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Introduction

Thank you for choosing Asia-Pacific PRC and Now Health International to provide your international health insurance policy.

The objective for this handbook is to provide you clear information about how your policy works and how to use it.
Please read this handbook carefully.

1. How to use this handbook

This handbook is an important document. It sets out your rights and our obligations to you. Along with the insurance
policy, Article 5— Insurance Liability, it explains your WorldCare policy and the terms of your cover.

Inside you will find details of:

+ How to make a claim

» How your policy is administered

+ How to make a complaint

= Other services available to you under your policy

Our service for you

When you need to use your insurance, here's what you can expect from us:

» A commitment to process your claim as quickly as possible

+ A 24-hour customer service team

» Help to find suitable healthcare providers in your area

» Pre-authorisation of certain claims where possible, to reduce your out-of-pocket expenses

» Aninternational claims management team with the medical expertise to support you in making decisions about
your healthcare

If you require more details about this policy, or if you would like to tell us about any changes in your personal
circumstances, please contact us through our administrator at:

Now Health International (Shanghai) Limited
Room 1103-1105, 11/F, BM Tower, No. 218 Wusong Road, Hongkou District, Shanghai 200080, China
T +86 400 077 7500/ +86 21 6156 0910 | F +86 400 077 7900 | CustomerService@now-health.com

Contacting Us
While it is important that you read and understand this members' handbook, we understand that there are times when
it is easier to call us for information. Our customer service team is ready to help with any queries you may have.

If you have any questions about your policy, you can contact us on +86 400 077 7500/ +86 21 6156 0910 or email
CustomerService@now-health.com. For example, if you need treatment, you can contact us first so we can explain the
extent of your cover before you incur any costs.

If you need to let us know about any changes in your personal circumstances, you can do so using the contact details
above, or write to us through our administrator at:

Now Health International (Shanghai) Limited
Room 1103-1105, 11/F, BM Tower, No. 218 Wusong Road, Hongkou District, Shanghai 200080, China

Please note that we may record and/or monitor calls for quality assurance and training and as a record of our conversation.

Customer service team

Our China team is available Monday to Friday from 9am to 6pm.
T +86 400 077 7500/ +86 21 6156 0910 | F +86 400 077 7900

Assistance team for emergency evacuation or repatriation

Our multilingual team is available 24 hours a day, 365 days a year. For details on how to use our emergency evacuation
and repatriation service see section 3.3.
T +86 400 077 7600/ +86 21 6156 0914

If you have any questions about your membership or would like to request information on the progress of a claim, you
can log in to your secure online portfolio provided by our administrator at www.now-health.cn or contact us via email at
ClinicalService@now-health.com.
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2. Manage your policy online

A guide to the secure online portfolio area

The simplest way to manage Your Plan is via the secure online portfolio area which You can access at www.now-health.cn.
To access it You need the unique username and password You were supplied with when You joined. If You need help to
retrieve this information, contact Us on +86 400 077 7500/ +86 21 6156 0910.

About me

In this section You can view and update Your personal contact and login details, Your document delivery settings and

tell Us how You would like Us to pay Your claims.

My Plan

You can view Your Plan details and download Your Certificate of Insurance, members’ handbook and claim form from
here. You can order replacement membership cards and view Your Benefit limits.

My claims

Here You can make a claim online and track Your claims in real time. You can view information about all Your claims,
past and present, including claim status, the medical provider and the amounts claimed and settled, in the currency You
have selected. All updated are displayed as they happen so You always have the latest information. You can also submit
a pre-authorisation request from here.

Other features

In addition to the above, You can use the secure online portfolio to download forms, introduce Us to Your preferred
intermediary or medical provider and find a medical provider in the Now Health International Provider Network.

For more information, visit the FAQ section of the website, which You can access from Our homepage www.now-health.cn

Download our mobile app

Our mobile app, which is available for both iPhone and MI (Mobile Internet) has many useful functions including the ability
to find a medical provider with the Now Health International Provider Network and submit a claim for Treatment You
have already paid for in a few simple touches.

v

i HUAWEI AppGallery

£ Download on the
« App Store
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To log in, you just need your Now Health username and password.

Step 1

Choose how you would like to claim

As soon as you join, you can contact our customer service team for support.
You also have access to our international helpline, which is open 24 hours a day, 365 days a year.

Your online secure portfolio area has a dedicated claims section with the latest information on past and present claims.
You can also use this area to make a claim.

To help us assess your claim as quickly as possible, please follow these simple steps:

Claiming for treatment you have already paid for

You can claim using the secure online portfolio at www.now-health.cn, the mobile app or if you prefer a more traditional solution, you can

send us a claim form using email, fax or post.

You can download a claim form from the secure online portfolio or the ‘How to claim’ page of www.now-health.cn.
Alternatively call us on +86 400 077 7500/ +86 21 6156 0910 to request a form or if you need help to access the secure online portfolio area.

v

Step 2

For all out-patient claims and in-patient/
day-patient claims under RMB 3,000

per medical condition:

Using the claim form (printed or pdf):

Complete sections 1 and 2 of the claim form, sign it, and send it
to us with your scanned fapiao (please also sign your name on
each medical fapiao) and a copy of your ID/passport if required.
The fapiao must include details of the medical condition,
treatment given and the name, qualifications, contact details
and stamp of the attending medical practitioner. (If the fapiao
does not have the above information, please provide your
medical records.)

— Email to ClaimsService@now-health.com, or

— Faxto +86 400 077 7900, or

—  Post to Now Health International (Shanghai) Limited,
Room 1103-1105, 11/F, BM Tower, No. 218 Wusong Road,
Hongkou District, Shanghai 200080, China.

Using the mobile app:

Complete all the fields in the form, upload the requested
images including your scanned fapiao (please also sign your
name on each medical fapiao) and a copy of your ID/passport,
accept the declaration and authorisation and click ‘Submit'.
We will save the information you include in your settings.

Using the secure online portfolio:

Select the Insured Person from the dropdown list, complete all
the fields in the form, upload the requested images, accept the
declaration and authorisation and click ‘Submit form’.

Please include the following documents with your claim:
— Completed official Chinese fapiao

— Completed cost breakdown

— Completed medical notes/records

— ID/Passport copy

Step 3

v

Step 2

For in-patient/day-patient claims equal to or
over RMB 3,000 per medical condition:

Using the claim form (printed or pdf):

Complete all sections of the claim form, sign it and ask your
medical practitioner to complete their relevant section.

Sign the claim form and send all bills and copies of diagnostic
reports, medical notes and a discharge summary (if you have
been a day-patient or in-patient) plus a copy of your ID/passport
using one of the methods below. Please keep a copy of these
documents for your own records.

You can send us your completed claim form and supporting
documents in one of the following ways:

— Email to ClaimsService@now-health.com, or

— Fax to +86 400 077 7900, or

— Post to Now Health International (Shanghai) Limited,
Room 1103-1105, 11/F, BM Tower, No. 218 Wusong Road,
Hongkou District, Shanghai 200080, China.

Using the mobile app:
You cannot use the mobile app to submit a claim of this value.

Using the secure online portfolio:

Scan the completed claim form and upload it along with all bills
and copies of diagnostic reports, medical notes and a discharge
summary (if you have been a day-patient or in-patient) plus a
copy of your ID/passport, and click ‘Submit form’.

Please include the following documents with your claim:
— Completed claim form with signature

— Completed official Chinese fapiao

— Completed cost breakdown

— Completed medical notes/records/discharge summary
— ID/Passport copy

We will assess your claim. Provided we have all the information we need, we will assess all eligible claims within five working days of receipt.

Step 4

You can track all your claims using your online secure portfolio area.

Log in at any time using your username and password to see how your claim is progressing. You will be able to view the status, the provider,

the currency claimed and settled and the benefit for each individual claim, as well as any deductible, co-insurance or out-patient per visit excess
applied. All updates are displayed as they happen so you always have the latest information on your claims. We will email or SMS you every time
there is a change to the claims status on your account so you know the most relevant time to log in.

Important notes:

You must send us your claim within six months of treatment (unless this is not reasonably possible).
Please keep original records if you are sending us a copy, as we may ask you to forward these at a later date.

If we do, it will be within six months of when you told us about the claim.

If the total amount you are claiming now or have claimed (per insured person, per medical condition, per period of cover) is over RMB 3,000,
please ensure Section 3 of the claim form is completed by the treating medical practitioner. If you don't know if your claim falls within
the RMB 3,000 per medical condition guideline, please complete all sections of the claim form and ask your medical practitioner to complete

their section then post it with the original receipts to the address in Step 3.

For any claim amount more than RMB 10,000 or any overseas claims (settlement in non RMB), please also enclose a copy of your ID/passport.
Please note that the above process applies to claims against both the maternity, dental and wellness, optical and vaccinations benefits,

should you have opted for a policy with those Benefits.
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3. How to claim

3.2 Arranging Direct Settlement

3.2.1 For in-patient and day-patient treatment

If you are referred for in-patient or day-patient treatment, we will try to arrange to settle the bill directly with the
medical provider.

Step 1

Five working days before you are admitted (or whenever possible), contact our customer service team on

T +86 400 077 7500/ +86 21 6156 0910 | F +86 400 077 7900 | ClinicalService@now-health.com

Tell us the hospital name, telephone number, fax number, the contact name at the hospital and the name of the medical practitioner.

v

Step 2

Choose how you would like to claim.

Your medical practitioner should complete a Pre-authorisation Request Form. You can download this form from the ‘How to claim’ page of
the website or from the secure online portfolio area.

Once your medical practitioner has completed the form, they can return it to us directly or you can do so using one of the methods on the form
or using the secure online portfolio area in the My Claims page.

We will contact you once the arrangements have been made.

Step 3
When you arrive at the medical provider on the day of your treatment, show your membership card and tell them that Direct Billing has been arranged.

We may also ask you to fill in some extra forms. You can access all the forms you need from your online secure portfolio area at www.now-health.cn.
You will need to pay any deductible on your plan to the medical provider before you leave.

v

Step 4

When you leave, ask the medical provider to send the original claim form and bill to us for payment. You can track all subsequent claims activity
in your secure online portfolio area. Log in using your username and password at www.now-health.cn.

Important notes:

For in-patient treatment, day-patient treatment or major out-patient treatment, please contact us before you get treatment. If you don’t make
contact before your admission, we may not be able to arrange to pay the medical provider directly. This might mean that you have to pay a
deposit to the medical provider or pay your bill in full.

If you need repeat in-patient or day-patient treatment, we need a new claim form for each stay, even if it's for the same medical condition.
You will need to pay any deductible or co-insurance on your policy to the medical provider before you leave.
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3. How to claim

3.2.2 Out-patient treatment within the Now Health International Direct Billing Network

If you have a deductible it does not apply to treatment you receive on an out-patient basis in our out-patient direct billing
network. Your eligible out-patient treatment is subject any selected out-patient per visit excess option or co-insurance
out-patient treatment option.

If you have selected an out-patient per visit excess option, You need to pay the first RMB 90 or RMB 150 (depending on the
option chosen) per consultation on eligible out-patient treatment to the medical provider upfront through our out-patient
direct billing network. If you have this option, it will say so on your membership card.

If you have selected a co-insurance out-patient treatment option, you must pay the co-insurance amount on eligible
out-patient treatment to the medical provider upfront through our out-patient direct billing network.

If the out-patient per visit excess or co-insurance out-patient treatment is selected it will apply per insured person when
you receive eligible out-patient treatment inside and outside of the Now Health International provider network.

Out-patient direct billing is not available if you have chosen WorldCare Essential with the out-patient charges option.

Step 1

To find an out-patient direct billing facility, download a network visit at www.now-health.cn. Here you can locate an appropriate medical facility
within the out-patient direct billing network.

If you can't find an out-patient direct billing facility near you, our customer service team will be happy to help.

You can contact them on T +86 400 077 7500/ +86 21 6156 0910 | F +86 400 077 7900 | ClinicalService@now-health.com

v

Step 2

When you arrive at the medical facility, please show your Asia-Pacific P&C and Now Health membership card. Please also take a form of
identification such as an ID card or passport. The medical facility may ask you to complete and sign an authorisation form or disclaimer.

v

Step 3
The medical facility will check your benefit limits, out-patient per visit excess and any co-insurance before arranging for you to see a doctor.
If your cover is not eligible, they will still arrange for you to see a doctor but will ask you to pay for the treatment.

v

Step 4

When you leave, the medical facility may ask you to sign a confirmation that you have received treatment.

v

Step 5

If you need to return for further treatment, you will have to complete the same procedure again.

Important notes:

If you select the "co-insurance out-patient charges” option, out-patient co-insurance does not apply to any out-patient treatment received in
public hospitals in Mainland China that are within the Now Health International Provider Network. Other public hospitals outside the network
will not be able to provide out-patient direct billing service.

If you receive treatment that is not eligible under your policy through the out-patient direct billing network, you are liable for the costs
incurred and you must refund us. We may offset valid claims against outstanding funds due to us or we may suspend your benefits until

the policyholder or until you have settled the outstanding amounts in full. If we determine that a claim was fraudulent, we may terminate you
from the policy with immediate effect without refund of premiums. There's CNY10,000 cap for out-patient direct billing services including
consultation fee, medicine charges and lab test charges.

If your chosen treatment features on the list below, please follow the process in 3.1.

The following treatments (such as but not limited to) cannot be obtained within the Now Health International out-patient direct
billing network.

1. Any co-insurance due by the insured person as notified by Now Health;
2. Any ‘alternative treatments' including: dietician’s consultations, chiropractic treatment, osteopathy, homeopathy and acupuncture;

3. Any treatment related to an exclusion endorsed on your certificate of policy, applied at the time of our acceptance of your application or
applied retrospectively during your policy year;

Dental treatment, including orthodontics treatment;

Pre and post pregnancy, maternity-related treatments, except when approved in writing by Now Health;
Pre-existing conditions;

Birth injuries/congenital injuries;

Treatment received after the "Expiry Date” date, as shown on the insured person’s card and/or from the date the premium due is outstanding
and/or from the date the insurer suspends, cancels or voids the policyholder’s policy;

9. All preventative immunisations; routine examinations, health screening;

© N o v

10. Traditional Chinese Medicine/Ayurvedic Treatment and
11. CT, MRI and PET scan.
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3. How to claim

When you need emergency medical treatment

If a hospital admits you for emergency medical treatment or if the hospital that is treating your emergency medical
condition tells you that you need to be evacuated to another medical facility for treatment, you, the treating medical
practitioner or the hospital, must contact our 24 hour emergency assistance service as soon as possible.

By contacting our emergency assistance service you will give us the opportunity to arrange to settle your hospital bills
directly where possible. It will also ensure that your claim can be processed without any delays.

Step 1

Contact our emergency assistance service on +86 400 077 7600/ +86 21 6156 0914 or email ClinicalService@now-health.com.
This service is available 24 hours a day, 365 days a year.

They will need your name and membership number as well as the hospital name, telephone number and fax number, a contact name
at the hospital and the name of the medical practitioner.

v

Step 2

Our emergency assistancae service will verify whether the medical condition you are claiming for is eligible under your policy.

v

Step 3

If your claim is eligible, our emergency assistance service staff will consider your emergency admission or your request for evacuation in relation
to your medical needs.

v

Step 4

If our emergency assistance service agrees that your medical condition meets all of the following:
« s life-threatening

-+ is covered by your policy

« cannot be treated adequately locally, and

« requires immediate in-patient treatment

They will make all the necessary arrangements to have you moved by air and/or surface transportation to the nearest hospital where appropriate
medical treatment is available.

Our assistance service will also ensure that any eligible costs at the destination, such as admission costs, are settled directly with the hospital.

v

Step 5

Once you have received your medical treatment, if our emergency assistance service agrees that it is necessary, they will make all the necessary
arrangements to repatriate you to your appropriate destination, provided that you are medically fit to travel.

Important notes:
We will only pay for evacuation costs that have been authorised and arranged by our emergency assistance service.

We will not pay for your evacuation costs if the evacuation is directly or indirectly related to a medical condition which has been specifically
excluded on your certificate of insurance, or to any other medical condition or event specifically excluded in your policy.
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3. How to claim

Accessing elective treatment in the USA

If you have selected the USA elective treatment option and need referral to a medical practitioner or hospital in the USA,
please follow the steps below.

If you are referred for out-patient, day-patient or in-patient treatment in the USA, you must contact us as soon as you can.
We will confirm that the facility is an in network medical provider and will try to arrange to settle the bill directly

with the medical provider. If the medical provider you have selected is out of network, we will make arrangements to

find an equivalent medical provider that is in network.

Step 1

Five working days before your treatment (or as early as possible), contact our customer service team on

T +86 400 077 7500/ +86 21 6156 0910 | F +86 400 077 7900 | ClinicalService@now-health.com

A clinical adviser will verify your entitlement to benefits for the proposed treatment and give you details on how to claim.

Tell us the name of the medical facility, telephone number, fax number, contact name and the name of the medical practitioner.

v

Step 2

Choose how you would like to claim.

You can download a claim form to send to us or use a printed claim form. You can request a form from our customer service team, or
your intermediary.

Call us on +86 400 077 7500/ +86 21 6156 0910 to request a printed claim form, or if you would like help to access your online secure
portfolio area.

Complete all relevant sections of the claim form. Take the claim form with you and ask the medical provider to complete it and fax it to us.

v

Step 3
When you arrive at the medical provider on the day of your treatment, show your membership card and tell the medical provider that we have
arranged direct billing through our agents in the USA.

We may also ask you to fill in some extra forms, such as an agreement that the medical provider can release information about you to us.
You can access all forms from your online secure portfolio area at www.now-health.cn.

You will need to pay any deductible or co-insurance on your policy to the medical provider before you leave.

v

Step 4

When you leave, ask the medical provider to send the original claim form and bill to us for payment. You can track all subsequent claims activity
on your online secure portfolio area. Log in at www.now-health.cn using your username and password.

Important notes:

Please contact us before you receive any in-patient treatment, day-patient treatment or major out-patient treatment. If you don't contact us
before your admission, we may not be able to arrange to pay the medical provider directly. This might mean that you have to pay a deposit to
the hospital or pay your bill in full.

If you go to an out of network medical provider, we will apply a co-insurance of 50% to any eligible treatment as per your benefit schedule.
You will be responsible for the difference, which you will have to pay directly to the out of network medical provider.

We reserve the right to refuse to cover any medical expenses that you incur in the USA that we have not authorised.
If we pay the medical provider directly for any treatment that is not eligible under your policy, you must refund the equivalent sum to us.
You will need to pay any deductible on your policy to the medical provider before you leave.



18| (2HR) SRFM | TR

35

3.6

3.7

3.8

3.9

3.10

3. UDoIIENS

EBIFENE  BRERMNVEY
BEBRTEASHIFERNFERE .
BESHFREANEN . EUREHEEXERESRULTN FTRDRRBUBRIN) -

WREPFBIEN B8 BhsiE B e M E L BENEBEEM (MIE28MRN A TS MR RENE NETIR)
ST EBId ARM3,00070 - IEHRENLIEEF THEASEBRERE=89 -

@M% FRBYA RT3, 000THERSIE . BUTRFBSERTAT - TR . BEKIBLHRRAL
SHSE/ PREEH -

1. AERHAARD . RRESMARD10,000TTLLE 5 =
2. HEHAEARTD .

BEFRRRHEMEIB?

BIEHNTTE R IR BIERRTAN RIS . XRGER TR B R — 5101
RTFTHRNFREBFFENSEEE -

BRNTEFEERENDRDICK » BEESTELS . OREBLFSERELRIXEFTRER . RIPEAERELE
BB EIAIEB RIS - XEHRB WP EREREFNMFIE R S FOR AR OVEBR .

STLEWELNEBRCSELNFRLRETENN » WIS B REFEEELSFHOER . MNTERER
BERESMREBBRNETEE SN TEREE . HNOSRBEN D ANEEFEEEREEHTES .
BEELEESHMNNEL . SNHAMEARBA IR .
WRENRFEIZ—RRIEAT . HAZWQPIFEE ?

FERBERPIBEN , ORISR EREEBNEMRE R DREBN . WRAAMOREF RMRIERE . Fof)
B R IRNZ AN SRR SERATIEA -

X T HBASBROEBRHNE  BAZWT BB ?

TRERIEBIER DEPERTEBMNBLIEEABLE -

WRE@RINBLE PIBBN BBASEOLFA LT ER  RIMPERIBAORE SR HEAREN -
WRE@IRANRLE PIBEBI DAL SR P TEET A . WNBENRIBERAEZE =8 EHA]
EmEBERIN o BUMRIRS NI IEXNIZE =75 PRI EIT3 . RTINS H £ N ELSREU
BRR TR BB BRFA] o

WRERIMNE=TIREEABE , BRI IREEH21 RNARBL N ERPISHRINE FRE ST -

- ORENE=NRENEBREEFN » BUREBUREHNHEER ;

- WREYAZBNEERRE THLRE , BB XERREESRAIEIERNEBSOEBRK -
WRIERBR ARG EDEEE T (BB MRENEOFD) » BNVENEREEERNDEH
NREHRIEERPESREDN . NYBRMY LI/ BT LEA
RIBER . [1OBRML RISER B L B B R EN R TIE L » HUITEHIREBRE 8 DAPUER .

RIBH [ 1OBRHL RIEENEL B LR 18 SR 1T 1 694 ARG A R AETRNE0Y , X A BRI AN -

S PEBHBETRELN . RRER=EI0R , RIPFEBLRECENNEBNB B BRET0%EMA .
RBMRET B RGATE MR PESRIIERE o BI20 . 0RIBRG AE— MR BRI PIEL TR ER:
BT WREIREBE AT T REE TR . WIZRBIERT ERFSHZMHNERSBIE - WRE—R
BBEENRBERAE , NEZVEIEBER N » TIBR 2B RIS REB PR -
ERFYRBRMRETE B REATERRIRIRE o F120 . WRWIRE AN R —HEEETHRNID
HWEARLE—REBE . WII2ERN2 REETRIERTERES .

B BIREGEG MR IR N N EBEBE BN BN  BI10 . R RO AEEEBTHS112ET0N20%6
BISEEBI . ERREENH1,0000T - MR A X/ Y 2007T » Foll 12 (J 2 S ER800TT -

B RIEHE THORRERE PECH . BELS N ERRBEBERIBLRIARA] . LIERINERLEREN
RIITE o BEBRILIR . ROEMTTRERD NG LER . EZLBHAR .
AT E BN AT TR

B P EREREANLENBEBHRRELUARDHTEE . WRENVEBR AL EAPERFELSN . AT LURTE
TR FLUEREN AT AT (BURT B e/ BRI/ WENE) - FHISLUFED B S RILHERTH
ICERABETHIRE R -

B, XL

oy



35

3.6

3.7

3.8

39

3.10

WorldCare Members’ Handbook | How to claim | 19

3. How to claim

What documents do you need to provide to us during a claim?
Please make sure that you complete all the forms we ask you to.
You must send us all your claim information within six months of the first day of treatment (unless this is not reasonably possible).

If the total in-patient/day-patient treatment amount you are claiming now or have claimed (per insured person,
per medical condition, per period of cover) is equal or over RMB 3,000, please ensure Section 3 of the claim form is
completed by the treating medical practitioner.

For claims equal or over RMB 3,000 you must send us original receipts.

For any claim amount more than RMB 10,000 or any overseas claims (settlement in non RMB), please also enclose a copy
of your ID / passport.

Do | need to provide any other information?

It may not always be possible to assess the eligibility of your claim from the claim form alone, which means we may sometimes
ask you for additional information. This will only ever be reasonable information that we need to assess your claim.

We may request access to your medical records including medical referral letters. If you don't reasonably allow us access
to this important information, we will have to refuse your claim. This means that we will also recoup any previous
payments that we have made for that medical condition.

There may be instances where we are uncertain about the eligibility of a claim. If this is the case, we may, at our own cost,
ask a medical practitioner chosen by us to review the claim. They may review the medical facts relating to a claim or ask
to examine you in connection with the claim. In choosing a relevant medical practitioner, we will take into account your
personal circumstances. You must co-operate with any medical practitioner chosen by us or we will not pay your claim.

What should | do if | also have cover on another insurance policy?

If you are making a claim, you must tell us if you are able to claim any costs from another insurance policy. If another
insurance policy is involved, we will only pay our proper share.

What should | do if the benefits | am claiming relate to an injury or
medical condition caused by another person?
You must tell us on the claim form if you are able to claim any of the cost from another person.

If you are claiming for treatment for a medical condition caused by another person, we will still pay for benefits that you
can claim under your policy.

If you are claiming for treatment for an injury caused by another person, we obtain the right by law, to recover the sum of
the benefits paid from the other person. You must tell us as quickly as possible about any action against another person
and keep us informed of any outcome or settlement of this action.

Should you successfully recover any monies from the third party, they should be repaid directly to us within 21 days of
receipt on the following basis:

- if the claim against the third party settles in full, you must repay our outlay in full; or

- if you recover only a percentage of your claim for damages you must repay the same percentage of our outlay to us.

If you do not repay us (including any interest recovered from the third party), we are entitled to recover the same from you.

If you have a deductible, an out-patient per visit excess and/or co-insurance on your policy

Any deductible, out-patient per visit excess or co-insurance applicable is shown on your certificate of insurance and
charged in the same currency as your premium.

A deductible, an out-patient per visit excess or co-insurance is the amount you pay towards the cost of a claim for any
insured person on your policy.

When a claim is made, any deductible is automatically deducted from the amount we pay in relation to eligible in-patient
or day-patient treatment first.

The deductible applies per insured person, per period of cover. For example, if an insured person claims more than once for
in-patient treatment during one period of cover, the deductible will only apply to the first eligible in-patient claim if the full
deductible amount has already been fulfilled on the first claim. If the deductible has not been fulfilled after the first claim,
the deductible balance will be taken from the second claim before any eligible claim amount is paid.

The out-patient per visit excess applies per insured person, per out-patient consultation in relation to eligible out-patient
treatment. For example, if an insured person has more than one visit in relation to out-patient consultations for a single or
multiple medical condition(s), then the out-patient per visit excess will be applied to each consultation.

A co-insurance is a percentage payment made by you towards the cost of an eligible claim per period of cover. For
example, if an insured person has 20% co-insurance applicable on eligible out-patient treatment and the claimed amount
is RMB 1,000, then the insured person will have to pay RMB 200 and we will pay RMB 800 towards this claim.

You need to submit your claim form and bills, even if the deductible or out-patient per visit excess is greater than the
benefits you are claiming so we can administer your policy correctly. When you make a claim, we will reduce the amount
we pay you until the deductible or out-patient per visit excess limit is used up.

How will claim reimbursements be calculated?

Claims reimbursements will in all cases be based on the date of treatment, and in the first instance will be paid in the same currency
as the claim invoice. All medical expenses incurred in China can only be settled in RMB. If you incur medical expenses outside
China, we will settle your claim reimbursement as per the currency you request (subject to local currency and/or international
restrictions/ regulations). We will convert currencies based on the exchange rates quoted by Citibank as of the treatment date.
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4. Benefits: What is covered?

All the benefits covered by WorldCare are shown in the policy wording and benefit schedule. The benefit limits are
per insured person and either per medical condition or per period of cover, with lifetime limits in place for terminal illness.

Please remember that this policy is not intended to cover all eventualities.

In return for payment of the premium, we agree to provide cover as set out in the terms of this policy.

Summary of WorldCare

WorldCare has been designed to provide cover for reasonable and customary charges for medically necessary and active
treatment of disease, illness or injury.

WorldCare provides worldwide cover, excluding the USA, unless the USA elective treatment option is selected.
A summary of each policy option is shown below:

Essential Cover for in-patient and day-patient treatment, and the option for a deductible to lower your premiums,
if you want to cover high cost/low frequency major medical events only.

Advance As with Essential, and limited cover for out-patient treatment.
Excel As with Advance, and cover for dental and generally higher plan limits.
Apex As with Excel, and cover for dental and maternity, as well as benefits with higher overall limits.

The above is a summary of just some of the policy benefits. For full details of the benefits and exclusions, it is important
that you read the policy wording in full.

Pre-Authorisation

When you should contact us before treatment starts.

Your policy with us will only cover reasonable and customary charges for treatment that is medically necessary.
It is importan t that you contact us before treatment for us to confirm if such treatment is eligible under your policy.

Pre-authorisation is therefore required before undertaking treatment and incurring charges.
The benefit schedule details those benefits requiring pre-authorisation by showing “Pre-Authorisation”.
You should contact our customer service team on +86 400 077 7500/ +86 21 6156 0910 or Fax +86 400 077 7900.

Pre-authorisation means all costs under this benefit require Pre-Authorisation from us, which may or may not be included
in your policy.

Pre-authorisation is required for the following:

+ All in-patient admissions and/or treatment

» All pre-planned day-patient treatment

» All pre-planned surgery

* In-patient/day-patient treatment related to pregnancy and/or maternity

+ All pre-planned diagnostic procedures — PET (Positron Emission Tomography) scan

« Chemotherapy, radiotherapy, endoscopies (gastroscopy, colonoscopy, sigmoidoscopy)

+ In-patient psychiatric treatment

-+ Evacuation and repatriation

+ Mortal remains

+ Physiotherapy for the Excel and Apex policy options after the first 10 sessions (referral letter from medical practitioner
or specialist)

+ Nursing care at home

- AIDS

» USA elective treatment

-+ Medicines for more than three months duration

» Medicines cost exceeding USD 1,000

If pre-authorisation is not obtained and treatment is received and is subsequently proven not to be medically necessary,
we reserve the right to decline your claim. If treatment is medically necessary, but you did not obtain pre-authorisation,
we will pay only up to reasonable and customary charges.

In the case of any emergency, you, the treating medical practitioner or the hospital, must contact our 24 hour emergency
assistance service as soon as possible. Failure to obtain pre-authorisation for treatment of an eligible medical condition
means you may incur a proportion of the costs.
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4. Benefits: What is covered?

Asia-Pacific P&C and Now Health International: WorldCare

WorldCare has been designed to provide cover for reasonable and customary charges for medically necessary and
active treatment of disease, illness or injury. This is additional information that should be read in conjunction with the
policy wording.

Benefits aim to cover short term treatment of acute episodes of chronic conditions, to return you to the state of health
you were in immediately before suffering the episode, or which leads to a full recovery.

If this is not possible and maintenance therapy of a chronic condition, such as but not limited to asthma, diabetes, and
hypertension, is required, such cover will be provided by the benefit maintenance of chronic medical conditions. If you are
unsure of your particular circumstances, please contact our customer services team before incurring any treatment costs.

Some cover states “Full Refund” and this means that eligible claims are covered up to the annual maximum plan limit,
after any deduction of any deductible , out-patient per visit excess or co-insurance or similar condition, if reasonable and
customary charges for medically necessary treatment are incurred.



24| (2R SAFH | BIF

5.1

5.2

5. iRk

WAREERBIZIF?

ISR A NEEIREEREE THRS - EPREEN NI D ERAEPE UHRBIFTOR PSR EER EHR
NER . EANRNZR . HINEFPREDNESACRERTIRS - IS EEIRIER | HEIRERE
FTEREVRBGIT 1 POl 8ETFAE VIR # GEICEE VR FH A 2REME B NBE) o
WRENHMIREOBRS OFE » B EPARBRMNRE , NP ROBRENEEE BRSBTS BT
WERS . BHRARNNEEEZEAIE , BT -

EERRIE

BYREIEMID) (L)) BRAE)

hE DM OX RMEE218S T B AE11H1103=-1105%F . B345200080

FRIR O] LLAOKR B F- 8844 & CustomerService@now-health.com=i /& o] ZE Wb www.now-health.cni®id W L £ HEXIE L
1BHFOR -

HMNESREEBRSEWEIEHRRZEENE BN EABERXBAEHET D LEBALELE . SR EIMAT
WERHFER , AL BRE o

ARREEXER

EEFREORRPIBEURSRREAER (WE MR EREREITH) 8352 P . RENGUWERIZED S RE AEX
BR . ZEERFEATWACHNREEE  ERCERNRITHURAAERER . WREANSSTERN EREHN
MR RN  EE  ETEAS RIERERA .
EEHEERENRIT N BE =D THFRIEBRNORERE - R EREBI , HEREA OB B RBEARLE ARG
HMBRIFKE o



5.1

5.2

WorldCare Member's Handbook | Making a complaint | 25

5. Making a complaint

What should | do if | have reason to complain?

We and the insurer aim to provide you with a simple and straightforward service. Providing you with clear and accurate
information, whether in writing or by telephone, is an important part of this service. Our customer services team is there to
help you get the best from your Asia-Pacific PRC and Now Health membership. They can help you when you make a claim,
as well as remind you of restrictions you may have on your policy (please remember that your policy is not intended to
cover all eventualities).

If you are dissatisfied with the service we have provided or if you feel that we have made a wrong decision, we will of
course try to address your concerns. Your feedback helps us improve our service to you. Please contact:

The Managing Director
Now Health International (Shanghai) Limited
Room 1103-1105, 11/F, BM Tower, No. 218 Wusong Road, Hongkou District, Shanghai 200080, China

You can also email the Managing Director at CustomerService@now-health.com or make a complaint directly from your
secure online portfolio area at www.now health.cn.

We will acknowledge your letter upon receipt. Our Managing Director will review your complaint and respond to you
within 10 working days of receiving your letter. If there is an unavoidable delay, we will inform you.

How is my personal data protected?

The insurer will collect certain information about the insured member in the course of considering the application and

if a policy is issued to the insured member, conducting the insurer’s relationship with the members. This information

will be processed for the purposes of underwriting the insured member’s insurance coverage, managing any policy issued
and administering claims. The insured members’ information may be passed to underwriters, medical practitioners,
edical assistance companies and claims administrators for these purposes.

The same duty of confidentiality is required of any third parties to whom the administration of your policy may be
subcontracted. The insured members’ name and contact details will not be disclosed to other organisations
(except as stated above).
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2018 DIGITAL INSURER OF THE YEAR
HONG KONG

braeer

2017 WINNER

FIBXEs UAE

Arabia Insurance Company S.A.L.

c/o Now Health International Gulf Third Party Administrators LLC,
Unit 3701, Burj Al Salam Building, 3 Sheikh Zayed Rd,

PO Box 334337, Dubai, United Arab Emirates

T+971(0) 4450 1415 | F+971 (0) 4450 1416
MEAService@worldcare.ae
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Policies are issued by Asia-Pacific Property & Casualty Insurance Co., Ltd.
Registered Office: 29-30F,, Dutyfree Business Building, 1st Fuhua Road,
Futian CBD, Shenzhen 518048, China.

Policies are administered by Now Health International (Shanghai) Limited.
Room 1103-1105, 11/F, BM Tower, No. 218 Wusong Road, Hongkou District,
Shanghai 200080, China.
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Now Health International

BRI (B Etb) Europe (Malta)

Now Health International Services (Europe) Limited
Dragonara Business Centre 5th Floor,

Dragonara Road, St Julian’s, ST) 3141, Malta
T+356 22605110
CustomerService@now-health.com

%@ United Kingdom

Now Health International (UK) Limited

Suite 2.3, Building Three, Watchmoor Park, Camberley,
Surrey, GU15 3YL, United Kingdom

T+44(0) 1276 602110 | F+44 (0) 1276 602130
CustomerService@now-health.com

K Asia Pacific

Now Health International (Asia Pacific) Limited
Units 1501-3, 15/F, AIA Tower, 183 Electric Road
North Point, Hong Kong

T+85222797310 | F+8522279 7330
CustomerService@now-health.com

@ China

Asia-Pacific Property & Casualty Insurance Co., Ltd.

c/o Now Health International (Shanghai) Limited

Room 1103-1105, 11/F, BM Tower

No. 218 Wusong Road

Hongkou District, Shanghai 200080, China

T +(86) 400 077 7500/ +86 21 6156 0910 | F +(86) 400 077 7900
CustomerService@now-health.com

#ihoik Singapore

Now Health International (Singapore) Pte. Ltd.
4 Robinson Road

#07-01A/02 The House of Eden

Singapore 048543

T+6568802300 | F+65 62206950
CustomerService@now-health.com

ENf@ Indonesia

PT Now Health International Indonesia

17/F, Indonesia Stock Exchange, Tower Il

JL. Jend. Sudirman Kav. 52 — 53

Jakarta 12190, Indonesia

Toll-free 0800 1 889900/ Toll +62 21 2783 6910 | F+62 215157639
CustomerService@now-health.com

23R Rest of the World

Now Health International Limited

PO Box 482055, Dubai, UAE

T+971(0)4450 1510 | F+971 (0) 4450 1530
CustomerService@now-health.com

www.now-health.cn
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