9. COMPLAINT PROCESS FL.OW CHART

Customer files a complaint via website, email, telephone call or personal visit.

4

Complaint is received by Lockton Associate who acknowledges the complaint within 24 hours,

and raises the complaint to the Line Manager and Department Head

!

The Line manager and Department Head assign the complaint to a Complaint Owner

!

The Complaint Owner investigates the complaint and responds to the Complainant within 2
business days with the resolution and the time frame required for the resolution and informs the
Compliance Officer.

The Complaint Owner must resolve the complaint within 15 days & check whether customer is in
agreement with the final resolution.

Complaint Resolution

Complainant does not
agree with the resolution

L :

Complainant is satisfied

The Complaint Owner must escalate the case to the End of process.
Department Head and CEO for resolution Complaints log is
= l updated by the

Compliance Officer.

New resolution communicated to the Complainant

Complainant is satisfied Complainant still not
satisfied
End of process. Complaints log is Complainant will be informed of resolution options & the

updated by the Compliance Officer. = regulatory authority contact details. Complaints log is updated.
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