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STATEMENT ON INTENT

Rock Investment Bank is committed to delivering a standard of client
service that reflects the discipline, professionalism, and institutional
maturity expected of a modern investment bank. We regard client service
not as a support function, but as a core pillar of how we originate,

structure, and execute mandates.

This Policy ensures that client interactions are handled with clarity,
consistency, and accountability, and that any concerns are addressed
through a structured and transparent process. It reflects regulatory
expectations that complaints must be handled effectively, recorded, and
resolved in a fair and timely manner, while also aligning with global
investment banking standards of structured oversight and escalation

frameworks.

PURPOSE

The purpose of this Policy is to establish a comprehensive framework
through which Rock Investment Bank delivers high-quality advisory
services and manages complaints in a manner that protects client

confidence and promotes continuous improvement.
In particular, the Policy is designed to:

> Provide clients with a clear and accessible mechanism for raising
concerns

> Ensure complaints are handled fairly, promptly, and with
appropriate oversight

> Strengthen accountability across all client engagements
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SCOPE

This Policy applies to all investment banking services provided by the Bank,

including corporate finance advisory, capital raising, structured finance,
and related services. It also applies to all clients, prospective clients,

investors, and counterparties engaging with the Bank.

All employees and representatives involved in client engagement,
business development, or advisory execution are required to comply with
this Policy. Where third parties or partners are involved in delivering
services, the Bank shall ensure that any complaints relating to those
arrangements are properly communicated, handled in coordination with

the relevant parties, and consistent with established industry practice.

CODE OF ETHICS AND CONDUCT

Rock Investment Bank's client service philosophy is grounded in a
disciplined and relationship-driven approach to advisory. We seek to
understand each client’s objectives and context in depth, and to provide

advice that is both commercially sound and practically executable.
Our approach is guided by:

» Clear definition of scope, deliverables, and expectations
» Proactive communication throughout the engagement lifecycle

» Independent, objective, and transparent advisory

We believe that strong client relationships are built not only on successful
outcomes, but also on how consistently and professionally we engage

throughout the process.

CLIENT SERVICE STANDARDS

The Bank maintains defined service standards to ensure consistency and

reliability in all engagements. Client communication is acknowledged
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promptly, and responses are provided within agreed timelines depending

on the nature and complexity of the request.
Each engagement is supported by:

> Formal documentation outlining scope, deliverables, and fees
> A designated relationship lead responsible for coordination

> Ongoing communication on progress, risks, and key developments

These standards are designed to ensure that clients experience a

structured, predictable, and well-managed advisory process.

DEFINITION OF A COMPLAINT

A complaint is any expression of dissatisfaction relating to the Bank’s
services or conduct, whether communicated in writing, verbally, or
through any other formal channel. This may include concerns regarding
service quality, timeliness, communication, or the Bank’s failure to meet

agreed expectations.

A complaint may be raised by a client, prospective client, or other
relevant stakeholder and shall be treated seriously regardless of whether

it is ultimately found to be justified, in line with global standards.

ACCESSIBILITY OF THE COMPLAINTS PROCESS

Rock Investment Bank is committed to ensuring that the complaints
process is simple, fransparent, and accessible. Clients are able to raise
concerns through their relationship manager or through the Bank’s official

communication channels.

The complaints process is:

> Free of charge
> Clearly communicated to clients

> Designed to encourage early engagement and resolution
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Where complaints are raised verbally, they may be formally documented
and handled accordingly to ensure clarity and proper follow-through,

consistent with industry practice.

COMPLAINTS MANAGEMENT STRUCTURE

The Bank operates a structured complaints management framework to
ensure accountability and consistency. Each complaint is assigned to a
responsible individual who oversees its handling from receipt through to

resolution.

Oversight is provided at an appropriate level of seniority depending on
the nature of the complaint. Where necessary, matters are escalated to
ensure independence, objectivity, and proper governance. This
approach aligns with global investment banking practice, which requires

clear ownership and structured complaint handling processes.

COMPLAINT HANDLING PROCESS

Upon receipt of a complaint, the Bank acknowledges the matter promptly
and records it in a central register. The complaint is then assessed,

investigated, and addressed through a structured process.
The process generally includes:

» Acknowledgement within a reasonable timeframe
» Review of relevant documentation and engagement history
> Investigation of the underlying issue

» Communication of findings and proposed resolution

The Bank aims to resolve complaints within a reasonable period, typically
within five to ten business days, depending on complexity. Where
additional fime is required, the client is informed and updated

accordingly. All responses are communicated clearly and in @
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professional manner, consistent with the requirement for transparent

communication.

ESCALATION AND GOVERNANCE

Not all complaints are of the same nature or significance. The Bank applies
a proportionate escalation approach, whereby more complex or sensitive

matters are referred to senior management for review.
Escalation may be required where a complaint involves:

> Significant financial or reputational implications
> Allegations of misconduct or regulatory concern

> Material impact on client outcomes

This ensures that such matters receive appropriate attention and
oversight, consistent with governance expectations in investment banking

environments.

EXTERNAL ESCALATION

Where a client is not satisfied with the outcome of the Bank’s internal
review, they may have the right to escalate the matter to an appropriate
regulatory or dispute resolution body, depending on the applicable

jurisdiction.

The Bank will cooperate fully with any such process and will provide
relevant information as required. This reflects the broader framework within
which financial institutions operate and reinforces the Bank’s commitment

to accountability.

CONFIDENTIALITY AND DATA PROTECTION

All complaints and related client information are handled with strict

confidentiality. The Bank ensures that access to complaint records is
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limited to individuals who require it for investigation, oversight, or resolution

PUrposes.
Information is:

> Protected against unauthorized access
> Used solely for legitimate purposes

> Stored securely in line with internal standards

RECORD KEEPING AND REPORTING

The Bank maintains a comprehensive record of all complaints received
and the actions taken in response. This includes documentation of

investigations, outcomes, and any corrective measures implemented.

Complaint data is periodically reviewed to:

> |dentify trends or recurring issues
> Assess service performance

> Support management oversight

This structured record-keeping approach aligns with regulatory

expectations and supports fransparency and accountability.

CONTINUAL IMPROVEMENT

Rock Investment Bank views complaints as an important source of
feedback and learning. Insights from complaints are used to improve
internal processes, strengthen controls, and enhance the overall client

experience.
Where appropriate, the Bank implements:

> Corrective actions to address specific issues
> Improvements to processes and service delivery

> Measures to prevent recurrence
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This ensures that complaint handling contributes to long-term institutional

improvement.

ROLES AND RESPONSIBILITIES

Responsibility for client service and complaint handling is shared across

the organization.

> Relationship teams are responsible for maintaining strong client
engagement and escalating concerns where necessary

> Complaint owners are responsible for managing complaints
through to resolution

> Management provides oversight and ensures that complaints are

handled fairly and effectively

This structure ensures clear accountability at all levels.

POLICY GOVERNANCE AND REVIEW

This Policy is reviewed periodically to ensure that it remains aligned with
regulatory requirements, market expectations, and the Bank’s operational

model.
Updates may be made in response to:

> Regulatory developments
> Internal reviews and findings

> Changes in service delivery or structure

The Policy is approved through appropriate governance channels and

maintained as a controlled document.
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OUR COMMITMENT TO CLIENTS

Rock Investment Bank is committed to delivering advisory services with

professionalism, integrity, and discipline. We aim to build long-term

relationships based on trust, fransparency, and consistent performance.
We are equally committed to:

> Addressing concerns fairly and promptly
> Communicating openly and respectfully

> Continuously improving our service delivery

We view complaints not as disruptions, but as opportunities to strengthen
our processes, reinforce accountability, and enhance the quality of our

client relationships.

Prepared by: Business Development — Advisory

Signature: 'Eﬁ

Date: 5th February 2026

Approved by: Management Representative
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