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IMPORTANT NOTICE - INSTRUCTIONS

The time we spend investigating a complaint is determined by its seriousness and complexity,

but we will endeavour to resolve all complaints within fifteen (15) working days of receiving

such complaints.

Sometimes we might not be able to resolve the issue referred to us within the timeframe set
out above. If this is the case, we will advise you accordingly, provide feedback on the reasons
for such delay and also give you an anticipated new timeframe for receiving our Company’s
response. Such timeframe shall in no case exceed the statutory timing requirement of forty-

five (45) working days from the date of receipt of the complaint by the Company.

We also wish to advise you that COMMERCIAL GENERAL INSURANCE LTD has in place a
detailed “Complaints Management Policy”, thus ensuring the effective management of all
complaints received as well as the handling of such complaints in an efficient, fair and
unbiased manner. Any personal data disclosed to us is also treated in strict confidence,

having regard to the applicable legislation.
It is important to note that the lodging of a complaint and its subsequent handling process is
free of charge and does not affect any right of action that you may have against the

Company.

Should you have any questions or require any additional information or clarifications as to the

status of your complaint or request, please do not hesitate to contact us:

Complaints Management Function

Commercial General Insurance Ltd

101 Arch. Makarios Ill Avenue, 1071 Nicosia
P.O. Box 21312, 1506 Nicosia

Telephone No. : +357 22 505105

Fax No. : +357 22 376155

E-mail : clientservices@cgi.com.cy



If a mutually accepted resolution cannot be reached on the basis of the terms and provisions
of the Insurance Policy and the Company’s procedures, you have the option to maintain your
complaint and refer the matter to the competent authorities or bodies for dispute resolution,

such as the Financial Ombudsman of the Republic of Cyprus.

Please also note that the «Complaint Form» includes all necessary personal information that

will facilitate our communication and will enable us to process your complaint.

Furthermore, you are kindly requested to —

= Describe your request or complaint in a concise and clear manner.
= State the facts in chronological order.
= Advise of any prior communication you may have had with members of our staff.

= Enclose copies of any documentation supporting your complaint or request.



