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POLICY ON COMPLAINT AND DISPUTE RESOLUTION

FOR PROVIDING INSURANCE PRODUCT ON CYBER SPACE

(Attached to and being an integral part of Clause on Providing Insurance Products on
Cyberspace)

Any complaints and disputes between United Insurance Company of Vietnam (herein after
“UIC") and Customer arising from or related to the provision of insurance products and
services by UIC on cyberspace will be resolved in the following manner and mechanism:

UIC receive/resolve the complaint upon receiving the notification from Customer for the
products/services purchased/used by Customer on cyberspace according to the following
progress:

Step 1. Customer, who have complaint, will send request for complaint resolution and all
supporting information, documents, and data to UIC according to the contact information
stated in the Clause on Providing Insurance Product in Cyberspace. The request for complaint
resolution will be sent to the functional department of UIC within 3 business days as of the
UIC’s receipt of such request.

Step 2: The functional department with the authority to resolve complaint will examine and
process the Customer's request within 10 business days from the date of receiving the
request for complaint resolution.

Step 3: Notify the complaint resolution result to Customer within 5 business days as of the
date of results.

If Customer and UIC fail to successfully negotiate to resolve the complaint, either party has
the right to bring the dispute to be resolved at the competent court or arbitration body or use
other methods on the basis of complying with the laws of Vietnam on dispute resolution.

If there is discrepancy between this Policy and the provisions on dispute resolution in the
insurance contract entered into Customer and UIC, the insurance contract will prevail.
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