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THE CLIENT COMPLAINT EXAMINATION PROCEDURE

1. GENERAL PROVISIONS

This procedure on the client complaint examination (the “Procedure”) regulates the process of
submitting complaints to “Aktina Capital” Limited Liability Company (hereinafter referred to as
the “Company”) by Clients regarding investment services and the procedure for examining such
complaints by the Company.

The purpose of examining complaints submitted by Clients is to implement measures aimed at
eliminating violations committed or allegedly committed by the Company during the provision of
investment services to the Client and their consequences, as well as to provide the Client with the
required information by the legislation regulating the securities market of the Republic of Armenia,
in particular, the Law, sub-legislative acts adopted on its basis, and the Company’s charter.
Complaints submitted in accordance with this Procedure are subject to mandatory examination.
Complaints by Clients must be submitted in accordance with the procedure established by this
Procedure.

The concepts used in this Procedure have the following meanings:

“Complaint”: A complaint-claim submitted by the Client in written form (including electronically),
addressed to the Company and related to the services provided by the latter and containing a property
claim;

“Complaint examination process”: a process that includes the submission of a complaint by the
Client and the acceptance of the complaint by the Company, the examination of the complaint, and
the decision-making, including the disclosure of information related to the complaint to the Client
during that process. Additionally, the submission of a complaint by the Client to the Company, is
also considered when, with the consent of the Client, such complaint is submitted to the Company
through the Financial system mediator;

“Place of business”: The Company’s business (legal) address;

“Responsible employee”: An employee responsible for accepting the Company’s Complaints and
providing the Client with the necessary information;

“Competent authority”: the Internal Auditor of the Company;

“CBA”: Central Bank of RA;

“Representative client”: A conscious, 30-year-old individual with secondary education,

with no financial or economic education or work experience;

“Mediator”: the Financial System Mediator, as defined by the RA Law “On Financial System

Mediator”;
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“Consumer”: an individual, including an individual entrepreneur, who has filed a complaint with
the Company and (or) the Mediator;
“Database”: An electronic document of the Company, which reflects the information specified in
ANNEX 5 of this Procedure regarding complaints received from Clients.

1.6. Other concepts used in this Procedure have the meaning defined in the RA Law “On the Financial

System Mediator”.

2. CONDITIONS FOR SUBMITTING AND ACCEPTING A COMPLAINT

2.1. When disclosing information specified in this Procedure, the Company shall adhere to the following
general principles:

2.1.1.the information is presented in a clear and accessible manner for the Representative Client, does

not contain confusing, complex, or misleading words, phrases;

2.1.2.the information is presented at least in Armenian, except in cases where another language is chosen

by mutual agreement between the Client and the Company;

2.1.3.the information is presented in font sizes and fonts that are easy to read for the Representative

Client and, if posted in the form of an announcement, is placed in visible places.

2.2. The following are posted visibly and permanently on the Company’s official website and in the
form of separate leaflets at the place of business:

2.2.1.The form “What to do if you have a complaint”, in accordance with ANNEX 1 to this Procedure;

2.2.2.The form for submitting a Complaint by the Client, in accordance with ANNEX 2 to this

Procedure.

2.3. A notice is posted at the place of business stating that the Client can familiarize themselves with
this Procedure in detail on the Company’s official website. At the Client’s request, the Company is
obliged to provide the Client with this Procedure in paper or electronic form.

2.4. The Company publishes a telephone number by which Clients can contact the Company to obtain
information regarding complaints, on its official website and at its place of business, as well as
provides it upon the request of any individual.

2.5. Any employee of the Company who has received a Client Complaint, or to whom the Client has
informed about the desire to file a Complaint, shall direct the Client to the Responsible Employee,
as well as provide information on the means of communication with the Responsible Employee
(telephone, e-mail address, etc.).

2.6. The Responsible Employee is constantly present at the place of business during working hours,
accepts Complaints, and answers to the Client’s questions related to complaints.

2.7. If the clarification of issues related to the Complaint is recorded, the Client must be informed about
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it in advance.

2.8. The Client who wishes to file a complaint is informed orally by the Responsible Employee:

2.8.1. that the Complaint is considered submitted by the Client in writing if submitted in person, by email,

or electronically;

2.8.2.that, at the Client’s request, the Company is obliged to provide them with the Company’s Client
Complaint Examination Procedure.

2.9. The Responsible Employee also provides the Client wishing to file a complaint with:

2.9.1. The Company’s form “What to do if you have a complaint”, in accordance with ANNEX 1 of this
Procedure;

2.9.2.The form for submitting a Complaint by the Client, in accordance with ANNEX 2 to this
Procedure.

2.10. In case of receiving the complaint in person, the Company shall provide the Client with a document
confirming the receipt of the Complaint, in accordance with ANNEX 3 to this Procedure.

2.11. In case of receiving a Complaint in the electronic form established by the Company, the Company
shall immediately but no later than the next business day after receiving the Complaint, send to the
Client, in the same manner as the receipt of the Complaint, a letter confirming the receipt of the
Complaint, in accordance with ANNEX 3 to this Procedure, indicating the date of the receipt of the
Complaint, the identification number of the Complaint, as well as the information specified in
paragraphs 2.8 and 2.9 of this Procedure, if possible.

2.12. In case of receiving the Complaint through the Financial System Mediator and sending the response
electronically, the Company shall immediately, but no later than the next business day after
receiving the Complaint, send a letter confirming the receipt of the complaint to the Client’s email
address known to the Company or specified in the Complaint received through the Financial System
Mediator, in accordance with APPENDIX 3 to this Procedure, indicating the date of the receipt of
the Complaint, the identification number of the Complaint, as well as the information specified in
paragraphs 2.8 and 2.9 of this Procedure, if possible.

2.13. In case of receiving an oral Complaint from the Client at the place of business and (or) by telephone,
the Company shall orally present the information specified in clause 2.8 of this Procedure, as well
as inform the Client where they can obtain the information specified in clause 2.9 of this Procedure.

2.14. If the letter submitted by the Client complies with the requirements set forth for the Complaints
under this Procedure, the Company considers it as a Complaint, regardless of the name of the letter
(application, claim, complaint, etc.) or the absence of a name and its form, and provides a final

response under the procedure established by the RA Law “On the Financial System Mediator”.
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2.15. When receiving a Complaint or during the examination of that Complaint, the Company may not
request from the Client such documents that:

2.15.1. are not necessary to substantiate the Complaint or the existence or absence of the circumstances

underlying it or to identify the Client, or

2.15.2. are available to the Company as a result of providing services to the Client, and the Client confirms

in writing that the data specified therein have not been changed.

2.16. The Client complaints are accepted every business day during the Company’s operating hours.

2.17. Acceptance of Complaints cannot be refused.

2.18. Complaints that are not properly submitted by the Clients to the Company are not subject to
consideration, and the Client is informed about this within 3 (three) business days.

2.19. The Company is obliged to maintain an electronic register of Client Complaints in accordance with
ANNEX 4 to this Procedure, which shall record:

2.19.1. The serial number of the complaint (numbering starts from the beginning of each year);

2.19.2. The date of submission of the complaint;

2.19.3. The identification number of the complaint (which consists of the following symbols: RNC/ serial

number of the complaint - date of the submission of the complaint);

2.19.4. Name, surname/title of the Client submitting the complaint;

2.19.5. Brief content of the complaint;

2.19.6. Date of providing a response to the Client;

2.19.7. Brief content of the response to the complaint;

2.19.8. Name and surname of the Responsible Employee.

2.20. The Responsible Employee must make entries in the electronic register of Complaints regarding the
received Complaints and/or their responses by the end of the first business day following the day of
the receipt of the Complaint and/or provision of its response to the Client.

2.21. The Company is obliged to maintain a Database for recording the received Complaints and Claims
in accordance with ANNEX 5 to this Procedure. Complaints that are at least 3 (three) years old must
be recorded and stored in the Database.

2.22. The Database must be completed in accordance with the regulation 8/07 of the CBA “On the
minimum conditions and principles for the internal process of recording, maintaining and registering

complaints addressed to financial system participants”.

3. PROCEDURE FOR EXAMINATION OF COMPLAINTS AND PROVISION OF
RESPONSES

3.1. The Client’s Complaint in the name of the Company’s Executive Director, formulated in accordance
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with ANNEX 2 to this Procedure, is accepted by the Responsible Employee in the following
manner:

3.1.1.the appropriateness of the formulation of the claim is checked;

3.1.2.the Complaint is registered in the incoming documents register;

3.1.3.the Complaint shall be reported to the Executive Director by the end of the same business day and
to the competent authority - within 1 (one) business day.

3.1.4.1f the Complaint is not accompanied by (if necessary) documents, which are required for examining
the Complaint and providing a substantiated and complete response to the Client, the Responsible
Employee shall submit a request to the Client within 3 (three) business days, indicating, where
applicable, a possible response based on the available information, as well as the deadline for
submitting the relevant documents;

3.1.5.1f the Client fails to submit the necessary documents to the Company by the deadline specified in
subparagraph 3.1.4 of this Procedure, or if the submitted documents do not contain new information,
the Client’s Complaint is examined based on the available documents, and if this is not possible, a
reasoned written rejection of the Complaint is sent to the Client.

3.2.  Within the framework of the complaint examination process, the Executive Director of the Company
takes the following steps:

3.2.1.analyzes the Complaint independently or in cooperation with the head and/or employee of the
structural unit responsible for the provision of investment services;

3.2.2.prepares a final written response to the Complaint.

3.3. The Client’s claim is examined by the Executive Director of the Company if it is submitted within
1 (one) year from the moment the Client became aware or could have become aware of the alleged
violation of their rights.

3.4. If necessary, the Executive Director of the Company may invite relevant specialists or obtain their
advice through other means.

3.5. As a result of the complaint examination, a written response is prepared (APPENDIX 6), which
must contain a substantiated and complete answer to each question submitted by the Client. The
final response to the Complaint provided by the Company to the Client shall include at least the
following:

3.5.1.the Company’s clear position: to reject, partially satisfy, or fully satisfy the Complaint;

3.5.2.the reasoning behind the Company’s decision,

3.5.3.the details (name, surname, position) and contact information (telephone, e-mail address, other) of

the person responsible for examining the complaint - the Executive Director;



THE CLIENT COMPLAINT EXAMINATION PROCEDURE

3.5.4.information that in case of questions regarding the outcome of the Complaint examination, the
Client may contact the person specified in sub-clause 3.5.3 of this Procedure;

3.5.5.information that in case of dissatisfaction with the written response to the Complaint, the Client may
apply to the court or to the Financial System Mediator or to the CBA or an arbitration tribunal to
protect their rights if there is an arbitration agreement between the Company and the Client.

3.6. In case of rejection or partial satisfaction of the complaint, the Company shall provide along with
the written response, and if the Complaint was submitted electronically, it shall send to the Client
the Company’s form “What to do if you have a complaint” in accordance with ANNEX 1 to this
Procedure.

3.7. Inthe event that the Company has undertaken to satisfy the Client’s complaint but has not satisfied
it, the Client may submit a claim to the Financial System Mediator in accordance with the procedure

prescribed by law.

4. PROCEDURE FOR SUBMITTING RESPONSES TO COMPLAINTS

4.1. The Company is obliged to provide the Client with a final written response within 10 (ten) business
days from the date of the receipt of the Client’s Complaint, in accordance with ANNEX 6 of this
Procedure.

4.2. Responses to complaints are recorded in the Company’s log of outgoing documents, as well as by
the Responsible Employee in the electronic register specified in clause 2.19 of this Procedure within
the period specified in clause 2.20 of this Procedure.

4.3. The response to the complaint is delivered to the Client in person by the Responsible Employee in
2 (two) copies. The Client is obliged to sign one copy of the response, confirming that they have
received it. The signed copy is returned to the Company and filed in a separate folder. In case the
complaint is received electronically (via the Internet), the Company sends the response to the
Complaint to the email address from which the Complaint was received. The Client is obliged to
send the Company a message/notification confirming the receipt of the response to the complaint
immediately after receiving it, but no later than the business day following the receipt.

4.4. In case of failure to provide a written response to the Client within 10 (ten) business days after
receiving the complaint, the Company is obliged to inform the Client of the latter’s right to apply
to the Financial System Mediator and provide the address and telephone number of the Financial
System Mediator.

4.5. The Client may submit a claim to the Financial System Mediator within six months from the date
the Client received the Company’s final response or did not receive a final response within the

period specified in clause 4.1 of this Procedure. The Financial System Mediator may also examine
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claims that were brought in violation of the periods specified in this clause as a result of force

majeure.

5. SUPERVISION OF COMPLAINTS EXAMINATION

5.1. The Authorized Employee supervises the examination of complaints.

5.2. After receiving the Complaint properly drafted and submitted by the Client and making the
necessary registrations and notes, the Responsible Employee is obliged to report it in writing to the
Authorized Employee, attaching the relevant documents.

5.3. The Authorized Employee:

5.3.1.analyzes each Complaint received from Clients;

5.3.2.checks that the interests of the Clients prevail over the interests of the Company and its employees
during the examination of Complaints;

5.3.3.checks compliance with the deadlines for examining Complaints;

5.3.4.checks the availability of responses to Complaints and records thereof;

5.3.5.implements the actions stipulated in the Company’s Internal Audit Regulation in case of detecting
any deficiencies and/or violations in the complaint examination process.

5.4. The Authorized Employee shall set deadlines for the elimination of deficiencies and violations
identified during the examination of the Complaint that do not give rise to criminal or administrative

liability and exercise control over the proper elimination of the identified deficiencies and violations.

6. FINAL PROVISIONS

6.1. Amendments and supplements to this Procedure shall be approved by the Meeting of the participants
of the Company (unless otherwise provided for by the Company’s Charter) and shall enter into force

within the period specified by the decision of the Meeting.
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ANNEX 1

@ Important notice

WHAT TO DO IF YOU HAVE A COMPLAINT?

Each employee of the organization must:

Direct you to the employee dealing with

The responsible employee must:

e Inform you about your rights and

1. KNOW complaints. the complaint examination process.
YOUR e  Provide the necessary data for e  Provide the relevant rules and
RIGHTS communication (telephone number, email Application form in force in the
address). organization.
AKTINA CAPITAL LLC

Submit a written complaint to the responsible
employee or send it to the following addresses: e Enter your details to receive a response.
@ Yerevan, Kentron, Amiryan 27, territory 7 ° Make sure that your complaint has been
69 info@aktina..am received and retain the information
2 APPLY confirming the receipt until the

You can also submit your complaint through the
Financial System Mediator.

complaint is finally resolved.

After 10 days

3. FAMILIARIZE
YOURSELF WITH
THE REPONSE

The organization makes
complaint (satisfy, partially satisfy, reject) within
10 business days.

a decision on the

If you have any questions, please contact the
person in charge:

lL +374 12 31 00 00

.
Not satisfied?

4. APPLY TO

THE FINANCIAL SYSTEM MEDIATOR, it

you are a natural person, an individual
entrepreneur who is a microentrepreneur or a
legal entity, including a guarantor, a pledger
or other person who has a complaint
regarding a security interest (e.g. a pledge);
the complaint concerns the service provided
and you have a monetary claim (up to AMD
10 million), or the complaint is related to
credit history;

You have not received a response within 10
business days, or the response is not
satisfactory to you;

the complaint is not being examined in the
court or by an arbitration tribunal or by the
Financial System Mediator;

6 months have not passed since the response;
the contested act or omission occurred after
August 2, 2008.

THE SERVICES ARE FREE OF CHARGE

(Yerevan 0010, M. Khorenatsi 15, Elite Plaza
Business Center, 7th floor, +374 60 701 111,
info@fsm.am)

THE ARBITRATION TRIBUNAL

e If an arbitration agreement has
been signed between you and the

organization,  disputes  arising
between you are subject to
resolution by an arbitration

tribunal.

e  When signing a contract, you have
the right to opt out of the arbitration
agreement and the organization is
obligated to provide you with
services.

e Remember: even if there is an
arbitration agreement, you can still
appeal to the Financial System
Mediator before the complaint is
examined in the tribunal.

e The mediator is not authorized to
accept a complaint if it is already
being examined at the tribunal.

THE COURT

¢  You can always go to the court.

e  The court’s decision is not subject to
review by the Financial System
Mediator.

THE CENTRAL BANK

You can also apply to the Central Bank, and your complaint will be responded to within

15 business days (Yerevan 0010, V. Sargsyan 6, +374 592 697, consumerinfo@cba.am).

If your complaint falls within the jurisdiction of other institutions, the Central Bank will

direct you to them.

The Central Bank recommends that you first contact the financial organization with your

request.

10
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APPLICATION FOR SUBMISSION OF A COMPLAINT
N RNC/

I hereby:

ANNEX 2

/Name, surname/Title/

Iplace of residence/location, email address, phone number/
submit a complaint to AKTINA CAPITAL LLC.

CONTENT OF THE COMPLAINT

Complaint submission date:

(day/month/year)
Client:
(name, surname) (signature)
Company notes:
The complaint is accepted:
(day/month/year)
The complaint is accepted by:
(signature) (name, surname)

10
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ANNEX 3

COMPLAINT RECEIPT
N RNC/

This letter confirms that AKTINA CAPITAL LLC has received the complaint N RNC /
submitted by the Client.

Company notes:

Complaint submission date:
(day/month/year)

The complaint
is accepted by:

(signature) (name, surname)

S.P.
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AKTINA CAPITAL LLC client complaints register

ANNEX 4

Date of Complaint Name and
the identification  |surname Brief Date of Summary of the [Name and surname
submissio  [number (title) of the content of providing the  |response to the |of the Responsible
n of the Client who the response to Complaint Employee
complaint submitted the  jcomplaint the complaint
complaint** to the Client
N*
1 2 3 4 5 6 7 8

* - the serial number of the complaint (numbering starts from the beginning of each year)

**_ consists of the following symbols: RNC/ serial number of the complaint - date of filing the complaint

12
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ANNEX 5
AKTINA CAPITAL LLC database on received complaints
Number of
lAmounts complaints ~ [NUmb  The
_ ) ) ) paid for rejected by [T of total
Servic  [Topic Regions, Propriet Total Number of  [Number of Number of  [Number ithe the claims  |jamou
es s Yerevan ary number of satisfied partially rejected of recovery investment  [paid nt
non- the complaints  [satisfied complaints  jpending of company ffor paid
propriet complaints complaints complai consumer but upheld ~ [cases lfor
ary received nts damages by the settled  |cases
Mediator, [0y the isettled
the court media  throug
or the ftor h the
/Arbitration media
Tribunal ftor
1 2 3 4 5 6 7 8 9 10 1 12 13
131313

13
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ANNEX 6

RESPONSE TO THE COMPLAINT
N RNC/

AKTINA CAPITAL LLC’s position on the complaint:

JUSTIFICATION OF THE RESPONSE

If you have any questions regarding the outcome of the complaint examination, you can contact the person
responsible for the complaint examination process at AKTINA CAPITAL LLC: the Executive Director of
the Company

(name, surname)

Telephone:
Email:

Dear Client, please be informed that if you are not satisfied with this written response to your complaint, to
protect your rights you may also apply to:

the court
the Financial System Mediator*
the Central Bank

the Arbitration Tribunal, if an arbitration agreement is present

LYou may apply to the Financial System Mediator within six months from the date of the receipt of this response. The Financial System Mediator may also
examine the claims that were brought in violation of the above-mentioned deadlines due to force majeure.

14
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