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1. GENERAL PROVISIONS

1. This Complaint Management Policy (the
“Complaint Policy”) has been developed by
Neomarkets Ltd (the “Company”) in order to
determine the procedure for filing and resolving
Clients’ and their representatives’ complaints in
connection with the provision of brokerage and
agency services specified in the Terms of Business
(the “Agreement").

2. DEFINITIONS

“AFSA” means the Astana Financial Services
Authority.

“AIFC” means the Astana International Financial
Centre.

“Complaint” means any statement (whether
delivered in writing or electronically) from the Client
or any person acting on behalf the Client expressing
dissatisfaction about the Company’s provision of
services.

“Complainant” means an Individual or Legal entity
who has the right to file or has already filed a

complaint.

3. FILING AND PROCESSING OF THE
COMPLAINT

3.1. The Complainant submits a complaint in a free
form or fills out the form in Appendix 1 to this
Complaint  Policy to the email address:
info@neomarkets.kz with the subject of the letter
“Complaint”, or through the Personal Account in the
“Application" tab.

3.2. The Company must confirm receipt of the
Complaint within 3 (three) business days and send
the unique number under which the Complaint was
registered. After assigning a unique number, a
unique number must be applied throughout the
Complaint review process.

1. OBIIME ITOJIOXKEHUA

1. Hacrosmas Ilonutuka  YnopaBieHus
xanobamu (“Ilomutuka VYXK”) paspaborana
Neomarkets Ltd (“Kommauus™) B Iemsax
ONpeACNICHUs]  TMOpsIIKA  PACCMOTPEHUS |
yperynupoBanust kanod KimeHtoB uW  ux
MIPEJICTABUTENICH B CBS3M C MPEIOCTABICHUEM
OpOKEpPCKUX M areHTCKHX YCIIYT, YKa3aHHBIX B
Ycnoeusix busneca (“Cornarnienue”).

2. OIIPEJAEJIEHUSA

“KPDY” O3HaYaeT Komuter 1o
pEryIupoOBaHUIO (MHAHCOBBIX ycayr
«MODIIA.

“MdDIIA” O3HayaeT MexayHapoaHblii
®unancoBblil LlenTp «AcTtanay.

“Kanoba” o3HauaeT 11000€  3asBIEHUE

(He3aBUCUMO OT TOTO, TOJAHO JH OHO B
NUCHbMEHHOU (popMe WIIH B JIEKTPOHHOM BHJIE)
ot Knnenra unu mo0oro nuna, 1elCTBYIONIIETo
oT UMEHU Knuenra, BBIpaXkaroIee
HEYJIOBJICTBOPCHHOCTh B OTHOIICHUN
npenocrabnenuss Komnanueit ycyr.
“Jaseumenv” o3HauaeT (HUUYECKOE WIH
IOpUANYECKOE JIMIO, KOTOPOE HUMEET MPaBo
MOJaTh WJIH YK€ IMOJAJI0 Kalno0y.

3. HOJAYA U PACCMOTPEHHUE
KAJIOBbI

3.1. 3agBuTens HampaBiIseT Kajlody B
cBoOOHOM (opme wiu 3anonHseT (opMmy B
[Mpunoxenuu 1 x Hactosmeit [onutuke YK Ha
anekTpouHbd aapec: info@neomarkets.kz ¢
Temoit ucbMa “XKano6a”, mubo uepes JInunbiii
KaOWHET BO BKJIajaKe “‘3asBiieHue”.

3.2. Komnanus momkHa B TedeHHe 3 (Tpex)
pabounx JOHEH MOATBEPAUTH  IOJNyYCHHE
KanoO6b! 1 HarpaBUTH YHUKAIBHBIA HOMED, T0]T
KOTOpBIM Obula 3apeructpupoBana Kamoba.
[locne mpucBOeHHsI YHUKaJIBHOTO HOMEpa, B
TEYCHUE BCErO IpoLecca  pPacCMOTPEHUS
Kanobel NOMKEH MPUMEHSTHCS YHUKaIbHBIN
HOMED.
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3.3. After receiving a Complaint, the Company must
initiate an  investigation into the factual
circumstances related to any complaint received
(written or oral).

3.4. The Company must maintain a separate file for
all written, oral and electronically transmitted
Complaints of Complainants containing the
following information:

* Identification of each Complaint;

* Date of receipt of each Complaint;

« Identification of each employee serving the

account;

* General description of the issue on which the

Complaint is filed;

* Copies of all correspondence related to the

complaint; and

* A written report on the actions taken in relation

to the complaint.

3.5. Within 60 (sixty) calendar days from the date of
receipt of the Complaint, the Company must send the
Complainant information about the results of the
investigation in writing.

3.6. During the complaint review process, the
Company must send the Complainant information
about the review stage every 10 (ten) calendar days.

3.7. The final decision on the Complaint must
contain a detailed explanation of the Company's
position and ways to challenge the decision, as
indicated in paragraph 4.2. of this Schedule.

4. CONTESTING THE DECISION ON THE
COMPLAINT

4.1. The Complainant has the right to contest the
decision on the Complaint if he/she is not satisfied
with the final decision.

3.3. Tlocne momyuenus XKamoosr Kommanus
JOJKHA WHULIUUPOBATH pacciiefjoBaHue
npoBepKy  (aKTUYeCKUX  OOCTOSITEILCTB,
CBSI3aHHBIX C JIFOOOW MOJIYYEHHOU Kano0oit
(MMCHPMEHHOM MIJTH YCTHOM ).

3.4. Komnanus A0JKHA BECTH OTACIBHBIN (haiii
JUTSl BCEX MTUChMEHHBIX, YCTHBIX M MEepeAaHHbIX
AJIEKTPOHHBIM criocoboM JKamob 3asBuTtenei,
COJIEp KAl CISAYIONIYI0 HH()OPMAIIHIO:

o HMnentudukanus kaxmaon XKamoosr;

e Jlara momydyeHust kaxaoil JKanoowr,

e lnenTudukanus Kaxaoro COTpyJIHHKA,

00CITyKMBAIOLIETO YYETHYIO 3aIHCh;

e (OOmee onucanue BOIpoca, Ha KOTOPBIi

noaana JKano0a;

e Konun BCeH KOPPECIOH/ICHIIUH,

CBSI3aHHOM C Kano00ii; u

e JIMCbMEHHBII OTYET O JCHCTBHUIX,

NPEANPUHSITHIX B OTHOLIEHUH KAIOOBI.

3.5. B reuenne 60 (mmecTuaecsITH ) KaJaeHIapHBIX
nHed ¢ MoMmeHTa monydeHus  KamoObl
Komnanuss [oikHa MNHCBMEHHO HalpaBUTh
3asgBUTEN0 HHGOPMALIMIO O  pe3ynbTarax
paccieloBaHuUsl.

3.6. B xone npouecca paccMotpenust XKaao0bt
Kommanuss nmomkna xaxasle 10 (mecsTs)
KaJCHJApHBIX JHEH HamNpaBiIsATh 3asBUTEIIO
WH(POPMAIIHIO O CTAIUU PACCMOTPEHHUSL.

3.7. OxonuatenbHOe pemieHne 1o JKamooOe
JOJDKHO — cojepxarb B cebe moapoOHoe
oObsicHeHne no3unuu Komnanum u crnocoOsl
OCIIapUBaHUS pELIeHHs, KaK 3TO YKa3aHO B
nyHkre 4.2. Hacrosmero IIpuioxenus.

4. OCITAPUBAHHUE PEHIEHUA 11O
KAJIOBE

4.1. 3asBuTeNb MMEET IPaBO OCIOPUTH
pemrenue no JKanobe, eciii OH HEYI0BIETBOPEH
OKOHYATEJIbHBIM PELICHUEM.
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4.2. The Complainant may contest the decision inthe 4.2. 3asBuTensr MOXET OCIOPUTH PEIICHUE B

AIFC International Arbitration Center (IAC), in the MexayHapogaom  ApOutpaknom  LleHTpe

AIFC Court or through the AFSA. M®IIA (MAII), B cyne MOIIA wiu uepes
KPODY.

4.3. The Complainant may contact the following 4.3. 3asBurens MOXeT 00paTUTbCA IO

contacts to challenge the decision on the Complaint: caexyronmum KOHTaKTaM Ui OCIIAPHBAHHUS

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. AIFC International Arbitration Centre (1AC)
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

pewienus o XKanoOe:

i. KPDY:
Komurer MexaynapogHoro ®@uHaHCOBOTO
Lentpa “AcraHa” 1o peryjiupoBaHUIO

(UHAHCOBBIX YCIIYT

Acrana, 55/17 npocnexktr Manrunmuk Ein, C
3.2

[TouroBwiii uuaexc 010000, Pecmnybnuka
Kazaxcran

Tenedon: +7 7172 91 90 01 um 8 800 080
08 01

Be6-caiit: http://www.afsa.aifc.kz

ii. Mesxcoynapoonuiii
uyenmp M®I[A (MAIL])
Acrana, 55/16 npocnexktr Manrunuk Ein, C
3.1

sTaxk 1,
PecniyOnuka
Kazaxcran
Tenedon: +7 (717) 264 73 37 umm +7 (701)
981 73 20

E-mail: info@aifc-iac.kz

apoumpaxicHulil

moutoBeii  mHAEKC 010000,

iii. Cyo M®I]A

Acrana, 55/16 nmpocnektr Manrunuk En, C
3.1

sTaxk 1,
PecniyOnuka
Kazaxcran
Tenedon: +7 (717) 264 73 37 nmm +7 (701)
981 73 20

E-mail: info@aifc-court.kz

moutoBeii  mHAEKC 010000,
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Appendix 1/ Ipunoxenne 1
COMPLAINT FORM / ®OPMA JXAJIOBbI
Date / lara: [/ [

Full name / TTonnoe ums

Type of identity document, document number /
Tun  gOKyMeHTa, YIOCTOBEPSIOLIErO JIMYHOCTb,
HOMEp NOKYMCHTA

Account number / Homep akkaynra

Contact details / KontakTHbIE 1aHHBIE

The reason for the complaint, a detailed
description of events leading up to the complaint,
the Client’s requests and expectations (Please
attach supporting documents/screenshots)

[Ipnunna KaJlo0Bbl, JIeTaIbHOE OIMCaHue
(IToxxanyiicra, IPWIOKNATE  MOATBEPKAAIOIINE
JIOKYMEHTBI/CKPHUHBI)

Financial Instrument (if applicable) /
DUHAHCOBBII HHCTPYMEHT (€CIU PUMEHUMO)

The date of the last correspondence with the
employee of the Company, the name and surname
of the employee /

Z[aT a HOCJ’IC)IHCI\/'I NEPCIIUCKA C COTPYAHUKOM
Komnanuu, ums v pamuimsi paboTHUKA

Signature / TToanuck

Please print out this form, sign it and send the scan to the following contacts /
[Toxanyiicra, pacrieqaraiite JaHHYIO GOpPMY, IOANUIINTE U HAIIPAaBbTE CKaH MO CIETYIOUINM
KOHTaKTaM.

e-mail / sn.moura:




