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BRIEFING

Dear customers:

Thank you for choosing ICBC-AXA Assurance Co., Ltd. (hereinafter
referred to as ICBC-AXA Life or We). We are committed to providing quality
and professional insurance services for you and your family.

This Customer Service Guide is designed to help you understand the
various insurance services and detailed process offered by ICBC-AXA Life,
including contact us, pre-authorization service , direct-billing service,
reimbursement claim service, network providers, value-added services,
mobile self service and FAQs.

Please note that this Service Guide is not a formal part of insurance
contracts. For benefits, please refer to your insurance contract and insur-

ance clauses.

We wish you and your family good health and a better life!

ICBC-AXA Assurance Co., Ltd.

‘ CONTENTS
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= . Pre-authorization
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I}, Company Profile

ICBC-AXA Life is a joint venture established by the Industrial and Commer-
cial Bank of China, the AXA Group, and China Minmetals Corporation. Committed
to the core insurance principle that insurance is about protection and guided by
a development path with Chinese characteristics, ICBC-AXA Life pursues “Seven
Initiatives” to achieve the “Seven Goals” and makes more contribution to build-
ing China into a financial powerhouse.

Contact Us

@ Service Hotline

For the service hotline in the Chinese mainland region, please dial 95359
and then press 1 followed by pressing 8.

No matter where you are, we offer a 24/7 toll-free bilingual service hotline.
Our customer service representatives can fluently speak English and Chinese

and will answer your questions in detail.

o Email

You can also contact us via email at icbc-axa@windstoneservice.com. Our
customer service representatives will reply to your email within 24 hours. You
can also contact your sales advisor directly to obtain relevant insurance

services.

02¢
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@ Pre-authorization Service

If the Insured is scheduled to commence inpatient treatment at the Special Needs
Ward, International Medical Ward, and VIP Ward of the designated public hospitals, a
pre-authorization application must be submitted to us at least two business days prior to
the scheduled treatment start date. This allows us to conduct pre-approval and make
arrangement with the medical institution for the Insured's medical treatment, ensuring
smooth treatment and insurance compensation. In emergency situations where a pre-au-
thorization application cannot be submitted in time, the Insured is required to notify us
within two business days after the commencement of inpatient care or service.

¢ Application procedures for pre-authorization

When the Insured is scheduled to receive inpatient treatment at the Special Needs
Ward, International Medical Ward, and VIP Ward of the designated public hospitals, the
pre-authorization application shall be initiated by either the policyholder or the attending
medical institution. Assistance is available via the 24/7 service hotline at 95359 (press
1 then 8) or by email to ichc-axa@windstoneservice.com.

The following materials are required to initiate the application for pre-authorization:

@ Pre-authorization Application Form (The part on medical information must be filled
out and signed by a certified doctor). You can download the form from https://hc.ic-
bc-axa.com, or call the 24-hour hotline 95359 and then press 1 followed by pressing
8 or ask for it from your sales advisor.

@ Copy of the identity certificate of the Insured;

@ If the part on medical information of the Pre-authorization Application Form is not
filled out completely, we may need the applicant to provide relevant medical records,
medical examination reports, and so on;

@ Estimated cost details (Fill out cost details according to the Pre-authorization
Application Form or attached materials on cost details).

A

¢ Notes on pre-authorization application

In case of failure to apply for pre-authorization beforehand
under an emergent circumstance, the Insured shall notify us
within two business days after the commencement of inpatient
care or service. The Insured is required to pay the related
medical expenses upfront to the medical institution and submit a
reimbursement claim to us in accordance with the terms of the
contract.

Please note that approval of your pre-authorization applica-
tion does not mean that we commit to paying the full amount of
your claim. The Insured also needs to pay any deductible or
co-payment applicable under their insurance plan.

04¢<
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Reimbursement Claim
Service

Reimbursement claim service refers to the situation where the Insured pays their
medical expenses directly at the time of service, then fills in the Medical Reimburse-
ment Claim Form and submits claim materials to us for reimbursement. As agreed in the
insurance contract, we will review and confirm the insurance facts and insurance

coverage and process insurance compensation.

¢ Application procedures for reimbursement claim

Step 1 Visit medical institutions and pay your medical expenses yourself.

Step 2 Prepare reimbursement claim materials

@ A Medical Reimbursement Claim Form fully completed and signed by the
applicant with date;

@ The original invoice and breakdown (copy is acceptable) issued by medical
institutions;

@ Medical records/summary of discharge/formal diagnosis and various
examination reports (copy is acceptable);

@ Drug list and prescription (copy is acceptable);
@ Copy of the identity certificate of the Insured/applicant;

@ Other proofs and materials helpful in determining the nature and cause of
the insured event, and other relevant proofs and materials.

Step 3 Submit reimbursement claim materials
You can submit your reimbursement claim materials to your sales advisor or
send them via express to the branch office where your sales advisor is
located. The recipient shall be "Operation Department".

¢ Processing time for reimbursement claim

After receiving the complete claim materials, we will complete the assess-
ment and provide the claim result promptly. In case of complicated cases, the
above procedures will be completed within 30 days of receiving the complete
claim materials.

¢ Notes on reimbursement claim

For a smooth and timely claim service, please clearly and completely fill
out the claim application form and submit complete claim materials. The
reimbursement claim for minors shall be submitted by their guardian.

Pursuant to regulatory stipulations, the applicant is required to provide
a valid bank account belonging to the Insured. In the event that the Insured
is a minor, the applicant is required to provide a valid bank account of the
legal guardian. The reimbursement will be transferred to the designated
bank account.

¢ Claim appeal

If you are not satisfied with the decision of your claim, please contact your
sales advisor, who will assist you with the appeal process. You can submit an
appeal within 60 days after being notified of the claim result. After receiving
your appeal, the claim appeal team will review your case and notify you of their
decision as soon as possible.

06¢<
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¢ 24/7 bilingual service hotline

Introduction

You can call the tollfree bilingual service hotline anytime and anywhere. Our customer
service representatives can fluently speak English and Chinese and will answer your questions in
detail and assist you in handling various value-added service applications.

For the service hotline, please dial 95359 and then press 1 followed by
pressing 8.

¢ Telephone medical consultation service

Introduction

For medical advice, medication inquiries, chronic disease management guidance, or
nutritional recommendations, please contact our medical experts via telephone by dialing 95359,
then pressing 1, followed by pressing 8. Please note that this consultation is for medical advice
only and does not constitute a medical diagnosis.

. Outpatient appointment service within the direct-billing
medical institution network

Introduction

We offer the outpatient specialist appointment service (hereinafter referred to as this
"service") within our company's direct-billing medical institution network. Please submit your
service request by calling 95359, then pressing 1, then 8, at least five business days in advance.

Important notes

@ This service is limited to appointments at the International Medical Ward, Special Needs Ward, or VIP
Ward of partnered hospitals only, excluding general outpatient services.
*A list of direct-billing medical institutions is available on the company's official website:
https://hc.icbc-axa.com.

@ You are solely responsible for all medical expenses incurred during the outpatient visit.

@ Upon successful appointment booking, you are required to attend the appointment as scheduled. If
you need to change or cancel the appointment, please call 95359, then press 1, then 8, to submit
your request at least three days in advance.

@ Other Value-added Services

¢ Inpatient direct billing service (for special needs)

Introduction

We offer the inpatient direct billing service (for special needs) (hereinafter referred to
as this "service") within our company's direct-billing medical institution network. If the
inpatient medical expenses are within the scope of your coverage, we will directly settle the
relevant medical expenses with the direct-billing medical institution in accordance with the
insurance contract stipulations.

[Important notes

@ This service is limited to direct billing for inpatient stays in the International Medical Ward, Special
Needs Ward, or VIP Ward of partnered hospitals only, excluding stays in ordinary wards.
*A list of direct-billing medical institutions is available on the company's official website:

https://hc.icbc-axa.com.

@ To use this service at our company's direct-billing medical institution, you must obtain pre-authoriza-
tion approval from us. If the approval is not granted, you must pay the medical expenses to the
medical institution yourself first and then submit a reimbursement claim to us in accordance with
the contract stipulations.

@ This service is only applicable to inpatient medical service needs that exceed the product deductible
and are within the scope of insurance coverage.

@ Based on the coverage liability of your product, the expenses of your inpatient special needs will be
subject to the corresponding reimbursement ratio.

¢ Inpatient advance payment service

Introduction

If, during the insurance period and after the waiting period (no waiting period for accidental
injury), you contract an illness that requires inpatient treatment as diagnosed by a hospital
stipulated in the policy terms, and the treating hospital is an ordinary ward within the network of
hospitals offering inpatient advance payment services , and the estimated inpatient expenses
exceed the deductible amount to be borne by you under your product plan, you may apply for the
inpatient advance payment service.

*The [List of medical institutions providing inpatient advance payment services] is available on the
company's official website: https://hc.icbc-axa.com.
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Service process

Service application

1 - Follow the "T{RLEAFEM" Official WeChat Account, complete the advanced
; verification, click “% P RS "-“FAYIERE - B3/ TG ER1E" then follow the on-screen
L') instructions to fill in customer information and incident details.

i - Download "T $R %% A %" ICBC-AXA Life Official APP, complete registration and identity
verification, enter the homepage and click “IR& AR S5"-“# /TG EHIE” button then
follow the on-screen instructions to fill in customer information and incident details.

Upload required documents
- Valid ID documents.
@ - Relevant medical records and diagnostic reports, including medical history,
inspection reports, and resident admit notes.
- Inpatient expense-related materials, including payment receipts and estimated
cost statements.

Inpatient advance payment review

@ 3 After your successful application, the service provider will contact you to sign
an authorization agreement and review your eligibility for advance payment,
including the approved amount.

@ Initiate the inpatient advance payment service
4 Upon approval, the service provider will notify you of the approved advance
payment amount and any out-of-pocket expenses, and then advance the
payment to the hospital. Covered expenses include hospital deposit advance,
inpatient expense advance, and discharge settlement advance.

@ Discharge claim application
5 At or after discharge, the service provider will assist you with completing discharge
procedures, collecting medical records, original invoices, detailed expense lists, and
submitting the claim to our company.

Important notes

@ Inpatient advance payment only applies to eligible inpatient expenses exceeding the
deductible and within the insurance coverage. Expenses expected to be reimbursed by
public medical insurance are not covered.

@ For policyholders who purchased social insurance-included plans but cannot settle through
social insurance, we will advance up to 80% of the eligible inpatient expenses exceeding the
deductible and within the insurance coverage.

@ The inpatient advance payment service is provided by third-party service providers
authorized by our company. You will need to cooperate by providing and completing the
necessary documents when the service provider assists you in filing a claim.

@ The inpatient advance payment does not constitute our commitment to assume
insurance liability for the advanced matter, nor does it imply that we recognize the
incident as covered. If the advanced amount exceeds the actual claimable amount, you
are obligated to repay the difference. Failure to do so may affect future advance
payment applications and your access to other services we provide.

@ Please submit your advance payment application at least five business days before admission.

@ Common reasons for rejection of advance payment applications include the following:
pre-existing conditions before policy inception, exclusions under the policy terms,
inpatient expenses below the deductible, and the treating hospital not meeting the
requirements stipulated in the policy terms or being outside the list of medical institu-
tions providing inpatient advance payment services.

@ Medical expenses beyond the insurance coverage must be borne by you.

Critical iliness hospitalization green channel & surgery
arrangement service

Introduction

If you are diagnosed with a specific disease listed in the List of Specific Diseases after
the waiting period during the policy term, we provide a green channel for hospitalization and
surgery arrangement services for critical ilinesses. Please call 95359, press 1 then 8 at least
five business days in advance to submit your request. We will prioritize access to high-quality
medical resources nationwide, improving your healthcare efficiency and experience.

*The [List of specific diseases] is available on the company's official website: https://hc.ic-
bc-axa.com.

Important notes

@ After submitting the hospital admission notice (or surgery notice) and required documents (including
but not limited to outpatient records, blood test reports, CT/MRI reports, or pathology reports) from
the hospital department confirming the need for hospitalization and surgery, we will review and
arrange the service upon approval. Specific hospitals or doctors cannot be requested.

@ All related medical expenses (e.g., registration fees, treatment fees, medication, tests,
and hospital bed fees) must be covered by you.

¢ Domestic second medical opinion service

Introduction

If you are diagnosed with a specific disease listed in the List of Specific Diseases after
the waiting period during the policy term, we will provide a second medical opinion from
medical experts in China based on your complete medical records after you have obtained
your initial diagnosis (first medical opinion). This service helps you obtain more comprehen-
sive medical advice. Please call 95359, press 1 then 8 at least five business days in advance
to submit your request.

*The [List of specific diseases] is available on the company's official website: https://hc.ic-
bc-axa.com.

Important notes

This service is provided by our authorized third-party service providers, who will assist
in arranging the service. You will need to cooperate by providing and completing all necessary
documentation.
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¢ Off-site specialty drug delivery service

Introduction

If you are diagnosed with malignant tumors or rare diseases after the waiting
period during the policy term, we will provide specialty drug delivery services covered by
the insurance product for medications listed in the [List of Specialty Drugs], based on
your medical records, pathology reports, and prescriptions. Services include medication
purchase appointment assistance, direct drug payment, pharmacy pickup arrangement,
and home delivery.

*The [List of Cancer Specialty Drugs] and [List of Rare Disease Specialty Drugs] are available on the

company's official website: https://hc.icbc-axa.com.

This service is available after the
waiting period during your policy term,

upon first diagnosis of "Malignant
Tumor - Severe", "Malignant Tumor -
Mild" or rare diseases as specified in
the insurance contract. You may
submit your service application through
ICBC-AXA Life Official WeChat Account,
ICBC-AXA Life APP, or by calling 95359
and pressing 1 then 8, with all required
documents prepared according to the
insurance contract terms.

This service requires prior approval
from our company before arrange-
ment, and drug delivery is limited to
the Chinese mainland only.

This service may be unavailable due to out-of-stock situations at partner pharma-

Prescriptions for specialty drugs used
to treat "Malignant Tumor - Severe",
"Malignant Tumor - Mild" or rare diseas-
es must be issued by specialists from
hospitals recognized under the policy
terms, and must comply with the
approved indications and dosage
specifications listed in the drug instruc-
tions approved by the National Medical
Products Administration.

This service is provided by our
authorized third-party service provid-
ers, who will assist in arranging the
service. You will need to cooperate
by providing and completing all
necessary documentation.

cies, or changes in national laws and policies that prevent drug delivery.

*The [List of Partner Pharmacies] is available on the company's official website: https://hc.icbc-axa.com.

¢ Disclaimer

The value-added services and their specific terms are subject to the latest
announcements on our official website. We reserve the final right to interpret all service
contents and terms.

& We assume no responsibility for the medical services provided by medical insti-
~ tutions or doctors, including their content, processes, and outcomes.

(2) Services are provided by our third-party partners. Any disputes arising during
the service process shall be handled by the respective service provider. While
we will assist in coordination, we bear no legal liability.

&) These services are not part of the insurance contract, and their provision does
~ not directly affect claim decisions.

We may dynamically adjust or optimize service terms based on laws, regula-
tions, and the healthcare environment, retaining the right to interpret and
modify all service details.

€

We shall not be liable for service failures caused by force majeure (e.g., natural
disasters, severe weather, group safety incidents, medical emergencies, or
major epidemics), but your service entitlements will remain valid.

C

) To better provide services, we or our third-party service providers may collect
personal and medical information, including but not limited to identity details,
pathology reports, inspection reports, imaging data, and surgical records. You
may choose whether to provide such information, but we shall not be liable for
any losses due to incomplete information.

Service terms

© This service takes effect after the waiting period under a valid insurance
contract.

© Services are exclusively available to the Insured ("you").

© Covered illnesses are limited to those specified in the insurance contract

(excluding exclusions).
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@ Mobile Self Service

¢ First login
1 \
Method 1: Log in via the "T R 5k A &" APP
@ Scan ICBC-AXA Life Official APP"TR% X A FE" QR >
code (shown on the right) to download.
\:/
> @ Open the app and tap the "HimEJT"
High-end Medical section to jump to the ——
) ) 1 \
registration page.
Icec @ Az M
SR TRREAT v
© Enter the mobile phone number and verification code,
and tap "“FMER" Register and Login button to :ie
complete the registration. ‘
e (=
< WRAE N T
g 4) Enter the relevant information according
> to the prompt and jump to the identity
authentication page and tap ">zBIIAJE"
button, and perform subsequent opera-
) tions according to the page prompt to
\ D) \S complete the advanced authentication.
Tips

If the identity authentication has been completed in the ICBC-AXA Life Official
WeChat Account, you can directly log in with the mobile phone number filled in the

WeChat authentication.

Method 2:Log in via WeChat
@ Scan the QR code of the Wechat official service account
on the right to follow, or tap "+" > "ZNANAFA" Add §
Contacts at the upper right corner of the Wechat
interface, then search for "ICBC-AXA95359" or "T R %
B AFEEM" Official WeChat Account and follow our
official WeChat account.
—————
—" —)
mone @ Tap "% FRS"Customer Service > "
{Z8" My Information in the lower right
> corner. After entering the Member Center

MERHR, 625EMN"
TEPRR

page, tap "Customer Information" to jump
to the Customer Identity Authentication
page. Follow the instructions on the page
to complete the advanced authentication.

5
TRREHHRENERE
ARRFBItY, FER..

© puwsn -maw

\

< THRE RER 2
N

&) Customers outside China may tap "{iEghg"

~ WeMall> "GlobalCare Service" at the bottom to >
access the English interface for English-language
services.

Online services

Inquire about
claim status and

Inquire about the

Inquire about =
4 latest list of

policy information

Inquire about
electronic

= submit self—ser— medical .
to find out more . - — - membership card
vice claim institutions in our i
about your — : = to make billing
applications direct billing ;
coverage. - easier .
online. network .

o e’ e 6
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If | purchased the policy as someone with social insurance or public medical coverage

F req U e ntly AS ked Q U eStl 0 nS Q but didn't use it when receiving treatment, will this affect my claim?

(FAQs)

Yes, it will impact the reimbursement if you seek treatment at the ordinary wards of

public hospitals. If you purchased the policy as someone with social insurance/pub-

. . . lic medical coverage: if settled through social insurance /public medical coverage,

q  |sICBC-AXA Life SereneCare Medical Insurance/Group Medical Insurance you can receive 100% reimbursement. If not settled through social insurance /public
guaranteed renewable? A medical coverage, the reimbursement ratio is reduced to 80%.

Reminder: If enrolled as a social insurance participant, you must use your
social insurance coverage first for medical expenses when you seek treat-
ment at the ordinary wards of public hospitals. Failure to do so may result in

A This is a one-year non-guaranteed renewable product. a 20% reduction in your reimbursement amount.

My purchased plan have a deductible. How is it calculated, and what situations are
exempt from the deductible?

Q Do | need to reapply for coverage after the one-year policy term expires?

The deductible is the annual cumulative deductible, which shall be borne by the

insured person.
Upon policy expiration, you will need to reapply for this product with us. Renewal is ) . . )
A subject to our underwriting approval, premium payment, and issuance of a new Exemptions from deductible include the following: (1) medical expenses related to
insurance contract. first-time diagnosis of specific critical illnesses. (2) continued treatment of previous-
A ly diagnosed specific critical illnesses after policy renewal.

Reimbursements from other commercial insurance plans, and out-of-pocket
expenses (including personal social insurance account payments) can be used to
offset the deductible. Amounts already reimbursed by social insurance /public
medical coverage cannot be applied toward the deductible.

Does ICBC-AXA Life SereneCare Medical Insurance/Group Medical Insurance have a
waiting period? How does falling ill during the waiting period affect claims?

Q How should | file a claim after receiving medical treatment?

A: The waiting period is 30 days (including the 30th day) from the effective date
of the contract.Medical expenses or allowances (e.g., hospitalization/sur-
gery/out-of-hospital medical supplies and equipment) due to iliness (non-acci-

A dental) will not be covered. Exceptions: Expenses from accidental injuries are T It - il ical instituti h
exempt from the waiting period. In case of SereneCare Medical Insurance directly with us. If treated at a non-direct-billing medical institution and you have

individual policies, if renewing the policy without adding new coverage benefits, already paid the medical expenses, you can file a claim by performing the following

the new contract will have no waiting period. A steps: complete a Medical Reimbursement Claim Form, submit the original medical
records and invoices related to the treatment through one of the following channels:
your assigned sales advisor, ICBC-AXA Life Official WeChat Account or ICBC-AXA Life
Oficial APP (for self-service claims). In addition to the initial documents, we may later
request supplementary materials. Please be aware of this possibility.

If treated at an ICBC-AXA Life direct-billing medical institution and using direct billing
services, you do not need to submit a claim. The medical institution will settle
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How soon after medical treatment should | file a claim with ICBC-AXA Life?

You must notify us within 30 days and submit your claim application to us within 60
days after receiving treatment. To ensure your rights are protected promptly, we
strongly advise submitting your claim as early as possible.

Can | submit a photocopy of the invoice when filing a claim?

The invoice must be issued by the hospital and must be the original document bearing
both the hospital's charge seal and the tax seal.

To whom will the claim reimbursement be paid?

The claim reimbursement should be paid to the Insured or their guardian thereof.

Does the hospital coverage of SereneCare Medical Insurance include private hospitals,
Special Needs Wards, International Medical Wards, and VIP Wards?

The scope of eligible hospitals depends on the type of coverage plan you purchased.

Plan 1: The hospital coverage primarily includes Ordinary Ward, Special Needs
Ward, International Medical Ward, and VIP Ward of public hospitals at or above the
secondary level accredited by the national health administration.

Plan 2: In addition to the institutions mentioned in Plan 1, it also includes medical
institutions designated by our company (the list may be dynamically adjusted, so
please check the official website regularly). Note: Claims may be denied for
treatment received at non-designated private hospitals!

@)

What should | do if | disagree with the claim decision?

If you disagree with the claim decision, please submit your objection in writing via
express delivery or email. Upon receiving your appeal, we will re-evaluate your claim
application. If you have any additional supporting documents, please provide them
along with your appeal.

Why am | unable to successfully complete registration and authentication on the
ICBC-AXA Life Official WeChat Account or ICBC-AXA Life Official APP?

Please ensure that the ID information entered during registration and authentica-
tion matches the details on your policy contract. If the issue persists, we
recommend contacting your sales advisor for assistance in completing the applica-
tion process.
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