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CUSTOMER COMPLAINTHANDLING AND CONFLICT RESOLUTION POLICY

INTRODUCTION

The Board of Directors of Creative Capital Securibes (Private) Limited has approved the following policy to
address issues related to client conflicts (grievances and complaints).

Policy regarding client grievances/complaints shall be made available on the Company’s website where
allcontact details shall be furnished to enable clients toreport their grievances/complaints:

1. Contact Person: Head of Compliance
2. Email Address:
3. Registered Address:

REASONS FOR CLIENT GRIEVANCE/COMPLAINT

Losing money through dealing in securities is notin itself areason enough for a client to have acase
against the broker. However, it is the responsibility of the broker to invest money according to client’s
instructions. There are certain malpractices against which a client may lodge/registered a complaint
against the Broker, such as:

e Upauthorized trading (sale/purchase).

» Unauthorized transfer or movement of funds and shares.

» Non-supply of trade confirmations and statements of account.
e Overcharged commissions.

» Failure to execute clientinstructions/orders.

« Suspension of payment or non-delivery of securities.

GRIEVENCE HANDLING PROCESS

¢ Letters and emails sent by the clients on the above address shall be received directly by the
Head of Compliance for immediate action

e Theabove emails shall have an auto response function tointimate to the client that the request
has been received for necessary action.

» Head of Compliance willmaintain aregister to log aliclients’ grievances/complaints and
their resolutions. -
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« Head of Compliance will coordinate with the concerned departments tor esolve the
grievance / complaint within 15 working days and respond back to mg cl;.en!. v.:-nth a'n
outcome to satisfy client query. CEO will be copied on all communications in this
regard.

« Incases where Head of Compliance is unable to satisfy the client query within 15 working days,
the CEO will review the matter and try to resolve the same.

« Should the matter remain unresclved even after the inteweqtion ofthe CEO, .clierjt will have
the option to refer the matter to the Exchange for Dispute and Arbitration under
Chapter 18 of the PSX Rulebook.

DISPUTE AND ARBITRATION PROCESS

Whenever any dispute / conflictarises between the brokerandits clientin connecti_un with any trade or
iransaction and is not otherwise settled amicably as per the above procedure, either broker or the
client may refer dispute or conflict to the Exchange for arbitration in accordance with Chapter 18 of
the PSX Rulebook and shall be dealt with in accordance to the procedure laid down in the relevant
chapter to PSX Rulebook. Arbitration is an alternative dispute resolution mechanism provided by PSX
forthose persons who do notwishtogo to Court. Through this method, disputes between the brokerand
theirclient may be addressed andresolved inrespect of trades done at the Exchange. This process of
resolving a dispute is comparatively faster than litigation. An application for arbitration has to be
filed within 3 months from the date of the dispute.

FORUMS FOR ARBITRATION

There are 3 possible recourses for the Client to file a complaint but prior to this it is suggested that the
complaint be taken up directly with the Broker. This will not only save time but may help to preserve
the trust and confidence between the Broker and the Client.

1. Pakistan Stock Exchange (PSX) Arbitration Committee:

Client has an option of bringing their complaint to the management of the PSX. As a front line
regulator, PSX is empowered to take cognizance of complaints against the Broker under its
Regulations. After careful review of all documents provided by the parties, an Arbitration Award
may be passed in accordance to the Regulations. Arbitrators are persons nominated by the PSX and
may include industry experts. For further details please refer to Chapter 18 of the PSXRulebook

2, Securities and Exchange Commission of Pakistan (SECP):

The client can also lodge his/her complaint with the Vigilance Cell which has been setup at SECP
to ensure that grievances/complaints of the general public are heard and redressed, in a quick
and efficient manner. All the complaints received by the Vigilance Cell against Secunties Brokers are

forwarded to the Investor Complaint Wing (ICW) of the SMM Division (SMD) for
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further processing. However, SECP is not empowered to force the Brokers for compensaton or

damages.

3. Civil Court:
The Clients can also file theircomplaint with the Civil Courts

ARBITRATION PROCESS

Arbitration process followed at the PSX is summarized below:

» Copiesofthe following documents may be submitted along with the applicationto support
the claim:

a) Copy of CNIC (in case of companies CNIC of the authorized representative)
b) Account opening form of the complainant

¢) CDC sub-account opening form/l ndividual investor account

d) Relevant Share Deposit receipts.

e) Relevant Trade confirmations slips/sale-purchasebills

f) Relevant cash receipts and payments made

g) Relevant CDC reports and statements

h) Any other document signed by the complainant or Member during the course of business.
« Anundertaking to abide by the rules and regulations of the Exchange.

« PSX then appoints the Arbitrator(s). Claims up to Rs.0.5 million are referred for
arbitration to the Sole Arbitrator of the Exchange who may hear and decide the
matter. Claims/disputes above Rs.0.5 million are referred to the Sub Panel for its

action.

+ An application received for arbitration shall be scrutinized as per procedures laid
down in Chapter 18 of the PSX Rulebook.

+ Any party that is dissatisfied with any award of the Sole Arbitrator or the Sub Panel
may file an appeal to the Arbitration Committee against such award 15 days of receipt
of such award.

) Please Pay By Payees A/C Cheque.
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NESS GUIDE

Customers should be cautious of these illegal activities and should not give deposit by
whatever named called, to any PSX Broker as the same is illegal and any claim in respect of

- =
such illegal deposit would not be considered/entertained by PSX as the same is beyond the

.
scope of legitimate capital market activities.
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with PSX for resolution of dispute through mediation or arbitration to be conducted in
accordance with the arbitration procedures prescribed under Chapter 18 of the PSX
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The Securties and Exchange Commission of P having considered the application for renewal of license by
Creative Capital Securities (Private) Limited for securiies. under section 68 of the Securities Act, 2015 and under section 51
of Futures Market Act. 2016 and being satisfied that the said cdffipany is eligible for a license, and that it would be in public interest
and in the interest of the capital markef 80 10 do, hefeby grants™ficense, in exercise of the powers conferred by section 69 of the
Securibes Act, 2015 and under section 52 of the Futures Markel Act. 2016 to Creative Capital Securities (Private) Limited subject
10 the provisions of the Securities Act, 2015 and the FWU‘(:« Act, 2016 and the rules and regulations made thereunder, as
amended from time to time

PP PP I PP PP I T I PP F P
PAKISTAN STOCK EXCHANGE LIMITED

Bl A S buck Exchange Road Karacs 74000, Paksian

\fx/' UAN. 11-001-122 111-012-345

Webste www pax com pk Emad info@psx com pk

OFFICE / BRANCH OPENING AUTHORIZATION

oA 153

Cored et in purssance of Schemeis) of Integration approved by the Securities ond Exchonge Commission
of Powiman vide Order No. 01/2016 dated Jomvory 11, 2016, M/s. Crestive Copltal Securities (Private)
Bulding, Stock

THEC Ne. 412-413, 4% Ploor,
Enchmge Roud, Karaeh, a Broker of the Pekiston Stock Exchonge Limited is hereby cuthorized 10 opercte on
e @ Resm No. 412412, 4 Floor, Stock Exchange Building, Stock Exchange Rood, Karachl, subject
o se Raguiations applicable In it regerd.

The parsen uhorized 1o monage ond wpervise the Office it Mr. Muhammad Nodeem Abdul Ghaffer 1/o
Al Ghaffar Usman hoiding ONIC No. 42000-3921123-3 whore photogroph and rpecimen signature cre

#nnd on W Cormhicare.
i Carsione o lssved for tha purpee of prominently displaying ot the cbove Office.

st o Korncri on W 25 day of Janvary, 2020,
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Authorised Signatory of the Exchange

‘Subject to rules and regulations of Pakistan Stock Exchange Limited
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IMPORTANT NOTICE

We Creative Capital Securities (Pvt) Limited, Corporate TRE Certificate
Holder of Pakistan Stock Exchange Limited are hereby inform you that, we
are not taken / execute any “Buy and Sale Order” through Mobile
telephone as per PSX Regulation

Customers are advice to strictly comply the mentioned instruction
According

For Creative Capital Securities (Pvt) Limited

Q,\\\ \/\\\

Muhammad Nadeem Abdul Ghaffar
Chief Executive Officer
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IMPORTANT NOTICE FOR CUSTOMERS

Narne of the person authorized to deal with the customers:

Mr. Muhammad Nadeem Abdul Ghaffar

.

WARNING

The branch cannot deal in cash, except as provided in the
standardized Account Opening Foam. (SAOF)

The Customer must demand deliveries as per Rules &
Regulations of the Exchange Nobody is authorized to take
dgposit money on fixed profits which® illegal.
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CREATIVE CAPITAL SECURITIES (PYT.) LIMITED
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AUTHORIZED TO DEAL M
M/S CREATIVE CAPITAL SECURITIES (PVT) LIMITED

[sno ] [ _rameoraumonzioroson | oesonanon |

1 MUHAMMAD NADEEM S/O AGHAFFAR  Cnvef Executive Officer

2 MUHAMMAD HANIF 5/0 AASHRAF Director

KASHIF /0 TOUFIQ Equity Deater / (T Department

RIZWAN AHMED 5/0 MEHMOOD MIAN  Equity Dealer / Manager Settiement

MUHAMMAD ABID $/0 SIDDIQUE Manager / COC

For Creative Capital fewriﬁﬁ (Pvt) Limited
B /

Muhammad Nadeem Abdul Ghaffar
Chirf Executive Officer

iwclmm Form can be downloaded by visiting the fink ‘investor Center’ section of

% 2_REGULAR VISITS TO WEBSITES OF SECP, PSX, CDC, NCCPL AND JAMAPUN.I

| Tocs of SECP, PSX, CDC and|NCCPL make available capies of ol appicable fres,
rules, regulations, guidelines, circulars, noflfications etc. issved from time 1o fime.

Additionally, the Information relafing 1o all procedures, processes and requirements 1o apen
and malntain account with PSX Brokers, varlous products and services offered by PSX, COC
and NCCPL 1o fadiliiate the Customers are disseminated clearly and prominently teough e
websites of these institutions. Customers are advised 1o visit regularly these websiles 1o keep
themselves updated and make well-informed and prudent investment decisions.

| We wish 1o re-emphasize that it fs extremely impartant for the Customers 1o regularly meniter
their cash and securities balances and mointain documentary record of their busimess
transactions. Customers must Immediofely report 1o the concerned PSX Broker or 1o PSX in case

|\of any discrepancy in their cash or securities balonces or they do not receive the requiite
Irade confirmation notes, periodic account statements, SMS and /or e-alerts etc




