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Number of complaints opened by volume of business

Product/service "Provision Number of  Number of  Percentage  Percentage closed Percentage Main causes
grouping (at reporting complaints  complaints  closed within after 3 days but  upheld of complaints
period end date) opened closed 3 days within 8 weeks opened

Other general

Insurance and ) ) 737 696 58% 39% 43% admin/
pure protection customer
service

To place the above in context, we received 0.62% insurance and pure protection complaints for every 1,000 policies in force.

*Provision relates to the number of complaints opened within the reporting period to the total volume of our relevant business at the end date of the reporting period. Total volume includes
policies sold and active policies at the end of the reporting period.
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