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|. Introduction

Taking into consideration the goals of supervisawer the financial market specified in
Article 2 of the Act of 21 July 2006 on Financialaltet Supervision (Dz. U. of 2012, item
1149, as amended, hereinafter referred to as thesAch as ensuring correct operation of the
market, its stability, security and confidence lie market, as well as ensuring protection of
its participants’ interests and taking into consitien the tasks of the Polish Financial
Supervision Authority (hereinafter the KNF) spesifiin Article 4.1.2 of the Act, such as
taking measures fostering proper functioning of fihancial market, “Guidelines on motor
vehicle insurance claims settlement” (hereinakéenred to as the Guidelines) are issued.

The purpose of these Guidelines is to define egpiecis of the KNF regarding prudent and
stable management of motor vehicle insurance clasetlement process, in particular

regarding management of risk associated with tinegcgss. This risk may be defined as
uncertainty related to the correct and effectivaings processing conducted by insurance
undertakings. It is primarily associated with operaal risk, and reputation risk. It should

also be noted that the irregularities in motor gkhiinsurance claims settlement process
expose insurance undertakings to the possibilitgpscific financial losses associated with
the necessity to bear the legal costs of dispuig jfasuch dispute is lost, with the necessity to
pay the court costs and legal representation essteell as interest for delay.

The category of motor vehicle insurance coversa@gewange of insurance products. However
the Guidelines represent the opinion of the sup&mi authority and hence supervisory
expectations regarding resolution of the curremttst relevant issues from the perspective of
the supervision authority, regarding claim settlatfer motor third party liability insurance,
casco insurance, personal accident insurance aagdide assistance insurance. In the opinion
of the supervision authority, high standards ofviser provided to policyholders lodging
motor vehicle insurance claims, following from #aplicable law, Supreme Court judgments
based on the applicable law, and established judtgra common courts not only do not
restrict the development of the insurance markatalso ensure its safe and stable operation.
In turn, irregularities regarding motor vehicle unsnce claims settlement affect the
perception of the entire insurance market. In paldr, it is impossible not to notice the
correlation between difficulties in obtaining motaghicle insurance benefits and reluctance
to buy insurance in the future.

The necessity of taking a stance by the supervisigthority on motor vehicle insurance
claims settlement results from the irregularitiesealed in the course of supervision and
reported by other insurance market institutions;luding the Insurance Ombudsman,
regarding in particular:

- untimely payment of insurance benefits,

- payment of insurance benefits in violation of thk ¢ompensation principle,

- violation of disclosure obligations while procegsimotor vehicle insurance claims,

- defective organisation of insurance claims settl@npeocess, in particular insufficient
transparency of this process,

- unclear, incomplete, outdated internal procedureganding insurance claims
settlement in insurance undertakings,
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- insufficient internal control of insurance clainttiment process,

- inadequate supervision and control by insurancenakings over the external entities
that perform insurance claims settlement activitteghem,

- inadequate supervision and control by the goverrogdies of insurance undertakings
over the insurance claims settlement process.

Referring to the above list of irregularities, tosild be noted primarily that insurance

undertaking should build and maintain good relaiamth clients ( in particular with

beneficiaries under insurance contracts) in oraelintrease the confidence not only in

aparticular insurance undertaking or the insuramagket, but in the entire financial market.

Insurance undertaking, as a public trust institytghould operate in compliance with the law
and with due diligence. In this context, the sugson authority raises special concerns about
the observed cases of motor vehicle insurance datttement practices that are inconsistent
with the applicable law, the Supreme Court judgmdrdsed on the applicable law and on
established judgments of common courts, in padrcwith regard to the method for
calculating the amount of motor vehicle insuranemdiits. It is even more alarming, as
insurance undertakings employ highly qualified emgpks, while the observed irregularities
regarding motor vehicle insurance claims settlemesult from the lack of knowledge or the
lack of compliance with the basic rules of insuetew. In the opinion of the supervision
authority, particular attention should be given éasuring professional conduct and
compliance with the professional ethics standardsrg the employees involved in motor
vehicle insurance claims settlement, from the emtmel employees to the members of
insurance undertakings’ governing bodies. Finanaallts cannot be more important than
the principles of honesty, loyalty, and respecttf@r interests of beneficiaries under insurance
contracts.

In the opinion of the supervision authority, dissetjng the full compensation principle
cannot be justified by the underestimation of tmsurance premiums by insurance
undertakings. The supervision authority highligthés obligation of insurance undertakings to
apply Article 18.2 of the Act of 22 May 2003 on tmance Activity (i.e.: Dz. U. of 2013, item
950 as amended), according to which the amoumsofrance premium should at least ensure
compensation of all the obligations under the iasage contract and cover the costs of
insurance activities carried out by insurance utadtérgs. Therefore, insurance undertakings
should calculate premiums in such manner as toigeothe beneficiaries under insurance
contracts with full insurance benefits.

These Guidelines are addressed to the nationalains& undertakings within the meaning of
the Act on Insurance Activity. The Guidelines shibalso be applied by the main branches of
foreign insurance undertakings. In terms of the mearin which insurance claims settlement
processing should be conducted and the manner lofilaing the amount of insurance
benefits, the Guidelines should also be appliedobgign insurance undertakings established
in the Member States of the European Union / Men8iates of the European Free Trade
Association (EFTA) - parties to the European EcoicoArea agreement, that are pursuing
insurance activity in the territory of the Repubdt Poland with respect to motor vehicle
insurance on the terms specified in the Act onraisce Activity.

Guidelines on Motor Vehicle Insurance Claims Setéetn Page 4 of31



This document contains 21 Guidelines which have ldaded into the following areas:

- organisation, management, supervision and confrolaior vehicle insurance claims
settlement process,

- manner of conducting motor vehicle insurance clgnegessing,

— method of insurance benefit calculation.

The supervision authority expects that decisionaceming the scope and manner of

implementation of the solutions specified in th€aedelines will be preceded by an in-depth

analysis and will be supported by an appropriate &if reasoning.

In addition, it is recommended that when some efattivities of insurance undertakings with

respect to motor vehicle insurance claims settléna@a outsourced to the third parties,

insurance undertakings should make every effodnsure that these third parties carry out
the outsourced activities in accordance with trepef these Guidelines. Simultaneously, in
agreements with third parties, insurance underggkshould include appropriate clauses that
guarantee the application of standards set inetli&sidelines by these parties also with

respect to the outsourced activities.

Guidelines from 1 to 13 should be applied to gllety of insurance claims settlement. Other
guidelines should be applied to motor vehicle iasge claims settlement.

The supervision authority expects that the starglatdfined in these Guidelines are
implemented by the supervised entities not latantby 31 March 2015. The Guidelines
should be applied in accordance with the “complyegplain” principle. If the insurance
undertakings withdraw from application of the Guides, the supervision authority expects
that these undertakings explain the reasons flandaio apply the Guidelines in their business
activity. Information on the application of theseli@elines should be provided on the form
which insurance undertakings fill out as part adittown assessment of compliance with the
Guidelines and which constitutes one of the waywedfy by the supervision authority
whether or not and in what manner the Guidelinegehaeen implemented by insurance
undertakings. Insurance undertakings hold the respiity for the application of the
standards defined in these Guidelines. In particuia is unacceptable to shift this
responsibility to the third parties.
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ll. Glossary

Amortization - reduction of the value of a spare part guarahteea part of the insurance

benefit indemnifying the damage to the vehicle urttie motor vehicle insurance contract,

resulting from the difference between the valua oew part used in the repair of the vehicle
and the value that takes into account the degreeear and tear of a part damaged in the
accident.

AVS - authorised vehicle service - vehicle servicdhansed by the manufacturer or importer
of the vehicle.

O parts - new, original spare parts, coming directly frdma manufacturer of the vehicle.

P parts — new, non-original spare parts of a comparab#ity covered with warranty by the
manufacturer who also certifies that these pamscirthe same quality as the components
which are or were used for the assembly of theckehi

Q part - new spare parts of the same quality as thes garhing directly from the vehicle
manufacturer (manufactured according to the prodaoctspecifications and standards
established by the vehicle manufacturer), prodimgetthe same manufacturer that supplies the
vehicle manufacturer with parts for the assemblyatficles or replacement parts (also known
as parts equivalent to the original ones).

Managers — people managing areas of insurance undertakimgshess activity (including
members of the Management Board) in which expertiseotor vehicle insurance claims
settlement is used, and managing organisation&d imiolved in this process.

Liguidator - a person performing activities in the coursensirance claims processing, in
particular regarding: collection of necessary doentation for claims processing, inspection
of the damaged assets, determination of the scbpabdity of the insurance undertaking,

contacting the beneficiary under insurance contiactthe course of insurance claims
processing, determination of the value of insurabeaefits. Whenever the Guidelines
mention the liquidator, it also means a group afgbe carrying out activities in the course of
insurance claims processing, if in a given insueanmdertaking a team of people is
responsible for insurance claims settlement.

Cost estimate method- a method of determining the amount of insuraipeeefits due to
damage to the vehicle, based on a calculation addpy the insurance undertaking, which
specifies the planned cost of repairing the damagédtle.

Service method- a method of determining the amount of insurdraeefits due to damage to
the vehicle, based on the invoice or bill issuedtty repair workshop that performed the
repair of the damaged vehicle.

Supervision authority —Polish Financial Supervision Authority.

Vehicle - mean of transportation whose owner is obligedenrthe Act on Compulsory
Insurance to purchase motor third party liabilitgurance.

Insurance claim settlement process a process comprising of activities aimed atifylizrgy
the circumstances necessary to establish the mseinandertaking’s liability for a fortuitous
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event and possibly the amount of insurance bemiit acceptance or denial of benefit
payment within the period required by the appliedbiv or the insurance contract.

Procedure— a document defining the course of action, adoptethe competent body of the
insurance undertaking with unambiguously specifiedpe and effective dates, distributed in
the manner determined by the insurance undertaking.

Internal control system - a system covering all control mechanisms opeagaim the
insurance undertaking, and in particular: interoahtrol organisation, administrative and
accounting procedures, relevant management infasmatrinciples at all levels of the
insurance undertaking’s organisational structurad aompliance function within the
insurance undertaking, which ensures compliancé whe law, internal regulations and
guidelines of the supervision authority.

Management system -a system consisting of a transparent organisdtginacture, in which
responsibilities are clearly assigned and apprtgdyiadistributed, and ensuring effective
transfer of information and decision-making process

Total loss- in motor third party liability insurance, a dageato the vehicle to the extent that
the value of the expected repair costs determimmedrding to the Guidelines exceeds the
market value of the vehicle before the damage oedur

Partial loss- in motor third party liability insurance, damaigethe vehicle to the extent that
the value of the expected repair costs determinedrding to the Guidelines does not exceed
the market value of the vehicle before the damageroed.

Vehicle insurance— motor third party liability insurance, cascourence, personal accident
insurance for drivers and passengers, and roadsgistance insurance.

Roadside assistance insurancevoluntary insurance against roadside assistaosts in case
of a fortuitous event occurance in connection Witk use of the vehicle, as specified in the
insurance contract.

Casco insurance- voluntary insurance of the vehicle from the effeof fortuitous events, in
particular from damage, destruction and loss.

Personal accident insurance voluntary insurance against bodily injury, hbaltisorder or
death of the vehicle’s driver or passenger.

Motor third party liability insurance —liability insurance of motor vehicle owners agsiun
losses arising from the use of their vehicles, rreté to in Article 4.1 of the Act on
Compulsory Insurance.

Beneficiary - a person entitled to insurance benefit under riiwor vehicle insurance
contract.

Act on Insurance Activity — Act of 22 May 2003 on Insurance Activity (Dz. f.2013 item
950, as amended),

Act on Compulsory Insurance -Act of 22 May 2003. on compulsory insurance, Insgea
Guarantee Fund and Polish Motor Insurers' Bureau: (Dz. U. of 2013., item. 392, as
amended.)
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Loss of commercial value (loss of market value ohe vehicle)- loss of the vehicle value
due to occurrence of a fortuitous event affecting vehicle, resulting in the liability of the
insurance undertaking. It is determined by theedéihce between the market value of the
vehicle before damage and its value under the saanket conditions, after a properly carried
out post-accident repair in accordance with thehrietogy recommended by the
manufacturer, in a repair workshop that meets requents in terms of technology and
human resources to perform such repair.

Insurance undertaking - domestic insurance undertaking and foreign ssce undertaking
that carries out its business activity in the teryi of the Republic of Poland with respect to
motor vehicle insurance.

Full compensation principle — for motor third party liability insurance, thernxiple defined

in Article 361 § 2 of the Act of 23 April 1964 CivCode (i.e. Dz. U. of 2014 item 121),
according to which, within the limits of an adequatause-and-effect relationship,
compensation should, in principle, correspond t® &mount of damages suffered by the
injured party and compensate for the damage whitdctad the injured party’s legally
protected goods or interests.

Lodging a claim - notification of the insurance undertaking of ti@mages in the case of
motor third party liability insurance and notificat of the insurance undertaking of a
fortuitous event in case of casco insurance, pefsaccident insurance and roadside
assistance insurance.
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[1l. List of Guidelines

Organisation, management, supervision and control fomotor vehicle insurance
claims settlement process

Guideline 1

Insurance undertaking should have an appropriate ganisational structure for proper
motor vehicle insurance claims settlement.

Guideline 2

Management Board of insurance undertaking should e effective management of
motor vehicle insurance claims settlement function

Guideline 3

Supervisory Board of insurance undertaking must e€tively supervise the performance of
motor vehicle insurance claims settlement function.

Guideline 4

Insurance undertaking should develop, adopt and eres the proper functioning of the
procedures that are part of the management systenthie insurance undertaking, which
define the manner in which claims processing is cutted.

Guideline 5

Insurance undertaking should implement an effectiveternal control system in the motor
vehicle insurance claims settlement areBhe system should be designed and operated in
such a manner as to support the Management Boarddahe Supervisory Board of the
insurance undertaking in terms of responsibilitiegssociated with managing and
supervising the insurance undertaking’s activiti@s this regard.

Guideline 6

Insurance undertaking should develop, adopt and eresthe functioning of a management
information system on motor vehicle insurance clansettlement, which is tailored to the
scale of the insurance undertaking’s business aitfi and the size and risk profile of that
activity, which is an integral part of the insuramcmanagement system, and which allows
identification of risks occurring in motor vehiclénsurance claims settlement.
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Guideline 7

Insurance undertaking should ensure that outsourgrof motor vehicle insurance claims
settlement activities to external entities does tedd to deterioration of the motor vehicle
insurance claims settlement process and the manageimsystem of the insurance
undertaking, in particular, to excessive exposuredperational risk and reputation risk.

Guideline 8

Insurance undertaking should develop, adopt and eresthe functioning of the liquidators
remuneration system which guarantees efficient motehicle insurance claims settlement.

Guideline 9

Insurance undertaking should ensure that the empéms of motor vehicle insurance claims
settlement units have competencies and knowledgéhearea of the activities performed,
in particular through the access to training in tharea of motor vehicle insurance claims
settlement.
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Manner of conducting motor vehicle insurance claimgrocessing
Guideline 10

Insurance undertaking should conduct the vehiclesumrance claims processing in such
manner that ensures payment of insurance benefits a decision on refusing to pay
insurance benefits in whole or in part within theaties specified in the applicable law and
the insurance contract.

Guideline 11

Communication between the liquidator and the erg#i with which the liquidator is in

contact in the course of the motor vehicle insuranclaims processing, in particular with
the claimant, beneficiary, policyholder, insured drthe perpetrator of the fortuitous event,
should be conducted with due diligence required Hye professional nature of the
insurance activity conducted by the liquidator.

Guideline 12

Insurance undertaking should develop, adopt and eres that procedures defining

communication between the liquidator and the erg#i with which the liquidator is in

contact in the course of the motor vehicle insuranclaims processing, in particular with
the claimant, beneficiary, policyholder, insured drthe perpetrator of the fortuitous event,
are part of the management system in the insuranicelertaking.

Guideline 13

Insurance undertaking should keep motor vehicle urance claims settlement
documentation, including in particular claim docunmgation and justification of the
determination and adjustment of outstanding clainpsovisions, insurance benefits for a
given loss, with due diligence required by the f@ssional nature of the insurance activity
conducted by the insurance undertaking.

Guideline 14

Insurance undertaking should provide beneficiariegith complete and clear information
on the manner of determining the amount of insuraa®enefit.
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Method of insurance benefit calculation
Guideline 15

In the event of a partial loss, insurance undertalg should determine insurance benefit
under the motor third party liability insurance cdract in the amount that enables the
beneficiary to restore the vehicle to its conditibefore damage.

Guideline 16

Insurance undertaking should determine insurance riedit under the motor third party
liability insurance contract in the amount that tads into account deliberated costs and
economically justified costs of new parts and maads used for the repair of the damaged
vehicle.If insurance undertaking proves that the repair hdsd to an increase in the value
of the vehicle in relation to its value prior to éhoccurrence of an insured event covered by
the contract, it may reduce the value of insuranbenefit by an amount corresponding to
such an increase.

Guideline 17

While determining the amount of insurance benefinder the motor third party liability
insurance contract, insurance undertaking shouldk& into account the value of parts that
need to be exchanged, in order to restore the viehoondition to that before the damage.

Guideline 18

Insurance benefit under the motor third party lialttty insurance contract, determined
using the cost estimate method, should be basethervalue of available parts.

Guideline 19

Insurance undertaking should not determine the amduof insurance benefit that results
in limitation of the beneficiary of motor third pay liability insurance contract as to the
possibility of repairing the vehicle, when totalde did not occurlnsurance undertaking
should use the same criteria for calculation of imsince benefit regardless of whether it
determines the amount of insurance benefit in thase of partial loss, or it examines if it
is justifiable to deem the loss to be a total oiiethe loss is deemed to be a total one,
insurance undertaking should provide the beneficjawith assistance as to the use of the
remaining parts of the vehicle.

Guideline 20

Liability of insurance undertaking under the motathird party liability insurance contract
for damage or destruction of a vehicle, in parti@rl of the vehicle that is not used to
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conduct business activity, includes deliberated aadonomically justified expenses for
rental of a replacement vehicle.

Guideline 21

While determining the amount of insurance benefinder the motor third party liability
insurance contract, insurance undertaking shouldk& into account the loss of commercial
value of the vehicle, in cases where such loss besurred.
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V. Guidelines

Organisation, management, supervision and control fomotor vehicle insurance
claims settlement process

1. Guideline 1

Insurance undertaking should have an appropriate ganisational structure for proper
motor vehicle insurance claims settlement.

1.1. The organisational structure should be flexibleugioto be adapted in a timely
manner to changes in the scope of the businessitactarried out by the insurance
undertaking or its business environment relatedh® motor vehicle insurance claims
settlement.

1.2. Insurance undertaking should have documentatiorifypey the organisational
structure of the insurance undertaking, includingtan vehicle insurance claims settlement
process. The documentation should specify, inqudalr, organisational units responsible for
the process of motor vehicle insurance claimsesattht, together with an indication of the
areas of responsibility and the rules of reportmghanagers.

1.3. Employees of the insurance undertaking respongiblsubmitting on behalf of the
insurance undertaking the declarations of intenacreptance or refusal to pay the claim in
whole or in part should have valid authorisatiomstt specifies the scope of their
authorisation.

2. Guideline 2

Management Board of insurance undertaking should e effective management of
motor vehicle insurance claims settlement function

2.1. Management Board undertakes measures that aresaegésr proper and prudent
management of the motor vehicle insurance claintdes®ent area, including identifying,
measuring, monitoring and managing the risks aasetiwith this area.

2.2. Management Board should appoint a person respenfsibsupervision over motor
vehicle insurance claims settlement, who has a etenge in this area resulting from his/her
expertise and professional experience.

2.3. Management Board should examine on a regular blasisurrent situation in the
motor vehicle insurance claims settlement aregairicular, it should analyse the reports
containing aggregate data which are essential ftben perspective of the insurance
undertaking’s business activity profile.
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3. Guideline 3

Supervisory Board of insurance undertaking must ettively supervise the performance of
motor vehicle insurance claims settlement function.

3.1. Supervisory Board should monitor and supervise mieasures taken by the
Management Board that are necessary to identifjgsore, monitor and manage the risks
associated with the motor vehicle insurance claetgement function.

3.2. Supervisory Board should periodically, at leaste¢htimes a year, receive the

reports from the Management Board with the infdramaon important issues occurring in

the motor vehicle insurance claims settlement foncwith aggregate data referring to the
area, which are essential from the perspective@irisurance undertaking’s business activity
profile.

4. Guideline 4

Insurance undertaking should develop, adopt and eres the proper functioning of the
procedures that are part of the management systenthie insurance undertaking, which
define the manner in which claims processing is chtted.

4.1. Procedures, drawn up in Polish, should be suffityerclear, precise and
comprehensive to ensure compliance of the insurandertaking’s activities with the law.
These procedures should cover in particular:

- process of filing a claim,
- process of determining the actual circumstances@vent covered by insurance,

- manner of communication between the liquidator emities with which the liquidator
stays in contact in the course of insurance clgameeessing, in particular with the
claimant, beneficiary, policyholder, insured and fgerpetrator of a fortuitous event,

- manner of performance of disclosure obligationgh®y insurance undertaking in the
course of insurance claims processing,

- manner of regular monitoring of the beneficiary atloer entities (in particular, courts,
prosecutor offices, police and other authoritied arstitutions), in case of delays on
the part of those entities in providing the docutagan necessary to establish liability
of the insurance undertaking and the amount ofrarste benefit,

- manner of determining the insurance undertakiriglslity,

- manner of determining the amount of insurance bignef

- manner of ensuring timely insurance claim procegsin

- process of dealing with complaints in connectiothvihe insurance claim processing,

- manner of collecting and archiving insurance clattmsumentation.
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4.2. Procedures should be designed in a manner thatesnthat tasks of the insurance
undertaking‘s organisational units and job posgiomo not overlap, and there are no
uncovered areas of responsibility.

4.3. Insurance undertaking should supervise the apcatf procedures, in particular,

it should ensure that employees of the insuramcieraking have read and understood these
procedures, it should control the proper carryingaf these procedures, and development of
their modifications, in order to ensure that inswe claims processing is conducted in an
optimal manner from the perspective of insuranceledakings’ business activity, law
requirements and protection of the interests otbeiaries.

4.4, In order to ensure the correct application of thecedures, insurance undertaking
apply means to make a permanent record and hdvecdntrol of insurance claims
processing, e.g. recording telephone calls in th&se of the insurance claims processing,
using the tool of a “mystery client".

4.5, Procedures and their application should be subjecta regular review and
verification by the Management Board and underitkernal control system, at least once a
year and whenever significant changes in the aesviof the insurance undertakings are
introduced. Review or verification should be docuied.

5. Guideline 5

Insurance undertaking should implement an effectiuaeternal control system in the motor
vehicle insurance claims settlement function. Thesgem should be designed and operated
in such a manner as to support the Management Boamt the Supervisory Board of the
insurance undertaking in terms of responsibilitiegssociated with managing and
supervising the insurance undertaking’s activiti@s this regard.

5.1. As part of the internal control system, insurancelartaking should have an
effective system for identification of irregulag#i in the motor vehicle insurance claims
settlement function and a system for reportinghafse irregularities that is adequate to the
scale of business activity, which, in particuldrosld determine frequency, recipients and the
minimum content of these reports.

5.2. Insurance undertaking should have tools for ongonogitoring of the insurance
claims processing for e.g.: timeliness, the o@we of catastrophic events, (filing) lodging
claims exceeding the standard value, claims in oagdich there is a suspicion of attempted
extortion of insurance benefits.

5.3. As part of the internal control system, insuranodartaking should, systematically
monitor compliance of the insurance claims settl@npeocess with the law, Supreme Court
judgements based on it and with established judgesmef common courts, as well as
guidelines of the supervision authority and intépracedures.

5.4. In the motor vehicle insurance claims settlemee&ainsurance undertaking should
ensure the compliance with the law, Supreme Cauwlggments based on it and with
established judgements of common courts, as welitsthe guidelines of the supervision
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authority and internal procedures of the insuranndertaking._The compliance function
should include, in particular: assessment of pdéssimpact of any changes in the legal
environment on the motor vehicle insurance claireftlesnent area, identification and
assessment of risks associated with compliance téHaw, internal regulations of a given
insurance undertaking and guidelines of the supienvi authority and also Management
advising in this respect.

5.5. If justified by the scale of insurance undertakggusiness activity as well as the
size and risk profile associated with that activitye insurance undertaking should provide
controls / audits of motor vehicle insurance claisettlement by controllers / auditors
specialised in this field.

5.6. Internal audit of insurance undertaking should @irnsf a regular assessment of at
least adequacy, effectiveness and efficiency ofrtteznal control system.

5.7. Auditors / controllers should act in an objectiveadaindependent manner.
Objectivity and independence is limited in partasulvhen an auditor / controller examines
operational activities in the motor vehicle inswrarlaims settlement function for which they
were responsible in the year preceding the examimat

5.8. If, due to the possibility to provide an advisognsgce by the auditors / controllers,
their independence or objectivity may be limitedcls limitation must be disclosed by them
and properly reported.

5.9. Motor vehicle insurance claims settlement functsimould be included in the
internal audit / internal control plans that aresdzh in particular on the documented risk
assessment methodology within this function. Whexking internal audit / internal control
plans in the motor vehicle insurance claims settlenfiunction, insurance undertaking should
take into account in particular: the degree of @isation of the motor vehicle insurance
claims settlement process and technological advaet of the insurance undertaking, as
well as the scope of authorisations granted andahge of activities outsourced to external
entities.

5.10. Reports of the internal audits / internal contrsi®uld be communicated to the
managers of the insurance undertaking’s organisaltionits undergoing audit / control after
each audit / control, regardless of whether amggurtarities have been identified.

5.11. Results of internal audits / internal controls ddoalways be documented and
reported to the Management Board, the Audit Conemitbr the Supervisory Board. The
implementation process of the recommendations dsdfodowing the internal audits or
internal controls should undergo monitoring andpgrcsupervision.

6. Guideline 6

Insurance undertaking should develop, adopt and eresthe functioning of a management
information system on motor vehicle insurance clansettlement, which is tailored to the
scale of the insurance undertaking’s business aitfi and the size and risk profile of that
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activity, which is an integral part of the insuramcmanagement system, and which allows
identification of risks occurring in motor vehiclensurance claims settlement.

6.1. Functioning of an adequate management informatystem related to the internal
control system should be based on written procedadepted by the competent body of the
insurance undertaking in accordance with the ldatutes and internal regulations in force.
These procedures should take into account orga@mmsét structure of the insurance
undertaking, the tasks performed in the motor Mehitsurance claims settlement process, IT
systems used in this process, human resource® afshirance undertaking and the division
of tasks within the Management Board.

6.2. Management information system should be designddranaged in such a way as
to provide support to the Management Board andbtigervisory Board.

6.3. Management information system should provide theagars - at different levels
of management - with access to accurate and reliabbrmation in the process of vehicle
insurance claims settlement process that is reteteathe insurance undertaking's business
profile, including in particular:

- timely payment of insurance benefits,
- timely fulfillment of statutory disclosure obligatis,
- data on insurance benefit payments,
- data on denials of insurance benefits payments,

- the number of complaints submitted to the insuramogertaking in reference to the
motor vehicle insurance claims settlement process,

- risks identified in the motor vehicle insuranceita settlement process,
- data on claims provisions and their adequacy

6.4. Management information intended for managers d&eraint levels of management
should be transferred on a regular basis, in pdatic daily, weekly, monthly, in order to
ensure the best possible use of the data contamedtiem in the process of ongoing
management, monitoring and supervision of motorickehinsurance claims settlement
process and risks present in the process.

6.5. Procedures governing the management informatiotersyand functioning of this
system should undergo review at least once a year.

7. Guideline 7

Insurance undertaking should ensure that outsourgrof motor vehicle insurance claims
settlement activities to external entities does tedd to the deterioration of motor vehicle
insurance claims settlement process and the manageimsystem of the insurance
undertaking, in particular, to excessive exposuedperational risk and reputation risk.
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7.1. Insurance undertaking should immediately inform shpervision authority of the
conclusion of a contract with an external entityg subject of which is outsourcing to this
entity the activities involving submission of da@fons of intent with regard to claims.

7.2. Outsourcing of activities in the field of motor vele insurance claims settlement to
an external entity does not exempt the insurandensaking from liability for the quality and
timeliness of these activities.

7.3. Insurance undertaking should have outsourcing ploes that are current,
complete, compliant with the law and adequate éoctmaracteristics, scale and complexity of
its business activity, and that specify in parécuhe method of selecting an external entity,
the information to be included in the contract watich an entity, contract template, as well as
specific conditions for carrying out the outsourcedivities, and the process of analysing
risks associated with outsourcing.

7.4. Procedure of selecting an external entity shouttliote the risks associated with the
outsourced activities and cover in particular: asseent of the security level and quality of
the performed activities ensured by this entity.

7.5. Insurance undertaking should analyse the riskscaed with the bankruptcy of an
external entity or sudden termination of cooperatlny the entity, and have effective
contingency plans related to the occurrence of suohations.

7.6. Insurance undertaking should monitor the qualitysedvices provided by external
entities, and important findings resulting from Isumonitoring should be periodically
presented to the Management Board of the insuramdertaking as a part of the management
information system. The scope, frequency and metleédnonitoring and reporting should
take into account specificity of the services pded and their significance from the
perspective of continuity and security of actistigerformed by the insurance undertaking.

7.7. A contract with an external entity, concluded (eede into) by insurance
undertaking, the subject of which is outcoursing aaftivities regarding motor vehicle
insurance claims settlement should determine itiqodeir:

- obligation of the external entity to perform outsmd activities to ensure compliance
of the motor vehicle insurance claims processirty te applicable law,

- detailed manner of carrying out the outsourcedviiets that ensures compliance of
the activities performed by the external entityhatihe motor vehicle insurance claims
settlement procedures that are in force in therarmste undertaking,

- obligation of the external entity to inform the umance undertaking of any events that
may have a significantl influence on its abilitygerform the outsourced activities or
compliance of the insurance undertaking’s actigsitseth the applicable law within the
scope of outsourcing,

- principles of liability of the external entity fd@ilure to perform or for improper
performance of its obligations (including, e.gpstation of contractual penalties),

- clearly defined contract performance control medran (i.e. principles for evaluation
of the cooperation with an external entity, specitiles for the control of the external
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entity by the insurance undertaking, including skepe of control, rules and deadlines
for the exercise of follow-up recommendations by ¢xternal entity),

- scope of information and documentation transfetcethe insurance undertaking by
the external entity in connection with the actestibeing performed,

- rules of reporting to the insurance undertaking@byexternal entity within the scope of
outsourced activities, including e.g. rules for widreg up statistics for activities
performed by the external entity that enable theessment by the insurance
undertaking of the efficiency and quality of thetsmurced activities in the field of
motor vehicle insurance claims settlement,

- provisions to ensure that a conflict of interesiaen the external entity and insurance
undertaking is identified and properly managed,

- clearly defined system of mutual settlements betwtbe insurance undertaking and
external entity,

- clearly and specifically defined terms of contremination, including time limits for
contract termination as a result of a notice ahiaation appropriate to the scale of the
outsourced activities,

- terms of further outsourcing (suboutsourcing), udahg provisions to ensure that it
does not violate the obligations of the externditgnn reference to the insurance
undertaking.

8. Guideline 8

Insurance undertaking should develop, adopt and eres the functioning of liquidators’
remuneration system which guarantees efficient motehicle insurance claims settlement.

8.1. Procedures for determining the liquidator's rematien system should clearly,
transparently and precisely specify the following:

- manner of determining the amount of base salargdan objective criteria and taking
into account the nature of work performed, quadificns required for its performance,
and quantity and quality of work,

- methods of determining variable remuneration corepts(e.g. task bonuses, awards,
guarterly and annual bonuses, etc.) based on dtaiargi and qualitative criteria
referring to the work performed, if such componeats part of the liquidators’
remuneration system in the insurance undertaking,

- manner of verification if the objective criteria darlying the entitlement to the
variable components of remuneration are met.

8.2. Insurance undertaking should not make the liguatemuneration dependent on
the amount of benefits paid by him/her.

8.3. Procedures for determining the liquidators’ rematien system should include
elements motivating liquidators to carry out tHainctions in a manner characterized by:
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- high quality of work,
- fast pace of claims processing,

- compliance with the law and internal regulationstloé insurance undertaking, in
particular requiring the insurance undertaking tspect the principle of full
compensation,

- claims processing that results in the reductionashplaints, or a low number of such
complaints,

- care about the insurance undertaking’s reputation.

8.4. Insurance undertaking should supervise the prooésspplying procedures that
define the liquidators’ remuneration system. Thiscpss should guarantee the control of the
correct implementation of the adopted liquidateeshuneration system, and development of
its modifications, in particular to ensure that theurance claims processing is optimal from
the perspective of the insurance undertakings’ nass activity, requirements under the
applicable law and protection of the beneficiaipterests.

8.5. Procedures for determining the liquidators’ rematien system and their
application should undergo review at least oncea.y

9. Guideline 9

Insurance undertaking should ensure that the empéms of motor vehicle insurance claims
settlement units have competencies and knowledgéhearea of the activities performed,
in particular through the access to training in tharea of motorvehicle insurance claims
settlement.

9.1. Insurance undertaking should organise regularitrgifor employees of the motor

vehicle insurance claims settlement units, whiclouth cover issues relevant from the
perspective of compliance of the insurance undemtgk business activity with the applicable
law, Supreme Court judgments based on it and vetabdished judgments of common courts
and the guidelines of the supervision authority.

9.2. Insurance undertaking should appoint one of itsagars as a person responsible
for defining the scope of knowledge related to éinea of motor vehicle insurance claims
settlement that would be adequate to different pokitions and the form in which such
knowledge is transferred.

9.3. The knowledge may be transferred through dedicdtathing, presentations,
reports. The person referred to in Guideline 9.@ukh be involved in the definition of the
scope of training and in preparation of the tragnotan.
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Manner of conducting the motor vehicle insurance @ims processing
10. Guideline 10

Insurance undertaking should conduct the vehiclesumrance claims processing in such
manner that ensures payment of insurance benefits a decision on refusing to pay
insurance benefits in whole or in part within theaties specified in the applicable law and
concluded insurance contract.

10.1. Upon receiving of a claim, insurance undertakingusth independently and actively
take all objectively possible measures within th&urance claims processing (e.g. to obtain
information from police units, withesses reporis)particular, insurance undertaking should
not wait for a court judgment in a situation whelgective self-determination of liability or
the amount of insurance benefit by the insurancketaking is possible.

10.2.  When justified, within the dates specified in thgplcable law and insurance
contract, insurance undertaking should pay the gpuded part of insurance benefit in the
amount corresponding to the size of damage detedvn the date when decision to pay the
undisputed portion of benefit was made.

10.3.  Any claim lodged together with the notice aboutositous event or with the
notice about the damage or at a later date, shmutmbnsidered with regard to the obligations
arising from the applicable law, in particular withgard to the time frames and disclosure
obligations.

10.4. Insurance undertaking should not make the comnmeect or continuation of
motor vehicle claims processing dependent on tlesgmtation, by the beneficiary or the
person submitting the claim, of documents configreonclusion of insurance contract.

10.5. Insurance undertaking cannot shift on the beneficia the claimant the obligation
to obtain and provide the documents needed to ledtdiability of the insurance undertaking
or the amount of insurance benefit, if the insueanmdertaking alone may obtain such
documents on the basis of the applicable law.

11.Guideline 11

Communication between the liquidator and the ergdi with which the liquidator is in

contact in the course of the motor vehicle insuranclaims processing, in particular with
the claimant, beneficiary, policyholder, insured drthe perpetrator of the fortuitous event,
should be conducted with due diligence required Hye professional nature of the
insurance activity conducted by the liquidator.

11.1. Notifying the claimant by the insurance undertakaigput the documents required
to establish liability of the insurance undertaking form other than written, requires explicit
consent of the claimant.

11.2. Written notification of the insurance undertakingns within the time frames
indicated in the Act or in the insurance contraatthe claimant, about the reasons for the
inability to satisfy their claim in whole or in gamust include an indication of the specific
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cause preventing settlement of claim in a givere caslication of the likely date at which it
would be possible and, if the reason refers tocthgnant, an indication of how the claimant
should cooperate with the insurance undertakirgydier to complete the claim processing.

11.3. Notification that the insurance benefit does ngilgapr its amount is different than
that specified in the claim should indicate speafrcumstances and the legal basis justifying
the refusal to pay the insurance benefit.

11.4. Upon request of beneficiaries in the light of thetAn Insurance Activity,
insurance undertaking should promptly provide theith the information and documents
collected to determine its liability or the amowifithe insurance benefit.

11.5. Every time insurance undertaking provides the mfmron and documents referred
to in Guideline 11.4, it should make a record oruwtoent this fact indicating the scope of that
access.

12.Guideline 12

Insurance undertaking should develop, adopt and eres that procedures defining
communication between the liquidator and the erggi with which the liquidator stays in
contact in the course of the insurance claims prgseng, in particular with the claimant,
beneficiary, policyholder, insured and the perpetva of the fortuitous event, are part of the
management system in the insurance undertaking.

12.1. In accordance with the procedures, the benefictaryhe claimant, immediately

after lodging the claim should be provided with tzmh details of the liquidator conducting
the insurance claims processing initiated with filieg, to enable direct contact with the
liquidator. If a team of people (liquidators) isspensible for settlement of the claim in a
given insurance undertaking, it is sufficient toyade contact details of one of the liquidators.

12.2. These procedures should ensure:

- fast and easy access to the liquidator involvaatatessing of the claim,

- provision of comprehensive explanations by theitigtor,

- high quality of the information, and its objectwiticcessibility and comprehensibility,

- immediate access by the beneficiary or the claimanthe files of the claim
processing.

12.3. Procedures of the insurance undertaking shouldrernte possibility of making
direct contact with the liquidator by the entiti@#h which the liquidator stays in contact
during the insurance claims processing, in pasdicuby the claimant, beneficiary,
policyholder, insured and the perpetrator of auitous event, via telephone or e-mail, and
also, if justified by the scale of the insurancesibass activity and the size and risk profile
associated with this activity, the insurance uradeng may allow other forms of contact with
the liquidator, e.g. personal contact or contaattiie insurance undertaking’s website.
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12.4. In accordance with the procedures, in the event ttiia liquidator contacts the
entities with which the liquidator stays in contacthe course of insurance claims processing,
in particular with the claimant, beneficiary, pofolder, insured and the perpetrator of a
fortuitous event, and this contact ends with makergangements for further claims
processing, such arrangements should be recordetbim that allows for their future access
to such recording.

12.5. In accordance with the procedures, in the courseclaims processing, the
liquidator, being in contact in particular with tbkaimant, beneficiary, policyholder, insured
and the perpetrator of a fortuitous event, shoulmdasituations that may cause a conflict of
interest. In the event that such conflict of ingrarises, the liquidator must notify the
insurance undertaking, and also should be able itbdww from the insurance claims
processing.

13.Guideline 13

Insurance undertaking should keep motor vehicle urance claims settlement
documentation, including in particular claim docunmgation and justification of the
determination and adjustment of outstanding clainpsovisions, insurance benefits for a
given loss, with due diligence required by the mss$ional nature of the insurance activity
conducted by the insurance undertaking.

13.1. If the insurance claims processing documentatianastained in digital form, the
manner of collecting such documentation should ensmmediate access to all the
documents collected by the insurance undertakintpenprocess, on terms identical to those
applicable to files in paper form.

13.2. Documentation for outstanding claims relating ty amsurance claims processing
should include evidence of dispatching and recgiviby the insurance undertaking of
individual letters in the course of correspondesmaehanged in the process.

13.3. Documentation for outstanding claims relating ty arsurance claims processing
should include, in addition to the decision to pagurance benefit, also confirmation of the
actual payment of the insurance benefit on a gdadg.

13.4. Documentation for outstanding claims relating ty arsurance claims processing

should be numbered in the order of appearance afrdents in the claim settlement process,
regardless of whether the documentation for oudst@nclaims is maintained in paper or

digital form.

14.Guideline 14

Insurance undertaking should provide beneficiariegith complete and clear information
on the manner of determining the amount of insuraadenefit.
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14.1. Insurance undertaking on its own initiative shoptdvide the beneficiary, with
calculation of the vehicle repair costs based omchvithe value of insurance benefit is
determined.

14.2. The calculation should include information concegnin particular:
- vehicle make,

- vehicle model,

- vehicle type,

- registration number,

- vehicle identification number,

- date of first registration (first entry into tradji

- year of production and mileage of the damaged \ehic

- number and type of operations necessary to rejpaivehicle (replacement / repair of
parts, painting of elements)

- parts undergoing replacement and repair,

- parts quality (O, Q, P), which was taken into actoin the calculation, their
manufacturer and supplier,

- the number and the type of man-hours required mapbete the repair of the vehicle,
- the price of parts and man-hour rates.

14.3. If the insurance undertaking proposes to settle dlaém as a total loss, the
insurance undertaking should provide the benefiomath full valuation of the vehicle before
and after the occurrence of the event covered syramce, which is the basis for determining
the amount of insurance benefit, including inforim@aton the type and amount of any
adjustment to the vehicle value, as well as detari@rmation including the data specified in
guideline 14.2 on the calculation of anticipatedts of repair of the damaged vehicle, which
became the basis for recognition by the insurameckeaking that settlement of total loss is
justified.

14.4. If in accordance with the vehicle value determimatiules adopted by the insurance
undertaking, application of a given vehicle valuguatment and its amount depends on the
discretion of the liquidator, justification of su@djustment in a given amount should be
explained to the beneficiary.
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Method of insurance benefit calculation
15. Guideline 15

In the event of a partial loss, insurance undertalg should determine insurance benefit
under the motor third party liability insurance cdract in the amount that enables the
beneficiary to restore the vehicle to its conditibefore damage.

15.1. Regardless of whether the amount of insurance heisefietermined with the
service method or the cost estimate method, theranse undertaking should not apply
practices leading to the violation of full competi@a principle. In particular, if a claim is
settled using the cost estimate method, the insarandertaking cannot apply other criteria
for accounting for prices of replacement parts sphir workshops services than in the case
of claim settlement using the service method.

15.2. Calculation of vehicle repair costs, being the §&si determining insurance benefit

using the cost estimate method should be made loestee market value of the services and
replacement parts on the date when the amountrapepsation was determined including
VAT (unless the beneficiary is a VAT payer and msitbeed to reduction of the amount of tax

due by the amount of tax calculated at the momeptichase of goods or services), using:

- time standards for repairs ensuring provision efghrvice in a way that the vehicle is
restored to its pre-damage condition,

- man-hour rates set by the insurance undertakingherbasis of prices charged by
repair workshops operating in the place of residenc registered office of the
beneficiary, or by repair workshops, which are ablgerform repairs guaranteeing
that the vehicle is restored to its pre-damage itiongl

- replacement parts and materials that ensure réstoiet the vehicle to its pre-damage
condition.

15.3. At the beneficiary’s request, the insurance uné#erta provides a detailed
explanation on what basis the price of servicesl tgerepair workshops, referred to above,
was determined. At the request of the beneficitlrg, insurance undertaking is obliged to
indicate the repair workshop providing repair segvin the place of residence or registered
office of the beneficiary which is able to makeawp to ensure restoration of the vehicle to
its original condition at the price set forth by timsurance undertaking.

15.4. Insurance undertaking should not require the beiae§i to present documents
certifying purchase of certain parts subsequergbdufor the vehicle repair and their quality
class (O, Q, P), unless the document defining tis¢ af repair does not indicate specific parts
used in that service and their quality class (OPR,

15.5. If calculation of the repair costs included in ttest estimate prepared by an expert
or a repair workshop on behalf of the beneficiaydisputed, , the insurance undertaking
should justify the basis on which it assumed thatdstimate is incorrect.

16.Guideline 16

Guidelines on Motor Vehicle Insurance Claims Setdatn Page 26 of31



Insurance undertaking should determine insurance riedit under the motor third party
liability insurance contract in the amount that tas into account deliberated costs and
economically justified costs of new parts and maads used for the repair of the damaged
vehicle.If insurance undertaking proves that the repair hdsd to an increase in the value
of the vehicle in relation to its value prior to éhoccurrence of an insured event covered by
the contract, it may reduce the value of insuranbenefit by an amount corresponding to
such an increase.

16.1. If a given part qualifies for replacement, in detgring the amount of insurance
benefit, it is appropriate to take into accountvhkie of the new part.

16.2.  While determining the insurance benefit, the insoeaundertaking should not
apply amortization. That principle applies to ahahged parts of the vehicle.

16.3. In a situation where as a result of the vehiclanmepn particular through the use of
new parts, the value of the vehicle as a wholebleas increased in relation to its value before
the occurrence of the event covered by the moiad fharty liability insurance contract, the
insurance undertaking may reduce the value ofrthigrance benefit by a value corresponding
to this increase. The burden of proof in this rdgasts with the insurance undertaking which
should provide the beneficiary with a detailed aéilon of the market value of the vehicle
before and after the event, showing the increasalire of the vehicle as a result of the use of
new parts for the vehicle repair.

17.Guideline 17

While determining the amount of insurance benefinder the motor third party liability
insurance contract, insurance undertaking shouldk& into account the value of parts that
need to be exchanged, in order to restore the viehtondition to that before the damage.

17.1. Insurance undertaking should include only the vabfieO parts in the case of
vehicles covered with warranty of the manufactuko makes the warranty conditional upon
the use of only new replacement parts for repair.

17.2. Insurance undertaking should take into accountwdlee of O parts also when
justified by the particular interests of the beokfiy (e.g. when the vehicle has been
previously serviced and repaired using only O pdhs use of parts of other quality may
affect its commercial value, or when the benefictaais already performed vehicle repair with
the use of O parts and provides the insurance taldieg with a proof of such repair). If in
the cases described in the preceding sentencesimance undertaking determines insurance
benefit amount using the prices of parts other Baparts, it should provide the beneficiary
with detailed justification of such decision.

17.3. Subject to the Guidelines 17.1 and 17.2, while rdet@dng the amount of the

insurance benefit using the cost estimate methua irtsurance undertaking may take into
account the value of Q parts, if it proves to tlemddiciary that these parts come from the
parts manufacturer supplying the parts to the Jyemeanufacturer and the manufacturer of
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these parts confirmed that they have been manuéaticcording to the specifications and
production standards established by the vehicleufaaturer.

17.4. While setting the amount of insurance benefit, itteeirance undertaking may take
into account the value of P parts, if justifiedparticular by the age of the damaged vehicle,
the degree of overexploitation of parts in the gkhias well as the simplicity of the parts’
design (that makes it possible to assess suitalidit full restitution of such parts without
complex examination). However, even in these cadethe beneficiary has a particular
interest in the use of O parts or Q parts, therarste undertaking should determine insurance
benefit taking into account the value of thesegart

17.5. If, on the terms set out in the Guidelines 17.3 a@idt, the insurance undertaking
takes into account the value of parts of lower igpdQ or P) than the part qualified for
exchange (O or Q), it should provide the beneficiaith an personalised justification of such
decision.

18.Guideline 18

Insurance benefit under the motor third party liality insurance contract determined using
the cost estimate method should be determined basetthe value of available parts.

18.1. Insurance undertaking should inform the beneficairy

- which quality of parts (O, Q, P) were taken inte@amt to determine the amount of
insurance benefit,

- which entities are manufacturers of these parts,
- what is the warranty period for these parts,

- form which (specifically named) manufacturers oipgiers the beneficiary may
purchase these parts at prices proposed by theairi undertaking at the time of
determining insurance benefit.

18.2. Insurance benefit amount determined by the ins@anodertaking under
Guidelines 17.1- 17.4, in terms of cost of parisubth allow the beneficiary to purchase a new
part in place of the damaged one on the local matkearts of lower quality are not
available, in the calculation of insurance bendfig insurance undertaking should take into
account the value of parts of higher quality.

19. Guideline 19

Insurance undertaking should not determine the amduof insurance benefit that results
in limitation of the beneficiary of motor third pay liability insurance contract as to the
possibility of repairing the vehicle, when totalde did not occurlnsurance undertaking
should use the same criteria for calculation of imsince benefit regardless of whether it
determines the amount of insurance benefit in thase of partial loss, or it examines if it is
justifiable to deem the loss to be a total orlé.the loss is deemed to be a total one,
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insurance undertaking should provide the beneficjawith assistance as to the use of the
remaining parts of the vehicle.

19.1. Insurance undertaking should not limit in any marthe beneficiary’s discretion to
decide on the possibility and extent of vehicleargpif there are no grounds to settle the
claim as total loss, in particular it should not:

- impose on the beneficiary the obligation to agre# whe insurance undertaking the
cost of repair before it takes place,

- impose on the beneficiary the obligation to docuitee vehicle repair with bills /
invoices covering the total cost of repair befar@akes place,

- for the purpose of determining whether it is poesio settle the claim as total loss,
estimate the cost of vehicle repair at the highemt-hour rate in the local market (e.g.
by AVS and using the O parts, if in reference t® sme vehicle and the same claim,
the same principles in the case of partial losteseént would not be applied.

19.2. Insurance undertaking should estimate in the saar@ner the value of the vehicle
immediately before the damage has occurred andtpected cost of vehicle repair, both
during verification whether or not there are grasifiat settling the claim as total loss, as well
as in the event when the claim is qualified asiglaiss, in particular regarding the value of
parts O, Q and P, labour costs, as well as VAT.

19.3. In the event of total loss, the insurance undentalshould provide the beneficiary
with assistance to dispose of vehicle remains, atgthe request of the beneficiary,
independently present the beneficiary with an ofierpurchase the remains at a price
consistent with the valuation proposed by the iasce undertaking or to indicate an entity
which is willing to purchase the remains at thisgr

19.4. In the absence of the possibility to sell the remeat a price consistent with the
valuation proposed by the insurance undertakirgjrtburance undertaking should adjust the
amount of insurance benefit accordingly.

20.Guideline 20

Liability of insurance undertaking under the motathird party liability insurance contract
for damage or destruction of a vehicle, in parti@arl a vehicle that is not used to conduct
business activity, includes deliberated and econcatly justified expenses for rental of a
replacement vehicle.

20.1. Insurance undertaking should individually considach claim for reimbursement
of replacement vehicle rental costs taking intooaot all the circumstances of the case.

20.2. Entitlement to insurance benefit on account of aepinent vehicle rental costs
should not be conditional upon the beneficiaryahitity to use public transport.

20.3. Entitlement to insurance benefit on account of aepinent vehicle rental costs
should not be conditional upon the fact of condwgtusiness activity by the beneficiary.
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20.4. Entitlement to insurance benefit on account of aepment vehicle rental costs
should not be conditional upon proving by the bemeafy, who uses the vehicle for personal
purposes, that without renting the replacement ckehithe beneficiary would experience
another property loss. The entitlement should netcbnditional upon proving by the
beneficiary that the replacement vehicle is usegetrdorm various activities of daily living, if

the injured party has proven that they use theacgphent vehicle in a different way.

20.5. In each individual case, the scope of compensaiforeplacement vehicle rental
costs should be defined by the criterion of itspese and economic justification. Insurance
undertaking should therefore be obliged to reimbduihe deliberated costs and economically
justified costs allowing elimination of negative nsequences for the beneficiary, which
cannot be eliminated in a different way, maintagnia reasonable balance between the
beneficiary’s benefit and burden on the insuranweuaking.

20.6. Immediately upon lodging of claim, insurance undlirig should provide
information on the principles of replacement vehiokntal costs recognition, in particular
referring to the type / class of the rented vehigleerein the information should clearly state
that the beneficiary may rent a replacement velotleubstantially similar class for the time
of repair of the damaged vehicle or the time neargs® purchase another vehicle, at prices in
the local market. In assessing whether the clainréonbursement of replacement vehicle
rental costs is justified, the insurance undertgighould also take into account the facts that
indicate when renting a replacement vehicle is glymais.

20.7. Reimbursement applies not only to the deliberatetl economically justified cost
of rental which has been actually paid by the hersl, but also the cost of rental payable,
but still unpaid.

20.8. Insurance benefit paid by the insurance undertaghayld cover reimbursement of
expenses for the period of replacement vehicleaterdcessary to repair the damaged vehicle
or purchase a new vehicle by the beneficiary in gpecific case. Insurance undertaking
should not automatically determine the time frarhéatility for replacement vehicle rental
cost, in particular, limit the time frame to the-called technological repair period (which
includes only theoretically estimated amount of rhanrs necessary to repair the vehicle)
without taking into account other objective fact@ffecting duration of the beneficiary’s
inability to use their own vehicle.

20.9. Insurance undertaking may make deductions fronramae benefit for replacement
vehicle rental costs by the costs of using berefits own vehicle not incurred by the
beneficiary (in particular the cost of fuel, tireslowever, deduction from insurance benefit in
this regard should be based on clear and indivibasis. It is unacceptable to use deductions
in the unjustified form of lump-sum or other arhity adjustments.

20.10. Adjustment of insurance benefit in relation to elaiodged by the beneficiary is
possible only upon presentation by the insurancdedaking of a written justification.
Insurance undertaking is obliged to provide dethjlestification for only partial recognition
of the claim made by the beneficiary in comparisoti the replacement vehicle rental costs
incurred by the beneficiary.
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21.Guideline 21

While determining the amount of insurance benefinder the motor third party liability
insurance contract, insurance undertaking shouldk& into account the loss of commercial
value of the vehicle, in cases where such loss besurred.

21.1. Upon receiving of claim, the insurance undertakshguld inform the beneficiary
about the possibility to lodge a claim for the ladsthe commercial value of the vehicle
regardless of the form and manner of lodging thel

21.2. On its own initiative, following the principle ofrpdent management of insurance
undertaking, the insurance undertaking should emamwihether it is justified to include in the
insurance technical provisions the potential ligpibf the insurance undertaking for the loss
of commercial value of the vehicle resulting fromnmbhge and after taking into account the
vehicle repair in connection with this damage, rdigss of the whether the beneficiary has
lodged claim in this regard or not.

21.3.  While examining whether it is justified to include the insurance benefit the loss
of commercial value of the vehicle, the insuranodeartaking should apply the principle of
personalised assessment of the claim, taking cttoumt all the circumstances of the case.
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