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Chedid Reinsurance Brokerage Ltd.

Complaints Handling Procedures

Chedid Reinsurance Brokerage Ltd considers customer satisfaction a major
part of its mission. Accordingly, should you, as one of our esteemed
customers, have any concerns or issues with any of our departments or in
relation to any of the services rendered, our customer service team shall be
at your disposal to assist you and to ensure a complete and expeditious

satisfaction.

You may advise us on your unresolved issue or any deficiency in the level

of service by contacting our Compliance Officer at:

= Phone: +96611 4624932-420-330
*  Email to : ChedidReKSA@chedidre.com
= Office 1Y) | Al-Faleh Center | Main Olaya Street —Alolaya, Riyadh

Our Compliance Officer will log the Fraud and escalate to Senior Management

depending on the fraud size, nature and type.

To enable us to consider your complaint fully and quickly, you will need
to provide us with the following information:

"  An explanation to the situation that led to the complaint
"  Your policy number or ID number

"  Your Contact Details (email, phone)

"  Any other information that is relevant to the complaint

Your complaints are handled in accordance with the following

procedures:

1. We will acknowledge receipt of your complaint within twenty four (24)
hours and provide you with the reference number used for follow up.

2. In general, we will take appropriate procedures to ensure the
immediate handling or instant resolution of your complaint.

3. In the event of difficulty in the immediate handling, the Customer
service department will refer your complaint to the Compliance
department for independent investigation.

4. We will update you on the actions to be taken and proposed
remediation of your complaint in addition to the expected period of
time required for appropriate resolution.

5. We will make sure that your complaint is resolved within a period not

to exceed fifteen (1 °) days from the date of receipt of the complaint.

CH-03-V1 Complaints Announcement

B3 ganall cpalil) Bale) dalu gl wad 48
S 9S&d) dallaag PKCRLATAREN

12l Lghega (3 iy 12 3a eDlaall eliay 53 sanall Cpaalill sale) 2alo o) aad 4855 it
ol Uialasdl (p (ol e IS ol gl (5 aSial S 5 ) HSI) Lidlae aaf QTS 1) cclly e
S8 o a4 S Ly alal) e Dlasll Ak (5 8 (8 casiial) leadll e b leiy Lad

o sbiay Gl g aSiae Ll

TV 33k e Hanl (5 sinne b o (s o Lala o al 3l wSEIR (ks Liadle ) oSS0y
sle Lal ol 5V hasay

+ATTN) Y £47Y420-TY » aild) .

ChedidReKSA@chedidre.com: 1Y (S Sl 2y Sy} =
okl ¢ Ll - el Ll g LE 1YY i — ikl 50—l S5 w
Juia¥ aas e 2L Llall 5y () il g JLis ) Jomasty Wal JUSY) ol 50 o s

Ae giy dlaplag

1A e glaall asdll ) ¢y salinti (g yu g JalS JSi aS) 983 A B ¢ Liiall
Sl Yool Al - ys .
Aosell ) ol oS Aalal) ppdill iy B, w

A RS Ja 3 SN ) 5 S g e
sﬂbha\dd);\uu)huq\ [

S e ) el Tl g oSy Aualil) (5 g aa Jaladl)

e i Sy 3y Aele (Y€) Guode s Al 8 aSille QDAL ) EY) diw L)

Al
Lels f 81588 ma (55l bl Glaal dnaliall el a1 HASH S ale JS3y Y
s

ASI 55 Alaly o lenlly Aedd 5 o) o siins oy ol Aadlaal) & Dyprm dsn g Alla 3T
Jiiasa 3 ) aY oY) ol Y

5l Y ABLaYU o) S a2 Slall A 53l el jaY) e oSSy a it £
LJall dad gl dia 30

Oeps (10) e Rused 5t ¥ 558 JA Lla o3 38 oS) €5 o o Sl g 0
_d}SﬁJ\?)\]u\GJU



Chedid Re

)

Should you remain dissatisfied with our response for all insurance policies
complaints except medical insurance, you have the right to contact the
Consumer Protection Department at the Saudi Arabian Monetary Agency
SAMA as follows:

Telephone 800-125-6666, all calls are free. Hours of service are 8:00am -
4:00pm . ( 10:00am - 4:00pm In Ramadan )

Location Customer Service office at SAMA Head Office, King Saud Bin
Abdulaziz Street, Riyadh, hours of service are 10:00am to
2:30pm.

Letter Saudi Arabia Monetary Authority, Consumer Protection
Department, Al-Ma'ather Street, and P.O. Box 2992, Riyadh
11169, Saudi Arabia.

Website http://www.sama.gov.sa/en-
US/ConsumerProtection/Pages/home.aspx

Should you remain dissatisfied with our response for Medical Insurance
Complaints, you have the right to contact the Consumer Protection

Department at the Council of Cooperative Health Insurance CCHI as

28 A 5o (B gl las andy Juai¥l o1 gy ln )y (e cpuial ) e o5l B Y A0S0
e bl il 5 5 lae e il 55 (5 0SS paand @lld g (SAMA) 52 s2adl (2 =)l

P PN
Gl e dead) Clela dslae Gl g 800-125-6666 ) il
(e b sbsa £ ) ala Vo) 5 el jome Gl ) alias
O e Al g LS ¢l A sall S A 2Dl dand CiiSa dsall
AYY i Vs Jaall el o pal ¢ iallae
ol ¢ Jnall g L ¢ cllgiaall dlen 313 ¢ pmnd) S s e A
A g Ay yadl ASLell ¢ 1YV Gl N ¢ YAAY
http://www.sama.gov.sa/en- 9 A a8 gal)
US/ConsumerProtection/Pages/home.aspx

gan Bl Jlac¥ oS g ol (il (5 583 (s Uny e el e S 135
il il e CCHI stal gaaall Glaciall Gulsa 3 llgiandll

follows:
Telephone Unified number : 920001177 920001177 2a sl 8,0 il
Tel: 011 2021300 - Fax: 011 4870071 Tel: 011 2021300 - Fax: 011 4870071
Location Al Riyadh, Almalqa District, King Fahd Road — North, el - 28 Ll Gl - ) s — (=l Y sl
P.O Box P.O. 94 764 Riyadh 11614 P.0.94764 Riyadh 11614 S Gotia
Website https://www.cchi.gov.sa/en/ServicesDirectory/Pages/S https://www.cchi.gov.sa/en/ServicesDirectory/Page A gBsall
ervices.aspx s/Services.aspx

The General Secretariat of the Committees for Resolution of Insurance

Disputes & Violations can be reached at:
Website: http://www.idc.gov.sa/ar-sa/Pages/eService.aspx

Riyadh Address: Real Estate Development Fund Building, Riyadh - Fifth Floor -
Old Airport Road.

Telephone: +966 11 463 3000 Ext: 5744 — 5794 Fax: +966 11 466 2217

Jeddah Address: Al Madina Road -North of Al Murabaa Bridge- Autumn Center
- the third round.

Telephone: +966 11 463 3000 Ext: 5887 — 5882 Fax: +966 12 697 7098

Dammam Address: Almajdouie Tower(6% floor)-King Fahd Road.

Telephone: +966 11 463 3000 Ext: 5871 - 5861

Fax: +966 13 813 0864
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