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nt, as well as abouyt list of operations (scope of
eign insural rganizations and insurance brokers

Standard defines basic principles for proteeti i interests on recipients of financial
services and establi ers should be guided by in course of

their activities.
visions
lation and the ta%ard scope of application

adoptedsfo ose of:

1. General

re observancesand protection of rights and legal interests of recipients of
financial services provi insurance brokers;

2) to prevent unfair practices of interaction between insurance brokers and
recipients of financial services;

3) to increase information transparency on insurance market of Russian
Federation and also to increase the level of financial literacy and awareness of recipients
of financial services about activities of insurance brokers and about content/ scope of
financial services;

4) to increase quality of financial services provided by insurance brokers;
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1.1.2. This Standard is compulsory for adoption by all insurance brokers, notwithstanding
their respective membership in selfOregulated organizations, and shall be applicable in part not
contradicting legislation of the Russian Federation and regulatory acts of the Bank of Russia.

1.1.3. Requirements of the Standard are not applicable to performance by insurance brokers
of activities in connection with reinsurance (execution of legal and/ or other actions for
conclusion, altering, terminating and/ or performing reinsurance contracts on behalf and at
expense of reinsurers and reinsureds).

1.2. Basic definitions used in the Standard

For purpose of this Standard the following terms and definition

1) financial services (in singular “financial service”) — i rovided/ rendered
by insurance broker to a recipient of financial se i executi%legal
and/ or other actions for conclusion, alteration, termination and/ or perfor e
insurance contracts under orders of individ ies (insured )%Wn name
but at expenses of such parties or performanc r other a@or
conclusion, alteration, termination and/ or perfor

and at expenses of the insureds and/

surance ¢ontracts on behalf
rance organizations aff Ign insurance

2) recipient of financial ser al (inc%mdividuals registered in
accordance with procedure established islation of ian Federation as an
individual entrepreneur) an@hor legal entit cept for nce organizations, foreign

| insurance company), who has applied to insurance
iving or Wh%eceived financial services;
plaint, r‘quesp, proposal or claim submitted to
ancial segyices or his representative in a written
r%appeal in connection with carrying out
d fomby the Law of the Russian Federation dd.
ent of insurance business in the Russian

icial website of i%e broker — a web site in information and

icati etwork In t” containing information about insurance broker’s
d under ified State Register of Insurance Entities. Right for
the officiaMwebsite should be owned by insurance broker and should be
1f” and/ or “.su”);

domain name

9% ¢

ain zone (“.ru”,

registered in Russiard\b

5) Personal Accolnt of recipient of financial services — an informational resource
located on the official website of insurance broker, allowing the recipient of financial
services to interact with insurance broker, when services are rendered or information
exchange is carried out using the official website of insurance broker;

! Excluding application for insurance contract conclusion, application for claim settlement, application for
amendment of insurance contract terms and conditions, application for insurance contract termination and notice of
the insured event occurrence.
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6) mobile application — a software for mobile and/ or portable devices that
provides information technology interaction between the recipient of financial services
and insurance broker;

7) office — a specially equipped premises, where insurance broker can arrange
conclusion and/ or termination of contract for rendering financial services, and/ or receive
applications and/ or other submissions from recipients of financial services or other
parties, applying the insurance broker;

8) contracts on rendering/ providing financial service — a contract about rendering/
providing services of insurance broker on conclusion, altering, termination and
performance of insurance contracts under orders of indivi and/ or legal entities
(Insureds) in its own name but at expenses of such partiesor performance of legal and/ or
other actions for conclusion, alteration, termination and/ of insurance
contracts on behalf and at expenses of the insureds and/ or anizations,
foreign insurance organizations.

2. Order for providing information to recipi of financial servic%&

2.1. Minimum scope of information provided by | brok&!
e conclusion and/ oFtérmination of contract

le application (Wh lable) the insurance

Ace bl’OkEl’%’\ applicable), about trade
icable), about number and date of issuance of the license
~ r, about participation in self-

of admission to membership of

specified in the Un al Entities, about address of residence of

egister ?g
insuranaCe broker, bein ndividual, registered in a manner prescribed under the
islation ofithe Russian Feder i%n individual entrepreneur, specified in the
Register if Indiv%ntrepreneurs, and 1t’s/ his offices indicating
i pose angroperating hours, about telephone number by which
rg@oker should be carried out, about official website

th msu;a
3) about list oY%'Q cial services rendered/ provided by insurance broker,

including in e-form;

4) about insurance organization, foreign insurance organization (insurance
organizations, foreign insurance organizations) in interest of which the insurance is
arranged, including information about full name, actual address within location,
telephone number, number and date of issuance of the license for insurance activity,
website address in informational and telecommunication network “Internet”, list of
insurance lines provided;



5) about authority exercising powers to control and supervise over activities of
insurance brokers (with a link to the website or official address);

6) about methods and post addresses for submissions of recipients of financial
services submitting to insurance broker, to the authority exercising powers to control and
supervise over activities of insurance brokers, to the self-regulating organization;

7) about methods of defense of the rights of recipients of financial services,
including information about possibility for and methods of pre-trial settlement of
disputes, including mediation procedure (if applicable);

8) about capital subscription (with shares) or no partici
insurance organization(s), foreign insurance organization

ation in capital of

9) other information which provision/ publicity i
the Russian Federation.

2.1.2. Insurance broker upon conclusion of insur rovide t(@j
recipient of financial services the following information:

1) terms and conditions under which ct may b%igd?ed, that

der legislation of

includes: object of insurance, insured risks, insu m amount, insured and/
or order for calculation of insurance premi red, ano%rocedure for
insurance indemnification (insura of documents,
necessary to provide along with urrence of an ever@ evidence of an

event insured against;

Q.

2) about circumstances affecting i bout terms and methods of
insurance premium paymn nsequences of failure to payy’payment not in full or delay
in payment of insurane rance pre

WStallmentS);
3) about applied by ganization, foréign insurance organization
deductibles and exclusions fr ) also about respective actions of

i in refusal of insured organization, foreign
ification of reduce in amount of settlement;

nditions f%@rance contract conclusion, including
under conclusion of health and accident
ofaroperty subject to insurance under conclusion of
, anthalsg about list of documents and information required for

5) about the amou timation) of insurance premium on the basis of application
submitted by recipient offinancial services for insurance contract conclusion with
advising recipient of financial services of possible adjustment of insurance premium, sum
insured and other terms and conditions of insurance with the subject to the results of the
insured risk evaluation;

6) about period of time within which according to the terms of life insurance
contract, that provides for survival of insured person to a certain age or term or
occurrence of any other event, the surrender value can not be returned to policyholder
under such insurance contract (when such period is applicable), as well as about the
amount of surrender value subject to return depending on such contract terms and period
when it is terminated,



7) about adjustment of surrender value;

8) about procedure for accrual of investment income under investment life
insurance contract, including objects for investment of policyholder’s funds under
investment life insurance contract;

9) about availability of a condition for return paid insurance premium to the
policyholder in event of the policyholder’s cancellation of the contract within specified
period of time commencing the day of it’s conclusion or about absence of such condition
with the subject to the current legislation of the Russian Federation;

10) about results of analysis of insurance services (objects subject to insurance,
insured perils, insurance rates and other terms and conditi insurance of various
insurance organizations, foreign insurance organizations), carri insurance
broker.

2.2. Policies and procedures for providing inforgation to recjpients of fipancial
services %

2.2.1. Information subject to disclosure by i
and legislation of the Russian Federation, shall be bro
services according to the following policies:

!gll mation on an equal@a dinan equal
%es without costs or
of the Russian Federation,

etio ipsurance broker, in official
ussian’ Federation, and/or languages of

&

ion of specific terms (if any). At that,
e distorted in a way, that creates ambiguity or
ous interpretdtion of the financial services' properties;

mation must be@ s of the day of being provided, consistent with
ecipient

nces declared by of financial services and affecting terms of

nformation,is"provided in hard copy, then such information must be
presented using an ea =read fonts and formats.

2.2.2. Insurance brokmrior to rendering a financial service, is obligated to provide the
information specified in sub-item 2.1.1 item 2.1 of the Standard to any person requesting such
service, without any exception.

2.2.3. Information specified in sub-item 2.1.2 of item 2.1 of the Standard is brought to
attention of recipient of financial services verbally, in hard copy or e-form, including via
informational and telecommunication network “Internet”.



At that publication of that information on the insurance broker's official website does not
preclude the recipient of financial services from receiving this information upon his request in a
convenient form during a personal interaction with the insurance broker (it’s representative).

2.2.4. When providing information, the individual characteristics of recipient of financial
services must be taken into account, including existence of visual, hearing, and/or speech
deterioration or disorder, if the insurance broker has been notified of such characteristics.

2.2.5. Insurance broker, upon request of recipient of financial services, submitted in the
manner provided for under the contract, or in absence of such in a manner provided for under the
law, shall provide copies of the contract for rendering financial services, to which the recipient of
financial services is a party, insurance contract (insurance policy) other documents, that
form an integral part of the insurance contract (insurance wordin@, programmes, plans, additional
insurance terms and conditions, and other documents with the subj

under insurance contract), with exception for confidential informa ts confirming
payment of the insurance premium under insurance cont roker practice
reception of funds on account of insurance premium und insurance contract pa%).
Insurance broker is obligated to provide recipi i | services 't@b’rés of the
specified documents under current insurance contrac , once on&/
2.2.6. Upon request of recipient of financi i surance'b%i shall provide

free consultation and clarification on the pg contained in the in t10n provided upon
conclusion of insurance contract, as spea -item 2.1.2 of ite f the Standard.

ture, with taking into account the

ion des@@é structure, clearly identifying
stru

of recipient of financial services the
f the Standard and shall have a right to

1 of ite
i m theyinformation specified in sub-item 2.1.2 of item

placing it on the ebsite and in personal account (when available),
subject to e with the requir%o personal data protection legislation and the
recipient of fi ' s havingrth ortunity to review the information prior to entering
into an insurance . %

2.3.3. Information pos surance broker's official website:

must be available to %ﬂient of financial services 24/7 and free of charge for review and
use, except in cases of temporary technical maintenance on insurance broker's official website or
creation of conditions by third parties that prevent diligent visitors of insurance broker's official
website from access thereto or make such access difficult (DDoS attacks);

must be available to recipient of financial services using free or widely available
software;

must not be encrypted or protected from access by means that prevent the recipient of
financial services from reviewing its content without application of software or technical means



other than publicly available free software for viewing web pages in the informational and
telecommunication network “Internet” (web browser).

Access to information located on official website (except for the information located in
personal account of recipient of financial services) should not be conditioned by requirement to
recipient of financial services to register or to provide personal data.

2.4. Policies and specifics for providing advertising information about insurance
broker activities

2.4.1. Basic principles for providing information of advertisement/ promotional nature
about insurance broker’s activity are legitimacy, due diligence, full disclosure and accuracy of
information submitted.

2.4.2. Advertising information should not contain any te al
communications or statements, which directly or indirectly, by way of suppression or secrecy,
double meaning and/ or exaggeration may mislead a recipient of financi ices ingparticular

with regard to the terms and conditions of financial servic ich may affect the choiCe by the

recipient of financial services.

2.4.3. Advertising of insurance brokers servic

1) under the life insurance, co omises e performance
efficiency (return on investment) infg ywing for additiona tment income,
including based on actual past res performance eﬁi(@(return on
investment) cannot be adjusted at the tive cor@t_conclusion;

2) conceal existence of other terms‘and conditio%ervices render that affect
(installments), if advertiSement tells about of at least

one of such terms and <€/

2.4.4. Insurance broker, the'e shall not'have a'right to use commercial name and/
or trade mark of another insurance brok thout hi t as keywords when placing search/
targeted advertisement on information and telecom ication network “Internet”, as well as

name, that is confusin imilar to the name of anether organization.

2.4.5. Ipsurance bro dvertiser, inforder to prevent providing of false information
ipi shouldfiotiuse ‘masking off his official website (cloaking) as
another insurance broker, that had been released earlier.

3. Rules for

etwegn insdrance broker and recipients of financial
services

3.1. Methods of interacti een insurance broker and recipients of financial

services \

3.1.1. To provide information to the recipient of financial services, the insurance broker is
obligated to use the methods of interaction agreed upon with the recipient of financial services
when concluding the contract for the rendering of financial services.

3.1.2. Insurance broker should ensure possibility of interaction with recipient of financial
services applying methods established by law, under the contract for the rendering financial
services, as well as by telephone and mail communication.



3.2. Rules for interaction between insurance broker and recipient of financial
services under conclusion, amendment, expiry and termination of insurance
contracts

3.2.1. Insurance brokers and when appropriate their employees and representatives should
have necessary skills to perform legal and other actions to conclude, amend, cancel or terminate
insurance contracts, to interact with recipients of financial services reasonably, fairly and
professionally and in accordance with principle of equal approach to all recipients of financial
services.

3.2.2. Insurance brokers when interacting with recipients of financial services should
abide the following rules:

1) to have available necessary resources and pro
implementation of interests of recipients of financial ser

ring effective

2) to interact in due time with recipient of financial servi ussian Janguage

3) to have employees who directly i ients of fin &é’fvices
and who meet requirements established under Q/
3.2.3. It is forbidden to put conclusio t of anyY%mce line in
dependence to existence (conclusion) of o act of any other ling®0f'ipsurance, as well as

O
existence (conclusion) of contracts of rer er types of financia & ces, except for the
contracts of comprehensive insurance. Q_

3.2.4. When recipient of financial service ses to su Insurance broker
requested information, then insufancebroker shall inform said recipient of financial services that
not providg’a geliable recommendation, if terms

they acczta 0 recipient of financial services.

or termin f insurance contracts the insurance
most effective fulfillment of i sts of recipients of financial services,
conditions of respectivesinsurance contract and legislation of the
i egvont, cancelation or termination of insurance

. QC_ roker (i.e. resulting in reduction (return) of

er ie§ out intermediary activities in the interest of

Gage organization, then such broker should notify of that the
d fer fees for services rendered under the same one insurance

contract from both the insura ization, foreign insurance organization and from the

policyholder. \

3.2.7. If recipient of financial service has a question concerning application of legislation
of the Russian Federation, regulating interaction between the parties under contract for rendering
financial services, then insurance broker has to provide to recipient of financial service a
motivated appropriate answer on such issue and other relevant comments, and also to arrange
free of charge consulting for recipient of financial services on issues arisen under submission of
information specified under sub-item 2.1.2 of item 2.1. of the Standard.

3.2.8. Within insurance broker’s activity it is not allowed to apply unfair practices,
including:



1) submission by insurance broker to insurance organization, foreign insurance
organization or to any other organizations of false information in order to prevent the
recipient of financial service from concluding a contract for rendering financial service
with another insurance broker and/ or insurance organization, foreign insurance
organization;

2) to put psychological pressure on recipient of financial services in order to
encourage choice of any one or another financial service.

3.3. Minimum standards for servicing of recipients of financial services in
connection with easy access to and material support of offices of insurance
brokers, where conclusion and/ or termination of contr r rendering financial
services is arranged.

3.3.1. Insurance broker has to ensure that his office meet established
sanitary and technical norms and regulations, including lightning, support of@€ceptable air
temperature, as well as furnished with office equipment mable &@53
necessary for interaction with recipients of financial service

3.3.2. Insurance broker, while servicing reci %

ept for cases
of insurance contracts conclusion via informational an icati e “Internet”,

financial
1) information specified i @

provided in the office of insurance bro

and/or terminated;
broker (if any) who gdirectly interact with recipients of
isual identfigation, containing the employee's last

of financial services.

services, including:

tandard must be

where insurance cts are concluded

£

2) employees ing
financial services must

ents of financial services with physical
conditions/ health limit i subject to reqUirements of legislation of the Russian
[ i Elu

ible to r@
3.3.3. Insurance brokers, who ren@ financi:';e ces to private individuals, are

disabled, ding engagement of sign language interpreter
ibility o%ll_ln text up and/ or reproducing sound of text of
esand

the contr ring financial servi / or other documents to be signed by recipient of
financial se ossibility of printihg documents containing information specified under item

2.1. of the Stan i nlarged@ﬁlze and/ or rendering of other assistance in overcoming

barriers which prev sabled persons’from obtaining information about financial services on

an equal basis with others.

In case the insuranceMer rents an office (remises) including for a separate structural
unit/ sub-division from third parties then requirements of this item shall be applied to the extent
that such premises rented by insurance broker and/ or building, where such premises are located,
allows for possibility of servicing physically disabled recipients of financial services.

In case the office (premises) rented by insurance broker, including office of a separate
structural unit/ sub-division, does not allow possibility of servicing physically disabled
recipients of financial services, said insurance broker is therefore has to arrange conclusion and
subsequent supporting of contract for rendering financial services with such recipients of



financial services in any other locations convenient for them within the place of insurance broker
registration.

3.4. Requirements in respect of employees of insurance broker, who directly
interact with recipients of financial services as well as of procedure of said
employees check for compliance with the specified requirements.

3.4.1. Employees of insurance broker, who directly interacts with recipients of financial
services, are obliged to be in the know about information, required for job performance, as
provided for under labour contract and internal regulations of insurance broker, and information
specified under the item 2.1. of the Standard, and also to be able to provide such information to a
recipient of financial services.

3.4.2. Insurance broker has to provide to an employee, difectly i
of financial services, possibility to obtain, to study and to update
item 2.1.of the Standard by providing such employee an access to updated i

ing with recipients
ecified under the
mation and also

and reg%ons of
the Russian Federation applicable to insurance business, sta regulations of t ank’of

high level,o
professionalism of employees engaged in direct inter. with regipients of ial services.

es enga irect
interaction with recipients of financial service ) requirements esta nder the current
of

1 by internal regulat insurance broker.

Q.

S of finan ervices

4.1. Procedure for consid
services

4.1.1. Arrangement of work wi I PMIssio pients of financial services is carried
out by insurance broker with the subject to the Ie%n of the Russian Federation.
tablish ods for receiving electronic submissions and
publish them ola,his official ite. Use of perSgnal account in one of appropriate methods for
exchanging sages between reCipient z@u ial services and insurance broker.
. se to submissionssho e signed by the head of insurance broker or by any
other authoriz registered.

o bfing to recipients’ of financial services notice, including
by making it public on officia e, recommendations to include the following information

and documents (when availa’mgL submission:

1) number of the contract concluded between recipient of financial services and
insurance broker;

2) presentation of causes for demands and actual circumstances, which support the
stated demands, as well as proofs confirming said reported circumstances;

3) name of department, position, last name, first name and patronymic (when
applicable) of the insurance broker’s employee whose action (failure to act) is the subject
to submission;



4) other information, that recipient of financial service considers necessary to
report;

5) copies of documents, supporting circumstances reported in submission.

4.1.5. Submission appealing the court decision shall be returned should be returned to the
person who has submitted it with an explanation of procedure for appealing court decision.

4.1.6. Maintenance (storage) of submissions and documents related to thereof
consideration should be carried out by insurance broker with the subject to Clause 14 of Article
6.2 of the Law of the Russian Federation dd. 27th Nov 1992 Ne4015-1 “About arrangement of
insurance business in Russian Federation”. All these documents shall be maintained in hard copy
and/ or e-format.

4.1.7. Insurance broker approves procedure for submissi
on expedience of introduction of measures aimed at improving quality of ser
financial services, based on submissions review results. Revies of submjssi
out at least on a quarter basis.

taking decisions
ing recipients of
shouldsbe carried

4.1.8. Insurance broker has to provide an a bmissions of nts of
financial services for a calendar year to the self-regu i bject to p@re
established by internal regulations of the self-regulated o ization. . !

4.2. Exercising or recipient’s of fina ices right for o -court procedure
for dispute settlement

4.2.1. In the event of a claim from recipient of financial ser ue to a dispute arising
in connection with performance of a contract for reaeering of fi ial services, insurance
broker is obliged to allow for cg g such claim in the mannemand within the terms

aC gQi{nancial services.
4.2.2. When under the contre dering fiﬁncia ervices there a term for

nsurance broker and recipient of

4.2.3. Applicatio i not'withhold recipient of financial services a
right for judici ights and legal igterests.
5. Monitori ulated (@ization over compliance by members of the
self-regulate ization to%irements of the Standard

5.1. Procedure for ori self-regulating organization over compliance by
members of the self-regulating organization to requirements of the Standard.

5.1.1. Self-regulated organization under execution of monitoring over compliance by the
members of the self-regulating organization with requirements of the Standard shall have a right
for the following actions:

1) to carry out with respect to insurance brokers inspections of proper provision of
information to recipients of financial services;

2) to require copies of responses to submissions of recipients of financial services;



3) to submit other requests and directives to insurance brokers with respect to
compliance by insurance brokers with requirements of the Standard;

4) to carry out measures of control over activities of insurance broker during
which the self-regulating organization creates a situation for transaction with a recipient
of financial service, an individual, in order to monitor over compliance by insurance
brokers with requirements of the Standard under rendering financial services (hereinafter
the surprise inspection)

5.1.2. Basis for conducting the surprise inspection are the subject to internal standards
and/ or other internal regulations of the self-regulating organization.

their own behalf under

5.1.3. Surprise inspection may be carried out by third parti
the orders, on account of, in the interest of and according to a pl
organization under a civil-legal contract.

5.1.4. Surprise inspection is carried out without psi i i e brokersubject to
such inspection. If violation of compulsory requirements | orm%bout
surprise inspection should be provided to insurance broker im i stion.

5.1.5. Surprise inspection (except for surprise i W applying
informational and communicational technologies) may be i i %ﬁ T witnesses.
When necessary, during surprise inspection ' / or any other

inspection are the subject to internal standards a i ulations of the self-

regulating organization.
the regulating organization shall be
stan for carrying out inspections by

embers with requirements of legislation

a, basic standards, internal standards
ganization.

self-reguldting-organization and insurance brokers,
itoring=@vericompliance by the members with requirements
Qﬂon shall be carried out with the subject to

rds of the self-regulating organization and

6. Final Provisions £

6.1. This revised edition of the Standard is subject to approval by the Bank of Russia and
shall be applicable upon expiry of 10 (Ten) days commencing it’s publication of the Bank of
Russia official website in informational telecommunication network “Internet”.

6.2. Commencing from the date of the Standard introduction the Basic standard for
protection of rights and interests of individuals and legal entities, being recipients of financial
services, rendered by members of self-regulated organizations, which unite insurance brokers
(approved by Decision of the Financial Supervision Committee of the Central Bank of the
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Russian Federation (Bank of Russia) (Record NeKFNP-14 dd. 8th May 2019) are not applicable
anymore.




