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Objective:
To maintain transparency and 1o develop confidence of palicyholders this poliey is developed.

Policy Statement:

Stndh Insurance is committed to provide best claim services in the insurance market Company has its
internad procedure and other guidelines provided by SECP for clain: handling and its gricvances.

Indtlat Clalm dlatters:

All grirvances shall be recelved in glaimstisindhinsusaneeltd.com. far clarm handbing, Matters related to
claims will be send to claitn officer on his official omat).

1. Putpose:

This policy aims to establish a comprehensive Gamework for managing and resolving complaints and
grievances from policyholders and prospechive palicybolders in campliance with Lhe Securities and
Exchange Comunission of Pakistan (SECP) regulations, specifically the Cade of Corposate Covernance far
Insurees, 26 Sindh Insurance Limiled is committed to ensuring timely, efficient, and transparent
resolution of all grievances.

L Seope:
This policy applies to:

«  Policyholders {individuals and tegal entities)

+  Prospective policyholders

+  Any third-pasty stokeholders involved In any Insurance-related transactions or services offered by
Sindh Insurance Limited.

3. Definitlgns:
ComplalnyGrlevance: Any written, elecironie, or verbal expression of dissatisfaction by a policyholder or

prospective policyhalder with the campany’s service, products. oz activns (or back thereof), including issues
raised about diskribution ¢hantiels and inlermedtaries.

Grievance Funetlon: Head of Clatm shafl be Head of Grievance direclly report to the CEO of Sindh
Insurance Limited.

4. Grevanee Handling System

Sindh lnsurance Limited will ascammodate complaints recpived through any communication ¢channel,
tnctuding written complaints, emails, ¢afl ¢enters, fax, surface mail, and online forms. Handle verbal
complaints lodged with telephone, sulject to verification of authenticity
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5. Dara Capture and Record Keeping
Head ef Gricvanee shall recard and store vital information related 1o cach complaint, including

- Policyholder's name and CNIC {for natural persens}

- Caomplaint number and date of lodgment

- Product or service category, policy year, and camplamt nature
- Date of interim response and final resalution

- Qutcome {resolved funresolved)

Third-Panty Complaints
Sindh Insurance Limited shall allow third partics {without a direet relationship with the company lo lodge
complants However, resolution shall be contingent upon venification of the complaint's authenticity

6. Complaint Categarization and Resolution Timelines

6.1 Complaint Categaries
Comptainis shall be cateponzed based on thesr craticality

Minor Complaints: Unrevolved quesies or requesis

Less Critical Complaints: Complants that do nut reguire inveshgabion e . gueries selaled to
claims already paid)

Crltlcal Complaints Complaints that require Investigattan (e g, mis-seliing, fraudulent practices,
or delayed claim payments}

6.2 Acknowledpement Timelines

All complaints must be acknowledged within 2 working days of receipt. via SMS, email, recorded line. or
surface mail

6.3 Hesolution Timelines
Complaints shall be resolved according to their craticality

Minor complaints: Resalved within 7 working days of receipt

Less ortical complaints: Besolved within 15 warking dovs

Cratical complainis: Resofved within 30working days, with mvestigation completid within 20 days
and the final reply issucd within an additional 10 days

64 Intertm Replics
If a complaint cannat be resalved within the standard timeframe. interim replics must be provided.

7 days for less aritical complants
15 days for critical complaints
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6.3 Resclution of Paymenl-Retated Complalnts

Complaints involving payments te the policyholder shatl be deemett tesolved only after payment is made
to the pelicyholder within 15 werking davs of the final reply.

6.6 Lnresolved Complalnts

Incase a complaint cannot be resolved to the satisfagtion of the policyholder, Sindh Iserance Limited straly
providp:

A ¢lear explanation of the reasons for denzal
« [Information on alteznabive redressal ferums, such as the [nsurance Ombudsman

6.7 Escalation Procedure
It complamt not resolve wiathin provided Lime frame it will be reported 1o CEQ

7. Awareness of Grievanee Handllng Mechanism
7.1 Communleation of Grievance Handling Process
Sindh Insurance Limated shall

Display grievance handling procedures prominently at all office tocalions and agent premises in
bath English and Usdn

Clearly communicate grievanee procedurcs on the compamy's official website
7.2 Leaflets and Policy Information
An explanatory leaflet detaling the internal complaint struchare and procedure {in both English and Urdu)
shall be provided at the time of new policy 1ssuance or renewal of life insurance contracts with terms grealer
than one year.
8. Monitoring and Asseasing Grievance EHandling Mechanism
6.1 Imernal Audit Reviews
Sindh Insuzance Limiled's internal audit Iiinction shall review the gricvance handling smechanism at feasy
annually. Any non-compliance with inteznal or regulatery procedures sha¥) be documentid and reported
ta the Board Audit Comimniltee
8.2 Performance Assessment

CEQ shall do mystery shopping and policyholder satisfaclion surveys to assess the effectiveness of the
gricvance handling process

—
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9. Reporting and Record Keeping

9.1 Quarterly Internal Reparting
The Claims Setifement Commuittee shall provide a quartesly summary of gricvances {lodged, resolved, and
pending) to the Board of Directors

9.2 Quarterly Reporting to SECP
sndh Insurance Limited shall sulmit a quarterly summasy of complaints to the SECP in the prescribed
fermat within 20 days after the end of cach quarter

9.3 Relentlor I'eriad
Records of all complaints shalf be maintained for a minimum of 3 years from the date of filing ot the date
of palicy maturity, whichever is longer.

%.4 Complalnt Handling Officer
My Sarfaraz shall be Complaint Handling Officer to ¢coordinate with and respond to regulatory authorities
seganding complaints and thewr resolution

10. Pallcy Review
This palicy shall be reviewed and updated annually o in accordance with any changes n regulatory
requirements or business practices.

11. CTlaims Older Than 30 Days:

For ¢lasms ohter than 30 days clrimant can contact throtigh clhinngroovaacssss i sa g citd com weth
company seruor officials. The said emadd will be sent to Head of Claims,’ | lead of Operations for resolubien
of the mattes. Provided that above mention email address will be provided along with policy documen
and on Company’s web site.

12 Contact ta Federal Institutions:

It pelyhelder/claimant have any complaint or grievances against the insarance convpany, brokes, agent,
survevur, or bank representative in respect of his/ her insurance policy, he/she may contact the following:

Federal Insurance Ombudsman
OHicial Courdinator

Small Disputes Resolution Commiltee {Tslamabad)
CHicial Coordinator

Small Disputes Resolunon Committer (Karachi)
=+ Official Coordmnalor

Small Disputes Resolution Comunittee {Lahoiv)

*'.
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Provided that above mention inshtutions address wilt be provided along with policy docement and on
Company’s wel sike.
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GRIEVANCE HANDLING PROCEDURE

Sindh Insurance [amited will accommodate ¢omplaints received through any communicauon
channel. including written complaints. emails. call centers. fax. surfuce mail. and online forms.
lzandle verbal complaints lodged with telepbone. subject to venfication of authenteits.

1. Acknowledgement:
All complaints will be acknowledged within 2 working days of receipt. via SMS. email, recorded
line. or surface mail.

2. Complaint Resolution:
Complaints shall be resolved acconding to their crittcality:

Minor complaints: Resolved within 7 woiking days of recaipt
Less critien] compluints: Resolved within 15 working days

3. Critical campluints:

Resalved within 30 working dnys, with investigation completed within 20 duy s and the final
reply issued within an adiitional 10 days

4. Resolution of Payment-Reluted Complaings
Complaints involsing payments o the policyholder shall be deemed resolved only sfter pay ment
15 made to the policyhalder within 15 working days of the final reply.

5. Unresolved Camplaints
In case a complaint cannot be resolved 1o the satisfaction of e policvholder. Sindh Insurance
Limited shall provide:

- A clear explapation of the reasons Tor dental
- Inlvrmmation on alternative redressal forums. such as die Insurance Onthudsiman

&, Escalatlon 'rocedure
If complaint not resolve within provided time frame it will be reported

10,
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GRIEVANCE IN RESPECT OF
INSURANCE POLICY / CLAIM

“If you have any complaint or grievance against the
insurance company, broker, agent, surveyor, or bank
representative in respect of your insurance policy,
claim, you may file your complaint with the company”

Sindh Insurance Limited
1¥ Floor, Imperial Court,
Dr. Ziavddin Ahmed Ronad,
Karachi
Phone: +92-21 35640715-17 Ext. 108
Website: www.sindhinsurance.com
Email: elgimarievancestsindhinsuranceltd.com
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COMPLAINTS IN
RESPECT OF
INSURANCE

POLICY
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