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Chubb is committed to providing high quality service and the way in which we handle complaints is an integral part of
our service to customers.

This guide will help you inform us of your concerns so we can try to resolve them.
How to Complain

You may contact our office to complain in one of the following ways:
o By email at pakistan@Chubb.com
e By telephone on +92 21 111789 789/ 0800 54321
e By letter to:

Mr. Syed Hasan Mahmood

Company Secretary and Head of Compliance and Risk
Chubb Insurance Pakistan Limited

6t Floor, NIC Building

Abbasi Shaheed Road,

Off Shahrah e Faisal Karachi 74400

Phone: 021-111-789-789/0800-54321
Email:pakistan@chubb.com

Please quote policy details on any correspondence.

We will endeavour to resolve your complaint at the earliest.
However, your complaint may require further investigation. If so, we will send you a written acknowladgement within
2 working days of receipt of your complaint stating:

° How we will handle it;
° Who will handle it;
*  What you need to do, if anything;

Your complaint will be investigated by a senior member of our team.

You will be sent a detailed response within 7-15 working days of receiving your complaint, depending on the nature of the issue.

If you have any concerns in the meantime, you can contact the person identified on the acknowledgement letter.
Our response will either:

e Accept your complaint and offer some form of redress, if necessary
. Reject the complaint giving full reasons for doing so

Not satisfied with our response?

If you have received a final response to your complaint from us and you are not satisfied, you may refer your
complaint to the Chief Executive of Chubb Insurance Pakistan Limited for a second review, at the following address:

The Chief Executive

Chubb Insurance Pakistan Limited
6" Floor, NIC Building

Abbasi Shaheed Road

Off Shahrea Faisal

Karachi

Any referral to the Chief Executive should be made within 30 days from your receipt of our response.

If you are not satisfied with the response you receive from the Chief Executive, you may refer your complaint to the
Federal Insurance Ombudsman's Secretariat.
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The referral should be in writing to:
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Dr. Doud Pota Road, Karachi - -

Phone: 021-99207760 www.fio.gov.pk

Website: www.fio.gov.pk




Complaints in respect of Insurance Policy

“If you have any complaint or grievance against the insurance company, agent, or bank representative in
respect of your insurance policy, you may file your complaint directly with the insurance company at the

following address:

Mr. Syed Hasan Mahmood

Company Secretary and Head of Compliance and Risk

Chubb Insurance Pakistan Limited
6th Floor, NIC Building

Abbasi Shaheed Road,

Off Shahrah e Faisal

Karachi 74400

Phone: 021-111-789-789/ 0800-54321
Email:pakistan@chubb.com

However, in case the insurance company fails to address your grievance, you may file your complaint
with other external independent forums at the following addresses: -

G EDERAL INSURANCE OMBUDSMAN

2nd Floor, Pakistan Red Crescent Society
Annexe Building, Plot # 197/5

Dr. Doud Pota Road Karachi

Phone: 021-99207760

Website: www.fio.gov.pk/

/Ofﬁcial Coordinator, Small Disputes Resolutioh

Note: Policy holders from any part of Pakistan
kAJ K/Gilgit Baltistan may approach FIO J

Gfﬁcial Coordinator, Small Disputes Resolutioh
Committee - Lahore

Company Registration Office — Lahore, Associate House,
3rd & 4th Floor, 7-Egerton Road, Lahore.

Phone: 042-99014050

UAN: 042-111-117-327

Email: sdre.lhr@secp.gov.pk

Note:Policy holders from all districts of Punjab except
Bhakkar, Khushab, Mianwali, Jhelum, Chakwal,

Qnd Baluchistan may approach this Committee

Committee - Karachi

Specialized Companies Division,

5% Floor, State Life Building No. 2,

Wallace Road, Off. I. I. Chundrigar Road, Karachi.
Phone: 021-99002021

UAN: 021-111-117-327

Email: sdre.khi@secp.gov.pk

Note: Policy holders belonging to provinces of Sindh

@walpindi and Attock may approach this Committee/

\Attock districts) may approach this Committee

Official Coordinator, Small Disputes Resolution \
Committee - Islamabad

Insurance Division,

3 Floor, NIC Building, 63-Jinnah Avenue,

Blue Area, Islamabad.

Phone: 051-9195391

UAN: 051-111-117-327

Email: sdrc.isb@secp.gov.pk

Note: Policy holders belonging to Islamabad
Capital Territory, Khyber Pakhtunkhwa, Gilgit
Baltistan, Azad Jammu & Kashmir and the western

side of the province of Punjab (i.e. Bhakkar,
Khushab, Mianwali, Jhelum, Chakwal, Rawalpindi and

Complaint against an insurance company may also be filed with Securities and Exchange Commission
of Pakistan (insurance regulator in Pakistan) at the following address:

Securities and Exchange Commission of Pakistan (SECP)

NIC Building, 63-Jinnah Avenue,
Blue Area, Islamabad.

Phone: Toll free 080088008
Email: complaints@secp.gov.pk

https://sdms.secp.gov.pk/ (for online filing of complaints)

Note: Policyholders from any part of Pakistan, AJK/Gilgit Baltistan may approach SECP
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