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ANNEX I: Complaint Form

Wil P HRwER f&Z5ETE Case Ref:
A7 For official use)

A. #EF AZEH] Notice to Complainants
L. fREeHEGRE (THEFE ) TR A TS - DRI RS G 0 B R EAREEN (CNEREE
BEPRER ~ PESROREE - N EIBRIRES) ML IRIEMEEIS) - B RAVRE RS 120 BETAIR - 55415
i 2RERET RN (R ) -
The Insurance Complaints Bureau (“ICB”) is an independent organization set up by the insurance industry to provide
a one-stop service in helping resolve insurance-related disputes arising from Personal Insurance Contracts
(*excluding group policies, commercial policies, medical policies provided by employers, etc.) with a claim amount/
monetary value not exceeding HK$1,200,000. For details, please refer to the Terms of Reference of ICB.
2. eI EREKRE - IETTRHVT RS R EET AR E RIS ANV - SR NG EEITRARE - m s HAt
HUEERERE) - BUEBR BTN - BRIEA BRIV ER 5818 - SARETE — R A G2 HEE R TR -
ICB is not a law enforcement body. The decision of ICB may not be the same as your expectation. If you are
dissatisfied with the decision of ICB, you may wish to seek assistance from other law enforcement bodies in respect
of your complaint, or deal with it by means of civil action. |CB will generally not re-examine your case unless you
are able to provide ICB with concrete new information/evidence.
3. EESET A TR AT > e m AR R A TS - EEUABIRIR A SR BRI ES] » DLPERA R U
T -
Before lodging a complaint to ICB, you are advised to lodge your complaint with the insurer(s) concerned first in an
attempt to resolve the complaint in a quick and effective way through their internal complaint-handling procedures.
4. E R BRERA A~ ZORA - IREZm NSETERE R e s M E T -
ICB accepts complaints of a monetary nature filed by a policyholder, an insured person, a policy beneficiary or a
rightful claimant only.
5. FotE R T o AT AR DIE HEE TR - EEA RIS S — 0BT o T AR R 8l
s - AR AT RE AR B 2 - faff A DUE#E YT E T
ICB accepts written complaints only. You are required to provide ICB with details of your complaint in writing together
with the relevant supporting documents. If no objective proof can be provided, ICB may be unable to process the case.
You may submit your complaint by one of the following methods:
B HEBEX  {RBRISEE The Insurance Complaints Bureau
In Person/Post TFHE(FER i 353 = AE 29 i#
29/F, Sunshine Plaza, 353 Lockhart Road, Wanchai, Hong Kong
TE By Email : icb.enquiry@icb.org.hk
{#HE By Fax :  (852) 2520 1967
B. #£5F AZEl Complainant Details
e (Fede /AR 2L //NEY) | %
Last name (Mr/Mrs/Ms /Miss*) | First name
PEERIUR R
Correspondence address
H fflihs B ams s AR
Day time telephone No. Email address

*

HEWEA > IEE Please delete as appropriate

C. JFE(RELR Details of Policy(ies) Involved in the Complaint
R AR
Name of insurer
OREESERS [zl
Policy number Type of insurance

%T@/@F$1%$E,‘jgg{% D {%Eﬁ“ﬁ}\ Policyholder

[ ] =% A Policy beneficiary
Your relationship with

the policy concerned [ ] =% A Insured person [ ] &322 A Rightful claimant

DR / / (FIEL/ AR/ 44 (dd / mm ] yyyy)

Policy effective date

IREFIR R TR TR (R BIrHER )
Status of the policy(ies) In force / Lapsed / Surrendered* (Lapsed / Surrendered Date : )

W= IEE Please delete as appropriate
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D. ¥2FNA Complaint Details
55 BB OIS BN ZS - WS Fespil s REXESRA A RAZEARAEHE ~ B ~ BER - BTN A RES( -

Please describe your complaint in details and give full particulars of the relevant events/incidents giving rise to your complaint
with dates, times and identities of companies/persons involved in chronological order.

FEeH
Disputed amount

HENREE A EIE i % e A
EMHIA

Date of notification by the insurer
concerned of its final decision

K LEMEENTIE - 7557 RIEE - N R A Zers —RER -

If you need more space, please continue on a separate sheet and attach it to this Form.

E. S HEZEAZEH A Documents in Support of your Complaint
i TR N YISCRIA” - AT SR E A REAIE T

Please provide copies* of the following documents. If the documents are attached, please tick the appropriate boxes:

[]

1 I RE A Whole set of policy document

2 | FEREEEFER Policy application form

WA EIE H R A E N EEEAE Written notification by the insurer concerned of its final
decision

4 | E{EFF Claim form

5 | B4 Medical report

Kkl - s HERSEE IS Surveyor report, quotation for repair or repair receipt

7 | B Police Report

8

9

O Oy E

* PrALEXHIX (TR AT &L e -

All copies of documents submitted will not be returned.
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F. ASE - SEE EEANSRES

Agreement, Authorization and Personal Information Collection Statement

ANGE VD IEEREET - AL ~ FIE ~ B8k Sae T

I would like to lodge a complaint with ICB. | hereby acknowledge, agree, understand and/or authorize as follows:

1.

ZB TR E RS - AR AR
by lodging a complaint with ICB, | acknowledge and agree that:

(a) WARHTEZE - AAEBIEERRHEYETTE (BEaEE) ORTE » WS ZFrdR - SR EA RTA R
AR EHAIMHRBIMEST ~ B0k, BT » MR BT 5T R Bl i B AR B AH R A5 8 2 A0 R B AH R AR 8 28
HIBEE A BR AT 5
for the purposes of the complaint, | will comply with and be bound by the Terms of Reference at all times, including
any and all such amendments, modifications and/or updates that may be made from time to time by ICB, and
will follow the procedures and processes prescribed by ICB for handling the Claim-related Complaints and the
Non-claim related Complaints;

(b) BEARHLET » ANREGEA (RAEEE) FraIrer]

I will only be afforded with rights as set out in the Terms of Reference in respect of the Complaint;

(c) ¥eiZ B REARRAVIIMEZEIEHAVERECR 3R G B8R N R R A RA A E MR HUE A TEIIRER]
any Award of the Complaints Panel made in Claim-related Complaints does not affect my right to take legal action
thereafter if | am not satisfied with the decision of the Complaints Panel; and

(d) IR EAERARYVILITE R A AR BE B BN - AN A AR MR
if the mediation fails in respect of Non-claim related Complaints, | may pursue my complaint through other means;

(All capitalized terms in this paragraph shall have the same meaning ascribed to them in the Terms of Reference of ICB)

- RNEFEEATTRIE A E N B ST AR - AR R B B N BRI BN 525 - AR BT REHE A A

Fealt o AN ARBLBIAE B - TR RIEE A A e 2/ F el B 7

it is voluntary for me to supply my personal data and the information relating to the complaint to ICB. If the information
or personal data provided is not accurate or complete, the processing of the complaint by ICB may be affected. If no
contact information is provided, ICB will not be able to provide any reply to the complaint;

. B R g A R G E R AV E R R A NI E N E RSO R ORI A E] ~ J8# 8 K S A B R R A1

ICB will transfer all information relating to the complaint and all my personal data to the insurer(s) concerned, mediators
and/or other organizations or parties related to the complaint;

- AEMRIFBEFFA AN B 2 B - EMEAE - Bt - 207 RS SIS EAME SN L AR R L EE

K} o A E 2 EEARBIEAR BA RSN

any employer, registered doctor, hospital, clinic, insurance company or other institution or person who has knowledge
or holds any record/information of me to furnish such information to ICB. A photocopy of this authorization shall have
the same effect as the original;

FRA AN [T st BEaT &R S i A B RhRE A I S & s B AH BR T B Vs E BEAHRARY H Y

all information and personal data provided by me to ICB will be used for the purposes of investigating or handling the
complaint concerned or a directly related purpose;

RNFARENIE (EAER (R RE1) ZRER K AN TR E A&k - AR ERA L E R i
TR ERE R

| have the right under the Personal Data (Privacy) Ordinance to request access to and correction of my personal data
submitted to ICB. Any request must be made in writing and addressed to the ICB Secretariat.

RSIYN = #4 (IER) HHH
Signature of the Complainant Name in block letters Date

* WHETFATEZORA - SR HEL 2 Or NAYRE (A

If the Complainant is not the insured person, please state the relationship

WZERAEH 18 5% AL TI%E

If the insured person has reached the age of 18, he/she must sign below:

ZIRAEE #H (IERE) H

Signature of the insured person Name in block letters Date
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ANNEX II: Processing of Claim-related Complaints Flow Chart
B IR AR MR R R 2 AR H

Complaint taken up by ICB
PR H XL

v

Inform the insurer of the complaint and request written submissions/representations
o 27 RERF PR REBEOIPHRILTG Y 3 it

i v b

The insurer maintains its The insurer changes its
previous decision to reject decision and settles the ICB rejects
the complaint complaint the complaint
i 2 P R kil T TR ka2 HFRE B v RTF
P S E I X Y L ppFRHELRY
Refers the complaint to
three Honorary Secretaries
for assessment
WARGBERS = L BN FR
|
One or more Honorary All three Honorary
Secretaries in favour of Secretaries in favour of
the Complainant the insurer’s decision
- & LR 73 ’ﬁlﬁﬁf BN
e P BERY Pt O F k-
Pass Honorary Secretaries
advisory reports to the insurer for
reconsideration and further written
submissions/representations
WA LBAER AR LI R LD E T
TREBLE-HFTe Y HF
4
The insurer changes its The insurer maintains its Refers the complaint to
decision and settles previous decision to > the Complalr)ts I:-‘anel
the complaint reject the complaint ~ Eo[ dettirmlPatlon -
(AT FI%)}’?{ kel WP R kel .3 'ﬂ?’%'ﬁﬁ”’ﬂi’%iﬁ ﬁ%‘pi
w&*wﬁw LRB 18RRI B R FA R 7

The Complaints Pane}l’s Award
BHLR £ g RB

The complaint is valid and The complaint is invalid and

The complaint is invalid but
the insurer is required supports the insurer’s

recommends the insurer to consider

to pay the claim decision to decline the claim ex-gratia payment to the complainant
PEIHWBREE > PRl S L o %‘iﬁ*frzﬁ;ﬁn RS 3 ]
(A PY ST Y | Ttk 2 FIES RS T ik (A PNCES SR Y-S

Remarks: This flow chart is a summary of the Claim-related Complaints handling procedures and is for reference only. For details,
please refer to the Terms of Reference of ICB.

Fir: FHORRRGERIEFE K SRR F NG TR o GG R R b 5 (B EFF])
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ANNEX III: Processing of Non-claim related Complaints Flow Chart
N BRI T AR B ek 3R B R 2 AR

Complaint taken up by ICB
RFERF R

v

Inform the insurer of the complaint and request written submissions/representations
HoRg 2 PRERF FERRE2TRIE S Y B E

v v ¥

The insurer maintains its The insurer changes its
previous decision to decision and settles ICB rejects
reject the complaint the complaint the complaint
Forh D P TR k2 Fete & 7R R K- KRB w LT
Ry FHpRiehppg TR RIFHpET

'

ICB encourages
the Parties to reach an
amicable resolution

AP LRE 3012
v y
The insurer maintains its previous The insurer changes its decision
decision to reject the complaint and settles the complaint
TR TRHFR ka2 FrE P B R keik-g
ERRPIFR R AR s E R

v

Refers the complaint
to mediation

FHEFRFRIDEEL
v v v

The Mediator terminates The Mediator terminates upon written

: the mediation (with no notification from the Complainant

Part h
agreeam::: ;(:ar:\:ed?;‘tion agreement reached between (with no agreement reached between
SHES N BEY ARG the Parties at mediation the Parties at mediation
A RIRR LD (LEED WIRR K FRIFA cd 6 4R
AR A HREK) (EHES A wnfd 22428%)

Remarks: This flow chart is a summary of the Non-claim related Complaints handling procedures and is for reference only.
For details, please refer to the Terms of Reference of ICB.
Hir: BRI RIEAT R R GRR RSN ERS o G RER I 7 (PR -
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