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Preamble:

Al Alamiya for Cooperative Insurance
Company (Al Alamiya) sets out clear policies
and procedures that organize its relationship
with Stakeholders including employees,
shareholders, suppliers, and customers to
protect the rights of the Company and
Stakeholders. The relevant laws, regulations,
and contracts constitute the basis upon
which the rights and obligations of
Stakeholders are determined. The Company
aims at clarifying such rights and obligations
of Stakeholders and any consequences of any
shortcomings in their performance. The
Company also sets out the methods of
resolving the disputes that may arise
between the Company and Stakeholders to
protect their rights.

Definitions:

The words and phrases in the Policies shall
have the meanings given to each of them
unless the context otherwise requires:

e  The Company: Al Alamiya

e  Stakeholders: Any person with an
interest with the Company, which may
include employees, creditors,
customers, suppliers and the public.
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First: Resolution of complaints or disputes
with Stakeholders
Objective:

Identifying the steps and procedures of
resolving complaints or disputes with
Stakeholders.

Our responsibilities;

1. Complaint Handling Procedure

a. The Company will make all reasonable
effort to provide an initial response to
any complaint received from a
Stakeholder within one week of receipt.

b. Complaints will be assigned to a specific
employee who will be responsible for
assessing the complaint,
communicating with the Stakeholder
and relevant internal departments, and
resolving the complaint in coordination
with management.

c. The Company will diligently investigate
any complaints and maintain regular
communication with the Stakeholder
on the progress of the complaint and
the attempts to resolve the complaint.

2. Reducing the Potential for Disputes

a. The Company must execute contracts
and agreements with its Stakeholders
that clearly set out the roles and
responsibilities of the parties;
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b. All contracts and agreements must
specify  the  dispute  resolution
mechanism that the parties will
implement in the event of a dispute;
and

c. Seeking amicable settlement whenever
possible to protect the Company’s
interest.

Two: Building strong relationships with
customers and suppliers and maintaining
confidentiality

Objective:

Setting out methods and procedures that
enable the Company to build strong
relationships with Stakeholders, including
customers and suppliers, and protecting
their confidential information.

Our responsibility:

1. The Company complies with all
applicable laws and regulation in Saudi
Arabia governing data privacy and
confidentiality, including the Corporate
Governance Regulations issued by the
Capital Market Authority and the

Insurance Corporate  Governance
Regulation issued by the Saudi Central
Bank.

2. Maintain confidentiality, segregation of
duties, in compliance with the
Company’s Corporate  Governance
Manual and Data Protection Policy.

3. The Company adheres to its legal and

regulatory obligations in connection
with its relationship with vendors,
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suppliers, policyholders, and other
third-parties.

4. Respect and protect the intellectual
property of the Company and others;
and

5. Respect the privacy of Stakeholders by
maintaining their personal data and
protecting confidentiality to the highest
extent in accordance with the laws of
the Kingdom of Saudi Arabia.

6. The Company shall ensure that its
dealings with its Board of Directors and
related parties are conducted in
accordance with the terms and
conditions followed with the
stakeholders without any
discrimination or preference.

Third: Providing Stakeholders Access to
Information.

Objective:

Enabling Stakeholders to obtain information
related to their transactions and activities
with the Company to perform their
obligations.

Our responsibility:

1. The Company provides a number of
electronic channels and means of
communication, including a customer
service call centers, to enable
Stakeholders to obtain accurate and
complete information relevant to their
relationship with the Company;

Approved on 1% of October 2019

PART OF THE REA GROUP

rllaal clawa) dilubuw

Gl Gl ey cpaysdly
AN Cal Y

LS sl Bgaa Adleay ol sl (4
5 SN Cal YL 5 A< il dalal)

e ghadl Claal dpa pad ol jial (5

paidll gy e Llall Da

Al Ay oy Ly Al
A0 gad Ay jall

e Ll O e 2SN S 20 e oy (6

iy Gl Y g L) Galas eleac

ASa¥ly Loy yill Wy (o jm A8

gi O3 (e glladll Q\Aaaicnw\
Qi gl

e gAY (e pllaall Glaual ¢kl (LG
il glaall

1pa )

e dsanll g0 dlad sl i
A8 58l pa agiladil 5 agiliin; dalaiall Cila slaall
aeilal 311 el (e agisal

L] g e

Jea¥) Jilas g il gl (o 322 5d 68 (1
K o daily Loy dp, Sl
Claal el eDaalls Jlady!
Claslea Ao Janll (o mlladll
e agelay Glah Lad Adliy dapmia



dlollol I*
AL ALAMIYA

Stakeholder Policies

2. Regularly updating all information
related to Stakeholders; and

3. Assigning key contacts responsible for
maintaining the relationship with the
Stakeholders and addressing inquiries
and concerns.

Fourth: Resolving Stakeholder Grievances

Objective:

Identifying the procedures and conditions
that have to be followed and taken into
consideration to compensate Stakeholders
when their contractual rights with the
Company are infringed.

Our responsibility:

1. Setting out
instructions  for

procedures and
regulating  the

Company’s relationship with
Stakeholders to protect all parties’
rights;

2. Taking measures to reduce the impact
of any damages to any related party;

3. Having adequate insurance coverage
for possible damages; and

4. Transparency with Al Alamiya’s
Stakeholders.
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1. Process for Redressing Harm to laal) Glaa) ey pall ja -1

Stakeholders

a. In the event the Company receives a alia (e (5 &4 Lﬂ;i a,all cali Ja 4

complaint by a Stakeholder alleging that
its rights have been harmed, the
Company will work diligently and in
good faith to investigate the nature of
the complaint and cooperate with the
regulators (if applicable) to address any
concerns.  After completing its
investigation, if the Company finds that
a Stakeholder’s right was violated by the
action or inaction of the Company, the
Company will discuss and negotiate a
reasonable resolution with the affected
Stakeholder.
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2. Process for Compensation

The Company may compensate its
Stakeholders subject to the following:

The Company fails to meet its legal and Lilal il ¢ la gl = il caadl Ja < (1
regulatory obligations that amount to S B s daclanlly Ay gl
gross  negligence or intentional dexiall glull s sl aaadl Jlaay)
;nt;skc;)}:lgll;cetr'and results in harm to a alas el Gl LY gasal

’ tdaliadll
The harm to the Stakeholder must be cabadl ja i gl pall KW 4 (2

directly attributable to the Company’s
action or inaction without any
intervening cause; and
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A competent court or authority issues a
final award judgment against the
Company as result of such harm to the
Stakeholder, or the Company
determines that a violation occurred
and decides to amicably settle the
matter with the Stakeholder.

Fifth: Social Responsibility

1. The company is keen to provide its
customers with high quality products
with the highest levels of safety.

2. The company
business practices.

opposes illegal

3. The company is committed to
providing a safe and stimulating
work environment and providing
equal and fair opportunities for all
employees.

4. The Company  considers its
employees as assets of high
importance and self-respect.

5. The company trains university
students, institutes and fresh
graduates to make sure they

understand the importance of their
role in community development.
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