¢ ZURICH

Let’s make it right

;?.

Customer guide :
to complaints procedure )
for Bahrain, Qatar

and the United Arab Emirates

(for individual customers)



We are
here for
ou

We know that sometimes things
don’'t go according to plan and
we at Zurich really value
listening to our customers.

Your feedback provides us with
an opportunity to make things
right and provide better service
and experience to all our
customers.

This guide explains how you
can make a complaint and
includes some important
contact information that you
may need in the future.

Who should you contact in the first instance?

If you have a complaint or feedback regarding our products or
services, you may email, call or write to Zurich HelpPoint on the
contact details given below.

@ Email: mecustomercomplaints@zurich.com

Write to:

The Complaints Department
Zurich International Life

P.O. Box 50389 | PO. Box 10032, P.O. Box 26777
Dubai, U.A.E. Manama, Bahrain. | Doha, Qatar.

@ Phone:

+9714363 4567 | +9731756 3321 | +974 4428 6322

UAE: We're available Monday to Friday, from 8 am to 5 pm
local time.

Bahrain and Qatar: We're available Sunday to Thursday,
from 8 am to 5 pm local time.

@ Website: www.zurich.ae

Please mention the reference or policy number when you getin
touch. If there is anything you'd like us to consider when we look
into your complaint, like your personal circumstances for example,
please let us know — we'll do our best to take everything into account.

If your complaint is about a policy you bought through an
independent financial adviser or bank, it may be quick to
complain to them in the first instance. If you're not sure who to
contact, don’t worry, we can check that for you.

What happens next?

Many concerns can be resolved straight away and some might
need more time for investigation so that we can provide you with
the best solution.

+ We’'ll acknowledge your complaint within five working days of
receiving it.

« We'll carry out a full investigation and consider all available
evidence.

+ We'll contact you within two weeks of our acknowledgement to
either respond to your complaint or give you an update on our
investigation.

+ We’'ll aim to give you a ‘final response’ on your complaint within
three weeks from when it was received. If we can’t, we'll getin
touch and inform you when you can expect a response.

Not happy with the outcome?

If you've received a final response from us and you think we
haven’t taken something into consideration — or you have got
some more information for us to look at — please let us know and
we'll be happy to review it. We are committed to ensure your
complaint is fully and fairly addressed.

We always aim to provide our customers with solutions that meet
their expectations. However, if you are not satisfied with our
resolution, we will send you a final response on behalf of Zurich
International Life and make you aware of your right to refer your
complaint to the appropriate Regulatory Authority.

This will be based on the jurisdiction and may be either one of
the following.

For policies held in Trust with Boal and Co Pensions (Jersey)
Limited (previous Zurich Trust Limited) the settlor has the right of
referral to the Channel Islands Financial Ombudsman.



Central Bank of Bahrain

The local regulator for Bahrain is the Central Bank of
Bahrain (CBB). If you are not satisfied with our
response to your complaint, you should refer it by
completing the Complaint Form on pages 9 to 11
within 30 days of receiving our final response, to the
Consumer Protection Unit using the following
contact details or visit the CBB website (given below)
to file a complaint electronically.

@ Phone: +973 17 547 789

Write to:

The Central Bank of Bahrain
Attn: Consumer Protection Unit
P.O. Box 27

Manama

Bahrain

@ Website: www.cbb.gov.bh

Central Bank of the U.A.E. (CBUAE)

If we are unable to resolve your complaint to your
satisfaction, or if you remain dissatisfied following
receipt of our final response letter, you have the option
to contact our local regulator, the Central Bank of the
U.A.E. They will arrange to conduct an independent
review of your case. The CBUAE contact details are:

@ Phone: +9712 691 5555

Write to:

Central Bank of the U.A.E.
P.O. Box 854

Abu Dhabi

United Arab Emirates

@ Website: www.centralbank.ae

Qatar Financial Centre Regulatory Authority,
Qatar Customer Dispute Resolution Scheme

The Qatar Customer Dispute Resolution Scheme is
administered by the Qatar Financial Centre Regulatory
Authority (QFCRA). Their contact details are:

@ Phone: +974 4495 6888

@ Email: complaints@cdrs.org.qa

Write to:

The Customer Dispute Resolution Scheme
P.O. Box 22989

Doha

Qatar

@ Website:

www.qfcra.com/customer-dispute-
resolution-scheme

The Isle of Man Financial Services Ombudsman
Scheme (FSOS)

If we cannot resolve your complaint to your satisfaction
within eight weeks, or if you remain dissatisfied
following receipt of our final response letter, you can
ask the FSOS to formally review your case. The FSOS
contact details are:

@ Phone: +44 (0) 1624 686500

@ Email: ombudsman@iomoft.gov.im

. Write to:

The Financial Service Ombudsman Scheme
Isle of Man Office of Fair Trading

Thie Slieau Whallian

Foxdale Road

St John’s

Isle of Man

IM4 3AS

British Isles.

@ Website: www.gov.im/oft

This is a free, independent dispute resolution service for
customers with a complaint against an Isle of Man
based financial firm such as Zurich. The role of the
Scheme is to settle disputes impartially and to make
what they believe is a fair and balanced decision
(including payment up to GBP150,000) based on the
facts of each individual case.

If you are unsure whether the FSOS will look at your
complaint, please contact them directly for further
information.

Channel Islands Financial Ombudsman

If you are not satisfied with how your complaint has
been addressed you may wish to report the matter to
the Channel Islands Financial Ombudsman (CIFO),
within 6 months of receiving our final response, which
may investigate further on your behalf.

The contact details of the CIFO are:

Phone Jersey: +44 (0) 1534 748610
Phone Guernsey: +44 (0) 1481722218
Email: enquiries@ci-fo.org

Write to:

Channel Islands Financial Ombudsman
PO Box 114

Jersey

Channel Islands

JE4 9QG

OD6GG

@ Website: www.ci-fo.org

Our commitment to customer service
We are committed to handling all complaints — on any
aspect of our service — fairly, thoroughly and promptly.



Zurich International Life Limited is registered in Bahrain under Commercial Registration No. 17444 and is
licensed as an Overseas Insurance Firm — Life Insurance by the Central Bank of Bahrain.

Zurich International Life Limited is authorised by the Qatar Financial Centre Regulatory Authority.

Zurich International Life Limited is registered (Registration No. 63) under UAE Federal Law Number 6 of
2007, and its activities in the UAE are governed by such law.

Zurich International Life is a business name of Zurich International Life Limited which provides life assurance,
investment and protection products and is authorised by the Isle of Man Financial Services Authority.

Registered in the Isle of Man number 020126C.
Registered office: Zurich House, Isle of Man Business Park, Douglas, Isle of Man, IM2 2QZ British Isles.

Telephone +44 1624 662266 Telefax +44 1624 662038 www.zurichinternational.com @ Z U Rl C H °
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SR
W Central Bank of Bahrain

Complaint Form - Insurance Cpmaldl) — (5 985 B i)

Form number: 3 lain) a8
Insurance company: ol A< 5
Type of insurance: sl & 58
Name of Complainant: 15 sSll adie ol
ID No.: Sl d8Ua) a8
Tel. No.: g
Mob. No.: s b sall o3,

Name of Policyholder: Aaal ll Jals sl
ID No.: Al 28l o8
Tel. No.: el A8
Mob. No.: tdb sl A




Date of complaint: (Sl Ay

Complaint Signature: 15 Sl adia w53




Employee in charge: 1 g pall Cals gal)
Date of Complaint: 15 sl Al o

Date of response: sl gl

CCO Signature: (g SEN g e 2 58




