Extract of Policy:
Complaints management

Groupama Zastrahovane EAD/
Groupama Zhivotozastrahovane EAD

N3BneyeHune ot Nonutuka:
YnpaBneHue Ha xanou

pynama 3actpaxoBaHe EALl/
pynama XXuBoTto3aTcpaxoBaHe EA][]

I. GENERAL PROVISIONS

|. OBLLWX PA3MNOPENBU

For the purposes of this Policy and in accordance
with the EIOPA® Guidelines on Complaints
Handling by Insurance Undertakings (EIOPA-
B0S-12/069):

» Complaint means a statement of
dissatisfaction addressed to an Company by a
person relating to the insurance contract or
service he/she has been provided with. In this
respect complaints handling should be
differentiated from claims handling as well as
from simple requests for execution of the
contract, information or clarification.

= Complainant means a person who is
presumed to be eligible to have a complaint
considered by an insurance undertaking and
has already lodged a complaint e.g. a
policyholder, insured person, beneficiary or
injured third party.
Any person who believes that his/her rights have
been violated in connection with the insurance
contract or service he/she has been provided with
has the right to appeal to the Company without
charge. The complaint is to be appealed by the
Complainant in person or by a duly empowered
person.

Mo cmucbna Ha TasM MNONMUTUKA U CbINacHo
Hacokute Ha EOS3IMMNO? 0THOCHO pasrnexaaHeTo
Ha >xanbu OT 3acTpaxoBaTenHu npegnpUaATUs
(EIOPA-B0S-12/069):

= XKanba o3HayaBa nssBneHne 3a
HeyOOBMNeTBoOpeHue, Haco4eHo KbM
[pyXecTBOTO, OT nuUe MO OTHOLUeHWEe Ha
3acTpaxoBaTeneH AOroBop WNW ycryra, KOSTO
My/M e npepgocTtaBeHa. B Tasu Bpb3ka
pasrnexgaHeTo Ha xanbu cnegea ga ce
pasrpaHMyaBa  OT  pasrfexgaHeTo  Ha
NPETEHLIMN, KAKTO U OT OBUKHOBEHMTE UCKaHUA
3a M3NbJIHEHWE Ha [OroBopa, 3a UHopMaLms
UMK passicHeHs.

= JKanbonogaTten o3Ha4yaBa nuue, 3a KOeTo ce
nprema, Ye OTroBapsi Ha ycroBusita xantarta my
na 6bae pasrnegaHa ot [py)XecTBOTO U BeYe e
BHECNO xanba, HanpuMmep TUTYNSIp Ha nonuua,
3acTpaxoBaHo nuue, 6eHeduumnep nnu TpeTo
yBpeOEHO nuue.
Bcsako nuue, KoeTo cMsiTa, Ye ca HapyLLeHW npaeaTta
MYy BbB Bpb3Ka CbC 3acTpaxoBaTeneH JOroBOp Unn
npegocTaBeHa My ycryra, uma npaso Aa nogage
Xanba po [OpyxectBoTo, 6€3 ga 3annawa Takca.
XKanbara MOXe obae nogageHa oT
XanoonogaTtensa SfWYHO WU Ype3  HaAneXHo
OBMaCTEHO NuLe.

The Company publishes on its website
(groupama.bg) information on the complaints-
handling process (rules for submission of
complaints, activities and deadlines related to the
processing, information regarding the follow-up
options in case of failure to satisfy the request), as
well as sets out the indicative requisites of the
complaint, and failure to comply with them may not
lead to its inadmissibility for consideration, except
in cases where no feedback data has been
provided.

OpyxecTBoTO nybnukysa Ha web canta cu
(groupama.bg) nHdopmauns OTHOCHO Mpoueca Ha
obpaboTka Ha xanbwu (npaBuna 3a nogasaHe,
OENCTBUST N CPOKOBE CBbp3aHM C obpaboTkaTa,
nHOPMaL s OTHOCHO NnocneaBaLUy Bb3MOXHOCTH,
npu HeyaoBMeTBOpsIBAHE Ha WCKAHETO), B T.u.
onpedensi OPUEHTUPOBBYHWUTE  PEKBU3UTU  Ha
xanbaTa, kaTo TAXHOTO Hecrnas3BaHe He MoXe [fa
AoBefe [0 HedomnyCTMMOCT 3a pasrnexgaHeTo W,
OCBEH B Cly4auTe KoraTo He ca npeAcTaBeHn JaHHM
3a obpaTHa Bpb3Ka.

! EIOPA — European Insurance and Occupational Pensions Authority
2 EO3IMMO — EBponelicku opraH 3a 3acTpaxoBaHe 1 NPOdECHOHANHO NEHCUOHHO OCUTypsiBaHe




Complaints may be submitted as follows:

= electronically to the Company’s official e-mail
address: office@groupama.bq;

= on paper at the Company’s address: 47A,
Tsarigradsko shose blvd, building C, floor 3,
1124 Sofia;

= by telephone (a call to 0700 123 32);

= through the Company’s offices, DSK Bank or
other agents, brokers or forwarded to the
Company by  supervisory or  other
administrative and public authorities (the
Financial Supervision Commission, Consumer
Protection Commission; Commission for
Personal Data Protection, Commission on
Protection of Competition, etc.).

The received Complaints are to be entered in a
special register of complaints maintained in
accordance with the applicable regulatory
requirements.

The Company keeps a record of each complaint,
investigates and responds to it within statutory
deadlines.

The organization created and maintained within the
Company for complaints handling, ongoing
reporting and analysis is designed to provide a
prompt, equal and fair treatment of each case and
ensure the identification and avoidance of conflicts
of interest, as well as the proper treatment of a
complainant’'s information and personal data,
according to the applicable legal framework.

The proper management of the process and the
prompt handling of complaints received help to
improve the service quality of the Company,
increase efficiency of the processes and reduce
reputational risk.

XKanbute moraTt ga 6baat nogaBaHW Mo crnegHud
HaYuH:

= eneKTPOHHO [0 oduunanHaTa enekTpoHHa
nowa Ha OdpyxecTtBoTo: office@groupama.bg;

" Ha XapTWeH HocuTen Ha agpeca Ha
OpyxectBoTo: rp. Codmsa 1124, Oyn.
Llapurpaacko woce 47A, 6n. B, etax 3;

= no TenedoH (obaxgaHe go Homep 0700 123 32);

= ype3 ocucute Ha [dpyxectBoTo, BaHka [CK nnu
apyrm areHtn, Gpokepu unu npenpateHn Ao
OpyxecTBOTO 4pe3 Haa3opHW wnuv Apyru
agMUHUCTPATVBHW UM ObPXaBHU  OpraHu
(Komucus 3a cuHaHcoB Hagsop, Komucusa 3a
3awmTa Ha notpebutenute, Komucns 3a sawmra
Ha nuyHuTe AaHHKW, Komucusa 3a 3awmTta Ha
KOHKypeHuudaTa v ap.).

MocTbnunuTte xanbw ce BnNucBaT B cneuuaneH
pernctop 3a »anbwu, KOMWTO ce nogobpxa B

CbOTBEeTCTBME C npUNoXnMmnTe HOpMaTnBHU
N3NCKBaAHUA.
,D,py)l(eCTBOTO OOKYMEHTMpPpa BCdKa MNoJlyYeHa

Xanba, kaTo pasrnexna W oTroBaps Ha cbllaTa B
3aKOHOYCTaHOBEHUTE CPOKOBE.

Cb3gageHata w nogobpxaHa B [pyXecTBoTO
opraHusauusi 3a obpaboTka, TeKywo OT4MTaHe u
aHanus Ha  xanbute  ocurypsBa  6bp30,
crnpaBeanvMBo M 6e3npucTpacTHO pasrnexaaHe Ha
BCEKW CIy4anm M rapaHtmpa ngeHtnduumpaHeTo 1
n3065irBaHETO Ha KOHMPNMKTN Ha MHTEPECH, KaKTo U
NPaBUMHOTO TPETUpPaHE Ha WHgopMauusita u
NUYHUTE  daHHM  Ha  xanbornogaTens, B
CbOTBETCTBME C NPUIOXUMAaTa NpaBHa pamka.

MpaBunHOTO  ynpaBrieHMe Ha npoueca MU
npeanpuemaHe Ha 6bp3un AeVicTBUA BCrEACTBIE Ha
nonyyeHn anbw, nomaraT 3a MoBULIaBaHe
KauyecTBOTO Ha obcnyxeaHe Ha [IpyXecTBOTo,
noBuillaBaHe Ha emeKTUBHOCTTa Ha npoLecuTe U
MUHVMU3NPAHE Ha penyTaunoHHUSA PUCK.

II. ROLES AND RESPONSIBILITIES

II. POJIU U OTFTOBOPHOCTH

The responsibilities for ensuring the necessary
internal information flows and reporting lines in the
management of complaints are divided as follows:

OTroBopHoCTUTE 3a ocurypsisaHe Ha
HEeoBX0oAMMMUTE BLTPELLHM NOTOLU Ha MHGOPMaLMA
MU NMHUM Ha [OOKMadBaHe Mpu ynpasBrneHneTo Ha
xanbuTe ce pasnpeaensT, KakTo creasa:

1. Legal and Compliance Department

The Legal and Compliance Department is
responsible for the Complaints Management
Process and has the following key duties:

1. Otpen MpaBHO
CbOTBeTCTBME

ob6cnyxBaHe 7]

Otpen ﬂpaBHo o6cny>|<BaHe N CbOTBETCTBUE €
OTroBOpPEH 3a npoueca no ynpasreHne Ha xanbute
N nMa cnegHnTe OCHOBHW 3abJKEeHNA:



mailto:office@groupama.bg
mailto:office@groupama.bg

complaints handling (incl. investigating the
complaint with the involvement of the relevant
Company’s structural units), with fair and
impartial examination of each case;

Important:

The work on a specific complaint can not be
assigned to (be performed by) an employee
who has participated in some way in the
distribution of the insurance products or in the
settlement of a claim to which the complaint
relates.

drafting and submitting responses to
complaints within the defined deadlines;

obpaboTBaHe Ha xanbuTe (BKMHOYUTENHO
pascnegBaHe Ha kanbwute C yyacTueTo Ha

3acerHatuTe CTPYKTYPHU eavHuLUm Ha
OpyxecTBOTO), npwm cnpaBeanvBo "
Oe3npucTpacTHO  pasrnexpgaHe Ha  BCeku
cnyyanm;
BaxHo:

He ce gonycka paboTtata no KoHKpeTHa >xarnba
Ja ce Bba3nara Ha (ga ce wu3NbNHsABa OT)
CNY>XUTEe, KOWUTO € y4YacTBas Mo HAKaKbB HaunH
npu pasnpocTpaHeHMeTo Ha 3acTpaxoBaTerHu
NPOAYyKTW UK NpW ypexaaHe Ha npeTeHuus], 3a
KOSITO ce oTHacs anbaTa.

N3rotBdHe w©n wu3npawaHe Ha OTroBOpU Ha
Xanoute B paMKuTe Ha onpenerneHnTe CpokoBe,

analyzing complaints-handling data to ensure
that any recurring or systemic problems, and
potential legal and operational risks are
identified and addressed,;

preparing reports related to complaints.

aHanuaupaHe Ha nHdopmauuATa oT
pasrnexmnaHeTo Ha Xanbu, 3a ce [a rapaHTupa,
ye ce ycTaHOBABAT U NPEOoAonsABaT NoBTapALLN
Ce WnNM CUCTEeMHM npobremu, Kakto u
NOTEeHLUNASHUTE NPaBHU 1 ONepaTUBHU PUCKOBE;

M3roTBAHE Ha OTYEeTUM MO OTHOLUeHUE Ha
»anbute.

2.

Office Management Department

The Office Management Department is responsible
for giving a reference number to the received
complaints, storing them (when paper copies are
received) and submitting electronic copies to the

2.

OTtaen Odmc MEHUKMBHT

Otoen OdunC MEHWIKMBHT € OTroBOpeH 3a
npucbhxaaHe Ha BXOAsLL HOMep Ha NofyvYeHuTe
Xanbwn, cbxpaHeHVMeTo MM (Npu nony4YyaBaHe Ha
XapTMeH HocuTen) U uanpaliaHe Ha eneKkTPOHHU

Legal and Compliance Department. konma po otgen [lpaBHO obGcnyxBaHe U
CbOTBETCTBYE.
3. Sales Division 3. HanpaBneHue MNMpopax6ou

The employees of the Company's Sales Division
are responsible for sending an electronic copy of a
complaint they have received (on paper or by
telephone) to the Office Management Department
for the purpose of assigning a reference number
and submitting it for processing to the Legal and
Compliance Department.

Cnyxutenute oT HanpasneHue [lpogaxbu Ha

OpyxecTBoTO Ca

OTroBOPHU na n3npaTtar

€eKTPOHHO Konue Ha nonyyeHa oT THAX xanba (Ha
XapTueH HocuTen unmn no TenedoH) ao otaen Oduc
MEHUIKMBHT, C UeNn MpUCbXhaHe Ha BXoasLy,
HOMeEp W npuaBmXkBaHe 3a obpaboTka OT oTaen
lMpaBHO obGCnyXBaHe M CbOTBETCTBUE.

4.

All employees

The Company's employees are responsible for
assisting the Legal and Compliance Department
with:

gathering the information needed for complaint
handling;

analyzing the reasons for the complaints,
identifying/ implementing improvement
measures in relation to weaknesses identified
based on the complaint analysis.

4.

Bcuuku cnyxuntenm

CnyxuTtenuTe Ha [pyXecTBOTO ca OTrOBOPHW Aa
cbaeiictBaT Ha otgen [paBHo o6GcnyxBaHe WU
CbOTBETCTBME OTHOCHO:

cbbupaHeTo Ha HeobxoammaTta nHgopmauus 3a
pasrnexgaHe Ha »anbu;

aHanua“paHeTo Ha nNpuUYMHUTE 3a Kanobw,
onpegensiHe/MMNNeMeHTUpPaHe Ha MepkuM 3a
nonobpeHne BbB Bpb3ka CbC cnabocTu,
noeHTMduumMpaHn Ha 06asa aHanmMsa Ha
»anbute.




Ill. TASKS TO BE PERFORMED

. 3AAAYU 3A U3MBJIHEHUE

1. Receiving, investigating and responding to
complaints

The Company is to collect all relevant evidence and
information necessary for the full, objective and fair
resolution of complaints.

Responses to complaints are to be drafted in clear
and understandable language and, when possible,
before the statutory deadline for a ruling.

The Company's decision and the reasons for it are
to be communicated to the complainant by letter at
the address/e-mail given by the latter.

In the event of a decision not granting the
complainant's request in whole or in part, the
Company shall state the reasons for its response
by including an explanation of its position on the
complaint. In addition, the complainant is informed
of his/her option to maintain the complaint by
applying to the Financial Supervision Commission
(respectively to another competent supervisory
authority), to refer to an out-of-court dispute
resolution body and/or to bring an action before a
competent court, etc.

An electronic file shall be created for each
complaint received by the Company containing all
documents collected/created.

If the complaint is received by the Financial
Supervision Commission or another administrative
and state authority, a copy of the response shall
also be sent to the relevant institution.

1. MpuemaHe, pasrnexgaHe U U3roTBAHe Ha
OTroBOp Ha Xanébu

HpyxecTBOTO cbbupa BCUYKN OTHOCUMU
AokasaTencTea M WHdopmauusi, Heobxogumm 3a
BCECTPAHHOTO, OOEKTMBHO W  ChpaBeanvBo
pelleHne Ha xanoure.

OTroBopute no Xanbu ce WU3roTBAT Ha SICEH U
pa3bupaemM e3nK 1 Korato e Bb3MOXHO 0e3 aa ce
M3yakBa 3aKOHOYCTAaHOBEHMS KpaeH CpoK 3a
nponsHacsiHe.

PelwweHnneTo Ha [pyXeCcTBOTO 1 MOTUBUTE KbM HEFO
ce cbobuiaBaT Ha XanbonogaTtenss ¢ MUCMO Ha
NMOCOYEH OT NocneaHns aapec/enekTpoHHa nowya.

Mpu B3emMaHe Ha pelleHVWe, KOeTo  He
Y[I0BMeTBOPsBa M3LSAMO MMM OTYACTU UCKAHeTO Ha
xanbonoaarens, [py>XecTBOTO MOTMBMpPa OTroBopa
Cu, KaTo BKMoYBa 0BACHEHME Ha No3nUMSATa CU Mo
OTHolleHne Ha »anb6ata. B  gonbnHeHue,
xandonoaartens ce yBeIoMABa 3a Bb3MOXHOCTUTE
Ja NpodbikU 3almTata Ha UHTepecute cu,
npeamet Ha >kan6aTa kato ce O6bpHE KbM
KomucuaTa 3a puHaHCOB HaA30p (CbOTBETHO KbM
ApYr KOMMNeTEHTEH HaA30peH opraH), Aa ce oTHece
KbM OpraH 3a U3BbHCbAE6HO pellaBaHe Ha CropoBe
wvnn pa npeasBuM  WUCK  KbM  KOMMETEHTeH
npasopasaaBaTterneH opraH u T.H.

3a Bcska noctenuna B [pyxecTBoTo xanba ce
Cb3faBa enekTPoOHHO [ocue, KOeTo CbabpXa
BCWYKM CbOpaHu/cb3aaneHn JOKYMEHTH.

B cnyyanm ye xanbata e nony4deHa ot Komucus 3a
PMHaAHCOB HaA30p MW Apyr agMUHUCTPATUBEH U
AbpXXaBeH OpraH, Kornue Ha 0TroBopa ce usnpatia u
[0 CbOTBETHAaTa UHCTUTYLIWS.

IV. REPORTING REQUIREMENTS

IV. ABUCKBAHUA 3A OTUYUTAHE

The Company provides information on the received
complaints and complaints-handling to the
Financial Supervision Commission, in accordance
with the requirements of Ordinance Ne 53 of 23
December 2016 on the requirements on the
reporting, valuation of assets and liabilities and
establishment of technical provisions of insurers,
reinsurers and the Guarantee Fund.

OpyxecTBOTO npegoctaBs WHopmauus  3a
nocTenunn anbm u TAxHaTta obpaboTka Ha
Komucus 3a pmHaHCOB Hag3o0p, B CbOTBETCTBUE C
n3nckBaHusita Ha Hapenba Ne 53 o1 23.12.2016 r.
3a U3MCKBAHMATA KbM OTYETHOCTTA, OLEHKaTa Ha
aKkTMBuTe W nacueBuTe U obpasyBaHeTO Ha
TEXHUYECKUTE pPE3EPBM Ha 3acTpaxoBaTenuTe,
npesacTpaxoBatenute u lapaHUNoOHHMSA oHA,.




V. AUDIT AND CONTROL

V. OAUT UKOHTPOI

The activities, duties and responsibilities described
in the present document are subject to internal and
external audits, performed in accordance with the
Insurance Code, Independent Financial Audit Act
and the Internal Audit Policy of Groupama
Zastrahovane EAD, Groupama
Zhivotozastrahovane EAD.

HerHocTnTe, 3agbiPkeHUsaTa M OTTOBOPHOCTUTE,
OMNUCaHN B HACTOALUMA OOKYMEHT, MOANexaT Ha
BbTPEWHN M BBHLWHA OAWUTM, W3BbPLUBAHM B
cboTBeTcTBME C Kogekca 3a 3acTpaxoBaHeTo,
3akoHa 3a He3aBUCUMUS (PMHAHCOB OAWUT U
MonuTukata 3a BbTpeweH oauT Ha [pynama
3acTtpaxoBaHe EAL, pynama
>KneotosacTtpaxosaHe EAL.

DOCUMENT MAINTENANCE (nOooAbPXAHE HA NOKYMEHTA)

Related Documents

Legal Framework:

= Guidelines on Complaints Handling by
Insurance Undertakings (EIOPA-B0S-12/069);

= |nsurance Code;

= Ordinance No. 71 of the Financial Supervision
Commission of 22 July 2021 on the
requirements to the management system of
insurers and reinsurers;

= Financial Supervision Commission Ordinance
No. 53 of 23 December 2016 on the
requirements to the reporting, valuation of
assets and liabilities and establishment of
technical provisions of insurers, reinsurers and
the Guarantee Fund.

Internal Regulations:
= (C010200.2.1. “Complaints management*

CBbp3aHU AOKYMEHTU

MNMpaBHa pamka:

= HacokuTe OTHOCHO pasrnexgaHeTo Ha Xanbu ot
3actpaxoBaTtenHun npegnpuatna (EIOPA-BoS-
12/069);

= Kopekc 3a 3acTpaxoBaHETO;

= Hapenb6a Ne 71 Ha Komucuata 3a douHaHCOB
Hagsop oT 22.07.2021 r. 3a U3WUCKBaHUSTA KbM
cuctemarta Ha ynpasneHve Ha
3acTpaxoBaTtenuTe 1 npesacTpaxoBaTenunTe;

= Hapen6a Ne 53 Ha KomucusiTa 3a duHaHCOB
Hag3op oT 23.12.2016 r. 3a nanckBaHUsATa KbM
OTYETHOCTTA, OLleHKaTa Ha akTUBUTE U NacuBUTE
n obpasyBaHETO Ha TEXHUYECKUTE pe3epBu Ha
3acTpaxoBaTenure, npesacTpaxoBaTenute U
MapaHUMOHHMA OHA.

BbTpelwHo-HOpMaTUBHU JOKYMEHTH:
= (C010200.2.1. ,YnpaBneHue Ha xanou"




