx pHelt o nonydeHun HKanobbl
3assutento  u  uHbopmupyet  3assutens 06
YHUKaZIbHOM Homepe, noa KOTOPbIM

3aperncTpmMpoBaHa Kanoba M 0 TOM, YTO OH [O/IKEH
MCNONb30BaTb YKa3aHHbIN CCbIIOYHbBIA HOMEP BO BCEX
byaywmx KoHTaktax ¢ KomnaHnuein u / mam AFSA B
OTHOLLUEHUN KOHKpeTHoW Hanobbl, a TakKe npoLecc,
KOoTOpbI ByaeT NPUMEHATbCA MPU  PACCMOTPEHUM
anobbl  (Hanpumep, Korga  Manoba  byaet
noATBEPKAEHA, OpPUEHTUPOBOYHOE Bpems
paccMOTPEeHMs, BO3MOXHOCTb (r4e 3TO MPUMEHMMO)
Ansa obpalueHuns B AFSA, MAL, nam B cyg MOLIA).

B TeyeHue 60 (wecTngecaTn) KaneHAAPHbIX AHeW C
MOMEHTa PacCMOTPEHUA Kanobbl KomnaHusa Ao0aKHa
NUCbMEHHO  nNpouHbopmMpoBaTb  3aABUTENA O
pesynbTatax paccnegoBaHus. B cnyyae  ecam
KomnaHua He moXeT oTBeTUTb B TeyeHue 60
(wectnpecaTn) KaneHpapHbIX AHeNW, OHa [O/XHa
Co06LWMTb 3aABUTENO O NPUYMHAX 33EPHKKN U YKa3aTb
OXMAaemMbld  nepuos, B TEYEHME  KOToporo
paccnegoBaHue OyaeT 3aBepllieHo. ITOT CPOK He
MoKeT npesblwaTe 90 (AeBAHOCTO) KaneHAAPHbIX
AHel c MomeHTa nogaun anobbl.

B xome paccnegoBaHua  Kanobbl  KomnaHwus
nHbopmupyer UM coobwaer 3aABUTENO0  HOBYIO
mHbopmaumio o npouecce paccmoTpeHus HKanobbl
Kaxkable 10 (aecatb) AHEN.

MpenocTaBnAa OKOHYATENbHOE pelleHne, KOTOpoe He
NOJIHOCTbIO yAo0BNEeTBOpAeT TpeboBaHWs 3asaBuTeNA,
KomnaHua B nucbmeHHoM ¢opme yBedomAaseT
3aaBuTeNs, UCNO/b3ys NoapobHoe obbsAcHEHME cBOel
nosuuymm KacatenbHo Manobbl, wn coobwaetr o
BO3MOXHOCTHU 3aasutensa OTCTOATb anoby,
Hanpumep, Yyepes AFSA, MAL nan cya MOLA.
3anABUTENIb MOXKET UCNOMb30BATb CAeAyOLME OpraHbl
ONA NoAaYun anennsuum Ha OKOH4YaTeNbHOE pelleHue
W/ B C/ly4ae 3a4epPrKKU B NPUHATUM OKOHYATENBHOrO
peweHus:

i. AFSA:

Komuter MexayHapogHoro ®uHaHcosoro LleHTpa
«ACTaHa» No peryaMpoBaHnio GUHAHCOBbIX ycayr
Hyp-CyntaH, 55/17 npocnekt Manruamk En, C 3.2
MouToBbIN MHAEKc 010000, Pecnybanka KasaxctaH
TenedoH: +7 7172 91 90 01 uam 8 800 080 08 01
Be6-canT: http://www.afsa.aifc.kz
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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.

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.0. Box 010000, Republic of Kazakhstan

Telephone: +7 7172 91 90 01 or 8 800 080 08 01
Website: http://www.afsa.aifc.kz
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ii. MexayHapoaHblit ap6uTpakHbiit ueHTp (MALL)
Hyp-CyntaH, 55/16 npocnekt Manrmuank En, C 3.1
aTax 1, nouToBbIN MHAeKc 010000, Pecnybanka
KasaxcraH

TenedoH: +7 (717) 264 73 37 unn +7 (701) 981 73 20

E-mail: info@aifc-iac.kz

iii. Cya MOLA

Hyp-CyntaH, 55/16 npocnekt Maxrnamk En, C 3.1
aTax 1, noutoBbl MHAeKc 010000, Pecnybnmka
KasaxctaH

TenedoH: +7 (717) 264 73 37 unn +7 (701) 981 73 20
E-mail: info@aifc-court.kz
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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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NPUNOXEHUE A /Annex A

®OPMA }KANOBbI KIUEHTA/ CLIENT COMPLAINT FORM

[Jata/Date:

®UO nonHocTblo/ Full name:

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

Homep cueta Knmenta/ Account No:

KoHTaKTHble gaHHble BKao4Yan e-mail/ Contact detail including e-mail:

MpuumHa »anobbl, AeTasbHOE NOACHEHUE U CKPUHbI/KONUKU NEPENUCKM K AeTaNaM
»anobbl (npun Hannumm)/ Complaint cause, detailed explanation and screenshots/copies
of correspondence to the details of the complaint (if available) :

®drUHaHCOBbIA MHCTPYMEHT (ecam npumeHnmo)/ Financial instrument (if applicable):

[aTta nocneaHeii nepenncku ¢ paboTHUKOM KomnaHum, Gammuanio M MMa 3TOro paboTHMKa
/ The date of the last correspondence with the Company employee and the name of that
employee:

MoapobHoe onucaHune cobbiTnin, Nnpuseawnx K kanobe/ A detailed summary of the
events leading up to a complaint:

Okupaemble peleHuns/ pesynbTatbl 4158 ncnpasneHna cutyaumn/ Expected
resolutions/outcomes to rectify the situation:

*B faHHOM NYHKTE A0/IKHbI ObITb ONMCaHbl TPebOBaHMA, 3aMpPOC, OXKNAAHNA KAneHTa B
pesynbTaTe pacCMOTPEHUA obpalleHus

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

JNnyHas noanuck/ Personal signature:
Ecnu Bbl XOTUTE NoaaTh anoby Ha Freedom Finance Global PLC:

1. 3anonHuTe 3Ty GopMy, pacneyaTaiTe, noanNuULINTE U OTMNPaBbTe ee No agapecy
info@ffin.global , nan

2. nopalite nopyyeHue B Cucteme NHTepHeT TpeamnHra

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

1.
2.

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