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NPUNOXKEHUE 6

K PernameHTy okasaHus

B6pOKEPCKMX (areHTCKMUX) yCayr Ha pbiHKe
LLeHHbIX Bymar,

yTBEPKAEHHOE NPUKa3oMm

lnaBHoro McnonHUTENbHOTO AUPEeKTopa
ny6AnYHOM KOMMNaHUK

Teniz Capital Brokerage LLP

ot 03 ¢peBpana 2025 r

NONTUTUKA YNPABJIEHUA XXANOBAMU
O Monutuke

HacToswwasn NnoAnTUKa peryanpyet nopagoK
PacCMOTPEHUA M YPeryanmpoBaHUA Kanob PO3HUYHBLIX U
MpodeccnoHanbHbIX KAMEHTOB Ha [My6AMUYHY0 KOMMaHUIo
Teniz Capital Brokerage LTD (ganee —"Komnanus") B cBA3u c
npegoctasneHvem KomnaHueid WMHBECTUUMOHHBIX  yCayr
(nanee — "*anobowr").

JTiobble TePMUHDI C 3ar1aBHOM BYKBbI, UCNOAb3yeMble, HO He
onpegeneHHble B HactoAwem [lpunoxeHun 9, wumetot
3HayeHue, fAaHHoe um B noccapum.

OnpepeneHus

"M®LUA" o3HauaeT MexayHapoaHbli GUHAHCOBBLIN LLEHTP
"AcTtaHa";

"AFSA" o03Hauaer Komuter MOLA no peryanmposaHuio
UHAHCOBBIX YCAYT;

"3aaButenb"’ o03HayaeT n0boe nnUO, Pu3Myeckoe waU
IOpMAMYECKOe, KOTOPOE WMMeeT MpaBo ModaTb Kanoby B
KomnaHMIo 1 KOTOopoe YyiKe Nogasno *anoby;

"MAL" o3HayaeT MexayHapoaHblit apOUTPaXKHbIM LLeHTP B
MOLA;

"Tnoccapuit” o3HayaeT Mnoccapuin MOUA (AKT MOLA Ne
FR0O017 ot 2018 roga);

"Monutnka" o3HavaeT
ynpasneHus *Kanobamu.
MNopaua n paccmotpeHue Kanobbl

HacToswyo  MonuTURY

anoba HanpasnseTca 3asBuTenem B ceoboaHoOM popme nnu
C ucnonb3oBaHWem Gopmbl, NpuBeaEHHON B MpunoxeHUn A K
MoNUTUKe, NO 3/1EKTPOHHOW MOYTE Ha INEKTPOHHBIN aapec
info@tenizcap.kz c Temoi nncbma "HKanoba KaneHTa».

Cny»k6a noppepkn KomnaHuu noarsepikaaeT B TedeHue 5
(natn) paboumx aHen o nonydeHmun HKanobbl OT 3anaBUTENA U
UHpopmupyeT 3aaBuTens 06 YHWKANbHOM HOMepe, noja
KOTOPbIM 3aperncTpMpoBaHa *anoba, c ykasaHMem o Tom, YTo
3anBUTEeNb [O/KEH MCMOMb30BaTb YKa3aHHbIN YHUKANbHbIN
HOMep BO BCeX ByayLuMx KOHTaKTax ¢ KomnaHuen u/vamn AFSA
B OTHOLIEHMM KOHKpeTHoM anobbl, a TakkKe npouecca,
KOTOPbIN ByAeT NPUMEHATbCA MPU pPaccMoTpeHun HKanobbl

ANNEX 1

to the Regulations on Provision of

Brokerage (Agency) Services on the Securities
Market approved by approved by the order
of the Chief Executive Officer

of the public company
Teniz Capital Brokerage LLP
dated February 03, 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

"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. FR0017 of 2018);

"Policy" means this Complaints Management Policy.

Lodging and investigation of Complaint

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@tenizcap.kz with the subject of e-mail
"Client complaint». 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,
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(Hanpumep, Korga Manoba Oymer  NoOATBEPHKAEH],
OPUEHTMPOBOYHOE BPEMA PAaCCMOTPEHMA, BO3SMOMXKHOCTb (rae
3TO NpuMMeHumo) gna obpaweHuna B AFSA, MAL, uan Cypg,
M®LA).

B TeueHune 60 (wectnaecaTn) KaneHaapHbIX AHElM ¢ MOMEHTa
paccMoTpeHua Kanobbl KomnaHua [A0MKHA NUCbMEHHO
npovHpopPMUpPOBaTbL 3anBuTena o pesynbTaTax
paccnefoBaHusa. B cnyyvae ecnv KomnaHuA He MOXKET OTBETUTb
B TeyeHue 60 (LecTnaecaTn) KaneHaapHbIX AHEN, OHa A0MKHA
coobWMTL 3anBUTENO O MPUYMHAX 3a[EPXKKM M YKasaTb
OXMAaeMblii Nepuos, B Te4eHue KOTOpOoro pacciefoBaHue
bypeT 3aBeplieHO. ITOT CPOK He MoKeT npesblwate 90
(a4eBAHOCTO) KaneHZAPHbIX AHEW C MOMEHTa nogauum Kanobbl.

B xoge paccnesnoBaHua Manobbl Komnanua uHpopmupyet m
coobuiaeT 3anBuTento Hosyl MHOOPMALMIO O Mpouecce
paccmoTpeHun anobbl Kaxable 10 (gecaTb) aHein
MpepoctaBnsas  OKOHYaTENbHOE pelleHMe, KOoTopoe He
NoNHOCTbIO  yaoBneTsopseT  TpeboBaHuA  3asBuTens,
KomnaHus B nucbmeHHOW ¢dopme yBesomMnsieT 3asBuUTeNs,
ucnonb3ya noapobHoe o0bObACHEHWE CcBOeW  Mo3uuum
KacaTesibHO anobbl, M coobLiaeT 0 BO3MOXKHOCTU 3anBuUTeNA
otctonaTb *Kanoby, Hanpumep, yYepe3 AFSA, MAL, wan Cypa
MOLIA.

3anBUTEIb MOXKET UCMONb30BaTb C/ieaytolwme opraHbl

ONA NoAAaYM anennaumMm Ha OKOHYaTesIbHOe pelleHne

WIX B CNyvyae 33aJEpKKM B MNPUHATAM OKOHYATE/IbHOro
peleHua:

AFSA:

Komutetr MexayHapoaHoro ®uHaHcosoro LleHTpa
"AcTaHa" no perynMposBaHuto GUHAHCOBbLIX YCAYr
AcTaHa, 55/17 npocnekt MaHruauk En, C 3.2
MoyTtoBbIl HAEeKc 010000, Pecnybaunka KasaxcTtaH
TenedoH: +7 7172 91 90 01 nnm 8 800 080 08 01
Be6-cait: http://www.afsa.aifc.kz

MeKayHapoaHbI apbutpaskHbIn LeHTp (MALL)
AcTaHa, 55/16 npocnekt MaHruauk En, C 3.1

aTax 1, noytosbIit MHAeKc 010000, PecnybimKa
KasaxctaH

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

Cyn MOUA

AcTaHa, 55/16 npocnekt MaHruauk En, C 3.1

aTax 1, nouyTtosbIi MHAEeKc 010000, PecnybamKa
KasaxctaH

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

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:

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

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

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



dopma #anobbl Knmenta/ Client complaint form

[Data / Date

MpunoxeHue A/Annex A

®UO nonHoctblo/ Full name:

Homep Y/1/Macnopta / PernctpaumoHHbin Homep/
ID/Passport No/Registration No:

Homep cyeTa Knmnenta/ Account No:

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

MpuunHa Kanobbl, feTaNbHOE NOACHEHUE U CKPUHBI/KONWUK
nepenuncku K getanam xanobbl (npu Hannumm)/ Complaint cause,
detailed explanation and screenshots/copies of correspondence to
the details of the complaint (if available) :

®uHaHCOBbIM UHCTPYMEHT (ecan npumeHmmo)/ Financial instrument
(if applicable):

[Nata nocnegHei nepenucku ¢ paboTHUKOM KomnaHuu, damunuio v ums
atoro paboTHuka / The date of the last correspondence with the
Company employee and the name of that employee:

MoapobHoe onncaHne cobbITUIM, NpUBeALINX K Kanobe/ A detailed
summary of the events leading up to a complaint:

OKuaaemble pelieHunn/ pesynbTaTbl 418 UCNpaBaeHUs cutyauum/
Expected resolutions/outcomes to rectify the situation:

*B AaHHOM MNYHKTe A0/KHbI BbITb OnMcaHbl TpeboBaHuMs, 3anpoc,
oXuaaHua KnveHTa B pesynbTaTe pacCMOTPEHUA obpalleHms

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

JlnuHasa nognuck/ Personal signature:




