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CLIENT COMPLAINT HANDLING PROCEDURE
MARINE UNDERWRITING SERVICES

.........................................................................................................................................................

MINIMUM INFORMATION TO BE 1. For a natural person - name, surname and information which allows one to clearly
PROVIDED IN THE COMPLAINT identify this person and for a legal entity - name and registration number;

2. particular Employee regarding whose activity in the distribution of insurance and

reinsurance the Complaint has been submitted;

3. justification of dissatisfaction with a particular Employee’s activities of insurance or
reinsurance distribution by giving as detailed a description of the facts as possible,
providing the reasons for the dissatisfaction and adding documents substantiating the

reasons for the dissatisfaction to the Complaint;

4. if the Complaint is submitted in writing, the personal signature of the Complainant if
a natural person, and in the case of a legal entity - personal signature, name, surname
and position of its representative, if the Complaint is signed by an authorised person -

original of the authorisation must be added to the Complaint.

FEE FOR REVIEWING OF THE Reviewing of the Complaint is free of charge.

COMPLAINT

PERSON TO WHOM THE Person responsible for handling Complaints — Maris Purlaurs.
COMPLAINT SHALL BE

ADDRESSED

SUBMISSION TYPE OF COMPLAINT | The Complaint may be submitted in paper by mail or by submitting it in person at the
address of Marine Underwriting Services - 4A Baznicas Street, Riga, LV-1010, Latvia,
or at the address of Marine Underwriting Services branch office in Lithuania —

M. K. Ciurlionio g. 84 B-58, Vilnius, 03100, Lithuania.

The Complaint may be submitted electronically by sending it to the e-mail of

Marine Underwriting Services: maris@underwriting.lv (Latvia, Lithuania).

The Complaint may also be submitted verbally by contacting the Person responsible

for reviewing claims by phone +37167830870 (Latvia, Lithuania) or in person.
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PERSON REVIEWING THE
COMPLAINT

Person responsible for handling complaints in Marine Underwriting Services is Maris
Purlaurs, and all Complaints submitted to Marine Underwriting Services should be

addressed to him; Person responsible for handling complaints in Marine Underwriting
Services branch office in Lithuania is Linas Stanaitis, and all Complaints submitted to

Marine Underwriting Services branch office in Lithuania should be addressed to him.

If the Complaint is filed about the Employee who is the Person responsible for handling
Complaints, all responsibilities of the Person responsible for handling Complaints set
out in this document with respect to such Complaint shall be performed by another
person appointed by the board of Marine Underwriting Services to handle the particular

Complaint.

If the Complaint is submitted about a member of the board of Marine Underwriting
Services, this board member shall not participate in the decision making related to

handling the Complaint.

COMPLAINT REVIEW DEADLINES

The Person responsible for handling Complaints shall review the Complaint and
provide a response to the Complainant within 20 days of the Complaint being
submitted, but, if this is impossible due to objective reasons, provide reasonable
information on the necessity for an extension of the response and a reasonable time

for when the response will be provided.

SUPERVISORY AUTHORITY OF
MARINE UNDERWRITING
SERVICES

Supervisory authority of Marine Underwriting Services is Latvijas Banka, address: 2a
K. Valdemara Street, Riga, LV-1050, e-mail: info@bank.lv, website: www.bank.lv.

WHERE ELSE TO SUBMIT A
COMPLAINT

The Complainant's dispute with Marine Underwriting Services may also be submitted
to Latvijas Banka, address: 2a K. Valdemara Street, Riga, LV-1050, e-mail:
info@bank.lv, website: www.bank.lv (Latvia) or Lietuvos Banko prieziros tarnyba,
address: 90 Zalgirio g., Vilnius, LT-09300, Lithuania, e-mail: pt@Ib.lt. website:

www.Ib.lt (Lithuania).

APPROVED

by order No. 1 of 01.09.2026.
IN FORCE

from 02.09.2026.
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