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Vs

BbTPELUHW MPABUJIA U MPOLUEAYPU 3A
N3MbJIHABAHE HA NNKBNOALUMOHHA YCIYTA 3A

1. OBLUIN MNONOXEHNA

1.1. Uen

LlenTa Ha TO3u BbTPELLUEH AOKYMEHT € Aa cucTeMaTuampa W akTyanmsmpa BCUYKWU HEMUCaHu
yKasaHus 1 npaBuia, KOUTO ca NOArOTBEHW U U3MbJIHABAT POJSIiTa HA MOMOLLHO CPeACTBO
npu NMKBMAaUMSATa Ha LWeTW 3a 3acTpaxoBka “lMomow, Npu nbTyBaHe” (NPOAYKTOB KO,
2000).

B HacToswaTa cTaHAapTHa orepauuoHHa npoueaypa ca oTpa3eHW CTbIMKUTE, KOUTO BCUYKK
Cnyxutenu, npeactaButenn 1 MEHUOXbPU Tp;|63a Aa cnasBaT Npu perncrpauuns, c1>6MpaHe
Ha AOKYMEHTU, KOMMNJIEKTOBAHE Ha NMpenncKkn n nannauwaHe Ha 3acTtpaxoBaTeslHn
obe3weTeHns 3a Bb3HUKHANMN LLETH.

Tas3n npoueaypa e n3usano cbobpaseHa € yTebpAeHaTa NpakTuka Ha paboTa U pbKOBOAHUTE
MPUHLMNN 3@ U3NoXeHne Ha aobpute NpakTMku n ctaHaapti. OT HENHOTO CrnasBaHeTo A0
ronsMa cTerneH 3aBnUcu HOPManHOTO M 6bP30 NPOTMYAHE Ha SINKBUAALMOHHUS MPOLEC, KOeTo
€ B OCHOBaTa Ha A06pOoTO 1 KayecTBEHO 06CyXBaHe Ha K/IMEHTUTE HU.

KbM HacTosilwaTa npoueaypa e npunoxeHa MpuHuMnHa cxema Ha paboTHMA npouec npu
NNKBMAALMS Ha LLeTH, KOSTO cneaBa Aa ce cnassa npu pabota ¢ UC “MHCUC”
(NMpunoxeHne N2 1).

1.2. O6xBaT

To31 AOKYMEHT € NPUNIOXUM 3a CNYXUTENUTE N MEHUAXKBPUTE HA KOMMNAHUATA, U 3a
opraHvsaumuTe, oKasBalun CbAeNCTBUE NN U3BBLPLLBALLN CNeunanm3npaHn ycnyrm —
acucTumpalim KomMnaHumnm.

Ve

INTERNAL RULES AND PROCEDURES FOR
CLAIMS HANDLING FOR

1. GENERAL RULES

1.1. Purpose

The purpose of this internal document is to systematize and update all unwritten
guidelines and rules that are trained and serve as an aid in the liquidation of damages for
insurance "Travelers" (product code 2000).

This standard operating procedure reflects the steps that all employees, representatives
and managers must comply with the registration, collection of documents, sets of files and
payment of claims for damages incurred.

This procedure is fully consistent with the established practice of work and guidelines for a
statement of best practices and standards. Of its compliance depends largely on proper
and quick handling of the liquidation process, which is the basis of good and quality
service to our clients.

To this procedure is applied Schematic workflow for liquidation of damages that should be
followed when using IS "INSIS" (Appendix N¢ 1).

1.2. Range

This document is applicable to employees and executives, and the organizations assisting
or performing specialized services - Assistance companies.
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1.3. CobcTBEHULM

MeHunpxbpuTe ca CcobCTBEHMUMN Ha npoueca un HabnogaBaT onepaunnTe Ha NUCaHuTe
NONNUTUKKU U Npoueaypu 3a Aa Ce OCUTYPAT , Ye TE OTroBapAT U Ca B CbOTBETCTBUE C TO3U
aAMUHUCTPATMBEH AOKYMEHT 1 busHec npasuiarta Ha KoMnaHusaTa.

1.4. 3agbnxeHuns

CnasBaHeTo Ha HacTosllwaTa npoueaypa e 3a4b/HKUTENHO 3a BCMYKM 3acTpaxoBaTeHn
odurcKn 1 ueHTpanHo ynpasneHune, perucTpupaiwum, obpaboreawim nnm nsnnawawm
3acTpaxoBaTefiHn obesLweTeHus.

I1. AEOUNHNPAHWN TEPMUHW

2.1. CblWHOCT ¥ NpeaMeT Ha 3acTpaxoBKaTta

Cropeps ycnoBusiTa Ha TO3M 3acTpaxoBaTesieH AOroBop, 3aCTpaxoBaTensT u3niawa
obesLeTeHne, ocurypsisa CbAeUCcTBUE M CreLmannm3npandn ycnyrm Ao pasMepa Ha
3acTpaxoBaTesiHaTa CyMa, yrOBOPEHW B MosnuvuaTa, 3a 3acTpaxoBaTeSlHU CbObUTUS HacTbNWN
Nno BpeMe Ha MbTyBaHETO MW MPECcTost M3BbH TepuTopusiTa Ha Penybnvka Bbarapus.

2.2. JlInkBnaaumoHHa ycnyra

JIMKBMAAUMOHHA ycnyra: AeMHOCT, 4acT OT UMKb/a Ha 06e3leTaBaHe Ha 3acTpaxoBaHu
nnua nnu abpxaTtenn Ha noanuu, Nnpucoblla Ha 3actpaxoBaTensd n HeoTMeHMa d)a3a oT
CbCTaBHWTE €/1IeMEHTM Ha 3aCTPaxoBaHETO Ypes MOAY/IM Ha ClIeAHUTE MPOoLEecH:
perncTpupaHe un 3aBexgaHe Ha UCK UNKn nNpeTeHunsa 3a WeTa,; YToYHaBaHe U npueMaHe Ha
werTa ; U3YMCIABaHE M OTOPU3MPAHE 3a M/allaHe Ha LWeTa ; onpeaessaHe 1 3a4ensHe Ha
pesepsu.

2.3. 3acTpaxoBaTten

HakpaTko 3acTpaxoBaTensT (HaBCcakbAe B TeKCTa Ha npoueayparta) uimn Npynama
3acTtpaxoBaHe EA/[], e nnueH3npaH 3acTpaxoBaTes, C paspeLweHo NpaBo Aa U3BbpLUBA
3acTpaxoBku «[llomoly Npu NbTyBaHe».

2.4. Acuctupawa KomnaHus

AcuUCTUpaLLA KOMMaHUA € IoPUANYECKO NNLE, U36PaHO OT 3aCTpaxoBaTessl, pasinyHo oT
CNY>XUTEN U MEHUAXBLP, Aa NPOYy4Ba, OUeHsABa, 06paboTBa M NoaabpXka, oT UMETO 1 3a
CMeTKa Ha 3acTpaxoBaTens WeTW, KaTo OCUTypsiBa CbAEWCTBME W Ceumnanm3nmpann yciyru.

2.5. JlobpocbBecTHa TbproBcka npakTuka

MpaBunaTa, onpeaensiwy NasapHOTO NoBeAeHWe, KOMTO NPOU3TUYAT OT 3aKOHUTE U
06UYaiHNTE TbProBCKM OTHOLUEHMS, KATO He ce HapylwaBaT Ao6puTe HpaBu, HaNnpuMep nNpu

1.3. Owners

Managers own the process and monitor the operations of the written policies and
procedures to ensure that they conform to and comply with this administrative document
and business rules of the company.

1.4. Obligations

Compliance with this procedure is mandatory for all insurance offices and headquarters,
recording, processing or paying off claims.

11. DEFINED TERMS

2.1. Nature and scope of insurance

Under the terms of the insurance contract, the insurer pays compensation provides
support and specialized services to the insurance amount stipulated in policy for insured
events occurring during travel or stay outside the territory of the Republic of Bulgaria.

2.2. Liquidation service

Liquidation service: business, part of the cycle of compensation to insured persons or
policyholders, the insurer inherent inalienable phase components of insurance through
modules of the following processes: registration and filing a claim or a claim for damage,
specifying and receiving damage , calculation and authorization of payment of damage,
determination and allocation of reserves.

2.3. Insurer

Briefly insurer (throughout the text of the procedure) and Groupama Insurance Plc is
licensed insurer authorized by law to carry insurance, "Travel Assistance".

2.4. Assistance company

Assistance company is a legal entity selected by the insurer other than the employee and
manager to investigate, evaluate, process and maintain, on behalf and for the account of
the insurer damage, providing assistance and specialized services.

2.5. Fair trade practices

The rules governing market behavior arising from laws and normal trade relations, not
violate decency, for example in processing the claims of policyholders for any claims.
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o6pa60TBaHe Ha NCKOBETE U NPEeTEHUMNTE Ha AbpXXaTenn Ha NosnuUn 3a HaCcTenuian
3acTpaxoBaTeNnHn cbbuTus.

II1. NPOLIEC 3A OBPABOTBAHE HA LLWETW B LUEHTPAIHNA OPNC HA KOMMAHUATA

I11. PROCESS FOR TREATMENT OF DAMAGES HEADQUARTERED

3. CTbnku 1 cneumduka Ha paboTHUA npouec

CbrnacHo obwuTe yCcnoBusi Ha 3acTpaxoBKkaTa, yBeAOMSIBAHETO 3@ HAaCTbNWIO CcbbUTHE
cneaBa Aa CTaHe npej acucTupallaTta KoOMMNaHus, KOSITO M3BbpLUBa Heo6XoANMUTE AeNCTBUS,
CbrNacHO AOrOBOpa MeXAy Hes WU 3acTpaxoBaTesis, KaTo acucTupallaTa KOMMNaHus ypexaa
3acTpaxoBaTeNHUA Ciyvali u BNocneacTBNE NpeasBsiBa MCKAHUATA CU KbM 3acTpaxoBaTens.

PaboTHMAT npouec ce CbCToW OT cneaHuTe dasu :
e  perucrpaums Ha LeTa ;
oueHsiBaHe ;
KankynMpaHe 1 yTouyHsiBaHe Ha pa3xoauTe 3a obesleTeHne
YTOYHSABaHe Ha nnawaHe
yTBbpXAaBaHe Ha nnalaHe
perpecHu rnpasa
KaHuenmpaHe

3a HeaBTOMaTM3MpaHO AOKyMeHTanHo obpaboTBaHe Ha HAKou OT dasuTe Ha paboTHUS
npouec 3acTpaxoBaTenaT 3aBexaa 3a BCSAKO OTAENHO 3acTpaxoBaTenHo cbbutune/ cnyydam
Aocve - npenucka no weta cnopej onpeaeneHa gopma.

3a u3nb/iHeHMEe Ha dasaTa ,yTBbpXKAaBaHe Ha nnallaHe , CNyXUTeNM Ha 3acTpaxoBaTens
noanuceaT aBToMaTu3mMpaHa opMa Ha BbTpelleH AOKYMeHT ,Joknag 3a werta”, ymnTo
XapaKTEPUCTUKU U PEKBUINTU Ca ONpPeaENeHN C U3UCKBAHUATa Ha pas/iMyHUTE NpoLecu Ha
paboTta ¢ nporpameH npoaykt ,MHCUC”

3.1. Perncrpaumnsa Ha weTta

3.1.1. YBegomneHue 3a HaCTbNUI0 3acTpaxoBaTesnHO cbbuTtue ce npaeu oT
3acTpaxoBaHOTO fnue uin oT beHeduueHTa, KaTo 3a uenTa cobCTBEHOPBYHO ce
nonbaBa cTaHaapTHa 6naHka (Obpasey 1 - «YBeaomneHue 3a werta no
3acTpaxoBka «lomol, Npu MbTyBaHe »»).

BcuukuM npeaBuaeH pekBU3UTM Ha YBEAOMSIEHMETO ciefBa Aa 6bAaTt NOMb/HEHHU,
KaTo CY>XUTENAT permcTpupaly wertaTta Tpsibea Aa okasea HeobxoammaTta nomoly
Ha 3acTpPaxoBaHOTO JiMue unn 6eHedunUmMeHTa Npum cpelaHe Ha 3aTpyaHeHue B
nonbaBaHeTo. ONepaunoHHUAT KOHTPOS OTHOCHO MPAaBUIHOTO MOMbJIBaHE €
3agbmkuTeneH . OTroBOPHOCTTA NPW HEMPABUAHO U/UAN HEMBHO MOMb/BaHE HOCU
CbOTBETHUSAT CYXMWTEN, NPUEN AOKYMEHTUTE.

3a4b/KUTENIHO ce NMOoMb/BaT M NoseTaTa NpeaBuaeHn 3a cnyxebHa nHdopmaums,
KaTo: HOMep Ha Aocue-npenucka Mo weTa, MMe Ha cneunanucTbT obpaboTsaly
LeTaTa, BpeMEe M MSICTO Ha CbEMTUETO U Ap.

3.1.2.Bcmukn NpeasiBEHN NpeTeHUUM 3a WeTU 3a4b/IKUTENHO Ce perucTpupar,

3. Steps and specific workflow

Under the terms and conditions of the insurance, notification of occurrence should happen
to assisting company that carries out the actions required under the contract between the
insurer and by assisting company provides insurance case and subsequently brought their
claims to the insurer.

The work process consists of the following phases:
registration of the damage;

Measurement;

calculate and specify the cost of compensation
specification of payment

Establishment of payment

regressive rights

cancellation

For non-automated documentary processing of some phases of the operation insurer filed
for each insured event / case file - file in damage, according to a certain form.

Implementation phase 'approval of payment "employees of the insurer signed automated

form of internal document" Report on the damage ", the characteristics and attributes are
defined by the requirements of the various processes of working with software" INSIS "

3.1. Registration of a claim

3.1.1. Notice of the occurrence of an insured event is made by the insured or by the
Beneficiaries and for the purpose manuscript is completed standard form (Form 1
- "Notification of damage insurance coverage" Travel Assistance »»).

All provided details of Notification should be completed by the employee
registering the damage must provide all necessary assistance to the insured or
the beneficiary at the instance of the difficulty in filling. Operational control on the
correct completion is required. Liability for incorrect and / or incomplete filling
brings the staff member who took the documents.

Required fields are completed and scheduled for official information, such as file

number, file a damage, the name of the specialist tooling damage, time and place
of the event and more.

3.1.2. All claimed for damages must be registered, regardless of the complexity of the
documents.




7]‘[-.- Groupama

pynama 3acTtpaxoBaHe EALl N CO2 13.10.3

3acTpaxosaHe

Groupama Zastrahovane EAD N CO2 13.10.3

4
7/ Groupama

3acTpaxosane

WUmMme Ha pokyMeHT:BbTpewHun npasuna 3a Ctp. 401 13
M3NbJIHSABaHE Ha JIMKBMAALMOHHA yciyra 3a
3acTpaxoBka oMol npu nbTtyBaHe"”
OTpen: YpexaaHe Ha npeTeHUMuTe v.3
Wsnanena ot: Click here to enter text. 15.03.2016

OpobpeHa oT: CbBeTa Ha AnpekTopuTe Ha ,pynama 3actpaxoBaHe™ EAL 15.03.2016

Name of the document: Internal rules Page 4 of 13
for Claims handling for Travel
Insurance
Claims Department v.3
Issued by: Click here to enter text. 15.03.2016

Approved by: The Board of Directors of Groupama Zastrahovane EAD 15.03.2016

HE3aBUCUMO OT KOMMJIEKTHOCTTA Ha HaJIMYHNUTE AOKYMEHTHU.

3.1.3.BCMYKM NpeasiBEHN MPETEHLMM 3a LWETU 3aAb/DKUTENHO Ce perncTpupar,
HE3aBUCKMMO OT HACTBLMMUIOTO CbOUTUE, HANUUME Ha NOKPUT WA HEMOKPUT PUCK.

3.1.4.0CHOBHO MpaBWsIO 3a NnuaTa, W3BbPLLBALLM IMKBMAA LMOHHA AeMHOCT Tpsibsa Aa
6bAe : No HMKaKbB NOBOA HE MOXE Aa Ce AOMyCKa OTKa3BaHe Ha MUCMEHO UCKaHe,
npeTteHuus unu xanba 3a wera.

3.1.5. MNpw pernctpupaHe Ha weTa (He3aBUCMMO OT NOKPUTUSA PUCK) 3aAbIIXKUTENHO ce
OTKpMBa AOCKe - Npenncka Mo weTa, KOeTo NbpBoHayanHo Tpsabea Aa cbabpxa
BCUYKM HeobxoanMn un npeacraBeHn ot 6eHedunuMeHTa JOKYMEHTHN, ONUCaHN Ha
rbpba Ha KopuuaTa Ha Aocue - npenuckaTa , KoaTo Tpsabea Aa 6bae cbLlo
HaanexHo nonbaHeHa. OcobeHo BHMMaHWe cneasa Aa ce obpblua Ha nonertaTa
“Perpec” n “Cpelly” B CbOoTBETHaTa CTpaHa Ha KopuuaTa — 3arflaBHa CTpaHuua Ha
aocuerTo.

3.1.6. MNpu Npoy4yBaHe Ha 3acTpaxoBaTe/NHO CbObUTNE UM NocTpasdano nuue ,
3acTpaxoBaTeNsT MOXEe Aa Bb3nara Ha AOBEPEH JieKap WK BELO NMLe CbCTaBAHETO
Ha eKCrnepTHO 3akJ/loyeHne 3a npeaocTtaBeHn MakTu 1 AoKa3aTencTsa.
3aKk/Ito4YEHMETO Ce CbCTaBs, NoANWUCBa , NPeAcTaBs U NpMeMa camo C
XapaKTepUCTUKUTE N PEeKBU3NUTUTE Ha opManeH foKyMeHT criopes Obpasey 2. MNpu
Heo6X0AMMOCT CbLLOTO Ce U3BbPLUBA M NPean YTBbpXKAaBaAHETO Ha NallaHeTo.

3.1.7. 3a NbAHO KOMMNIEKTOBaHE Ha AoCKe - NMpenncka 3a LWeTa ca Heobxoanmm
cnefHUTe eaHOKpaTHU unu obobwasawm dopmMu Ha obpasum , cBoboaeH TeKCT Ha
OpUrMHaNHN AOKYMEHTU U KOMUS OT LOKYMEHTU:

YBenoMneHue 3a weTa no 3actpaxoBka «lMomoly npu nbTyBaHe» - Obpa3zey 1

EkcnepTHO 3ak/toueHre Ha aoBepeH nekap / Bewo nmue — Obpaseu 2

Pernctbp 3a wetn — O6paszey 3

Joknapa 3a weTta - aBToMaTusupaHa dopma

Konue Ha 3acTpaxoBaTenHaTa nonuvua

Konue Ha AoKyMeHTa 3a nnaTteHa npemus

OpUrnHanHn MeauUMHCKWM AOKYMEHTU

Opyrn, NMCMEeHO NOMCKAHW OT 3acTpaxoBaTens, AOMbAHUTENHN AOKYMEHTHU

Konuve Ha BoaeHaTa C KIMEeHTa U TPeTu nua KOpecnoHAaHumns 3a

3acTpaxoBaTesiHus criyyan

3.1.8. MNpu ycTtaHoBeH KOHMANKT Ha MHTEpeCK npu 3asexaaHe u/unm obpaboTka Ha
LeTa, cblWmMaT Tpsi6Ba Aa 6bae AoKNaABaH He3abaBHO Ha M3MbAHUTENHMUS
AVPEKTOp 3a AaBaHe Ha yKasaHusa 3a No-HaTaTbLIHOTO pasnpeaeneHne Ha LweTaTa.

3.2. OueHsiBaHe

3.2.1. 3aabnkuTenHn AeNCcTBUS, KOUTO Ce M3BbPLUBAT cnea dakTuyeckaTa perncrpaums
Ha LeTa ca:
e  3acTpaxoBaTenHOTO CbbUTWE Aa e HaCTbMNWIO B CPOKA Ha BalMAHOCT Ha

3.1.3.Vsichki claimed for damages must be registered, regardless of the event
occurred, presence of coated or uncoated risk.

3.1.4.0snovno rule for persons performing liquidation tion activities should be: for any
reason can not be allowed to deny a written request or complaint claim for
damage.

3.1.5. When registering damage (regardless of risk covered) must be open file - file in
damage, which initially must contain all necessary and documents presented by
the beneficiary listed on the back cover of the file - the file, which must also be
duly completed. Particular attention should be paid to the fields of "regression"
and "against" in the side of the cover - front page of the file.

3.1.6. In a study of the insured event or victim, the insurer may assign a trusted
doctor or expert compilation of expert opinion on the provided facts and evidence.
The conclusion to draw, sign, submit and accept only the characteristics and
requisites of a formal document under Model 2. If necessary, the same shall be
made before approval of payment.

3.1.7. To fully complete the file - the file is needed for damage after single or
aggregate forms templates free text of original documents and copies of
documents:

Notification of damage insurance coverage "Travel Assistance" - Model 1

e Expert conclusion of a trusted doctor / expert - Model 2

e Register for damages - Model 3

e Report damage - automated form

¢ A copy of the insurance policy

e Copy of premium paid

e Original medical records

e Other written request to the insurer additional documents

e Copy of keeping up with customer and third party korespondantsiya the

insurance case

3.1.8. When a conflict of interest in filing and / or processing of the damage, it must be
reported immediately to the Executive Director giving directions for the further
distribution of the damage.

3.2. Evaluation

3.2.1. Mandatory actions that take place after the actual registration of the damage
are:
e The insurance event must have occurred within the period of validity of the
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3acTpaxoBaTefiHaTa nonuvua, pecn. cneumanHu ycnoBus otpaseHn B gob6aBbk
KbM 3acTpaxoBaTesiHaTa nonvua;

e  3acTpaxoBaTesHOTO CbbuTue TpsibBa Aa 6bAe NOKPUT 3acTpaxoBaTesieH puUckK,
CbINacHO Kfay3uTe Ha KOHKPETHUS 3acTpaxoBaTesieH AOroBop.

e 3acTpaxOBaHWAT Aa € M3MbJIHUI BCUYKM CBOM 3a4b/IKEHUS B CPOKOBETE,
onpeaenenu B O6wmTte ycnosus.

e [la ce ycTaHOBW Aanu rno BpeMe Ha HaCTbMBaHE Ha 3aCTpPaxoBaTeNHOTO
cbbuTMe e nmano npomsaHa (yBenMyaBaHe WM HaMansBaHe) Ha PUCKOBUTE
0b6cTOsATENCTBA, B CPaBHEHWE C MbPBOHAYaHUTE YC/I0BUS Ha CK/IlOYBaHe Ha
3acTpaxoBaTeSIHUS AOrOBOP M 3a KOUTO 3aCTPaxXOBaHUAT € 6un AnbxeH
NMUCMEHO Aa yBELOMU, HO He ro e Hanpaswul.

e [pu 3acTpaxoBaTefsiHO CbbUTUE BBL3HUKHANO U3BbH TEPUTOPUATA Ha
Penybnuka Bbnrapua-3agbixuTenHO ce NpoBepsiBa 3a Hainuyme Ha
“TepuTopuaneH ob6xBaT” no reorpadCcku 30HM, BaMAHN KbM AaTaTa Ha
cbbuTme.

3.2.2.Mpun NpeasiBaBaHe Ha NpeTeHuMs 3acTpaxoBaHUAT Tpabea Aa npeacTasu nonvuaTta
M BCUYKN HEOHXOAMMWU AOKYMEHTU B OpUrMHasI. AKO OpUrMHANHUTE AOKYMEHTU He
Ca HanucaHW Ha eauH OT CNeAHUTE e3ULM: aHTIMIACKN, HEMCKK, DPEeHCKH,
MCMaHCKWN, UTanmaHckun, pycku, cneasa aa 6vae npunoxeH n odbuunaneH npesos
Ha eauH OT ropenocoyeHuTe e3numn. HabaBsaHeTo 1 NpeBOABLT Ha AOKYMEHTUTE e
3aA4b/KeHNe Ha 3acTpaxoBaHusl/ 6eHeduuUmneHTa 1 e 3a HeroBa CMeTKa.

3.2.3.Mpe3 ¢azaTa 3a oueHsBaHe Ha CbObUTMETO ce nNpaBu nNoapobeH onuc Ha WweTuTe Ha
3acTpaxoBaHusa 06ekT. MHdbopmMauusTa , Heobxuamma Aa paskpusa LLETUTE Ha
nnuaTta, MoXe Aa e CI'IeLlVICbVILIHa 3a BCeEKW noA - BUA Ha Ta3n 3aCTpaxoBKa.

3.3. KankynupaHe v yTOYHSBAHE Ha pasxoauTe 3a obesleTeHne

Mpe3 Ta3un d3a3a ce nsuuncnsea obwmaT pa3Mep Ha obe3ueTeHneTo, KOETO ce OCHOBaBa Ha
€KCnepTHa oueHKa , BNhnCaHa B perncrbpa Ha WeTuTe.

3.4. YTOouHsiBaHe Ha ob6e3leTeHneTo

Mpes d3a3aTa 3a YTOYHABAHE Ha obe3weTeHneTo ce npeacraesa nop.po6eH onunc Ha wetuTte
Ha 3aCTpaxoBaHOTO uLe .

Mo Bpeme Ha Ta3u da3a ce NpoBepsiBaT 3acTpaxoBaTefnHaTa cymMa/ IMMUTa Ha OTFrOBOPHOCT
Ha 3acTpaxoBaTesisl 3@ BCSKO 3aCTPaxoBaTe/IHO CbOUTME, CPAaBHEHW 3@ CIEAHUTE e/IEMEHTH:
e  pasxoau ;
e  CMeunanusmMpaHo CbAelcTBUE , U1
e ycnyru
Opyr dakTop, KOWTO ce B3eMa Mnoj BHUMaHWe , MpU YTOUYHsIBaHe Ha 06e3LeTeHNETO
CTeneHTa A0 KOSTO 3aCTPaxoBaHOTO /INLE € YBPEAEHO.

TpeTo M3N0XeHWe, 3a KOETO TpsibBa Aa ce AbPXW CMEeTKa € Ha/IMYHOCTTa Ha HaMasleHne Ao
onpeaeneHa MMHMMaNHa cymMa UamM camoydacTue, 3a YacTUUeH 3acTpaxoBaTesieH 06eKT nnu
cbbutme.

insurance policy, respectively. special conditions reflected in the add on to
the insurance policy;

e o The insurance event must be covered insurance risk under the terms of
this insurance contract.

e e Insured to have fulfilled its obligations within the periods specified in the
General Conditions.

e o To determine whether the time of occurrence of the insured event has
been a change (increase or decrease) the risk circumstances, compared with
the initial conditions of the conclusion of the insurance contract and for
which the insured was required to notify, but did not do .

e e If an insured event occurs outside the Republic of Bulgaria, shall be
checked for the presence of "territorial scope" by geographic area as of the
date of the event.

3.2.2.Pri claiming the insured must submit the policy and all relevant documents in
original. If original documents are not written in the following languages: English,
German, French, Spanish, Italian, Russian, should be given an official translation
into one of the above languages. Procurement and translation of documents is the
responsibility of the insured / beneficiary and for his account.

3.2.3.Prez phase evaluation of the event will include a detailed description of the
damage to the insured property. Information neobhidima disclose damage to
persons may be specific for each sub - type of this insurance.

3.3. Calculations and utochnyavyane cost compensation

In this phase, calculate the total amount of compensation that is based on expert
judgment entered in the register of damages.

3.4. Specifying the compensation

In phase adjustment of compensation shall be a detailed inventory of the damage to the
insured.

During this phase are checked sum insured / limit of liability of the insurer for each claim,
compared to the following elements:

. costs;

e  Specialized assistance and

e Services

Another factor to be taken into account when specifying the benefit is the extent to which
the insured person is injured.

Third statement, which must be taken into account is the availability of reduction to a
minimum amount or deductible for partial insurance object or event.

Last but not least determined the insurer's liability for each coverage for all events within
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He Ha nocnegHoO MACTO ce onpeaens oTroBOPHOCTTa Ha 3acTpaxoBaTens 3a BCAKO €4HO
MOKPpUTUE N 3a BCUYKU cbbuTHAa B paMKUTE Ha BaMAHOCTTA Ha nosauvuaTta , A0 usdepneaHe
Ha 3acCTpaxoBaTesiHaTta CyMa Uian 1MMnTa 3a OTrOBOPHOCT.

3.5. YTBbpXAaBaHe Ha nnallaHeTo

3.5.1. Ta3n dasa BKIOYBA CbCTaBAHETO Ha AOKAA 3a M3nnawaHe Ha obesleTeHune,

KOWTO CbAbpxa cneumdnyHa nHdopmaumsa , KaTo :

e  BWA Ha NnawaHe-npeaBapuUTENHO WIN OKOHYATENHO

. 6eHedunUMEHT Ha NnawaHeTo ;

e HA4yMH Ha nnawaHe ;

e KanKyaupaHa cyMa Ha obeslieTeHneTo (KOpurm paHa C BCAKO B3eMaHe Ha
HecbbpaHa NpeMuns , camoyyacTue no AOroBopa, U3BbPLUEHN pa3Xoamn OT
CTpaHuTe No 3acTpaxoBa TeNHWUS A0roBOp U T.H.)

3.5.2. JoknaabT 3a wetaTta ce otnedaTsa ot MM «<MHCUC» , cnen koeTo ce napadupa oT
OTOPU3NPAHM ATbXHOCTHM NnLa Ha 3acTpaxoBaTtens , cnopes AMMnUTH ,
onpeaeneHun ot CbBeTa Ha AuMpeKkTopuTe.

3.5.3. Cnea kaTo TO3M AOKNa4 e yTBbpAeH / napadupaH peasnHo NapuMyHo 3anallaHe Ha
cymara 3a obesuieteHne Tpsabea fa 6bae M3BBbPLUEHO.

3.6. PerpecHu npasa

3.6.1. Npe3 ¢aszaTa Ha NpeasBsiBaHe Ha perpecu 3acTpaxoBaTesnHaTa KoMNaHusa Tpsibsa
[a CU Bb3CTAHOBU CyMUTE 3a LWETUTE, NPEAN3BMKAHN OT TPETU CTPaHMU.

3aCTanOBaTeJ'I$|T Tpﬂ6Ba Aa N3NUCKa YaCTUYHO UM NMBbJTHO Bb3CTAaHOBABAHE Ha
LWEeTUTE OT OTFrOBOPHOTO 3a 3/10MnoayKaTa nmue Unn peCcnekTMBHO OT HEroeaTta
3acTpaxoBaTesiHa KoMMnaHus.

PerpecHunTe npasa , NpeasiBEHN KbM TPETU CTPaHU, ca A0 pa3Mepa Ha nnaTeHoTo
obe3lweTeHne 1 HanpaBeHUTe pa3xoAmn OT 3acTpaxoBaTens.

3.6.2. Mpun perpecHu WeTu - cnej U3nnawaHe Ha 3acTpaxoBaTesiHo o6e3leTeHmne ce
M3npaiia nucMo — PerpecHa nokaHa, 40 BMHOBHOTO JIMLE WKW 3acTpaxoBa TenHaTa
KOMNaHusi TpsibBa Aa ce NpeacTaBy UM U3NpaTu KOMWEe Ha BasnaHa KbM JaTtaTta Ha
CbbUTMETO 3acTpaxoBka. B nucMoTo TpsibBa Aa e oTpaseHa u3njaTeHaTta KaTto
obe3LeTeHNE CyMa, BKITOYMTENHO U HaNpaBEHUTE PasXxoAu 3a BbHLUHW YCNyru.
MucMoTOo ce usnpawa c ob6paTHa pasnucka, B KOSTO Ce 0TpassiBa HOMepa Ha
weTara, Konue oT MMCMOTO Ce Npunara B Aocue-npenuckara.

3.7. KaHuenunpaHe

Te3n onepauMOHHM AEACTBUS 3a KaHUeNMpaHe ce U3BbLbPLUBAT Npe3 pasnmuyHuTe dasu oT
aBTOMaTM3npaHus npouec 3a obpaboTBaHe Ha weTn. B 3aBUCMMOCT OT asuTe Ha paboTHUSA
npouec , Bb3NpueT OT NPOrpaMHUsa NpoAyKT , MOraT Aa Ce U3BbpLIBAT CleaHuTe

the validity of the policy until the insured amount or limit liability.

3.5. Approval of payment

3.5.1. This phase involves the compilation of a report on the payment of
compensation, which contains specific information such as:

a pre-payment or final

beneficiary of the payment;

method of payment;

insurance contract, etc.)

3.5.2. Report damage is printed on PP «INSIS", then authenticated by authorized
officials of the insurer, according to limits set by the Board of Directors.

3.5.3. Once the report is approved / endorsed actual cash payment in the amount of

compensation must be made.

3.6. Regressive rights

3.6.1. In the phase of bringing recourse insurance company to recover the amount of

the damage caused by third parties.

Insurer shall require the partial or complete recovery from the person responsible

for the accident or, respectively, from its insurance company.

Recourse rights brought against third parties, are the amount of compensation

paid and the costs incurred by the insurer.

3.6.2. Regression damage - after payment of the indemnity letter is sent - regression
invitation to the guilty person or insurance company must be presented or a copy

of a valid on the date of the event insurance. The letter should be reflected
amount paid in compensation, including the costs of external services. The

message is sent with a receipt, which reflects the number of damage, a copy of

the letter shall be applied in the case-file.

3.7. Cancellation

These operational measures for cancellation shall be made in different phases of the
automated process for handling damage. Depending on the phases of the operation
adopted by the software can perform the following types of cancellation:

quantum of compensation (adjusted wound with any claim of outstanding
premiums, deductibles under the contract costs incurred by the parties in an
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Pa3HOBUAHOCTU Ha KaHUENNpaHUA:

e  lckaHe 3a KaHUenvpaHe Ha LerTaTa ;
KaHuenupaHe Ha oweTteHus 06eKT ;
KaHuenupaHe Ha Aokfaja 3a nallaHe Ha LWeTa ;
KaHuenupaHe Ha peasiHo njallaHe , 1
KaHuenupaHe Ha perpec

3.8. XXanbu oT KINeHTn

3.8.1. 3a BCMYKM c/lyyam Ha OTKa3 3a mM3nsallaHe Ha 3acTpaxoBaTenHOo obesleTeHne
WNu onpeaensiHe Ha obesweTeHne, pasiMyHO MO pasMep OT NPeTeHANPaHoTo OT
MocTpananoTo/YBpeneHOTO Nnue, 3acTpaxoBaTensT nsnpaia MOTMBUPaH OTroBOP
Ha MocTpaganoTo/YBpeaeHoTo nuue.

3.8.2. MNocTpaganoTo/YBpeaeHoOTO NvLe UM NON3BaLLOTO Ce Le MOoXe Aa obxansa
oTKasa 3a u3nsnawaHe Ha obesleTeHne NN HeroBust pasmep npes
3acTpaxoBaTens.

3.8.2.1. ObxaneaHeTo Ha pelleHneTo Ha 3acTpaxoBaTens ce OCbliecTBsBa OT
3aMHTEPECcOBaHOTO JiMLE C NMCMeHa Monba/Bb3pakeHne, KaTo cbluaTa ce
pasrnexga B LleHTpanHo YnpasneHue Ha 3acTpaxoBaTens.

3.8.2.2. Monba/Bb3paxkeHune ce genosmpa B LleHTpanHo ynpasneHue Ha ,[pynama
3actpaxoBaHe" EA/l, kaTo B cbLyaTa ce NocCoYBa M HOMepa Ha LeTaTa, No KOATO €
n3roTeeHa mMonba/Bb3paxeHue. 3acTpaxoBaTens perucTtpupa Bxoasu, HOMep 1 aaTa
Ha nocTbnunata Monba/Bb3paxkeHne B LJOKYMEHTHO 06opoTHaTa nporpaMa Ha
~Ipynama 3actpaxoBaHe"EA/L. XXanbonoaaTtens, moxe Aa NPUI0XN KbM
Monba/Bb3paxkeHne AOMbJHUTENHMN MUCMEHN A0Ka3aTesCcTBa NN AOKYMEHTU, KOUTO
He ca 6unm NpeacTaBeHW Ha 3acTpaxoBaTesis Mo npenuckata U ca OTHOCUMU KbM
3acTpaxoBaTeNHOTO CbbuTHe.

3.8.3. Mony4yeHnTe Monba/Bb3pakeHne ce perncTpmpa B perucrTbp xanbu u ce
npenoctaBaAT Ha otaen oMol npy NbTyBaHe, 3nononyka, 3apase n GUHAHCOBU
puckoBe" 3a CTaHOBULLE.

3.8.4. Mo Bcsika oTaenHa nogageHa Mmonba/Bb3paxkeHne 3acTpaxoBaTens ce
NpoM3Hacs B CPOK He MO-KbCHO OT 7 /cepeM/ AHWM KoraTto xanbarta e OTHOCHO
onpeaeneHns pa3Mep Ha 3acTpaxoBaTenHo obe3uweTeHne/nnawiaHe 1 B
e/lIHOMeceYeH CPOK BbB BCUYKM OCTaHanm cnydaum .3.8.5. Cnyxutenu Ha oTaen
LYpexaaHe Ha npeTeHuMmTe", N3roTBAT CTaHOBMLLE MO NMocTbnunaTa
Monba/Bb3paxkeHne 1 ro NpefocTaBsT, B €4HO C uanaTa npenucka no CboTBeTHaTa
weTta, Ha KomucusaTa no xxanbute.

3.8.6 Komucusa no xanbute, cbCTaBeHa OT C/ieAHUTE UneHoBe: [MpeKkTop3nononyka
1 3apaBe, PbkoBoauTen otaen ,YpexaaHe Ha npeTeHumMmTe" 1 IPUCKOHCYNT,
pasrnexga nocrbnunarta Monba/Bb3paxeHue, B €4HO C MpuoXeHaTa KbM Hesl
npenucka nNo cboTBeTHaTa LieTa U NpeacTaBs Ha U3NbiHUTENHUS AUPEKTOP

Request for cancellation of the damage;
Cancelling the aggrieved object;

Cancellation of reports of payment of damage;
Cancellation of actual payment and
Cancellation of regression

3.8. Complaints from customers

3.8.1. A case of refusal to pay insurance compensation or determination of
compensation other from the amount claimed by the victim / injured person, the
Insurer sent a reasoned response to the victim / injured person.

3.8.2. Victim / injured person or the beneficiary may appeal the refusal to pay
compensation or the amount thereof to the Insurer.

3.8.2.1. Appeal the decision of the Insurer is done by the person with a written request
/ objection that seen in the central office of the insurer.

3.8.2.2. Application / objection shall be deposited in the Head Office of the Insurer
Groupama Insurance" JSC, at the same states and claim number on which an
application was made / objection. Insurer register entry number and date of
application received / documentary objection in the trial program of "Groupama
Insurance" LLC. Applicant may apply to the application / objection additional
written evidence or documents which have been submitted to the Insurer in the
file and are relevant to the insurance event.

3.8.3. Received a request / object is registered in the register complaints and provide
the department "Travelers, accident, health and financial risks" for an opinion.

3.8.4. In each submitted request / objection insurer rule not later than 7 days for
cases referring to the amount of insurance paymentand in one month in all other
cases

3.8.5. Employees of the department "Claims departament,” form an opinion on the
application received / objection and make it available, together with the entire file
on the damage, the Complaints Committee.

3.8.6 Complaints made up of the following members: Director Accidance and Health,
Head of Claims Department " and Counsel, examine the incoming request /
objection together with the file attached to it by the damage and submit to the
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NMMCMEHO MOTUBMPAHO CTaHOBMLLE 3a oaobpeHue. Executive Director in writing a reasoned opinion for approval.
3.8.7. OKOHYaTeNIHOTO CTaHOBMLE Ha 3acTpaxoBaTess No Monba/Bb3paxeHue ce
noanucea oT M3nbnHuUTeneH anpekTop Ha ,Ipynama 3acTtpaxoBaHe" EA/l 3.8.8. 3.8.7. The final opinion of the Insurer on request / objection signed by the Executive
BCMUYKM CMIOPHU BBINPOCH, 3@ KOUTO He e MOCTUIrHaTO JO6POBOHO ypexaaHe, Director of "Groupama Insurance" JSC

MoraT Aa 6baaT OTHEeCeHM 3a paspellaBaHe npes KOMMNETEeHTHUS Cba.
3.8.8. Any dispute which has not reached an amicable settlement may be referred for
IV. NPOLIEAYPU 3A CNEUMATIM3UPAHWN YCIYTW U CbAENCTBUE, U3BLPLIBAHM OT settlement to the competent court.
ACUCTUPALLIA KOMNAHWUA

IV. PROCEDURES FOR SPECIALIZED SERVICES ASSISTANCE AND PERFORMED BY
ASSISTANCE COMPANY

4.1. CblWHOCT Ha B3aUMOAENCTBUETO

AcucTupallata KoMNaHus, ce siBsiBa OrOBOpPEeH NapTHbOP Ha 3acTpaxoBaTens ,

OTHOLUEHUATa C KOSTO Ca onpeaeneHun C Knays3uTte Ha noanucaH AOroBop 3a M3BbpLUBAHE Ha 4.1. Nature of interaction

Cnéunannanpann yciyrm n CbaencTemne. Assisting company, is the contractual partner of the insurer, the relations which are
defined in terms of the signed contract for specialized services and assistance.

4.2. NpoBepka 3a HanMuue Ha 3acTpaxoBaTesiHa nosavua U 3acTpaxoBaTesiHO NMOKpUTUe

Mpv NpeasiBsiBaHa Ha npeTeHuMs 3a obe3lleTsBaHe/ cneumannsnpHa ycayra KbM

acucTupallaTa KOMNaHus , cbliaTa cnefsa He3abaBHO Aa NPOBEPU ABE OCHOBHU 4.2. Check for the presence of insurance and insurance coverage
U3NCKBaHWSA: HAaNN4YMETO Ha Ba/lMAiHa 3acTpaxoBaTesiHa nonimua v nMMuTa Ha When making a claim for compensation / specialist services to assisting company, it
3aCTpaxoBaTe/IHa 0TrOBOPHOCT. Ha npakTika TOBa CTaBa Mo eANH OT CIeAHNTE Bb3MOXHM should immediately examine two basic requirements: the existence of a valid insurance
HaumnHKn - policy and the limit of liability insurance. In practice this is done by one of the following

e  npoBepka upes AOCTbN B Ny6anyeH yeb caiiT Ha 3acTpaxoBaTens ; ways:

*  NpoBepka upes TenedoHHa BPL3Ka C KON LEHTLD” HA 3acTpaxoBaTens ;  verification by accessing a public website of the insurer;

*  MpoBepka Ypes 3anuTBaHe Mo (akcosa UMM U-MeiiHa Bpb3ka Cbe e verification by telephone to "call center" of the insurer;

3acTpaxosarens e verification through inquiry fax or email to insurance

4.3. NpepocTaBsHe Ha AONBbAHUTENHA MHGOpMaumsa

4.3.1. o nckaHe Ha acucTmpaliarta KOMNaHns 3aCTpaxoBaHUAT € ANTbXEH Aa
npenoctaBu HeobxoammaTa MHbOPMaUKUa C Len NMb/HO U3ACHABaHe Ha obcTosaTen 4.3. For further information
CTBaTa, KOUTO Ca NpeAn3BUKaNN Bb3HUKBAHETO Ha 3aCTpaxo BaTeNHO/ acUCTaHC
cbbuTMe N Aa CbAencTBa 3a U34YMCnsaBaHe pa3sMepa Ha obesweTeHuneTo. MNpu
npeasiBBaHe Ha NpeTeHuns, OT 3acCTpaxoBaHMs MOXe Aa 6bae M3NCKaHO 1
[0oKa3aTeNCTBO 3a AeHSA Ha HanycKaHe Ha TepuTopuaTa Ha Bbarapus, KakTo v 3a
MPOABL/KUTENHOCTTa Ha NPecTos My 3aj rpaHHua.

4.3.1. Po request of assisting company insured is obliged to provide the information
needed to fully clarify the circumstances which gave rise to the emergence of an
insurance / assistance event and to contribute to the calculation of compensation.
When submitting a claim, the insured may be required and proof of date of

4.3.2. 3a NpeAsBeHN NPETeHLMM 3aCTPaxoBaHUAT YbAHOMOLABa acucTMpalLaTa departure from the territory of Bulgaria, and the duration of his stay behind
KOMNaHus Aa M3nckBa HeobxoammaTa MHPOPMaLMs OT TPETU CTPaHK (MeaULIMHCKM granntsa.
yupexaeHus, nekapu vn ap.), ocsoboxaa Baliku Te3un nivua OT 3a4b/IXKEHMETO 3a
KOH(MMAEHUMANHOCT M CNa3BaHe Ha fleKkapcka TalHa. B npoTueeH cnyyai, 4.3.2. Submitted claims for insured authorizes assisting company to request relevant
3aCTpaxoBaTensT 3anassa NpaBoTo CM HYaCTUYHO UK U3LANO0 Aa OTKaxe information from third parties (medical facilities, doctors, and others.) Tion
YAOBNETBOPSIBAHE Ha NpeTeHuusaTa. release such persons from the obligation of confidentiality and adherence to

medical confidentiality. Otherwise, the insurer reserves the right to partially or
4.3.3. 3acTpaxoBaHuAT cneaBa Aa ce cbobpassiBa C MHCTPYKLMUTE 3@ BpPb3Ka C
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ancTmpallata KOMMaHus, Tbi KaTo TOMHOTO Crna3BaHe U U3Mb/IHEHME Ha CPOKOBETE,
U3NCKBaAHUATA, YCNIOBUATA U NOTBbPXAaBaHE BaMAHOCTTA Ha nNosinuaTa Ca
yCnoBus, NpealecTBallm BCsika OTFTOBOPHOCT Ha 3acTpaxoBaTtess 3a HacTbnuio
3acTpaxoBaTenHO CbOUTUE M OCbLUEeCTBSABaHE Ha MiawaHus OT aucTaHc
KOMMNaHunATa, CBbp3aHU C HEro.

4.3.4. MNpwn Bb3HNKBaHe Ha CbOUTUE, KOETO MOXe Aa AoBefe A0 NnpeasiBABaHe Ha
npeTeHuMs , 3aCTpaxoBaHUAT TpsibBa Aa B3eMe BCUUKM Bb3MOXHM NpeanasHu
MepKW 3a orpaHMyaBaHe Ha LWeTuUTe U Aa CbTPYAHMYM 3a NpefoCcTaBsHe Ha
AeTalHa nHdopMaums no OTHOLWEHWE ONMcaHMeTo Ha obcToaTencreaTa, AOBeun
[0 Bb3HWKBaAHETO Ha 3acTpaxoBaTe/IHOTO/acuCTaHC cbbutue.

4.3.5. Acuctupalwiata KoMnaHms nMa rnpaeo Aa oTKaxe, YaCTUYHO Wn U3USo,
yAOBNeTBOPSBaHE Ha NPETEHUUS, aKo 3aCTPaxXOBAHUAT HE € U3MbAHUA
3a4bJ/IXEeHUATa cu.

V. PASKPUBAHE 1 NYBJIMKYBAHE HA UHOOPMALINA

VI.

5.1. UsnckBaHusa 3a nybnanyHoct

3acTtpaxoBaTtenaT Tpsbsa Aa Hanpasu Ny6an4HO AOCTbMNHA (HanpuMep B CBOSI UHTEpPHET yeb
- CaWT ) 1 Npu Bb3NaraHe oT BbTPELIHM NpaBuia A Haa30peH opraH Aa NpeaocTaBs
cnegHata uHdopmMaums:

(a) obpa3um oT AOKYMEHTUTE , C KOUTO Ce NpeasiBsiBa WeTa

(6) npouenypu 3a obpaboTBaHe Ha WETH ;

(B) noapo6HOCTN OT CTaHAapTWUTe 3a IMKBMAAUMOHHA Npoueaypa Ha 3acTpaxoBaTens ;
(r) nogpo6bHOCTM 3a acucTMpallaTa KoMnaHms ;

(a) noapobHOCTN OT NpoLeca 3a obpaboTBaHe Ha xanbw oT 3acTpaxoBaTens,

BKJTIOUMTENHO NLE 33 KOHTAKT , TenedoHeH HOMEp U U-Melin agpec

5.2. U3nckBaHus 3a CbabpXaTenHocT

MpenopbyBaHaTa , CbrNacHO ropHUTE U3UCKBaHWUS , MHGOpP Mauns Tpsbea Aa 6bae
npefocTaBsHa 6e3 Aa ce M3NCKBa HEMHOTO 3annallaHe OT MoM3BalMTe 8 nnua , KakTo U da
6bAe HanucaHa v NpefcTaBsiHa Mo iICeH, KpaTbK U eheKTUBEH HAUMH.

NPAKTUKWN N CTAHOAPTU 3A NNKBUOALIMOHHA YCIIYTA

6.1. O6wWwm oTroBOpHOCTH

3acTpaxoBaTensit TpsibBa Aa U3MbJIHSIBA CBOEBPEMEHHO U e(pUKACHO KOMYHUKALMOHHUTE
B3aMMOOTHOLEHUS C 6eHedULMEHTUTE, BKIIOYMTENHO 3a 06paboTBaHETO U 06Cy)XBAHETO

completely refuse to satisfy the claim.

4.3.3. Insured must comply with the instructions for connecting to aistirashtata
company as exact compliance and enforcement of the terms, conditions, rules
and the confirmation of the validity of the policy conditions are prior to any
liability on Zastrahovatelya for an insurance event and make payments from
aistans company associated with it.

4.3.4. Upon occurrence of an event that could lead to the claim, the insured must take
all possible precautions to prevent further damage and to cooperate to provide
detailed information regarding the description of the circumstances that led to the
emergence of the insurance / assistance event.

4.3.5. Assisting company has the right to refuse in part or in full satisfaction of the
claim if the insured has not fulfilled its obligations.

V. DISCLOSURE AND PUBLICATION OF INFORMATION

5.1. Requirements for public

The insurer must make available to the public (eg in its Internet web - site) and the award
of internal rules or supervisor to provide the following information:

(a) models of the documents, which brought damage

(b) procedures for handling damage;

(c) details of the standards for the liquidation process of the insurer;
(d) details of assisting company;

(e) details of the process for handling complaints by the insurer, including contact
person, phone number and email address

5.2. Requirements for fleshiness

Recommended, as required above, the information must be provided without requiring the
payment of its users, to the Council and to be written and presented in a clear, concise
and effective manner.

VI. PRACTICES AND STANDARDS FOR LIQUIDATION SERVICE
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Ha npeadaBeHUTE UCKOBE.

6.2. U3non3saHe Ha CTaHAapTW 3a IMKBUAALMOHHA ycnyra

3acTpaxoBasATensT TpsabBa Aa LOKYMEHTUpPa CBOMTE MpakTUKW / CTaHAapTu (MNu BCsiKa TsXHA
NnpoMsiHa ) 3a IMKBMAALUMOHHA ycryra .

OCHOBHO M3UCKBaHe, KOETO Ce MpenopbyBa KbM NpakTUKUTE/ CTaHAapTUTE € Te Aa 6baaT
ny6ANYHO AOCTBIMHM.

6.3. MpoMsaHa Ha cTaHAapTuTe 3a NIMKBUAALMOHHA ycnyra

HopmatneHaTa 6a3a uam BbTPELHM NpaBuia MoraT Aa NpenopbyBaT Ha 3acTpaxoBaTens Aa
NMPOMEHA CBOUTE NPAaKTUKU /CTaHD,apTM 3a NTMKBMAALUMNOHHa ycnyra.

6.4. JonbaHWTENHA NH(OPMALMA N KOHCYNTaums

Apyra nHdopmMaums, U3BbLH NpernopbyBaHaTa 3a NpoMsHa, He Moxe Aa 6bae hakTop 3a
rnpueMaHe Uamn OTXBbPAsSHE HA CTaHAAPTUTE 3a IMKBUAALMOHHA yCyra.

6.5. CbabpxaHWe Ha CTaHAapTUTE 3a JIMKBUAALMOHHA ycnyra

CraHpapTuTe 3a NMKBUAALMOHHA ycnyra Tpsibea Aa 6bAaT MMHUManHUTE CTaHAapTW , U3BBbH
M3UCKBaHMATa Ha Touka 6.6. , KaTo B CbLLOTO BpeMe TpsabBa Aa NOKpMBAT,Hal-Manko
cnefHUTE U3NCKBaHUS — BpeMe 3a OTroBOp Ha 3acTpaxoBaTessi, HUBO Ha o6LwoTo
obcnyxBaHe OT 3acTpaxoBaTenis, n hopMaTa U CbAbPXaHMETO Ha KOMYHKUPAHETO MexXay
CTpaHuTe

3acTpaxoBaTensT Tpsbsa Aa yCTaHOBU CBOM CO6CTBEHM HaW-A06pW NpaKTUKKN UK CTaHAAPTH
3a NIMKBMAAUMOHHA ycnyra . Te3u nNpakTuku / cTaHgapT Tpsabea Aa NoKpuBaT METOAMTE U
BpeMeBaTa paMKa , Mpe3 KOoATO 3acTpaxoBaTtens (Mau 3acTpaxoBaTens U HerosaTa
acucTupalla komnaHus) Tpsibea Aa ce CBbpXaT M KOMyHUKMpAT ¢ 6eHeduumeHTUTE NO
OTHOLUEHWE Ha HacTbMNKUAO CbbuTne.

6.6. 06pn npakTukn / MMHUMaNHU CTaHAAPTU 3@ NINKBUAALMOHHA yCnyra
MpakTukute / CTaHaapTUTe 3a NIMKBUAAUMOHHA ycnyra Tpabsa Aa CbAbpXXaT NoHe CNnegHOoTo:

(a) 3acTpaxoBaTenaT Tpsbea aa nHdopMupa beHedULMEHTUTE, Ye 3aab/KUTenHaTa
npeaaoroBopHa MHGOpMauns ce N3UCKBa BbB Bpb3Ka C OLEHSIBAHETO Ha
obe3lleTeHMEeTO OT 3acTpaxoBaTens;

(6) EnHa weTa MoXe Aa ce cuMTa 3a npueTa OT 3acTpaxoBaTtensi, KoraTo TOoi nonyuu
nbJIHaTa U3nMckBaHa MH@opMaumsa ot beHedUUMEHTUTE WM acucTUpaLlaTa
KoMnaHusi. HezacuMnMo OT ToBa Aanu unm He 6eHednUMeHTHT TpsibBa Aa
npeacTasu apyra vHgopmaums , AOMbAHUTENHO U3UCKBaHa OT 3acTpaxoBaTens,
WM He3acuMMo OT TOBa Aafiv UK He WweTaTa e 3aBeAeHa B HerosaTa
nHdbopMaunoHHaTa cucTema ;

(B) B cpok oT net (5) paboTHM AHWM OT NOAyYaBaHETO Ha CBeAeHuTe/ yBeaoMIeHne 3a

6.1. General responsibilities

The insurer must perform timely and efficient communication relationships with
beneficiaries, including the processing and servicing of the claims.

6.2. Use of standards for liquidation service

Zastrahovayatelyat should document their practices / standards (or any modification
thereof) for the salvage service.

Fundamental requirement, it is recommended to practice / standards is to be made public.

6.3. Changing standards of liquidation service

Regulatory framework or internal rules may recommend an insurer to change its practices
/ standards liquidation service.

6.4. Additional information and consultation

Other information outside of the recommended change can not be a factor for the
acceptance or rejection of standards liquidation service.

6.5. Content standards liquidation service

Liquidation service standards should be minimum standards beyond the requirements of
section 6.6. While at the same time must cover at least the following requirements -
response time of the insurer, the overall level of service from the insurer and the form and
content of komunkiraneto between the parties.

Insurer must establish its own best practices or standards for liquidation service. These
practices / standards should cover the method and time frame during which the insurer (or
its insurer and assistance company) to connect and communicate with the beneficiaries in
terms of occurrence.

6.6. Best Practices / Minimum standards for liquidation service
Practices / standards salvage service must contain at least the following:

(a) an insurer shall inform the beneficiaries that mandatory pre-contractual information
required in relation to the assessment of compensation by the insurer;

(b) an injury can be deemed accepted by the insurer when he received the full
information required by the beneficiaries or assisting company. nezasimimo of
whether or not the beneficiary must submit additional information, the additional
requirements of the insurer, or nezasimo of whether or not the damage was
brought to its information system;

(c) within five (5) working days of receipt of information / notification of an accident,
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HacTbNUNa 3/10MoJyKa, 3acTpaxoBaTensar Tps6sa aa :
(r) NoTBbPAM NONYYaBAHETO Ha YBEAOMJIEHWETO 3a WeTaTa ;

(4) HanpaBu 06ACHEHWE Ha TOBa , KAaKBU CTbMKMW TpAbBa Aa M3BBbPLUM 3acTpaxoBaTens
3a ouUeHsiBaHe Ha weTata ; M

(e) nHdopMupa beHedpumuneHTUTE , Ye WweTaTa we 6bae npueTa Uan oTkasaHa oT
3acTpaxoBaTens

6.7. DHAHCOBM B3aMMOOTHOLUEHUS

3acTpaxoBaTenAT yCTaHOBsABa npoueaypu 3a 06CnyKBaHe Ha LWeTUTe , KOUTO creasaT oT
TOBa , Ye acucTUpaLlaTa KOMMNaHUa npuTexasa GUHaHcoBa CTabWIHOCT, AOCTa TbuHa 3a
ToBa Aa 06CNyXBa CbOUTUATA , NPOU3TUYALLUM BCNEACTBME HA LLETUTE, BKIIOYUTENHO
Cb3[aBaHETO Ha Bb3MPMETU NPUOPUTETU KbM 3aCTPaxoBaHu /iMLa MO NPeasBeHn WeTu.

6.8. Hag3op Bbpxy paboTtaTta Ha acucTmpalla KoMnaHusTa

3acTpaxoBaTenart TpsA6Ba 4a NPenopbYBa Ha acucTMpallata KoMMnaHus , U3BbpLUBALLA
cneuvanmanpaHy yciyru u CbeincTeme oT MMETO Ha 3acTpaxoBaTtesia Aa:

(@) pgencrea no npodecmnoHasneH HauuH ;

(6) nHdpopMupa beHedULMEHNTUTE 3a TEXHUA CTATyT U Aa naeHTuduumpa
3acTpaxoBaTens 3a KOuTo Te paboTaT ;

(B) cna3Ba 3aKOHOAATENHUTE U3UCKBAHWUS M Aa CMasBa v Aa € B CbOTBECTBME C Tasu
npoueaypa

6.9. EkcnepTusa Ha acucTupalla KoMrnaHumsaTa

3acTpaxoBaTensT TpsabBa Aa 6bAe CUrypeH , Ye AeNCTBMATa U3BBbPLUBAHM OT acucTMpalla
KOMMNaHWs 3a HeroBa CMeTKa ca:

(a) npmueTn oT 3acTpaxoBaTens;

(6)npuTexaTenn Ha peructpauns n ksanmdbukaumsa , NpenopbyYBaHn OT AeNCTBALLOTO
npaso;

(B) CbC 3HaUMTENEH oNUT Aa AeNCcTBaT Mo OTHOLWeEHMe Ha obnacTTa B KOATO ca n3bpaHu
OT 3acTpaxoBaTens.

VII. OCHOBAHMNA 3A BSEMAHE HA PELLIEHWNA.

7.1. [JoKkyMeHTMpaHe Ha NpUYnHUTE

3acTpaxoBaTenaT TpsibBa NMCMEHO Aa AOKYMeHTUpa M Aa u3npatn Ha 6eHeduumeHTa
NPUYMHUTE 3a 0TKA3 OT YAaCTUYHO WM MBbIHO M3M/allaHe Ha LeTa, KaTo CbLleBPEMEHHO

the insurer shall:
(d) acknowledge receipt of the notification of the damage;

(e) make an explanation of what steps you need to perform the insurer to assess the
damage, and

(f) inform the beneficiaries that the damage will be accepted or denied by the insurer

6.7. Financial relationships

The insurer shall establish procedures for servicing the damage resulting from that
assisting company has financial stability, rather cient for this service events, resulting from
the damage caused, including the establishment of the priorities to insured persons
claimed damages.

6.8. Supervise the work of assisting company

Insurer shall recommend to assist the state company operating specialized services and
assistance on behalf of the insurer:

(a) act in a professional manner;

(b) benefitsienitite informed of their status and to identify the insurer for which they
work;

(c) comply with legal requirements and to comply and not comply with this procedure

6.9. Expertise in assisting company

Insurer must be sure that the actions performed by the assistance company for its own
account are:

(a) adopted by the insurer;
(b) holders of registration and qualification recommended by applicable law;

(c) significant effort to act in respect of the area in which they are elected by the
insurer.

VII. REASONS FOR DECISION MAKING.

7.1. Documentation of the reasons

The insurer must be documented in writing and sent to the beneficiary reasons for denial
of partial or full payment of the damage, while having to advise the beneficiary of its
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Tpﬂ6Ba Aa NoCbBETBa 6EHE¢WILI,VIEHTa 3a CBOETO pewleHne n 3a NpUuYnNHUTE 3a TOBa , KaKTo U
3a HaMMYHOCTTa Ha CUCTEMaA 3a pa3pellaBaHe Ha CNOpoBeETE.

3acTpaxoBaTensaT MOXe, Npu NOUCKBaHe, Aa U3MCKBa KOMWe OT AOKaAuTe Ha acuctupallarta
KOMMNaHMA , KOETO € CBbP3aHO C OTKa3a OT M3rnjawaHe Ha obesuleTeHne OT 3acTpaxoBaTtens.

7.2. CbrnacyBaHoCT

MpuumHuTe , oT6ENs3aHM B Touka 7.1. , Tpsi6Ba Aa 6bAaT B CbOTBECTBME C O6LWLUTE YCIIOBUSA
Ha 3acTpaxoBKaTa , M KbAETO € Bb3MOXHO Aa NpenpawiaTt KbM CboTBETHaTa MHbOpMauus,
CBbp3aHa C pelleHMeTo Ha 3acTpaxoBaTesis , ONMcaHo B AoK/aja 3a WeTaTa.

7.3. CbabpxaHne, HEMNOKPUTO OT NPUYNHUTE

KoraTo mpuyMHUTE Cca OCHOBaTE/NIHO NPeACTaBEHU HAMA@ Mpenopbka KbM 3acTpaxoBaTens Aa
paskpvBa uHdopmaums :

(a) cbbupaHa OT TpeTu CTpaHu , KOATO € KoHduAeHUManHa unu aa naeHtubuumpa Tesm
TpeTu CTpaHu ;

(6) koaTO He TpsibBa Aa 6bAe pa3kpuBaHa criopes AENCTBALLIOTO 3aKOHOAATENCTBO ;
(B) kKoATO Aa e 06eKT Ha NpaBHU NpodecnoHanH NpuUBUIErUn ; U

(I') KOATO Aa 3acdra 3acCTpaxoBaTesid BbB BCAKAKBO 6baewo npoy4yBaHe NN BbB BCEKU
Cnop no OoTHouWeHne Ha weTaTa.

VIII.NPEMNPALIAHE KbM APYIN NOKYMEHTW.

IX.

Monutnka N2 10.02.02 JobpocbBecTHa TbproBCcka NpakTMKa 3a ynpaB/ieHne Ha
3acTpaxoBaTenHu obesleTeHns

06wy ycnoeus Ha 3acTpaxoBka «MoMoLy Npu MbTyBaHe»

KpaTka MHCTpyKUuWA 3@ nocnefoBaTesiHOCT Ha paboTa npw usgasaHe Ha nonvun «lMomouy
npu NbTyBaHe » NocpeacTBoM nporpamHa cuctema «MHCUC»

Requirement Specification for General Insurance , Final Version, June 2005 , FADATA ,
Sofia

NPUEMAHE N MPOMSAHA

§ 1 MbpBaTa Bepcus Ha Tasu npoueaypa € B Cuia 3a OTYETHUTE Nepuoam , HacTbrnBalm
cnen 25 tonu 2006 roamHa

decision and the reasons for, and the availability of a system for resolving disputes.

The insurer may, upon request, to request a copy of the reports of assisting company that
is associated with the refusal of the payment of compensation by the insurer.

7.2. Consistency

Reasons listed in section 7.1. Must be in accordance with the terms of the insurance and,
where possible, refer to the relevant information relating to the decision of the insurer
described in the report on the damage.

7.3. Content not covered by reasons
If the reasons are justified provided no advice to the insurer to disclose information:

(a) collected by third parties that is confidential or identifying those third parties;
(b) not to be disclosed under applicable law;
(c) that is the subject of legal professional privilege,

(d) that affects the insurer in any future investigation or any dispute regarding the
damage.

VIII. Other documents.

IX.

Policy N2 10.02.02 Good trade practice management claims
Terms and conditions of insurance "Travel Assistance»

Brief instruction sequencing when issuing policies "Travel Assistance" program through the
system "INSIS»

Requirement Specification for General Insurance, Final Version, June 2005, FADATA, Sofia

NPUEMAHE 1 MPOMAHA

§ 1 The first version of this procedure is effective for reporting periods occurring after July
25, 2006
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§ 2. Tasu npoueaypa e paspaboTeHa, CbracHO M3MCKBaHUATa Ha Koaekca 3a 3acTpaxoBaHe
1 MNonuTnkaTa 3a 4O06POCHBECTHA ThProBCKa NMpakTUKa 3a yrnpaBfieHWe Ha 3acTpaxoBaTesHu
obesLeTeHuns, npueTta oT CbBeTa Ha AMPEKTOPUTE Ha 3acTpaxoBaTtens.

§ 3. Ta3u npoueaypa e npueta Ha 3acefaHne Ha CbBeTa Ha AUPEKTOpUTE Ha
3acTtpaxosaTens ot 20.10.2006 r., nsmeHeHa v gonbsiHeHa c PeweHne Ha CbBeTa Ha
avpekTopuTe Ha «pynama 3actpaxoBaHe» EA/[l, oTpaseHo B MpoTtokon ot 31.05.2013 r.,
M3MeHeHa u gonbfiHeHa c PeweHne Ha CbBeTa Ha AnpekTopuTe Ha «Ipynama
3acTtpaxoBaHe» EAJl, oTpaseHo B MpoTokon ot 15.03.2016 .

§ 2. This procedure has been developed according to the requirements of the Insurance
Code and the Policy on fair trade practices for the management of claims adopted by the
Board of Directors of the Insurer.

§ 3. This procedure was adopted at a meeting of the Board of Directors of the Insurer of
20.10.2006, as amended by Decision of the Board of Directors of «Groupama Insurance»
PLC reflected in the Minutes of 31.05.2013 amended by Decision of the Board of Directors
of «Groupama Insurance» PLC reflected in the Minutes 15.03.2016




