MARKEL

IN THE EVENT OF A CLAIM

***pPLEASE NOTE THE FOLLOWING NEW CLAIMS REPORTING INSTRUCTIONS***

PLEASE REPORT ANY OCCURRENCES, CLAIMS, ACTIONS OR SUITS AS SOON AS POSSIBLE, TO THE
FOLLOWING:

Email: canadaclaims@markel.com

Markel

200 Wellington Street West Suite 800
Toronto, ON M5V 3C7

Attn: Claims Department

Tel: (416) 601-1133
Toll-free: (800) 223-8858
For claims after hours emergency hotline: 1 (877) 243-2875

The reporting condiition of the policy requires that you report any incidents which might give rise to a claim, even
If no such claim has yet been received. Failure to promptly report an incident may jeopardize the investigation
and defence of a subsequent legal action. To avoid the risk that individual losses may be denied as a result of late
reporting, please report all incidents promptly.
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LLOYDS

Code of Consumer Rights and
Responsibilities

Insurers (including Lloyd's Underwriters), along with the brokers and agents who sell home, auto and business
insurance are committed to safeguarding your rights both when you shop for insurance and when you submit a
claim following a loss. Your rights include the right to be informed fully, to be treated fairly, to timely complaint
resolution, and to privacy. These rights are grounded in the contract between you and your insurer and the
insurance laws of your province. With rights, however, come responsibilities including, for example, the
expectation that you will provide complete and accurate information to your insurer. Your policy outlines other
important responsibilities. Insurers and their distribution networks, and governments also have important roles
play in ensuring that your rights are protected.

Right to Be Informed

You can expect to access clear information about your policy, your coverage, and the claims settlement process.
You have the right to an easy-to-understand explanation of how insurance works and how it will meetyour needs.
You also have a right to know how insurers calculate price based on relevant facts. Under normal circumstances,
insurers will advise an insurance customer or the customer’s intermediary of changes to, or the cancellation of a
policy within a reasonable prescribed period prior to the expiration of the policy, if the customer provides
information required for determining renewal terms of the policy within the time prescribed, which could vary by
province, butis usually 45 days prior to expiry of the policy.

You have the right to ask who is providing compensation to your broker or agent for the sale of your insurance.
Your broker or agent will provide information detailing for you how he or she is paid, by whom, and in what ways.

You have a right to be told about insurers' compensation arrangements with their distribution networks. You have
a right to ask the broker or agent with whom you deal for details of how and by whom it is being paid. Brokers
and agents are committed to providing information relating to ownership, financing, and other relevant facts.

Responsibility to Ask Questions and Share Information

To safeguard your right to purchase appropriate coverage at a competitive price, you should ask questions about
your policy so that you understand what it covers and what your obligations are under it. You can access
information through one-on-one meetings with your broker or agent. You have the optionto shop the marketplace
for the combination of coverages and service levels that best suits your insurance needs. To maintain your
protection against loss, you must promptly inform your broker or agent of any change in your circumstances.

Right to Complaint Resolution

Insurers, their brokers and agents are committed to high standards of customer service. If you have a complaint
about the service you have received, you have a right to access Lloyd's Underwriters’ complaint resolution process
for Canada. Your agent or broker can provide you with information about how you can ensure that your complaint
is heard and promptly handled. Consumers may also contact their respective provincial insurance regulator for
information. Lloyd's is a member of an independent complaint resolution office, the General Insurance
OmbudService.

Responsibility to Resolve Disputes
You should always enter into the dispute resolution process in good faith, provide required information in a timely
manner, and remain open to recommendations made by independent observers as part of that process.



LLOYDS

Right to Professional Service

You have the right to deal with insurance professionals who exhibit a high ethical standard, which includes acting

with honesty, integrity, fairness and skill. Brokers and agents must exhibit extensive knowledge of the product,
its coverages and its limitations in order to best serveyou.

Right to Privacy

Because itis important for you to disclose any and all information required by an insurer to provide the insurance
coverage that best suits you, you have the right to know that your information will be used for the purpose set
out in the privacy statement made available to you by your broker, agent or insurance representative. This
information will not be disclosed to anyone exceptas permitted by law. You should know that Lloyd's Underwriters
are subject to Canada’s privacy laws - with respect to their business in Canada.
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Privacy: Notice Concerning Personal
Information

Who we are

We are the Lloyd's underwriter(s) identified in the insurance contract and/or the certificate of insurance. Your
privacy is importantto us. This Privacy notice explains what personal information we collect, use and disclose
about policyholders, beneficiaries, claimants and witnesses and for what purposes, in compliance with applicable
Canadian privacy laws.

What personal information we collect

Personal information is any information about an identified and or identifiable individual. The personal information
that is collected for a clear and legitimate use and disclosure generally includes the following:

e Identification and contact information (name, address including postal code, country, telephone number,
email address, month and date of birth, drivers licence, employer, job title, employment history, family
details)

Policy information (policy number, policy amounts, policy terms)

Claim information (claim number, information relating to a potential or existing claim)

Payment information (credit card details, bank account details, credit score)

Other information related to your insurance cover or a claim only for legitimate business purposes

We also collect personal information about you when you visit www.lloyds.com. Further details can be found on
our online Cookies policy at http://www.lloyds.com/common/privacy-and-cookies-statement

We will not use your personal information for marketing purposes and we will not sell your personal information
to other parties.

How we use your information

By purchasing insurance from certain Lloyd’s Underwriters (“Lloyd's”), a customer provides Lloyd’s with his or her
explicit consent to the collection, use and disclosure of personal information. Meaningful consent is subject to the
customer’s understanding of the nature, purpose and consequences of the collection, use or disclosure of their
personal information.

Information is generally collected, used, disdosed and stored in order to provide you with the insurance products that you
have requested, induding to:

Identify you and provide you with insurance cover

Communicate with Lloyd’s policyholders

Calculate, collect or refund premiums

Underwrite policies and facilitate policy administration

Evaluate and process claims

Detect and prevent fraud, carry out anti-money laundering and sanctions checks
Investigate and prosecute fraud

Meet our regulatory and other legal obligations

Enforce terms or exercise rights under the insurance contract

Analyze insurance risk and business results

Improve our services and offerings

Provide general client care


http://www.lloyds.com/
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o efend or prosecute legal claims

e Renew your insurance policy

e Transfer of books of business, company sales and reorganisations Or as maybe otherwise required or
authorized by law.

Your information may be shared and disclosed;

In order to fulfil the purposes described in this Privacy notice, we may share your personal information with other
third parties that we have engaged to provide services on our behalf, or who otherwise assist us in providing you
with services, such as affiliated organizations, sub-contractors, agents/coverholders, legal counsel, insurers,
brokers, reinsurers, loss adjusters and other service providers.

We will limit this disclosure to only the Personal Information that is reasonably necessary for the purpose or
service for which the third party or affiliate will provide. We will use contractual and other means to provide a
comparable level of protection while the information is being processed by these service providers, including
limiting such providers to using your Personal Information solely to provide Lloyd’s with the specific service for
which they were engaged, and for no other purpose. You can obtain more information about our policies and
practices with respect to the use of Personal Information by Third Party Service Providers by contacting us as
described below, under the section “*How to Contact Us” at the end of this document.

Some of these entities may be located outside Canada, therefore your information may be processed in a foreign
jurisdiction, where it will be subject to the laws of that jurisdiction, which may be different than the laws in your
province. Personal information that is stored or processed outside Canada may also be accessible to the law
enforcement and national security authorities of that jurisdiction.

We may also share or transfer your Personal Information where reasonably required in the context of a sale,
merger or amalgamation of all or part of our business or the insurance or securitization of our assets. In any such
case, the recipient parties will be contractually requiredto keep the information confidential and use it only for
the purposes of the transaction, or proposed transaction, in question. In the event a business transaction is
affected, assignees or successors of Lloyd’s or our business or assets, or those of our affiliated entities, may use
and disclose Personal Information only for the purposes as set out in this Privacy notice, unless further consent is
obtained.

We may also share your Personal Information with law enforcement, national security agencies or other
governmental officials, as required or permitted by law, such as in response to a court order or a verified request
relating to a criminal investigation or alleged illegal activity, where we are legally obligated to contribute
information to compulsory insurance databases, or where required to detect, prevent or prosecute fraud.

Authority to collect, use and disdose personal information

When you share information with us for particular purposes, such as providing you with insurance, you give us
explicit consent to collect, use and disclose your information for those purposes. Canadian law also authorizes us
to collect, use and disclose personal information without consentin certain circumstances presaribed by law, which
may include the following:

Detecting or suppressing fraud

Investigating or preventing financial abuse

For communication with the nextto kinor authorized representative of aninjured, ill or deceased individual
Investigating a breach of an agreement or a contravention of the laws of Canada or a foreign jurisdiction
where obtaining consent would compromise the availability or accuracy of the information

Witness statement necessary to assess, process or settle insurance claims

Information that is produced in the course of an individual’'s employment, business or profession

There may be situations where we need your additional consent to collect, use, and disclose information about



you. In those situations, we will ask you for consent separately. You do not have to give your consentand, subject
to legal and contractual restrictions, you can withdraw your consent to us collecting, using and disclosing your
information at any time. However, withdrawing your consent may affect our ability to provide you with insurance
cover or other services.
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Retention and security

We retain personal information for as long as necessary to provide you with insurance cover and meet the other
purposes for collection, use and disclosure described in this Privacy notice, or as otherwise required or permitted
by law. When your Personal Information is no longer required, we will make all reasonable efforts to ensure all
electronic and hard copies of such information are securely destroyed and irreversibly deleted from our systems.

We use various physical, technical and administrative security measures, appropriate to the sensitivity of the
personal information, that are designed to protect against loss, theft, unauthorized access, disclosure, copying,
use or modification by. Although we will take reasonable measures to protect personal information, the
transmission of information through the internet or other electronic means is not guaranteed to be secure and
may create risks for the privacy and security of your information.

How to access your personal information

Subject to certain exceptions provided by applicable law, you have the right to access your personal information,
request corrections about your personal information if you identify any inaccuracies, and request that we delete
your information. If you would like to exercise any of these rights, please contact the Ombudsperson at
info@lloyds.ca.

The Ombudsperson canalso provide additional information about Lloyd’s policies and practices, answer questions
about the collection, use, disclosure or storage of personal information by Lloyd’s and its service providers located
outside Canada, as well as discuss any complaints you may have regarding the collection, use and disclosure of
your personal information.

Changes

We may amend this Privacy notice fromtime to time as our business evolves, in response to legal developments,
as new technologies become available, or as we introduce new features, products or services.

When we make changes to wording of this Privacy notice we will revise the “last updated” date at the bottom of
this Privacy notice. You should check back here periodically to find out if any changes have been made to this
Privacy notice. If we make substantial changes we will, as appropriate prominently post these changes to our Site
or notify registered Users directly.

How to contact us
Further information about Lloyd’s personal information protection policy may be obtained by visiting,

https://www lloyds.com/lloyds-around-the-world/americas/canada/market-conduct from your broker, or by
contacting Lloyd's by phone: 514 861 8361, 1 877 455 6937 or email: info@lloyds.ca.
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LLOYDS

Lloyd’s Underwriters’ Policyholders’
Complaint Protocol

Lloyd's strives to enhance your customer experience with us through superior service and innovative insurance
products.

We have developed a formal complaint handling protocol in accordance with the Insurance Companies Act of
Canada to ensure your concerns as our valued customer are addressed expeditiously by our representatives. This
protocol will assist you in understanding the steps we will undertake to help resolve any dispute which may arise
with our product or service. All complaints will be handled in a professional manner. All complaints will be
investigated, acted upon, and responded to in writing or by telephone by a Lloyd’s representative promptly after
the receipt of the complaint. If you are not satisfied with our products or services, you can take the following
steps to address the issue:

e Firstly, please contact the broker who arranged the insurance on your behalf about your concems so that
he or she may have the opportunity to help resolve the situation.

e Ifyour broker is unable to help resolve your concems, we ask that you provide us in writing an outline of
your complaint along with the name of your broker and your policy number.

Please forward your complaint to:

Lloyd’s Underwriters

Attention: Complaints Officer

Royal Blank Plaza South Tower, 200 Bay Street, Suite 2930,
P.O. Box 51

Toronto, Ontario, M5] 2]2

Tel: 1-877-455-6937
E-mail: info@lloyds.ca

Your complaint will be directed to the appropriate business contact for handling. They will write to you within two
business days to acknowledge receipt of your complaint and to let you know when you can expect a full response.
If need be, we will also engage internal staff in Lloyd’s Policyholder and Market Assistance Department in London,
England, who will respond directly to you, and in the last stages, they will issue a final letter of position on your
complaint.

In the event that your concerns are still not addressed to your satisfaction, you have the right to continue your
pursuit to have your complaint reviewed by the following organizations:

General Insurance OmbudService (GIOQ): assists in the resolution of conflicts between insurance customers

and their insurance companies. The GIO can be reached at:
Toll free number: 1-877-225-0446

www.giocanada.org
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For Quebec clients:

.y 7 ya

i The regulation of insurance companies in Quebec is administered by
the AMF. If you remain dissatisfied with the manner in which your complaint has been handled, or with the results
of the complaint protocol, you may send your complaint to the AMF who will study your file and who may
recommend mediation, if it deems this action appropriate and if both parties agree to it. The AMF can be reached
at:

Toll Free: 1-877-525-0337
Québec: (418) 525-0337
Montréal: (514) 395-0311

www.lautorite.qc.ca

If you have a complaint specifically about Lloyd’s Underwriters’ complaints handling procedures you may contact
the FCAC.

Einancial Consumer Agency of Canada (FCAC) provides consumers with accurate and objective information

about financial products and services, and informs Canadians of their rights and responsibilities when dealing with
financial institutions. FCAC also ensures compliance with the federal consumer protection laws that apply to banks
and federally incorporated trust, loan and insurance companies. The FCAC does not get involved in individual
disputes. The FCAC can be reached at:

427 Laurier Avenue West, 6th Floor

Ottawa ON

K1R 1B9

Services in English: 1-866-461-FCAC (3222)

Services in French: 1-866-461- ACFC (2232)

www.fcac-acfc.gc.ca
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