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This document applies to retail (private individual)
customers only.

Who should you contact in the first
instance?

We can resolve many issues straight away, if you have a
complaint or feedback regarding our products or services*,
please contact us in the first instance. We will aim to
provide you with an immediate response.

Contact details:

@ +8523405 7150
between 9am and 5:30pm Hong Kong time.
(Monday to Friday, except public holidays)

helppoint.hk@zurich.com

@ 25-26/F, One Island East
18 Westlands Road
Island East, Hong Kong

Our Customer Care Team will acknowledge your complaint
within two working days and conduct a full investigation
and respond to you with our findings within fifteen
working days. If your complaint is complex and requires
more time for a full investigation, we will inform you.

* If your complaint is concerning your portfolio
or investment bond, please contact the Policy
Administration Servicing team on +44 1624 691527
between 9am and 5pm GMT, or by email to
policy.admin@zurich.com.

What are the next steps if you are not
happy with the response we provide?

We always aim for the best in terms of customer service,
but we recognise that we may not always be able to reach
an agreement with you. If this is the case, and you remain
dissatisfied once you have received our response, then
please tell us. You can refer your complaint to our Head of
Customer Relations by contacting our Customer Care Team
on the contact details above, who will acknowledge your
complaint within two working days and aim to conduct a
full investigation within fifteen working days.

In the unlikely event we cannot reach an agreement with
you, we will send you a final response on behalf of Zurich
International Life and make you aware of your right to refer
your complaint to the Hong Kong Federation of Insurers,
the Office of the Commissioner of Insurance or the Isle of
Man Financial Services Ombudsman Scheme. For policies
held in Trust with Zurich Trust Limited the settlor has the
right of referral to the Jersey Financial Services Commission.
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Contact details: AR

If relates to insurance agent, please refer to: WA BRI - SR
The Hong Kong Federation of Insurers s 4 .
Address:  29th Floor Sunshine Plaza, §;§ﬁﬁ¥¥f7 . N
Wanchai, Hong Kong ETHE © +852 2520 1868
Telephone: +852 2520 1868 fEE : +852 2520 1967
Fax: +852 2520 1967 =E - : :
Email:.  hkfi@hkfi.org.hk SE ¢ hkfi@hkfi.org hk
If relates to Independent Financial Advisor, INBERAES IR - EH
please refer either to: ERRRENEE
L] =

The Hong Kong Confederation of Insurance Brokers EBMEILERE 1835 ATES 3407 %
Address:  Room 3407 AIA Tower =it .
Eah ¢ +852 2882 9943

183 Electric Road ]
Fortress Hill, Hong Kong fEE : +852 28902137

Telephone: +852 2882 9943 EH : info@hkcib.org
Fax: +852 2890 2137 .
Email: info@hkcib.org %
OR EREXRRBELHE
Professional Insurance Brokers Association imfjt P EBTREWET 141 FHREEAE2507-8 %
Address:  Room 2507-8 B+ +852 2869 8515

China Insurance Group Building EE : +852 27702372

141 Des Voeux Road EH : info@piba.org.hk

Central HK
Telephone: +852 2869 8515
Fax: +852 2770 2372
Emai: info@piba.org.hk
Office of the Commissioner of Insurance  {RGEEIRRE
Contact details: B 48755k
Address:  Office of the Commissioner of Insurance Ml © B EIE 6658

21/F, Queensway Government Offices N a P

66 Queensway, Hong Kong iﬁ}fﬁﬁm F28
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The Isle of Man Financial Services AB&RRFSPFESTE
Ombudsman Scheme (FSOS) WA ATHE N\ R AR S E AL R - B
If we are unable to resolve your complaint to your RARZ HZBEEENBETNRE  BAERABSERER
satisfaction within eight weeks, or if you remain HREE IR EEAEES -
dissatisfied following receipt of our final response letter, o
you can ask the FSOS to formally review your case. B4R TSk
Contact details: B +44 1624 686500
Telephone: +44 1624 686500 FH : ombudsman@iomoft.gov.im
Email: ombudsman@iomoft.gov.im 498 www.gov.im/oft

Website:  www.gov.im/oft

Address:  The Financial Services Ombudsman Scheme S+ The Financial Services Ombudsman Scheme

Isle of Man Office of Fair Trading Isle of Man Office of Fair Trading

Government Buildings, Lord Street Government Buildings, Lord Street

Douglas, Isle of Man, IM1 1LE Douglas, Isle of Man, IM1 1LE
This is a free, independent dispute resolution service for - s m sl ee At g T s
customers with a complaint against an Isle of Man based /\%ﬁﬂﬂﬁﬁff&wg‘”EE}EL\%%E%MWT’%?%HE
financial firm such as Zurich International Life. The role of % BEESHRREERASRBS ABSBEIENR
the scheme is to settle disputes impartially and to make F o WEIBIEE AT AT YR IMEEAARE
what they believe is a fair and balanced decision (including FEH AT THRT (BIEL 555 150,000 HiEH

payment up to GBP150,000) based on the facts of each

A ZIE) o
individual case. FR)

If you are unsure whether the FSOS will look at your ;zuféi:T\ﬁﬁfE/\%fﬁaﬁﬁE%%$§ﬁ$§@§ﬁf§j§%%ﬁ%ﬁ $
complaint, please contact them directly for further BEREBREE  UBUSE—PER -

information.
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Jersey Financial Services Commission ENESMRBEEESE

If you are not satisfied with how your complaint has been INETRIEFNERE - B RERE S mﬂﬂﬁﬁk%”é; g8g
addressed you may wish to report the matter to the Jersey BEAMED  EHEARBRESES B ARIEE —
Financial Services Commission (JFSC) which may investigate S -
further on your behalf. =
Contact details: B A -
Telephone: +44 1534 822000 TiE : +44 1534 822000
Email: info@jerseyfsc.org EH : info@jerseyfsc.org
Website:  www.jerseyfsc.org g : fsc or
Address:  Jersey Financial Services Commission i WWW'Jersey " 9 ) o
PO Box 267 HAk © Jersey Financial Services Commission
14-18 Castle Street, St Helier, Jersey, JE4 8TP PO Box 267
Zurich Trust Limited is regulated by the JFSC for the conduct 14-18 Castle Street, St Helier, Jersey, JE4 8TP
of Trust company business under the Financial Services (Jersey) Zurich Trust Limited 2 2RS4 RBKESE 2 8E -

Law 1998 and is regulated in Jersey under number 84679. 1215 1998 & (4 BUIRIS (2T S )5 ) H B4 1T -

FEMEEES 4 84679 -
Our commitment to customer service EATZEFRRERE
We are committed to handling all complaints — on any RNATE N LA BBEARATIREZ EAEF - TUA
aspect of our service — fairly, thoroughly and promptly. T RERARNEE -

Zurich International Life is a business name of Zurich International Life Limited which provides life
assurance, investment and protection products and is authorised by the Isle of Man Government
Insurance and Pensions Authority.

Registered in the Isle of Man number 20126C.

Registered office: 43-51 Athol Street, Douglas, Isle of Man, IM99 1EF, British Isles
Telephone: +44 1624 662266 Telefax: +44 1624 662038

Hong Kong office: 25-26/F, One Island East, 18 Westlands Road, Island East, Hong Kong
Telephone: +852 3405 7150 Telefax: +852 3405 7268

www.zurichinternational.com
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