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1 INTRODUCTION
1.1 PURPOSE OF THE DOCUMENT
This document describes the UNICREDIT INSURANCE BROKER LTD (UCIB) Rules for the Handling of Complaints, which reflect the guidelines and instructions of the Financial Supervision Commission for the application of Article 290, Paras. 2 and 3 of the Insurance Code in relation to the handling of complaints of users of insurance services by insurance intermediaries. 
For all relations and obligations not expressly regulated by the UCIB Rules, the Group Complaints Management Policy (UC-2019-126-Global Policy Complaints Management) shall apply.  

The document consists of two parts:
· INSTRUCTIONS for implementing the RULES for the handling of complaints 
· RULES for the handling of complaints - a public part which will be published on the UniCredit Insurance Broker Ltd website and E-broker platform and will be available to all clients and users of insurance services.
2 GENERAL CONDITIONS  
RULES FOR the HANDLING of COMPLAINTS 
I. GENERAL
Art. 1. These Rules shall regulate the procedure for the investigation, resolution, response and analysis of complaints and alerts [allegations] from clients of UniCredit Insurance Broker Ltd (hereinafter referred to as the Company) in connection with the Company's activities as an insurance broker, as well as the procedures for their consideration  and resolution. 
1. UniCredit Insurance Broker EOOD, UIC 131342355, having its registered office and management address at: 14 Gyueshevo Str., Sofia, is registered in the Register of Insurance Brokers at the Financial Supervision Commission http://www.fsc.bg/bg/pazari/zastrahovatelen-pazar/spisatsi-podnazorni-litsa/zastrahovatelni-brokeri/ and is a supervised entity on the basis of the Permit for Activity as an Insurance Broker No. 49-ЗБ/15.06.2005 issued by the Financial Supervision Commission.
2. The employees of UniCredit Insurance Broker Ltd. assigned to carry out the activity of complaint analysis shall be guided by the principles of independence, objectivity, competence, responsibility, integrity and confidentiality.
3. For the purposes of this policy:
(а) a "Complaint" means a Statement of Dissatisfaction directed to the Company by a person in respect of an insurance contract or service provided to him/her. The handling of complaints is to be distinguished from the handling of claims and from ordinary requests for performance of the contract, for information or clarification.

(b) a "Complainant" is a person who is deemed to be eligible to have his/her complaint investigated by the Company and has already lodged a complaint.

(c) "Insurance Product" - an Insurance product is a set of terms and conditions forming the content of an insurance contract of an insurance company.

II. RECEIPT AND LODGING OF COMPLAINTS
Art. 2. Any interested person, or any other person authorised by him or having a legitimate interest, has the right to lodge a complaint with UniCredit Insurance Broker Ltd.

Art. 3. Complaints shall be submitted in writing, in person, at the offices of the Company. They may also be submitted electronically to the following address: insurance@unicreditleasing.bg .

1. The offices of the Company are:
(a) City of Sofia 1303, 14 Gyueshevo Str.
(b) Town of Varna 9000, 28 Slivnitsa Str.
By the act of lodging a Complaint, the Complainant has familiarized himself with the general conditions for processing personal data in accordance with the requirements of Regulation EU 2016/679 published at: https://www.unicreditbulbank.bg/bg/unicreditleasing/pomoshten-tsentar/zashita-na-lichnite-danni/lichni-danni-obrabotvani-ot-zastrahovatelen-broker-eood/ 

Art. 4. Complaints shall be filed with an incoming number and date (the date of filing the complaint), and information on the incoming number and filing date shall also be given to the Complainant on the day the Complaint is filed or on the next business day if the Complaint is received electronically after the Company's business hours. The Company's employees shall not refuse to accept such documents. Anonymous alerts [allegations] and complaints shall not be filed or considered.

1. The insurance broker shall examine Complaints from users of insurance services concerning deficiencies in its activities or non-performance of its obligations towards users of insurance services and, in accordance with Article 290, paragraph 2 of the Insurance Code, shall return a reply to the Complainant within one month from the date of receipt of the Complaint. 
2. The minimum requisites of Complaints to be accepted by the Company shall be: 
2.1. details of the Complainant: name/company 
2.2. contact details: address/email address, telephone number, etc. 
2.3. the subject of the Complaint and a summary of the Complainant's allegations and claims; 
2.4. information available on the Insurance Product: class of insurance; name of the insurance product; policy number. 
The absence of or incomplete or insufficient information in the Complainant's Complaint for feedback to the Complainant may render the Complaint inadmissible for consideration by the Company.
3. Any submission of a Complaint to the Company shall be free of charge to the persons concerned. 
Art. 5. Where the Complaint relates to non-performance of obligations or to shortcomings in the activity of another distributor of Insurance Products for which the insurance broker to whom the Complaint is addressed is not responsible, the broker shall act in accordance with the requirement to carry out the activity of distributing insurance products in the best interests of the users of insurance services under Art. 288, para. 1 of the Insurance Code and must, if this can be ascertained from the contents of the Complaint, forward the Complaint to the Insurance Products distributor to whom it relates and inform the Complainant in writing of the forwarding of his Complaint, together with the contact details of the Insurance Products distributor. 
1. Where the Complaint does not identify the distributor of Insurance Products to which it relates, the insurance broker shall specify this in the written information to the user of insurance services and return it to him. 
Art. 6. The Company shall maintain a Register of Complaints received in which the following information shall be entered: 
(a) a unique serial number and the date of submission;
(b) details of the Complainant as set out in the Complaint;
(c) the subject matter of the Complaint and a summary of the Complainant's allegations and claims; 
(d) information available concerning the class of insurance, name of Insurance Product, policy number; 
(e) the date and outgoing number of the response to the Complaint; 
(f) a summary of the contents of the Complaint response;  
(g) a brief description of the consequences of the Complaint (the fact of a change in the insurance broker's practices, action taken by the management body, etc.);

(h) information on the archiving of the Complaint file.  
Art. 7. Complaints against UniCredit Insurance Broker EOOD may be submitted to the Financial Supervision Commission www.fsc.bg , and to the Sectoral Conciliation Commission for the Settlement of Disputes in the field of Insurance and Insurance Intermediation (including the arms-length provision of financial services in these sectors) at the Commission for Consumer Protection (CCP) www.kzp.bg .
1. Where the Complaint against the Company has been received through the Financial Supervision Commission, the Complainant and the Financial Supervision Commission shall be informed of the incoming number and date of receipt of the Complaint after they have been filed with the Registry. The time limit for reply shall be within one month of the date of receipt of the Complaint.
III. COMPLAINTS MANAGEMENT FUNCTION
Art. 8. Pursuant to Article 299 in conjunction with Article 146, paras. 5, 6 and 7 of the Insurance Code, UniCredit Insurance Broker Ltd. has appointed the Company's Claims Prevention and Handling Managers to perform the Complaints Management Function. Each of the two Managers is involved in the handling of a particular Complaint, taking care to ensure that they are not in a position to judge their own Insurance Product distribution activities.

1. The Complaints management function ensures fair and timely handling of complaints and the identification and mitigation of potential conflicts of interest in the distribution of Insurance Products. 
2. In the event of a conflict of interest, pursuant to Article 146, para. 8 of the Insurance Code, the Company shall inform the Complainant as soon as possible of the objective limitations to the impartial handling of his/her Complaint and shall indicate to him/her the possibility of lodging a complaint with the Financial Supervision Commission pursuant to Article 290, para. 1 of the Insurance Code, with other state bodies or asserting his rights in Court.  
Art. 9. When examining and preparing a response to Complaints, the Company shall take the following actions: 

(a) collect all relevant evidence and information necessary for the full and fair consideration and just resolution of Complaints;
(b) prepare replies to the complaints in Bulgarian and ensure compliance with the time limit provided for in Article 290, para. 2 of the Insurance Code and, where possible, earlier;

(c) draw up a considered response describing its decision whether to grant the Complainant's request in whole or in part, giving reasons for the response, with a comprehensive statement of the facts and circumstances established and exhaustive legal considerations, indicating the relevant legal provisions and contractual clauses; 
Art. 10. In cases where UniCredit Insurance Broker Ltd. has made a decision which does not satisfy the Complainant's request in whole or in part, the Complainant shall have the right:

(a) to apply to the Financial Supervision Commission (or to another competent supervisory authority, in the case of activity under the Right of Establishment or Freedom to Provide Services);

(b) to refer to an out-of-court dispute resolution body; 
(c) to bring an action before a competent judicial authority; 
(d) to make a claim against the provider of the Company's compulsory professional liability insurance if he considers that his rights or legitimate interests have been prejudiced as a result of the broker's, or the latter’s employees', culpable failure to perform their duties. 
Art. 11. The reply to a Complaint must be sent to the address indicated by the Complainant, with acknowledgement of receipt to:
1. The Complainant, when the Complaint is addressed directly to the Company;
2. If the Complaint is sent to the insurance broker through the Financial Supervision Commission, the Commission for Consumer Protection (CCP), the Ombudsman or any other body protecting the rights of users of insurance services, the insurance broker shall send the original reply to the Complainant and a copy of the reply to the institution concerned. 

IV. ANALYSIS AND ARCHIVING OF COMPLAINTS
Art. 12. The Complaints Management Function shall establish and maintain a file on each Complaint which shall be retained for the period of the statute of limitations within which claims may be asserted in Court with respect to alleged violations of law. Where the Complaint does not concern a violation of justiciable rights, the file shall be kept for a period of 5 years from the date of the reply.

Art. 13. Every 6 months, the Complaints Management Function shall summarise and analyse the information from the handling of Complaints by:

(a) providing an assessment of: the causes of individual Complaints, of groups of Complaints which have similar subject matter or characteristics and of Complaints as a whole; 
(b) analysing whether those causes may affect other products or processes of the insurance broker's business; 
(c) making proposals to the management body to address identified causes of Complaints. 
V. INFORMATION TO CONSUMERS OF INSURANCE SERVICES 
Art. 14. UniCredit Insurance Broker Ltd. does not own, directly or through related parties, more than 10 per cent of the votes in the General Meeting or of the capital of an insurer, nor does an insurer or parent company of an insurer own, directly or through related parties, shares or units representing more than 10 per cent of the votes in the General Meeting or of the capital of UniCredit Insurance Broker Ltd.

Art. 15. UniCredit Insurance Broker EOOD represents and advises the users of insurance services on the basis of an analysis of a sufficient number of offers from insurance companies without having contractual obligations to perform insurance intermediation exclusively for one or several insurers. 
Art. 16. An insurance intermediary shall not provide advice pursuant to Article 325a, para. 5 of the Insurance Code and has a contractual relationship to perform insurance mediation with the following insurers: ZAD Allianz Bulgaria AD, ZD Bul Ins AD, ZPAD Bulstrad, ZK Uniqa AD, DZI - General Insurance EAD, ZD Euroins AD, Generali Insurance AD, ARMEEC Insurance JSC, ZAD OZK-Zavarovane AD (JSIC OZK - INSURANCE JSC), GROUPAMA ZASTRAHOVANE EAD, ZAD DallBogg Jivot and Zdrave EAD, INSURANCE COMPANY ASSET INSURANCE (ZAD ASSET INSURANCE), ZPC Lev Ins AD and others.

Art. 17. UniCredit Insurance Broker EOOD receives remuneration in the form of commission, which is included in the insurance premium determined by the insurer and is not paid separately by the user of insurance services.

Art. 18. UniCredit Insurance Broker EOOD shall maintain compulsory professional liability insurance valid for the entire territory of the European Union and the European Economic Area, which shall cover liability for damages occurring in the territory of a Member State in the course of insurance and/or reinsurance brokerage activity due to its (UCIB) act or omission. The insurance shall cover liability for damages resulting from: the act or omission of any person authorised to manage and represent UniCredit Insurance Broker Ltd; a member of its management or control body; its employees in the course of, or in connection with, the performance of insurance or reinsurance mediation and shall include liability for non-payment to the insurer of insurance premiums received or for non-payment to the user of insurance services of insurance benefits or amounts paid by the insurer to the user of insurance services.
Art. 19. UniCredit Insurance Broker EOOD is a Personal Data Controller within the meaning of Regulation (EU) 2016/679 of the European Parliament and of the Council. More information on the personal data processed by the Insurance Broker can be obtained on the Company's website, www.unicreditinsurancebroker.bg, section: Personal Data Protection, as well as at the Company's office. To enable us to fulfil our obligations as an insurance intermediary, to provide you with the service you want and to improve the quality of our work, we share personal data with insurance companies and their employees who are also Data Controllers within the meaning of Regulation (EU) 2016/679 of the European Parliament and of the Council and more information about the data that insurers process can be obtained on the insurers' websites.
These Rules are issued in accordance with Article 290 of the Insurance Code and take into account the guidelines on the handling of complaints by insurance intermediaries (EIOPA-BoS-13/164 BG) issued by the European Insurance and Occupational Pensions Authority and are adopted and approved by the Decision of 01.07.2021 of the Management Board of UniCredit Insurance Broker Ltd. 

These Rules are subject to review and subsequent amendment and supplementation in accordance with changes in the legal and economic context concerning the management of Complaints against insurance intermediaries. 
2. SPECIFIC ABBREVIATIONS/DEFINITIONS
Explanation of terms used in this document in alphabetical order.
	TERM
	DESCRIPTION

	UCIB
	UNICREDIT INSURANCE BROKER EOOD

	UCL
	UNICREDIT LEASING EAD


3. APPENDIX
Appendix 1 - Instructions for the implementation of the Rules for the handling of Complaints at UniCredit Insurance Broker EOOD. 
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