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This process applies to all Life Insurance Members (LIMs) of the Hong Kong Federation of
Insurers and to all “non-bancassurance” ILAS Sale with regard to (1) “Vulnerable
Customers”, (2) any customers selecting either box B or C of Section Il of the Applicant’s
Declarations and (3) any customers wishing to procure ILAS products for the purpose of
the Capital Investment Entrant Scheme (“CIES™), including sale through insurance brokers.
The objective of the Post-sale Call is to seek confirmation from customers as to their
consents to both the Disclosure Declaration and the Suitability Declaration.
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The Post-sale Call must be made before the expiry of the Cooling-off Period and by an
authorized person of LIMs who was not the person selling the insurance product to the
customer.
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LIMs are entitled to develop their own process for making Post-sale Call provided that it
incorporates the following:
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. At the beginning of the call, the caller should introduce himself/herself by name and
company;
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. Explaining the purpose of the Post-sale Call and that it is a regulatory requirement
that the call be made and recorded;
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. Securing agreement to the call and stressing that the purpose is to ensure that the
customer’s rights are fully respected and protected;

PR P R B B Eh > WA EE R T RS PGB G0 S E KR

f& s
. Verifying the customer’s identity;
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. The call should be terminated if the customer does not agree to proceed;
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For a customer who is unwilling to answer the Post-sale Call, or cannot be contacted,
a written communication should be sent to the customer before the expiry of the
Cooling-off Period at the address held on file. The content of the letter should
follow the core questions for the Post-sale Call. Where the customer does not reply
to the letter within the timeframe indicated (e.g. one week from date of the letter),
the LIM can assume that this will not be contested and the file closed;
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Post-sale Calls are to be made to non-Hong Kong residents as well. Where contact
cannot be established, then the procedure is the same for those customers who are
unwilling to participate in the process, i.e. a letter should be sent to the customer;
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Reasonable efforts should be made to establish contact with the customer and
respect the Post-sale Call process; sending letters to customers should not be
considered as an alternative and every effort should be made to establish contact
with customers by telephone. LIMs are reminded that logs should be maintained
and be available for inspection upon request.
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Post-sale Call Content
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LIMs are also entitled to develop their own Script for the Post-sale Call which must include
the following questions:
g B ATHETERIREETR ZAE » HXOHABERETHE :

Purchase of an investment-linked assurance product from an insurance agent/broker
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Question: Can you please confirm if you have purchased an ILAS product from an
agent/a broker (insert name of the relevant insurance agent/broker) of Company
(insert name of the Company)?
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Understand and accept all items set out under Section | - the Disclosure Declaration and
Section Il - the Suitability Declaration;
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Section | - Disclosure Declaration
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Product features
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Question: Did you receive any marketing literature that explains the key features of
the policy and that you understand, especially the length of the policy term and all
charges and fees?
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Amount of premium and premium term
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Question: Can you please confirm whether the premium for the policy purchased by
you is (insert the amount) and the premium term is (insert the contract period)?
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Any loss that the customer may suffer as a result of early surrender, any cash
withdrawal, premium reduction and permissible premium suspension/premium holiday
entitlement
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Question: Did your insurance agent/broker explain the types of penalties, fees or
charges as a result of your exercising certain rights under the policy such as early
encashment, withdrawal and temporary suspension of premium payment?
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Investment returns are not guaranteed
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Question: Have you read and understood the respective warning and risk disclosure
statements as contained in the Product Key Facts Statement and Principal Brochure
and the supporting materials of the product for which you have applied?
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Examples of the Product Key Facts Statement and risk disclosure statements are that
the value of investments may go up as well as down. Investment returns are not
guaranteed and past performance is not indicative of future performance. Have you
been advised to read carefully the Product Key Facts Statement and Principal Brochure
prior to making your investment decision?
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Potential loss associated with any Market Value Adjustment (MVA)
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Question: Are you aware that each investment choice is subject to market and interest
rate fluctuations and to the risks inherent in all investments?
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[MVA: LIMs are only required to explain the implications of MVA if this is a feature of
the policy; otherwise questions related to this feature can be ignored.]
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Charges and change in risk level of the investment choice in switching
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Question: Are you aware of the possible charges and the possible change in risk level
of the investment choice when switching? You have the right to seek professional
financial advice when in doubt.
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Product Features of ILAS under the CIES
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Question: Did you buy this policy for the purpose of the CIES? If yes, did you receive
any marketing literature which drew your attention to the policy risks, term and all
charges/fees involved? Did you understand them?
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For brokers, the Insurance Company does not assess the investment or asset
allocation risk during the process
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Question: Are you aware the broker has completed the Financial Needs Analysis form/
Risk Profile Questionnaire based on the information provided by you? Do you
understand that the Insurance Company does not assess the investment or asset
allocation risk at any time during the process and therefore does not take any
responsibility for investment choices/decisions made by you or your broker?
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Section |l - Suitability Declaration
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Question: You have ticked Box [A/B/C], which means [Describe the Declaration
Content and any written statements made by the Applicant]. Do you understand the
implication of ticking this box and is this consistent with your understanding?
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. If the underlying investment choices fall within the “high risk” category, secure
confirmation of the understanding and implications; and
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« The customer’s Cooling-off Rights.
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