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Chapter 1. General Provisions

1. This Client Complaints Handling Policy (hereinafter - the
Policy) of the Branch of “Investment House Astana-Invest” JSC
in the AIFC (hereinafter - the Branch or We) regulates the
process of considering complaints from Clients to the Branch.

2. If the Client has any reasons to feel dissatisfied with any
aspect of the Branch's service, as well as the quality of the
services provided by the Branch for the licensed activity, this
Client should contact the Branch team by sending a message to
the Parent Company of the Branch
to email at: info@investdom.kz.

3.  Very often, questions in the received message of a claim
nature may arise as a result of misunderstandings and can be
easily resolved by the team of the Branch and the Head
Company of the Branch as soon as possible through
negotiations with the Client and clarifications on the complaint.

4. If the team of the Branch and / or the Parent Company of
the Branch is not able to resolve this issue or the Client believes
that the team of the Branch did not meet the expectations of the
Client, and the Client wants to file a complaint as a formal
complaint (claim), the Client can refer it to the Compliance
Officer in paper to the office location of the Branch. The role of
the Compliance Officer is to independently consider all
complaints received, constructively and comprehensively
analyze the Client's complaint, ensuring that the Branch's fault is
eliminated at the earliest opportunity.

Chapter 2. Procedure for handling complaints
5. Clients must clearly state their complaint in writing,
indicating all the circumstances of the complaint in question and
attaching supporting documents (if any).

6. After the complaint has been received, the Branch is
obliged, within 5 (five) business days, by telephone or e-mail to
provide the applicant with:

a) contact details of the person responsible for handling the
complaint;

b) detailed information on the policy and procedures for
handling complaints at the Branch (in this case, copies of
the procedures can be provided free of charge at the
request of the applicant);

7. The Compliance Officer must consider the complaint in

order to investigate and understand what happened or did not

happen, as well as assess whether the Branch acted fairly within
the framework of its rights and powers, whether the Branch
fulfilled its contractual and other obligations.

8. A comprehensive written response to the complaint will be

submitted to the applicant within 30 (thirty) days from the date of

receipt of the complaint from the Client. If it takes more than
thirty (30) days to consider the complaint, the Branch is obliged
to provide the complainant with updated and up-to-date
information on the process of resolving and considering the
complaint by any possible communication channels. In most
cases, all necessary steps will be taken by the Branch to

consider and resolve the issue within no more than sixty (60)

days from the date of receipt of the complaint from the

complainant.

9. If the Client believes that the complaint was not
satisfactorily resolved by the Compliance Officer, he may refer
the complaint to the Senior Executive Officer, and the
Compliance Officer will promptly provide detailed information to
the Senior Executive Officer on the complaint considered.

10. Any appeal to the Senior Executive Officer must be made

MnaBa 1. O6wWwme nonoxeHusn

1.  Hactosawas Monutuka paccmoTpeHust xanob KnueHtos
(aanee — Tlonutuka) dunuana AO «MNHBECTULUOHHBIN [1om
«ActaHa-MuBect» B MOUA (panee — dunuan wunn Mbl)
pernameHTupyeT npowecc paccMoTpeHust *anob,
noctynawwmx ot KnveHtos B dunuarn.

2. Ecnuny KnneHTta ecTb kakue-nnbo npuymHbl YyBCTBOBATb
cebs HeyaoOBNEeTBOPEHHbIM KakMM-TMOO acneKkTom cepBuca
dununana, a Takke Ka4eCTBOM OKasblBaeMbix dunuanom ycnyr
no nuueH3snpyemon nOeaATenbHOCTM, 3ToT KnueHT [orkeH
cBsizaTbCa C komaHgon dunuana, HanpaBuB coobLieHve Ha
ANEKTPOHHYI0 nouTy [onosHoM koMnaHum dunuana no agpecy:
info@investdom.kz.

3.  OdeHb 4acTo BOMPOCHI B MOCTYMMBLUEM COOGLLEHUM
NPETEH3NOHHOIO XapakTepa MOryT BO3HMKaTb B pesynbrare
HefopasyMeHWid u MoryT ObiTb Ferko pelleHbl KOMaHAon
Odunnana u lonoBHon koMnaHum Punuana B KpaTyanme
CpOKM MyTeM neperoBopoB ¢ KnnMeHTOM K pasbscHeHWUi no
xanobe.

4. Ecnn komanpga dwunmana w/vnn [ONOBHOM KOMMaHUKU
dunmana He B COCTOSIHUM pelunTb 3TOT BONpoc mnu KnuneHt
cuutaet, yTo komaHga Punuana He onpaegana OXuaaHwun
Knuenta, u KnneHT xo4veT nogatb xanoby B kadecTBe
odmumanbHom xanobsbl (npeteHann), KnneHT MoxeT nepeaaTb
ee Ha umMa KomnnaeHc-meHemxepa B OymaxHoMm Buge no
MecTy HaxoxaeHust ®unuana. Ponb KomnnaeHc-meHenxepa
3aKn4aeTcss B TOM, 4YTobbl HE3aBMCMMO paccmaTpuBaTb BCe
NoCTYyNUBLLUME  >Kanobbl, KOHCTPYKTUBHO W BCECTOPOHHE
NpOoBOAMTL aHanua xanobbl KnueHTa, rapaHTvpysl, 4To BUHa
dunuana bygeT ycTpaHeHa nNpu NepBovi ke BO3MOXHOCTU.

aBa 2. MNopsgok paccMoTpeHUs Xxanob
5.  KnneHTbl [OMXHbI YETKO MW3MOXWTb CBOI Xanoby B
NUCbMEHHOM BMAE C YyKa3aHnem BCex OBCToATeNbCTB
paccMaTpuBaemon xanobebl " c npuUNoXxeHnem
NOATBEPXAALWNX AOKYMEHTOB (NPY Hanuymu).
6. Mocne Toro, kak >anoba 6bina nonydeHa, dunuan
0653aH B TeuyeHue 5(nATn) paboumx [OHeW nocpencTBOM
TeneoHHON CBA3N WNWN SNEKTPOHHOW MNOYThbI MPefocTaBUTb
3asBUTENIO:
a) KOHTaKTHble  AaHHble
paccMoTpeHue xanobbi;
b) noppoGHble cBegeHuss O nonMTMKE U Mpouedypax
paccMoTpeHusi xanob B Punmane (npu 3TOM Konuu
npouegyp MoOryT npefocTaBnATbcs  OecnnatHo Mo
3anpocy 3asBuTtens);
7.  KomnnaeHc-meHegxep AOMKEH paccMoTpeTb xarnoby,
4yTobbl paccriegoBaTb U MOHATb, YTO MNPOU3OLUNO UMW He
npousoLWno, a Takke OueHWTb, AenctsoBan nu dunuan
cnpaBennvBoO B paMKax CBOMX Mpas M MOSIHOMOYMIA, Bbinun nu
BbIMONHEHbl Pnmanom AoroBopHble U Apyrne ob6s3aTensCcTBa.
8.  WcuepnbiBatowuii NMCbMEHHbBIA OTBET Ha anoby byaet
npeacrtasneH 3assuTtento B TedeHne 30 (TpuauaTtun) AHeWR C
MOMeHTa mnonyyeHns >xanobbl ot Knuenta. Ecnu gns
paccmoTpeHust xanobbl Heobxogumo 6Gonee 30 (Tpuauatw)
AHen, dunuan obasaH NbbIMM  BO3MOXHBIMU  KaHanamm
CBS131 NMPefoCTaBUTb 3asBUTENO OBHOBNEHHYIO U aKkTyarbHYHO
MHAOPMaLMIo O MpoLecce paspelleHnss U PaccMOTPEHUS
Xano6bbl. B 6onbwnHCTBE criydaeB Bce HeobxoguMble Luaru
OyoyT BbINOMHeHbl ®dunuanoMm Ansi  paccMOTPeHUs U
yperynupoBaHusi npobnembl B TeyeHue He 6Gonee 60
(wecTnpgecsT) OHEW C MOMEHTa MofyyeHus anobbl OT
3anBuTens.
9. Ecnn  KnueHT cumtaeTr, uYTO Kanoba Obina He
yAOBMETBOPUTENBLHO paspelleHa KomnnaeHc-meHemxepom,
OH MOXeT nepepatb xanoby Crapliemy MCMOMHUTENbHOMY
AvipekTopy, npyu atom KomnnaeHc-meHemxep B KpaTyamwmne
CPOKW MpepocTaBuT ModpobHyo MHdopmaumio Crapiemy
MCMONHUTENBHOMY AMPEKTOPY NO PacCMOTPEHHOW xanobe.
10. Jloboe ob6paweHne k Craplemy WCNONHUTENBHOMY
OVIPEKTOPY AOIMKHO ObITh OCYLLECTBIIEHO B TedeHune 1(ogHoro)

nuua, OTBETCTBEHHOIo 3a
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within 1 (one) month from the date of receipt of the final
response letter from the Compliance Officer. The term for
consideration of a complaint by the Senior Executive Officer is
no more than thirty (30) days. In the absence of the Senior
Executive Officer (vacation, illness, etc.), the Client has the right
to contact the Chairman of the Management Board of the Parent
Company of the Branch by e-mail info@investdom.kz.

11. If the Client believes that the complaint has been
unsatisfactorily resolved by the Senior Executive Officer and the
dispute will not be resolved, the Client may use other possible
means of resolving the complaint, including arbitration or the
AIFC courts.

Chapter 3. Final Provisions
12. For issues not regulated by this Policy, the Client and the
Branch are guided by the acts of the AIFC.

13. This Policy is subject to revision as necessary, but at least
1 (one) time per year.

14. This Policy is prepared in English and Russian. In cases of
discrepancy between the English and Russian text of the Policy,
the English version shall prevail.

Mecsila C MOMEHTa MONy4YeHUs] OKOHYaTeNbHOrO0 OTBETHOro
nucema oT KomnnaeHc-meHemkepa. Cpoku pacCMOTPeHUs
Xanobbl Crapwum UCMOSMHUTENBHBIM OVPEKTOPOM
cocTaBnsaT He 6Gonee 30(TpupuaTtn) AaHen. B cnydae
oTtcytcTBusa CTapLiero MCMnonHMTENbHOro AvMpekTopa (OTnycK,
6onesHb u pgpyroe) KnveHT umeeT npaBo o6patnthbCca K
Mpeacenatento MNpasneHuns NonosHol komnaHun dunuana no
3NeKTPoHHOW noyTe info@investdom.kz.

11. Ecnu KnueHt cyuTaerT, yTo »anoba Oblna
HeyJOBNETBOPUTENBHO paspeLueHa Crapwwum
UCTONMHUTENBHBIM ~ AWPEKTOpOM U crop  He  bygert
yperynupoBaH, KnueHT MoxeT ucnonb3oBaTb  Apyrue
BO3MOXHbIe  crocobbl  paspelweHus  kanobbl, BknoYas
apbutpax nnu cyabl MOLIA.

MmaBa 3. 3akn4YutenbHble NONOXeHus
12. Tlo Bonpocam, He yperynupoBaHHbIM HacCTOsLLEN
Monutukon, KnneHt u dunuan pyKOBOACTBYIOTCA akTamu
M®LIA.
13. Hactosiwas Monutuka noanexnt nepecmoTpy no mepe
HeobxoauMoCTH, HO He pexe 1(ogHoro) pasa B rog.
14. Hactoswas Monutuka noarotoBrneHa Ha aHrmUMCKOM U
pycckoMm sisblkax. B cnydyasix pacxoxaeHus Mexay aHrmMncKum
N PYCCKMM TeKCTOM [MonuTMKM, NPEeUMyLLECTBEHHYK CuUNy
MMEET BEPCUSI HA aHTNTUNCKOM Si3bIKe.




