WILCO

REGULATION FOR RECEIVING AND
REVIEWING CLIENT COMPLAINTS

1.1.  *Wilco” LLC (hereinafter referred to
as the “Company” ) is an investment company
registered and licensed in the Republic of
Armenia (hereinafter — RA).

1.2. The Company’s credentials are as
follows:

Name: “Wilco” LLC

Investment Company License: No. 0008
Address: 26/2 Saryan St., Yerevan 0002, RA
Website: wilco.am

2. KEY CONCEPTS AND
ABBREVIATIONS

2.1. Terms used in this Reulation For
Receiving And Reviewing Client Complaints
(hereinafter the “Regulation™) that are not
defined herein shall be interpreted in
accordance with the definitions established by
the laws of the Republic of Armenia and
normative legal acts adopted on their basis. If
such definitions are not provided, they shall be
interpreted according to international business
practices, unless clearly dictated otherwise by
the specific context.
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2,2, Company — “Wilco” LLC,

2.3. CBA-—Central Bank of the Republic of
Armenia,

2.4. Client - a natural or legal person,
resident or non-resident of the Republic of
Armenia, to whom services are or may be
provided by the Company,

2.5. Complaint-claim - A written
(including  electronic) complaint-cliam
submitted by the Client to the Company,
related to the Company’s activities and/or the
services provided, containing property claims,
and in cases provided by Applicabie
legislation, non-property claims. The
complaint must at least include the client’s.
name, surname (or designation), contact
information (place of residence or location,
email address, phone number), signature, or
electronic digital signature in case of electronic
submission, as well as description of ‘the
complaint. The complaint-claim may not
specify the amount of property claim. The
complaint-claim is considered such regardless
of its title or absence of a title if it meets the
form and content requirements,

2.6. Property claim - A claim related to
the collection of money/securities, claiming

property, reducing, increasing, or suspending

payments or deliveries, directed to satisfy the
Client’s material needs,
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2.7. Responsible employee- An employee
responsible for accepting complaints and
providing necessary information to the client
within the Company,

2.8. Information database - An electronic
document at the Company reflecting
information about complaints received from
clients according to the elements established
by Applicable legislation (Appendix 3).

2.9. Applicable Legislation — The Civil
Code of the RA, the Law on Securities Market
of the RA, related normative legal acts, CBA
regulations, as well as the provisions of this
Regulation, internal legal documents of the
Company, and the Agreement.

3. GENERAL PROVISIONS

3.1.  The Regulation is an internal legal act
of the Company, which governs the procedures
for receiving, registering, reviewing, and
responding to complaints, claims, applications,
and inquiries submitted to the Company.

3.2.  The Company can receive complaints-
claims via any communication means: in
person at the Company, or by post, internet
systems - through the official website or social
networks pages of the Company, as well as
through the Financial System Mediator.
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33. Any written Complaint-claims
submitted to the Company is subject to
mandatory acceptance; registration, review,
and response.

4. CONDITIONS FOR SUBMITTING
AND ACCEPTING COMPLAINTS
AND CLAIMS

4.1.  Upon receiving a Client's complaint-
claim or intent to submit one, any Company
employee shall direct the Customer to the
Responsible Employee and provide the
necessary contact details (phone number,
email address, etc.).

42. Thée Responsible Employee shall
review the Client's inquiry and, within their
competence and capability, provide the
necessary preliminary information, making
every effort to resolve the issue on the spot,
including:

42.1. Providing information within
their authority that is of interest to the
Client;

4.2.2. Providing the Complaint-Claim
Submission Form (Appendix 1) to the
Client who wishes to submit a
complaint;

4.2.3. Explaining the procedure for
filling in the form;

4,2.4. Providing the "What to do if
you have a complaint" leaflet
(Appendix 2},

4.2.5. In the event of receiving the
Complaint-Claim_ verbally (by any
means), verbally informing the Client
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that the Complaint-Claim shall be
considered submitted only if it is
delivered in writing, in person, by post,
electronically, or by any other
electronic means defined by the
Company’s internal legal acts {mobile

application, Viber, WhatsApp,
Messenger, etc.) or by text (SMS)
message.

43, Client applications are considered
submitted if they are delivered via:

4.3.1. The Client’s personal account
through the website or mobile
application,

4.3.2. Sending to the Company’s
postal address,

4.3.3. Hand-delivering to the

Company’s office,

43.4. Sending to the Company’s
official emai} address,

4.3.5. Through the Financial System

Mediator.
44, Complaint-claims:  submitted on
business days from 09:30 to 17:30 are

considered received on the same day. Those
submitted outside of working hours and days
are considered received on the next working
day.

4.5. If a Complaint-Claim is submitted in
person, the Company provides a receipt
confirming its  acceptance, indicating
identifying information (complaint ID, date,
signature, full name of the recipient). A copy
of the application submitted by the Client may
also serve as a receipt.
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4,6.  If the Complaint-Claim is received via
electronic means or by text (SMS), the
Company shall send a confirmation/receipt by
the same method no later than the next
business day, indicating the identifying details
of the complaint.

4.7. If the Complaint-Claim is received
through the Financial System Mediator:and the
response is to be sent electronically, the
Company shall send the confirmation/receipt
no later than the next business day to the
Client's known email address or contact
method (e.g. mobile app, Viber, WhatsApp,
Messenger, SMS), indicating the date and
complaint ID/reference number.

4.8.  The Company registers, maintains, and
provides information on complaints in the
Information Database, in accordance with
Applicable Legislation, using the table format
set out in Appendix 3.

5. PROVIDING RESPONSES TO
COMPLAINT-CLAIMS

5.1.  The Responsible Employee, depending
on the issue, involves the relevant structural
units of the Company, jointly reviews and
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discusses the received Complaint-Claim,
prepaies a well-reasoned and comprehensive
written response, and submits it for approval to
the Director or an authorized person.

5.2.  The Company shall provide the Client
with a final written response to the Complaint-
Claim within fifteen (15) business days from
the date of receipt.

5.3. The final response provided by the
Company to the Client shall include:

5.3.1. The Company's decision — to
reject, partially satisfy, or fully satisfy
the complaint;

5.3.2. ustification. of the Company's
response, clearly addressing all
questions raised in the Complaint-
Claim and exchiding any possibility of
misinterpretation;

5.3.3. Contact details of the
responsible unit or person reviewing
the Complaint-Claim (name of the unit
or full name and position of the person)
and their contact information (phone,
email, etc.);

5.3.4. Information that, in case of any
further questions regarding the review
of the Complaint-Claim, the Client may
contact the unit or person mentioned in
sub-point 5.4.3 of the Regulation;

5.3.5. Information that, if the Client is
not satisfied with the written response
to the Complaint-Claim, théy may
protect their rights by applying to the
court, the Financial System Mediator,
the Central Bank, or the Arbitration
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Tribunal if there is an arbitration
agreement;

5.3.6. Information on the time limits
within which the Client may apply to
the Financial System Mediator, if the
written response to the Complaint-
Claim is insufficient.

53.7. If the Complaint-Claim is
rejected or partially satisfied, the
Company attaches a completed “What
to do if you have a complaint” leaflet
(Appendix 2) to the written response.

5.4, If the Complaint-Claim is considered
valid, the Company makes a decision and/or
undertakes appropriate measures to: eliminate
the violation and restore the Client’s rights.

5.5. The response to the Complaint-Claim
is delivered to the Client using the same
method by which the Complaint-Claim was
submitted, or by the method specified in the
Complaint-Claim,

5.6.  If the Complaint-Claim was submitted
in hard copy, the response is provided in
writing.

5.7.  The Compiaint-Claim response may be
delivered by:

5.7.1. Postal service (as a registered
letter) to the address specified in the
Complaint-Claim;

5.7.2. Hand delivery to the Client,
upon identification, if the Client visits
the office in person (the Client signs a
copy of the response with the note
“day/month/year, received the
original” ‘which is attached to the
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«op/wihuw/wwph, unegu
wwwiwuumbh phophbwlp» bpwqnpnd,

twnuynipywi
hunfwth
Pnnnp-
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Complaint-Claim file and kept at the
Company);

5.7.3. Orally, if the Client is satisfied
with an oral response — in such case,
the Client leaves a note on the
Complaint-Claim package stating: “I
am satisfied with the oral response, no
objections,” along with the date, full
name, and signature;

5.74. The Client's representative —
with a confirmation of receipt on the
response. The émployee identifies the

representative  using an  identity
document (a copy of the power of
attorney or other  authorization

document and the representative’s ID is
collected and attached to the Client’s
Complaint-Claim package and kept at
the Company);

5.7.5. At the Client’'s request
(indicated in the Complaint-Claim) —
by sending a scanned copy of the
response to the email address provided
in the Complaint-Claim.

58. The response to the Client’s
Complaint-Claim is drafted in Armenian.
Upon the Client's request and with the
Company’s consent, the response may also be
provided in Russian ot English.

5.9, The review of a Client's Complaint-
Claim may be rejected if:

5.9.1. The Complaint-Claim
essential information;

lacks

5.9.2. It does not contain all the data
specified in Appendix 1;

npp  Ygynid b <wéwhinpnh  Annnp-
iwhwioh thwptphh W duwhwywbgaud
Caytpngniinud),

5.7.3. Puwbwynp, tpb <wlwjunpnhb
puupuianmnid L purlioadnp
wuwnwupuwbp,  wwyu <wfwfunpng
Pnnnp-uwhwbgh thwptiph dpw
ennlnd b« Puupuemjusd bl pubugnp
wunwujumbing, wnwplhsnoiiitin
wolw oy Gpugpnudp, hhwbu Gwl
Ipnd & op/wdhuinwph,  whndh,
wgqquilin i L wnnpuigpnienc,

57.4. <wlwhnpph  Otpluywgnigsht

wumnwupulh wnwgdwl ghrswenp
hunjunnnnn twlugpnipyunip:
Dhuwnutihgp,  tngiudpuiisglined ©
Obipluygiugnigihl whép  hwunwwing
hwunnuipnem| (Dtiplwjwgnigshy
yhipgynmd L huwdwuunnuhnub
hpun]wunipnchbbpp hunjwunnn

thwwnwpnph (hugnpughp, appgnad L
w0 W whap hwmnennng thuunwgeneh
wuunflibfitipp, [i% Jgynrd {513
<wbwunpnh Ennnp-wywhwbgh
thuiphiphi, wwhwwbyfnid =il
Ccuybpnipnimy),

5.7.5. <Lwlwhunpnh gublnipyudp
(bpynd  t  Rnnop-wuwhwbgh  dhg)y
Rnnnp-wwhwigh P bogud
hlwmpnbught  hwugbihti  nueplytiym]
wuwufuuiih tpwli-ujuimabily:

5.8.  <wBwhnpgh Bonnp-yuwhwbeh
wunwehnelp Quqigmd o hwybpbb
Lwhwhinnnh nfinudh hudwauyh L
[aybEpnipgab hunfwauy bngjunip
wwuwuhuwlp Jupon b Qugidy L

wnwiwnpyby bwl enubpkh jud whgbipbh:

5.9. <Lwluwhunpnh pnnpp-ujwhwbgh
phinipyub phnnibnudp Yupnn t depdit), bet
5.9.1. PBnnnp-wwhwhenid wnljw
wihpuidtipm wtinkunnynipynuin eliph
L jpugiwd,
5.9.2, sh wupnthwmlnud <wdhipwd 1-
nud iIpYwd pnnp nyuyiikpg,
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5.9.3. During the acceptance stage, it
is revealed that the information
regarding the identity of the author is
false or incorrect.

6. INFORMATION ARCHIVING AND
STORAGE

6.1.  All documents related to processed
Complaint-Claims are stored electronically in
the system for a minimum period of 5 years
from the date of submission of the application,
and 11 the Information Database for a period of
3 years.

6.2. The Company completes the
Information Database in accordance with
Applicable Legislation.

6.3. The Company ensures the
confidentiality and protection of Clients’
personal data in accordance with the current
legislation of the Republic of Armenia.

6.1,

5.9.3. plygmbdwh thnynd wupqyney
t, np  Pnnnp-upwhwish  htnhiiwlyh
hipbniepubp  Jtipwptipng  wdjuybbipp
Uknd &b Guud ufuwi);

6. SHELEUUSUNFE-3UL UMobdUEsSNrywr
L NENPLOFT

Uzuiyued pnnnplbiph Jipuplipuy popp
thwunwpnptpp  bEhupniughh Enwiwlng
wuwhynid &b hwdwfupgnud phimadp
Obpupumgbtynt  wpuhhg  wnitugqh 5 mwph
dudytnn, huy Stntluinguljub
antnfwpwinid 3 mwph duniltnny:

6.2,  LUytpnipnihp Stinbljunun]uljub
nbdwpuuiip nughnd t Uhpwnlih
onkbunpnipuin huwdwwunuuuwb:

6.3.  Chtpnignilp wrjuhnyynud k
hwlwpnpniitiph  whabwluwh  wuybtiph
qununithninbp b wupuwwubnignebp ' <<
gnpdnn opkibunpniwip hodwupunwahuurbe
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<BJBLIED 1
APPENDIX 1
COMPLAINT-CLAIM SUBMISSION FORM N_
£N10L-NUELULYR LELPUUSUSTEL <U3S {BUuf —

Ukl Ugqutonk <ugpulingd;

First Name, Last Name, Patronymic.

Ploulnyapal huwagh/Eililpnpnbughl huwgh/hbmupmuuhuwabun
Residential Addyess/ Email Address / Phone Number

Unyiiny btipQuuywgiinud &l popopu’
Hereby I submit my complaint:

Uhiptpuuyuwgdwh wiuwphy/ Date of Submission:

<wfwhunpn/Client
(wlinnlt wgquilinck) (wnnpegpnyamil)
(First name, Last name) (signature)
Laytpnippuh bpnoddbp’
Company Notes:

Ennnpl phinniinjwd t/ Complaint Accepted on:
Bnnnpl plinnihtg/ Received by:

(welinely viiqquidinely) (ufipinndy)
(Fist name, Last name) (position)
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<UJGLJU0 2/ APPENDIX 2

@ Wwpinp ppwgtynid

h L2 ULLL, 6E@E ANNE MLGL

bwqiwlbpympuel  apupubgayn wiuwnwlhg

wpwpunungnp £

«  Obq mmgepnbp pranglibph  huspgny  qpuinnn
wuunnwlgh dnen.

«  Spudunpby hyusary g aaly g s hwdwp
wbhpwdben  muuibp (hbnwjunuwhwibwp,

Eiblpnpnbuyhls huugh):

Munuwufuwbiusnn wiewnwbhgp wwpuwfnp k.

+ Sbblpwgbly Sbp  hpudmibpubph L ponngh
plitnypyuls gpdpbpwgh dwupb.

¢ Spudwnply  Yuwquwlbpuyngpaibngd  gng
huwdbwupunwuhewt Yubnubbpp b Cuguh dl.

B

L

Spulnp  panng Lbplujwgpbp  Wwiewufuwlwnn,
wiuunnusyghtl Yud nupuplghp hbunlyu) huughlbpnm.

« Lpbp Jbp wpugibpp’ wuunwigduwbip wanwkbiane
hudwp:

+ Cwgwumhwgbp, np 3bp prnnpl plepnsbby bl L

DuLN@uste
TuSUUMULEL

Pujwinuwinywe ;tp
4

=<4 wwhupwbbp uuwglwl dwenp  husjwuneng
Qbp ponng Yupne by Ubpluwjwghby Uwl Shiutuwluts m;ﬁl{ufmhnpplhn dtgs prangh dopgliulub
hwidwlwpgh hunnwpuaph dhonamy: ety
twqiulbpynpnitip prangh Jbpwpbpywy npngeu ¢ | Swpgbp  mbbbugnc o gbwgeat - Qudbe
Gujwgbnd  (pujupwpby,  dusbulh  pudupapby, | Senstastunng bbe.

—  dbpdby) 10 watuunnwbpuhl opdu phpwapnul:
ShLULUULUL SUFULWLrSh SUSSUrUrhL, bph UrPPSrUdLarL SPPennLUL

Shopjuljuts wbd bp, dhipnibrbwplurnbp

huitan huwgnn hww  dbnbwplpuwnbp Yok

| prueupustnuluts uslid, wyry pinad
bwl' bpwphswdnp, gpuajuenne Yuwd wy) wbs o
wiywhnluis  dhgogh {epbbuwl’ gqpuidh) blens
Yuwyjwd pannp nikih,

«  prnpp dbpupbpnd b duengdon dwnugnpubip
L nibbp qubupubd wwhwbe (dhbge 10 Jib
npwd}, Ywd pognpp wnbgdnud b fwpleghls
wjeeniineppulip,

« 10 wjuwewbpwhbh  opw  pbpwgpnad
wjenusfuwls shp unusghy Yud wwwwopuwbip Jbg
ih puuspuwpnad,

« poqopp sh pllgoed  pueseepubng Quad
wpphunpusdwghb wnphpnbianul Yuand

Spbwbuwlpwl hudwlwpgh humnuwpwnph nndhg,

o wuwowufewbibg b sh wghy & wdhu,

+  prnnpuanlyng gnpdnrnignaty Yk
whignpdnepgniip nbnh £ nbbghy 2008p. oqnumnuh
2hg hban:

TUMISNIMNEANMLLEM ULLBSUE B

(bplwy 0010, U hunpblwgh 13, Gien wwqu pholbu
yianpnl, 7-pay husply, +374 60 70 111, Infoeefsm.am)

+  bpb Obp b Yuqbulbpuynypiul dholi Ypy &
wpphupwduwghtl  hwdwiwgfumpmils, www abp
dpglt Bwqnn JbSbpp bbpwlus b peddwl
wpphenpustushl inphpnilh Ynadhg:

+  Muglwbwghp Ypbhe Tap hpusnibip  alsbg
hpwdwpydbpn wpphwpauduwbl udwiwgtwgphg
U wglwybpympetip  wwpouwdop b Qbg
Susnw)nipjnils duwnnagh):

+  fhip Linajlahuly wnphangwdufd
huwdwSwibinepub  weljpwrpul pbyprad g
Yuwpnn bp nhdb Shbwbuuwlwl hwdwlupgh
hwapnwpwphl, pwbh nbn pannpp sh plisfby
wnphpribiwgnad:

¢  Swanupwng hpwdwuns g pigabibg papnpp, bpb
wits wpnbl phingnad k auphpriuwimd:

THISUWr UL

+  "trap dhzen Yuipne bg nhadb) o il

+  “wmwmpubh dshep bug i bpuisumut
Spawbuwlus hulwluwpgh  hugpenwpuaph
Ynndbyg:

LELSMMLUWUL PULY

THrup uipnn bp Uwls nhdby Yhbnpobudjut puby, b 2bp pragapht Yugeewo bl 15 wpusmust gl
opjw plipurgpaal (bplus GO0, <L Lwpqupel B, +374 392 697, consumernfoscba am):
bpb 2bp ponnpp wy Ywonyghbph ppwsjwenppol uezoned b wege Ybienpabiolud putilgp Yaganpoh

bpusig whpmyp:

Ublenprbwlwl pwblyp funphmpy b owwhe Jbp peugpabgey bwhbwnws ghibp Fhtubuwlust

Yuquwbpunipjusbp [Py 2f:

<upgbph nbwypmd ghdbp
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