EFU Health Insurance Limited
Formerly Allianz EFU Health Insurance Ltd

HEALTH

Dear Valued Customer,

Sub: Complaint / Grievance Handling Function

We at EFU Health Insurance Limited (Formerly Allianz EFU Health Insurance Ltd) are dedicated to provide quality
services to our policyholders / insured members. We strive to achieve this by meeting the needs of comprehensive health
care services. We have an impartial complaint / grievance function, committed to the highest standard of moral, ethical
and professional conduct.

In case of any Complaint/ Grievance, following information will guide you:

Circumstances which may lead to Complain
In case of any unfortunate event, our team is always available to resolve queries and complaints. Aggrieved policyholder /
insured member may lodge a complaint in any of the following situations:
1. Repudiation of a Claim: if you are not satisfied with the decision taken upon your claim filed with the insurance
company.
2. Request for Premium Refund: in case of mis-selling or if you wish to cancel your policy and get the premium
refund within the allowed timeline.
3. Any other grievance; not satisfied with the settlement of your claim.

How to Complain

In case you have any complaint / grievance against the Company, broker, agent, or bank representative in respect of your
insurance policy, coverage terms, and benefit or if you are not satisfied with the decision taken upon your claim, you can
contact the following to register your objection:

- By email at complaints@efuhealth.com

- By telephone: Call center at 021 111 HELP 00 (111-4357-00) / 021 111 HEALTH (111-432584) Ext. 214
- On Cell number at: 03008208555

- By Fax at: 02135864020

- By letter to:

The Head of Grievance Function — Sohail Adam Baloch
EFU Health Insurance Limited (Formerly Allianz EFU Health Insurance Ltd)
37-K, Block-6, PECHS Society, Karachi.

If you are our insured member, kindly quote your policy details which include your policy number and name of the
policyholder on all your correspondence. Prospective insured member / policyholder may kindly mention the contact
details which includes correspondence address, telephone number and CNIC / NTN number as reference.

How we will handl; r complain

We try our best to resolve concerns as soon as possible via telephonic conversation. However, if complaint may require
further investigation, we respond to the aggrieved within three (3) working days of receipt of your complaint through letter,
email or telephone, stating the outcome of the investigation. In case of any expected delays in our response beyond three
(3) working days, we will keep you updated about the status of complain.

Our response could either be in a way that we may:

- Accept complaint and offer some form of redress, if necessary
- Abolish the complaint providing detail reasons and explanation.
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In case of non-resolution of your comp!alnt within a maximum period of thirty (30) days, such complaint will be reported to
the Securities and Exch C ion of F in writing by the Company within a period not later than ten
(10) days from expiry of the maximum period allowed for resolution of that complaint along with the reason(s) for non-
resolution.

Not satisfied with our response
If you are not satisfied with our response against your complaint or a delay beyond 90 days is caused in settlement of a
claim, you may refer your complaint in writing to the Federal Insurance Ombudsman’s Secretariat within thirty (30)
days from receipt of our response,

Federal Insurance Ombudsman

2nd Floor, Pakistan Red Crescent Society Annexed Building,
Plot # 197/5 Dr. Daud Pota Road

Karachi

Tel: 021-99207761-62

Website: www.fio.gov.pk
Karachi.

Insurance Tribunal

This is a body constituted under section 121 of the Insurance Ordinance 2000 by the Federal Government with the
authority to judge, adjudicate on or determine claims or disputes. In essence, it is a specialized court formed for the
disposal of cases pertaining to the Insurance business.

The Federal Government has conferred powers in each province on the District and Session Courts to exercise territorial
jurisdiction as under:

N f ion Territorial Limits
District & Session Judge Lahore Whole Province of Punjab

District & Session Judge Karachi Whole Province of Sindh
District & Session Judge Peshawar Whole Province of Khyber Pakhtunkhwa

District & Session Judge Quetta Whole Province of Baluchistan

We at EFU Health Insurance understand that accessing and obtaining health care services can be strenuous and difficult.
We therefore strive to take all necessary actions that will provide you with timely and accurate information. We will
continue to make every effort to enhance our service quality in our continuous pursuit for service excellence.

Sincerely,

Sohail Adam Baloch

Head of Grievance Function

EFU Health Insurance Limited

(Formerly Allianz EFU Health Insurance Ltd)
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