Complaints Procedure

We are committed to providing You with an exceptional level of service and customer
care. We do realise that things can sometimes go wrong, and when this happens, We
would like to hear about it.

Our promise to You

We will acknowledge complaints promptly.

We will investigate quickly and thoroughly.

We will keep You informed of progress.

We will do everything possible to resolve Your complaint.

We will learn from Our mistakes.

We will use the information from complaints to continuously improve Our service.
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Telephone calls may be recorded for training and monitoring purposes.

If it is about Your Policy or Claim or any other matter, please call Your insurance adviser
or, if none has been appointed by You, please contact Us directly.

To help us assist You, We request that You:

= Attach relevant supporting documents if you deem it necessary;

= Ask the questions You would like us to answer; &

= Tell us what You think would be a reasonable response to Your complaint.

Support and assistance is available for the process of making complaints and/or
interpreting the complaints procedure. Our internal complaints management policy and
procedure include the provision of remedies that reflect what is fair and reasonable
in the circumstances.

We would like to assure You that all matters are dealt with seriously, impartially and
in a confidential manner.

Your complaint can be made in any of the following ways:

1. Visit our Website www.axa-cooperative.com - and select ‘Complaints’ under ‘AXA
& You’ (at the bottom of the webpage) and register your complaint. An auto email
will be received by You providing the reference number which should be quoted in
all future communications.

Alternatively, should you not have an email address or access to the internet:

2. Send a letter to the management at AXA Cooperative Insurance Company, P.O.Box
753, Riyadh 11421, Kingdom of Saudi Arabia; or

3. Transmit a fax to +966 11 4780418:; or

4. Telephone Us on +966 11 4776706 and request our Customer Service Staff to
register Your complaint; or

5. Walk into Our office and request Our Customer Service Staff to register Your
complaint.

In these situations, and on Your behalf, the complaint will be registered by Our Staff
and a Reference Number generated and provided to You which please quote in all
future communications.

Whilst all efforts will be made to revert back within 7 working days, if our final response
will be delayed beyond 15 working days or if more time is needed for investigation, we
will inform you when we will be able to contact you again about the complaint.

If you are dissatisfied with our final response or dissatisfied with the delay in our
response (beyond 15 working days) you may refer the complaint to the Insurance
Regulator.

AXA Cooperative Insurance Company
A company registered with the Ministry of Commerce and Industry of the Kingdom of Saudi Arabia under Commercial Registration
No. 1010271203 and holding Insurance license No.TMN/25/20101 issued by the Saudi Arabian Monetary Agency.
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You may do so by sending details
of your complaint, stating the AXA
Complaint Reference Number, to the
Insurance Regulator:

Saudi Arabian Monetary Agency
Consumer Protection Department

P.0.Box 2992, Riyadh 11169,
Kingdom of Saudi Arabia

Toll Free Telephone: 800 125 6666

Website for registering Complaints:
http://onlinecomplaints.
sama.gov.sa/SAMANetOnline/
Common/Pages/Intro/
InsuranceOnlineComplaints.
aspx?lang=en
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