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1. Purpose and scope of application
1. This Regulation on the Ombudsman has been developed in accordance with the Corporate Governance Code of Samruk-Energy JSC, other legislative acts of the Republic of Kazakhstan, the Charter and internal regulatory documents of Samruk-Energy JSC, as well as best national and international practices. 
2. The requirements of this Regulation govern the activities of the Ombudsman of Samruk-Energy JSC and apply to organizations in which more than fifty percent of the voting shares (participation interests) are directly or indirectly owned by Samruk-Energy JSC on the basis of ownership or trust management. 

2. Definitions and abbreviations
3. The following terms and abbreviations are used in this Regulation: 
Bullying means systematic, intentional physical or psychological abuse directed against an individual (usually unable to defend themselves) by another person or a group of persons. It includes humiliation, spreading rumours, social exclusion, threats, or cyberbullying, the primary purpose of which is to establish inequality and dominance;
Business reputation means the perception formed in society or a professional environment regarding a person’s activities, based on their professional qualities, merits, integrity, reliability, and adherence to business ethics;
Discrimination means unfair or unequal treatment of an individual or a group of persons due to certain characteristics, rather than their personal qualities or actions;
Position means an officially established role within an organizational structure, associated with a defined scope of authority, duties, responsibilities, and rights assigned to an employee;
Harassment means intrusive actions or sexual advances towards a person without their consent, which violate personal boundaries and cause discomfort, fear, or humiliation;
Complaint means a type of application containing a request to restore violated rights, freedoms and/or legitimate interests, as well as a report on unlawful actions or omissions of officials, employees, or third parties;
Executive body means the Management Board, General Director;
Company means Samruk-Energy JSC or its subsidiaries and dependent organizations;
Conflict means a clash of opposing interests, goals, views, positions, or patterns of behaviour between individuals, groups of persons, or organizations, accompanied by tension and contradictions in interaction;
Conflict of interest means a situation in which a contradiction arises between the personal interest of a member of the Board of Directors, Management Board, or an employee of the Company or other persons and the proper performance of their official duties or the legitimate interests of the Company, which may, among other things, result in harm to the legitimate interests of the Company;
Mediation means a procedure for out-of-court settlement of disputes with the participation of a neutral third party (mediator). The mediator assists the parties in understanding each other’s interests and finding a mutually acceptable solution without taking sides or issuing binding decisions as a court would;
Mediation procedures means a voluntary, confidential, and out-of-court method of dispute resolution in which a neutral intermediary (mediator) assists the disputing parties in reaching a mutually beneficial agreement. It is an alternative to litigation focused on negotiation, preservation of relationships, and the signing of a written agreement that is binding for execution;
Appeal means an individual or collective written, oral, telephone, electronic document, video conference or video message submitted to the Ombudsman, including an application, complaint, or inquiry from an employee or organization regarding actions (or inaction) of managers, employees, and decisions (acts) of officials;
Ombudsman means a person appointed by the Board of Directors/Supervisory Board of the Company, whose role is to advise employees who apply to them and assist in resolving labor disputes, conflicts, and social and labor issues, as well as to promote compliance with the principles of Business Ethics;
Regulation means this Regulation on the Ombudsman;
Corporate culture means the values, principles, behavioral norms, and relationships specific to the Company;
Harassment (from English “harassment”) means unwanted, intrusive behavior that humiliates, offends, or creates an unpleasant or hostile environment for a person;
UNGC means the United Nations Global Compact, a United Nations initiative aimed at promoting corporate social responsibility and reporting on its implementation. The UN Global Compact sets out ten principles in the areas of human rights, labor, environment, and anti-corruption.

3. Responsibility
4. The head of the Company’s executive body shall be responsible for the implementation of this Regulation, as well as for monitoring its compliance. 
5. The Ombudsman shall bear responsibility in accordance with the legislation of the Republic of Kazakhstan. 
6. The Corporate Secretary of the Board of Directors/Supervisory Board shall be responsible for the timely appointment, reappointment, and continuity of the Ombudsman’s activities. 
4. General provisions
7. The Ombudsman shall be appointed by a resolution of the Board of Directors/Supervisory Board of the Company. 
8. The Ombudsman shall be directly accountable to the Board of Directors/Supervisory Board. 
9. In order to ensure full independence from the Company’s internal structures, the Ombudsman may not hold any other position within the Company, except for the position of Ombudsman in subsidiaries and dependent organizations. 
10. The Ombudsman shall be subject to reappointment every two years. 
11. The Board of Directors/Supervisory Board shall evaluate the performance of the Ombudsman and decide on the remuneration (bonus) of the Ombudsman based on the results of the reporting period. 
12. The powers of the Ombudsman may be terminated early by a resolution of the Board of Directors/Supervisory Board. 
13. Acting as an independent party, the Ombudsman shall contribute to the establishment and development of corporate values and culture, as well as high standards of professional conduct and business ethics within the Company. 
14. In performing their duties, the Ombudsman shall be guided by the Constitution of the Republic of Kazakhstan, the laws of the Republic of Kazakhstan, other regulatory legal acts of the Republic of Kazakhstan, the Company’s internal regulatory documents, and this Regulation. 
15. In their actions, conduct, and decision-making, the Ombudsman shall set a personal example and foster employees’ trust in the fairness and objectivity of the consideration of issues and the development of recommendations. 
16. Interference with the activities of the Ombudsman shall not be permitted. The Ombudsman shall be protected against any retaliatory actions by offenders in accordance with the legislation of the Republic of Kazakhstan and the Company’s internal regulatory documents. 
17. The workplace and working conditions of the Ombudsman shall be determined by a resolution of the Board of Directors/Supervisory Board. 
18. The primary means of communication with the Ombudsman shall include: 
1. personal reception (at the Ombudsman’s office, and, where necessary, outside the office to ensure confidentiality and anonymity of the applicant); 
2. the Ombudsman’s email; 
3. the Ombudsman’s direct telephone number; 
4. a hotline; 
5. social media and messaging platforms. 
19. All the above communication channels, including telephone numbers, email address, and location details, shall be made publicly available to all stakeholders in each Company, as well as on the Companies’ websites. 
20. The Ombudsman shall interact administratively with the Company’s Executive body. Administrative interaction shall include: 
1) provision by the Executive body of appropriate working conditions and issuance, based on decisions of the Board of Directors/Supervisory Board, of relevant orders relating to the Ombudsman’s activities; 
2) processing of orders for business trips, leave, and training, as well as other actions not contradicting the Ombudsman’s status in accordance with this Regulation, the employment contract/service agreement, or other regulatory documents of the Company; 
3) upon instruction of the Board of Directors/Supervisory Board, the Executive body, through the structural unit responsible for human resource management, shall organize competitive procedures for the search and selection of candidates for the position of Ombudsman and take the necessary steps to conclude a service agreement/employment contract with the Ombudsman. 
21. The Executive body shall not be entitled to use administrative interaction to influence the independence and objectivity of the Ombudsman. 
22. The Ombudsman’s clarifications shall be advisory in nature. The Ombudsman shall not be authorized to independently conduct internal investigations. Internal investigations shall be carried out by the relevant functions upon the recommendation or request of the Ombudsman. 
23. The role of the Ombudsman is to advise employees who обратиться to them and to facilitate the resolution of labour disputes, conflicts, and social and labour-related issues, as well as to promote compliance with the principles of Business Ethics.
[bookmark: _Toc1638485][bookmark: _Toc1741448]5. Principles of the Ombudsman’s activities
24. The key principles governing the Ombudsman’s activities are as follows: 
Independence:
1. the Ombudsman shall be independent in their activities and in their judgments; 
2. the Ombudsman may not hold any other position within the Company under their oversight that could compromise their independence and neutrality; 
3. the Ombudsman shall personally participate in the selection of staff for the Ombudsman’s office and shall oversee its activities. 
Neutrality and impartiality:
1. the Ombudsman shall act in a neutral, impartial, and independent manner when considering an appeal; 
2. the Ombudsman shall not take the side of any of the parties to a conflict (dispute); 
3. the Ombudsman shall have no personal material and/or non-material interest in the outcome of the consideration of appeals. 
Confidentiality:
1. the Ombudsman shall not disclose information without the consent of the applicant and, even where such consent is granted, shall retain the right to make the final decision at their own discretion. Exceptions shall be those established by the applicable legislation of the Republic of Kazakhstan; 
2. when providing recommendations on general trends, identified issues, existing policies, and established practices, the Ombudsman shall not disclose the identities of applicants. 
Informality:
1. the Ombudsman shall carry out their activities on an informal basis, including listening, providing and obtaining information, materials and necessary clarifications, as well as, at their discretion, involving relevant persons on an informal basis; 
2. the Ombudsman shall not issue binding decisions and shall not take formal decisions on behalf of Company officials; 
3. the Ombudsman shall complement formal mechanisms for resolving conflicts (disputes) and shall not replace them under any circumstances; 
4. Referring matters to the Ombudsman or the Ombudsman’s office shall be voluntary and not mandatory.
6. Objectives of the Ombudsman
25. The objectives of the Ombudsman are as follows: 
1. to facilitate the resolution of labour disputes, conflicts, and social and labour-related issues, as well as to promote compliance with the principles of business ethics by employees; 
2. to contribute to enhancing the rating and reputation of the Company under their oversight, as well as to the early prevention and resolution of disputes and conflicts; 
3. to ensure informal communication between Company officials and employees, to enable timely identification of issues and areas for improvement, and to submit proposals for improving the Company’s policies and procedures; 
4. to ensure timely identification and assessment of crisis situations; 
5. to facilitate the resolution of individual and collective labour disputes and reduce the risk of repeated complaints and escalation of tensions; 
6. to enhance employee engagement and the level of trust between employees and the employer; 
7. to promote the implementation of systems aimed at preventing and mitigating risks of adverse human rights impacts, fostering an inclusive corporate environment based on respect for the rights, dignity, and diversity of all employees, eliminating systemic barriers, and ensuring equal opportunities for all employees; 
8. to submit for consideration by the Board of Directors/Supervisory Board identified systemic issues requiring appropriate decisions (comprehensive measures), and to put forward constructive proposals for their resolution.
7.Key functions of the Ombudsman
26. The key functions of the Ombudsman are as follows: 
1. to advise employees who have applied, as well as participants in labour disputes and conflicts, and to assist them in developing mutually acceptable, constructive, and implementable solutions, taking into account compliance with the legislation of the Republic of Kazakhstan, including, where necessary, confidentiality requirements; 
2. to assist in resolving employees’ social and labour-related issues, as well as in ensuring compliance with the principles of business ethics by employees; 
3. to develop recommendations for the parties involved in disputes, conflicts, or problematic situations on the resolution of such disputes (conflicts); 
4. to advise Company officials on the resolution and prevention of conflicts (disputes) of a systemic, legal, or organizational nature; 
5. to submit for consideration by the relevant bodies and officials the issues identified, including those of a systemic nature, which require appropriate decisions (comprehensive measures), and to put forward constructive proposals for their resolution; 
6. to submit proposals for improving internal regulatory documents within their competence; 
7. to take other measures of a recommendatory nature, including those aimed at restoring violated rights and legitimate interests. 

8. Rights and duties of the Ombudsman
27. The Ombudsman shall have the right to: 
1. consider appeals and complaints and hear employees in relation to matters submitted to the Ombudsman; 
2. request and obtain from Company officials and employees any information, materials, and explanations necessary for the consideration of appeals, including confidential information; 
3. request oral and/or written explanations from Company officials and employees in the course of considering appeals; 
4. meet with employee groups and individuals who have applied to the Ombudsman; 
5. meet with Company officials on matters within the Ombudsman’s competence and provide strategic advice and recommendations; 
6. submit recommendations to responsible persons for compliance culture and to Company officials on the implementation and improvement of ethical principles and business conduct standards that violate or may violate human rights; 
7. upon instruction of the Chairman of the Management Board and/or the Board of Directors, represent the Company on matters related to the Ombudsman’s activities in relations with state authorities, Samruk-Kazyna JSC, legal entities and individuals, including public associations and other third parties (subject to a power of attorney); 
8. sign letters, telegrams, telephone messages, and other forms of correspondence on matters related to the Ombudsman’s activities (subject to a power of attorney); 
9. participate, without voting rights, in meetings of Disciplinary and Conciliation Commissions, and submit recommendations and proposals; 
10. issue recommendations on eliminating inconsistencies in regulatory documents and notify relevant Company functions of internal regulatory documents that negatively affect or may affect the rights, health, and/or safety of employees; 
11. organize, conduct, and lead negotiation processes in conflict situations, including negotiations with trade unions; 
12. conduct mediation procedures; 
13. be engaged to conduct mediation in other portfolio companies of Samruk-Kazyna JSC; 
14. exercise other rights necessary for the performance of the tasks and functions assigned to the Ombudsman. 
The Ombudsman shall:
1. comply in their activities with the legislation of the Republic of Kazakhstan, the Code of Conduct, the Corporate Governance Code, other internal documents, and this Regulation; 
2. perform their functions in accordance with the principles of independence, neutrality and impartiality, confidentiality, and informality; 
3. ensure the implementation of an early risk identification system, including regular surveys and focus groups in accordance with the Corporate Standard in the field of social policy of the Samruk-Kazyna JSC group, monitoring of complaints and appeals, internal investigations and diagnostics, as well as analysis of HR data and the social climate; 
4. ensure the development of a social risk map, including analysis of staff turnover factors, dissatisfaction, inequality, workplace tensions, and other indicators; 
5. organize the collection and analysis of risk signals from HR specialists, ombudsmen, trade unions, heads of structural units, hotlines, and anonymous channels; 
6. ensure an anonymous, accessible, and transparent system for receiving, reviewing, and analysing appeals through the “Nysana” call centre, as well as through in-person meetings; 
7. ensure the development of standardized procedures for conflict resolution, including adherence to timelines and confidentiality, standardized reporting and investigation formats, mandatory feedback, involvement of relevant specialists and legal counsel, root cause analysis, and implementation of corrective measures; 
8. organize post-conflict surveys and focus groups in accordance with the Corporate Standard in the field of social policy of the Samruk-Kazyna JSC group to assess employee satisfaction with dispute resolution processes; 
9. ensure the implementation of early response mechanisms to signals of conflict potential, including monitoring of repeated complaints, declining levels of loyalty, and increased staff turnover in specific units, as well as inclusion of appeal review results in quarterly reports and their use for updating the social risk map; 
10. ensure the establishment and development of the ombudsman and mediator framework as an independent conflict resolution mechanism, including maintaining records of appeals, types of conflicts, and effectiveness of decisions taken, providing regular training for mediators, and introducing conciliation practices; 
11. develop and implement response plans, including corrective measures, management training, and communication campaigns, as well as ensure employee participation in discussing problem areas and possible solutions; 
12. prepare quarterly reporting on the number and types of appeals, trends in complaints and conflicts, results of assessments, and response measures taken; monitor implementation of measures on an ongoing basis, assess the effectiveness of decisions taken, and prepare relevant reports; 
13. implement international human rights standards and policies (UNGPs), assess risks of rights violations, and prevent adverse impacts in the course of activities; 
14. integrate human rights principles into business practices and engagement with counterparties based on ethics and sustainability, including assessment of compliance with labour, social, and ethical standards and development of corrective measures for identified violations; 
15. implement and carry out human rights due diligence procedures in accordance with the United Nations Guiding Principles on Business and Human Rights; 
16. ensure compliance with the principles of business ethics and corporate governance within the Company and its subsidiaries and dependent organizations, as a senior independent expert, for the purposes of preventing and resolving labour disputes and interpersonal conflicts, as well as contributing to the sustainable development of the Company; 
17. consider appeals, conduct informal reviews, and provide recommendations to relevant Company officials on the resolution of conflicts involving employees and management (internal conflicts), as well as conflicts involving partners/investors (external conflicts); 
18. take all necessary and available measures to resolve disputes and conflicts at an early stage; 
19. facilitate the identification of potential areas of conflict within the Company and its subsidiaries and dependent organizations in cooperation with relevant structural units; 
20. develop recommendations for the resolution and prevention of conflicts of a systemic legal and organizational nature for relevant Company officials; 
21. contribute to the development of a unified Company policy on matters within the Ombudsman’s competence; 
22. ensure the protection of Company employees (within the framework established by labour legislation) during dispute resolution procedures; 
23. maintain records of received appeals; 
24. ensure that information is stored securely and protected from unauthorized access, and that it is destroyed in a timely manner in accordance with the applicable rules on documentation, records management, and the use of electronic document management systems in public and private organizations; 
25. improve the activities and interaction of ombudsmen within the group of companies; 
26. establish systematic measures within the Company and its subsidiaries and dependent organizations for the consideration of employee appeals regarding actions (or inaction) of officials and decisions taken; 
27. conduct training and awareness activities for employees on human rights, ethics, corporate culture, bullying, harassment, sexual harassment, and conflict prevention; 
28. conduct explanatory and advisory sessions on the inadmissibility of unauthorized strikes, rallies, pickets, hunger strikes, work stoppages, and other actions that violate the legislation of the Republic of Kazakhstan and disrupt the functioning of strategic facilities; 
29. at least once per quarter/year, submit, in accordance with established procedure, a report on the results of activities to the relevant Committee under the Board of Directors/Supervisory Board of the Company, as well as a public version for inclusion in the Annual Report. Where no such Committee exists, the report on the results of activities for the quarter/year shall be submitted directly to the Board of Directors/Supervisory Board for performance evaluation and consideration of the Ombudsman’s proposals.
9. Interaction of “Samruk-Energy” JSC Ombudsman with Ombudsmen of subsidiaries and affiliates
29. The Ombudsman of Samruk-Energy JSC shall have the right to: 
1. participate in the selection process for candidates for Ombudsman positions in subsidiaries and affiliates; 
2. request, at least quarterly, reports on the activities of Ombudsmen in subsidiaries and affiliates, including planned initiatives, within their areas of responsibility; 
3. assess the performance of Ombudsmen in subsidiaries and affiliates and make decisions regarding the extension or early termination of their appointments; 
4. issue operational guidance and instructions to Ombudsmen in subsidiaries and affiliates to address identified issues and implement preventive measures; 
5. invite Ombudsmen in subsidiaries and affiliates to participate in meetings, seminars, and conferences initiated by the Ombudsman; 
6. participate jointly with Ombudsmen in subsidiaries and affiliates in the review of appeals or engage them in handling cases across entities; 
7. hold joint meetings with employee groups together with Ombudsmen in subsidiaries and affiliates at their respective locations; 
8. provide recommendations aimed at improving the effectiveness of Ombudsman functions in subsidiaries and affiliates; 
9. take any other actions necessary to fulfil the Ombudsman’s mandate. 
30. Ombudsmen in subsidiaries and affiliates shall provide full and appropriate support in handling matters within the Ombudsman’s сcompetence.  
31. Requests from the Ombudsman shall be handled promptly by Ombudsmen in subsidiaries and affiliates and addressed within a reasonable timeframe, generally not exceeding three business days, unless otherwise agreed or specified. 
10. Qualification requirements for the Ombudsman
32. A candidate for the position of Ombudsman shall meet the following requirements: 
1. an impeccable professional reputation, strong credibility, and the ability to exercise sound and impartial judgment; 
2. a higher education degree; 
3. at least 10 years of overall professional experience, including no less than 3 years in a managerial role; 
4. experience in, or a sound understanding of, mediation and negotiation processes (relevant certification is an advantage); 
5. a solid knowledge of the legislation of the Republic of Kazakhstan; 
6. familiarity with the Company’s internal policies and regulations; 
7. full compliance with applicable laws of the Republic of Kazakhstan (no criminal record); 
8. high standards of professional ethics and proven leadership focused on delivering results and meaningful positive change; 
9. strong collaboration skills and the ability to engage effectively with diverse stakeholder groups; 
10. fluency in Kazakh and Russian; knowledge of additional languages is an advantage.
11.Legal and regulatory references
33. This Regulation refers to the following documents: 
1. the Charter of Samruk-Energy JSC; 
2. the Corporate Governance Code of Samruk-Energy JSC; 
3. the Code of Conduct of Samruk-Energy JSC; 
4. the Policy on Non-Discrimination of Samruk-Energy JSC; 
5. the Human Rights Policy of Samruk-Energy JSC; 
6. the Corporate Standard on Social Policy of the Samruk-Kazyna JSC Group; 
7. the Rules for Documentation, Records Management and Use of Electronic Document Management Systems in Public and Private Organizations; 
8. the Constitutional Law of the Republic of Kazakhstan “On the Human Rights Commissioner in the Republic of Kazakhstan”; 
9. the Constitution of the Republic of Kazakhstan.
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