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1. HANDLE CLIENTS’ COMPLAINT :
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1.1 INTRODUCTION :
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“Rana Investment Company shall deal with
clients’ complaint in a proper manner and
without unreasonable delay appropriate with the
nature of the issue. The complaint shall be
investigated promptly and fully by a Rana
Investment Company staff member who was not
originally involved in the matter giving rise to
the complaint. Records of the written complaints
should be maintained and any action taken

should be documented on a timely manner”
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What is a complaint and what are its criteria?
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A complaint is the way a client uses to express
his dissatisfaction.

A complaint typically has one of the following
characteristics (not exhaustive list):

. It may concern the level of service
received by the client in relation to any
service provided by Rana Investment
Company;

. It can result from a difference in opinion
between the client and its Asset Manager
or any representative of Rana Investment
Company;

. It may lead to financial and/or reputation
risk;

Complaints are normally received in writing or
by phone from a client or by personal attendance
of the client to the premises of Rana Investment
Company. However, if a staff member has
knowledge or clear indications that a client is
unsatisfied and it is not yet clear that this
dissatisfaction could lead to a written complaint,
this staff shall report this issue as a “verbal
complaint” and inform the concerned Manager
who will inform the Compliance department in
charge of the follow up and remedial.
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1. HANDLE CLIENTS’ COMPLAINT (Cont)
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1.1 INTRODUCTION : (Continuation)
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The purpose of handling clients’ complaint
procedure is to:

. Explain the process for handling clients’
complaints received by Rana Investment
Company in a sensitive and professional
manner in order to maintain client
confidence at a time when he may be
particularly anxious or unhappy with Rana
Investment Company’s service provided,
and

. Support in educating all employees.

NB: All signed letters are always reviewed
by the Compliance Officer before their
sending in order to ensure that all clients’
questions are answered and that they do
not enclose “future potential risks” for
Rana Investment Company.

The client complaint procedures are mainly
focused to deal with private clients complaints
about managing and investment advisory.

However, complaints concerning arranging
services should follow the same principles and
work flows.

Any differences due to the nature of the services
and type of clients will be indicated in the text
hereafter.
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1.2 PROCESSING WRITTEN CLIENTS’
COMPLAINT
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1.2.1 CLIENT ISSUES COMPLAINT :

All written mails, letters and faxes are received
by the Rana Investment Company’s “Post
Entrance Office” where the secretary verifies
each client’s signature. All client complaints
which are not received at the “Post Entrance
Office” or are not recognized as a complaint by
the secretaries will need to be sent from
whatever department or person receiving or
identifying a complaint directly back to the
“Post Entrance Office” for registration as
complaint. This procedure will ensure that all
complaints are brought to the attention of the
Compliance department and will follow the
same handling and quality standards.

. Each time a clients’ complaint is received,
the secretary registers it immediately in
the folder “Clients Complaints Register”
and a hard copy (including the date of
receipt, the complaint log number and the
signoff of the person who registers it) is
kept in this file as well as in the clients’
file.

. All written complaints (letters, e-mails or
faxes) and the “Clients Complaints
Register” are forwarded directly to the
Compliance department where the Head of
Compliance officer investigates the
complaint received and determines if it
can be managed by the Compliance
department or if it needs to be forwarded
to the Operational department (concerned
department) to be in charge of solving the
complaint.
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1.2.1 CLIENT ISSUES A COMPLAINT

(Continuation) :

If a Rana Investment Company’s client
complains by phone, the Rana Investment
Company's staff answering the phone
(refer below to point 2.3 “Direct handling
of verbal complaints™) shall register the
complaint in the “Clients Complaints
Register” and try to solve the problem by
phone. If the issue cannot be solved
satisfactorily, the staff answering the
phone shall ask the client to put his
complaint on paper and address it to the
Rana Investment Company’s Compliance
department.

If the client refuses to write his complaint
on paper and the complaint can not be
solved satisfactorily on the phone, the
staff in contact with him should write a
report as clear as possible describing the
complaint and explain to the client that he
will be contacted later by the Head of
Compliance department. This report is
forwarded to the Compliance department
who then initiates further steps to resolve
the issue.

In order to priorities and classify clients’
complaint, each one shall be classified
and treated according to their importance:
category 1 (high importance), category 2
(medium importance) and category 3 (low
importance).

The “Clients Complaints Register” should be
safely archived and stored in a secure
environment.
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1.2.2 CONFIRMATION OF RECEIPT
The day a written complaint is received,
the Compliance department prepares a
letter informing the client that the
complaint is under investigation and that
he should expect a response within 5
working days. This letters should also
include the name of the person in charge
of the complaint or the Compliance
officer, in case the client wants to follow
up the status of his complaint. Due to the
nature of arranging services, the
Compliance department will — if required
after a first review - discuss the issue
briefly with the concerned department
manager. In that case, based on the
discussion, the first response to the client
will be sent already indicating the next
steps for handling the complaint and a
timeline.

In accordance to the complaint
categorization, the investigation process
starts:

. The Compliance member in charge
will establish a “Client Complaint
Report” including the written client
complaint, comments of the staff
member originally involved in the
problem  and all  necessary
documentation and information
useful for managing the complaint.

. This report should also include
whether the Regulator or the Legal
department of Rana Investment
Company needs to be involved.

. This report is kept in the Compliance
department until the case is closed.
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1.2.3 INVESTIGATION,

REPORTING :

FOLLOW-UP AND

At the latest, the day following the receipt
of the complaint, the Compliance staff
member or the Operational Manager in
charge of the case investigates the validity
of the client’s complaint.

The full report of findings shall be
remitted to the Head of Compliance
department within 3 working days of the
receipt of the complaint.

The Head of Compliance department shall
ensure with the Head of the Operational
department “concerned department” that
approved procedures and/or rules have
been implemented in order to avoid
recurrence of such issue.

The Head of Compliance department is
also in charge of performing follow up of
the complaint treatment within the internal
deadlines and those agreed with the client.
He shall report on a weekly basis on
pending complaints to the Executive
Management. On a case-by-case basis, the
CEO may decide to involve Internal Audit
for a full investigation of the complaint.

When required, employees should be
updated with the statistics of the
complaints, reasons for the complaints and
how they could avoid future complaints.
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1.2.4 COMPENSATION : (Continuation)

If the conclusion of the investigation
report is that the client incurred a loss
and/or the required compensation is
estimated “fairly”, an incident report is
completed and approved by the Head of
the department “involved” in the
complaint and the compliance officer
subject to the limit of SAR 5,000. If the
compensation exceeds SAR 5,000, the
approval of Rana Investment Company’s
CEO is required before making any
payment.

In the event that special commissions or
fees are “fairly” requested or allocated to a
client, an incident report shall also be
completed and approved by the Head of
the department “involved” in the
complaint and the compliance officer
subject to their limit. Approval of CEO is
required as explained in the previous
paragraph. No commission is payable to a
client in respect of client money held in a
client account (Article 77 of APR).

An annex “Client Compensation Summary
Report” mentioning the following
information has to be filled in by the
concerned person in order to approve the
payment:

= Date

= Account number

= Complaint log number

= Complaint submitted on (date of
receipt)

= Brief description of why client
claims compensation

= Details of the
undertaken

investigation
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1.2.4 COMPENSATION :

. Result of investigation (providing
clear reason for payment)

. Compensation claim value in
currency

. Authorisation for payment to be

made to client account, date and
signature of:

» Head of the department
“responsible” for the compliant

» Compliance Officer
« CEO

This approved report has to be filed
and archived with the entire
Complaint report and a copy shall be
kept also in the clients’ file itself.

= A monthly incident report is then analysed
by the Compliance department and
transmitted to the Executive Management.

=  Copy of the report and the results of the
compliant investigation should be sent to
the Head of Internal Audit department.

= CEO should assess if Legal department of
Rana Investment Company should be
informed about the results of the
complaints or involved in the settlement
process.
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1.2.5 REPLY TO CLIENT

At the latest 5 working days after receipt
of the complaint, the Compliance staff
member in charge sends a reply to the
client detailing the action taken and the
eventual compensation, if any.

In the event that the Compliance staff
member needs more time for the
investigation process (due to the nature
and complexity of the investigation), a
letter should be sent to the client
explaining that the investigation is still in
progress at latest 3 days after receipt of the
complaint. It shall also include an
approximate date at which the client may
expect a full reply.
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1.2.6 CLOSING OF COMPLAINT FILE
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Following the communication of any
resolution and/or compensation that Rana
Investment Company proposes to the
client in order to close the complaint file,
the “Client Complaint Register” file has to
be updated with the client response and a
copy of all documents will be included in
the clients’ file. The complaint is closed if
the client accepts the
resolution/compensation.

If the client is informed of the result of
investigation by phone, it is a policy to
confirm by e-mail, fax or by letter the
details of the content of the conversation
in order to keep a written proof available
in the Complaint register file (and a copy
in the client file).
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1.2.6 CLOSING OF COMPLAINT FILE :
(Continuation)

In the event the client is not satisfied with
action taken, the above procedure applies
once again for eventual contestations.

It should be noted, that the draft of all
written communications with the client
should be discussed and cleared by the
Legal Department, Compliance Officer
and CEO.
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1.2.7 REPORTING
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A monthly “Client Complaint Report” is
produced and reviewed by the Compliance
Officer.

A monthly report is forwarded to the
Executive Management.

On a weekly basis, the Compliance
department reports on all open written and
verbal complaints to the Executive
Management.

On a quarterly basis, the Compliance
department reports on the significant
complaints to the Executive Management.

On a quarterly basis, the Compliance
department reports on the litigations to the
Executive Management.

On-going statistics on complaints, reports
as needed.
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. All documentation, information, memos b Gl S5 ila slaall g Olaitall paes ada g .
regarding a client complaint investigation cadyl (B Jreall o S slalinl) g Gl Alall
shall be archived and kept at least for a e el Bl e s (10) die saal 48,4
period of 10 years after the business ASaY g ey mall Jraall e Jeall A83e o lgi)
relationship with the concerned client has o Ui el GalASY) ASSY HUat (e 16 33l
finished as per Article 16 of APR.
1.3 DIRECT HANDLING OF VERBAL Lsial) g il § il dallaal)  3-1

Rana Investment Company is aiming to receive
complaints by clients in written and signed
format only. However, the client may also issue
a complaint by phone. The verbal complaints
can only be accepted in case there are no
potential serious implications for the client
and/or Rana Investment Company attached to
the complaint.

. A clear telephone report shall be
written, including date, time,
complaint log number, phone
number of the person handling the
complaint. It should include the
client’s complaint and the actions
taken (by whom). This report has to
be always to be approved by Head
of the concerned department who
may insert some additional
comments.
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1.3 DIRECT HANDLING OF VERBAL
COMPLAINTS (Continuation)
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. A confirmation letter is drafted by
the person who handles the
complaint. This letter confirms the
phone call and recaps the content. It
is signed by Head of the concerned
department or the relevant
Department Manager and by the
person who had the client on line.
This letter is reviewed by the
Compliance department before the
sending.

. Then the complaint is managed in
the same way as written complaint
(go back to section of Written
Complaint Procedures).
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Complaint Register
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Registration No. complaint
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Customer Name
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No. client account

Customer Classification
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Date of complaint
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Complaint Classification
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The type of complaint

SeSadl Jolas

Complaint Description

SoSoidl axlen auaS

How to deal with the
complaint
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Status
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Signed recorded complaint
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