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THE CEO’S
MESSAGE

| am pleased to present the third edition of Oman Insurance
Company PS.C. (“Sukoon”)’s Environmental, Social and
Governance report for 2022. The report showcases our key
performance highlights, achievements, and best practices for the
year, resonating the vision, mission and values of our organization
in contributing to our key stakeholder’s success.

One of the key milestones for us in 2022 was to successfully change
our brand from Oman Insurance to Sukoon. Oman Insurance was
launched in 1975, almost half a century ago. Since then, a lot has
been achieved and much impressive progress has been made.
[t was important to reflect these changes in a new visual identity.
We unveiled our new corporate identity on the iconic Burj Khalifa
at an event attended by our Chairman, Members of the Board,
Executive Committee, key partners and members of the press.
Sukoon has been extremely well received by our clients and
partners and, with our new colors, Sukoon perfectly reflects
what we have become: a dynamic, professional and dedicated
company that delivers peace of mind to its clients!

Even before the publication of first Sustainability Report in 2020, Sukoon was attuned to the global call for sustenance
through various economic, social and governance initiatives. With our inaugural publication, we laid resilient groundwork on
which we continue to build best practices to achieve the sustenance goals aligned to DFM guidelines and GRI standards.
With unwavering support and guidance from our Board of Directors, we continue to remain committed to operating our
business in a sustainable manner, empowering our communities, employees and customers, using advanced technologies
to respond to market dynamics and manage our resources consciously and efficiently.

Sukoon did remarkably well in 2022 in terms of increasing our shareholder’s value by declaring net income of AED 223.6
million — the highest in the preceding 8 years. Our local solvency margin peaked at 280%, which speaks for the successful
strategies we have implemented for a resilient risk transfer mechanism. Our global customer satisfaction index stands at
89%, which reflects our commitment to be the region’s reference point for exceptional customer service.

One of our strongest strategies have always been to explore new and unique growth avenues and be a market leader in our
practices. It was indeed a proud moment for Sukoon to be the first in the UAE to commence operations of Syndicate 2880
— a part of the Syndicate In A Box (SIAB) initiative. Our technological and digital solution prowess continued its upward
trajectory. We enabled medical reimbursement claim submission by partners leveraging API, digitalized our consumer and
commercial claims, launched first in the region motor fleet solution on zero code platform, among many other initiatives.
This goes a long way to show how we intend to support our community by empowering our partners and customers alike.

The accolades we won for our efforts surpassed last year’s achievements as we received 20 awards in 2022. These
included, among others, ‘Insurance Customer Satisfaction and Happiness’, ‘Insurer of the Year — Overall’ and ‘Digital
Initiative of the year’. If there is one common theme behind winning these prestigious and coveted recognitions in the
market, it is the hard work and resilience of our employees. | am elated by the unwavering commmitment and yearning for
innovation brought by our employees to this organization.
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We’ve made many a stride in terms of adding value to the world through Sukoon’s CSR initiatives. These include the
Ramadan Motor Campaign (in collaboration with Emirates Red Crescent) to support families in need of essential food
supplies, raising awareness about Hepatitis and Cancer on behalf of the Dubai Health Authority, signing an MoU with
the College of Banking and Financial to support prospective college graduates in meeting their work requirements and
obtaining the skills and knowledge necessary to succeed in their ambitions, and holding the Al Mouj Muscat Marathon to
promote the importance of wealth and wellbeing, among others.

Lastly but most importantly, we were part of the World Economic Forum (WEF) Annual Meeting in Davos, Switzerland. |
was part of a panel to discuss the impact of Environmental, Social and Governance (ESG) factors on financial institutions.

As we look forward to 2023, we are confident that our sustainable goals will continue to bring dividends to our stakeholders,

while we invest in our people and contribute to our society through green solutions ever committed to have a balanced
socio, economic, human and environmental sustainability.

Jean-Louis Laurent Josi
CEO, Sukoon
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OUR 2022
KEY ACCOMPLISHMENTS

Customer Service
a. Won 20 accolades in 2022
b. Customer satisfaction at its best: 89%

Employee Wellbeing
a. Employee Coaching

b. LivFit

c. Women’s Network

Increased Shareholder Value

a. Highest Net Profit in the history of the company

b. Double-digit ROE ~ 10%

c. Shareholder’s equity increased by 10.4% to ~ AED 2.46 billion

Digitalization

Enabled medical reimbursement claims submission by leveraging APIs

100% STP of DHA medical products

Digitisation of Consumer and Commercial Claims — 24/7 availability on Cloud for UW, Operations, and Brokers
Launch of STP in its life insurance policies with partnering banks and brokers

Seamless rebranding of Oman Insurance to Sukoon Insurance

Launch of innovative first-in-the-region Motor Fleet Solution (individual scheme) on ZeroCode Platform (KUDOS)
Launched the one-of-a-kind Health Extend top-up solution for medical policyholder

@ P00 T
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SUKOON

AWARDS 202

GAZET INTERNATIONAL

AWARDS

e Best Health Insurance Company
e Best Motor Insurance Company
o Digital Insurer of the Year

ﬁ
COSMOPOLITAN
THEDA I LY

E

e Best Health Insurance Company
e Best Motor Insurance Company

|| ‘World Economic
[y Magazine
Simplitving Global Financial Markets

e Best General Insurance Company

I NTERMWNATIOMNAL:

INVESTOR

e Best Health Insurance Company (MENA)

' WORLD BUSINESS
¥ OUTLOOK

o Best Motor Insurance Provider
e Best Digital Insurer

Finance [

Derivative

e Best General Insurance Company

BUSINESS

EVIEW MAGAZINE

A‘ GLOBAL
&

e Life Insurance Company of the Year
e Best Health Insurance Company
e Best Motor Insurance Company

&) INTERNATIONAL
=/ BUSINESS MAGAZINE

e Best Motor Insurance Company
e Best Insurance Website

Global
Business
Outlook

e Best Life Insurance Company

AWARDS 2022

e Insurer of the Year - Overall

\ N
Insurelek
MIDDLE EAST L 2022

e Best Health Insurance Company
e Educational & Training Initiative of The Year

Finance

reviewe

e Insurance Customer Satisfaction & Happiness
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OUR STRATEGIC
PILLARS

We pledge to continue to be true to our mission, vision & values to bring assurance to our stakeholders’ wealth & wellbeing

and to be their preferred & trusted partner

Customer-centric

Reliability

Expertis

Employer-of-choice

48 Years

of expertise in the region

830,000+ Clients

trust us

650+ Professionals
ready to serve you

6 SUSTAINABILITY REPORT 2022
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4.3 Billion
AED revenue in 2022

9.18 Billion
AED total assets in 2022

Listed
on Dubai Stock Market

223.6 Million
AED net profits in 2022
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. Well Managed by an Experienced Team

Leading positions in the UAE: among top 3 players in most of the LOB’s and a household
brand

Leading positions in the GCC: engineering among the largest in the region

650 strong, versatile employees

. Strong Market Position

Financially prudent - rated A2 by Moody’s, A by AM Best and A Stable by S&P

Profitable franchise with significantly high solvency at >280% as at Dec 31, 2022
Significant reinsurance business in upstream and downstream Energy and a profitable
international Aviation account

Members of Emirates Insurance Association & Gulf Insurance Federation

First company in the UAE to have Lloyd’s syndicate ever in the region approval has been
received from Lloyd’s to launch Syndicate 2880 under the Syndicate-in-a-Box initiative
(SIAB). The Syndicate is now operational on the Lloyd’s platform under the Dubai International
Financial Centre (DIFC)

. Robust Customer Satisfaction

Rated as #1 insurance company

89% of customers being satisfied or very satisfied with our services

Winner of 20 awards in 2022 including: “Insurance Customer Satisfaction and Happiness”;
“Digital Insurer of the Year” and “Insurer of the year — Overall”

. Digital Innovator

Launch of the innovative Health Extend top-up solution for medical policyholders

API Gateway to onboard brokers/ partners delivered

Launch of STP of Sukoon’s Life Insurance policies with partnering banks and brokers
Launch of the innovative, first-in-the-region Motor Fleet Solution (individual scheme) on
ZeroCode Platform (KUDOS)

b B

>

A
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STAKEHOLDER
ENGAGEMENT

We reviewed internally and externally our stakeholder’s perspectives and opinions. The process identified the impact
we have on each stakeholder group as well as the level of influence each stakeholder group has on our business. We
communicate with our stakeholders through multiple channels, listening and seeking their feedback. We have listed below
our key stakeholder groups and our engagement methods along with the frequency of engagement.

Customer Shareholders & Investors

a. Customer satisfaction surveys at key N . a. Board of Directors Meetings, Market
touchpoints Monitored Monthly. Disclosures, General  Assembly,

b. KPI: > 90 % satisfied customer. m o w Investor Relations.

= b. KPI: Financial Performance, Minimum
of 4 BOD meetings annually.

%
Y . .
Employees Suppliers & Business
a. Employee Engagement Programmes. (] > (] Partners
b. Intrsjmet,TownhaIIs, Inhouse Trainings. w 'I' a. Tenders & RFPs, Broker Portals,
c. KPL:EE>4. R Trainings & Workshop.
b. KPI: Fair Business Practices &
* Selection.

Regulators, Media & Others

a. Regulatory Reporting to UAE Central
Bank, DHA, HAAD, Communication
with Regulators (DFM, SCA).

b. KPI: Compliance to all regulations.

8 SUSTAINABILITY REPORT 2022



MATERIALITY

The above review helped us in understanding the correlation and the impact each has on the assessment of materiality.
As a result of stakeholder engagement, we identified material topics based on the significance of economic, environmental
& social influence it has on our stakeholders. By focusing on materiality, we aim to achieve our sustainable development
goals which is also built into our overall strategic objectives and pillars identified for the coming years.

HIGH

Importance to External Stakeholders
(Customers, Regulators, Shareholders,

Suppliers)

V' N

Digital Transformation & Innovation.
Customer Satisfaction

Product responsibility

Governance, Ethics & Compliance (Internal)
Data Privacy

Responsible Investment

Employee ‘s Development
Utilization of r esources

Diversity & Empowerment
Community Support

Climate Change

Waste Managenment

Energy Efficiency

4

4

LOW

Importance to Internal Stakeholders (Employees, HIGH
® Senior Management, BOD)

Assessment Process & Identification of Key ESG Issues & Impact
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ESG: OUR PRIOTITIES

In our first Environment, Social & Governance report, we demonstrated the adoption of United Nation’s Sustainable
Development Goals (SDGs) in our operational strategies. In our second report for 2021, we continue to show our
commitment in working towards developing business sustainably and in line with our goal to become a reference point

in the region for customer service.

In our continued efforts, we have adopted SDG goals in our insurance activities, aligned to our business models through
digitalization, prioritizing risks and opportunities that supports the growth of sustainable business. We at Sukoon are
committed to bring gains for our stakeholders in the longer run, promote wellbeing of our employees, contributing to our
community and adding value to our customer experience. Based on the Global Reporting Index (GRI) reference, material

issues identified were factored into our operational and governance framework.

Our mission to protect one’s wealth & well-being is redefined through our many initiatives to care for
our people and our community alike, through our wellness programs. Explore our LivFit program,
Employee Wellness, Women’s Network initiatives to know more.

We at Sukoon make conscious efforts to bring equality in our Workforce & Workplace. We are
committed to improving gender representation at Senior Management & Board as well as focusing
on Women’s Wellness. Know more about our Diversity, Women’s Network, and our Women'’s
Leadership.

We aim to empower our employees through an array of professional courses under our Learning &
Development, Diversity & Nationalization programs.

As an Industry Leader, we have been a pioneer in innovating insurance products through technology
adding to our stakeholder’s values as well as empowering our customers, partners, and employees
to support sustainable development. See our Technology & Innovation to learn more

We aim to inculcate the culture of responsible spending for a sustainable community and social
responsibility towards the growth of the community. We engage in many social activities in giving
back to the community.

We are committed to investing in Corporate Governance for ensuring operational excellence and
long-term gains for our stakeholders and sustainable operations. We ensure we are compliant with
regulations and have high ethical standards for our employees.

10 SUSTAINABILITY REPORT 2022
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GOVERNANCE AND
RISK MANAGEMENT

With our strong corporate governance framework, we diligently follow local

regulations and laws, while maintaining a robust corporate governance framework
Sukoon considers corporate governance as a critical element in creating a sound working environment that supports
achieving the overall long-term goals for all stakeholders. Risk management & corporate governance is key to making us
perform sustainably.

Governance structures are put well in place to reduce and manage risk in line with achieving Sukoon’s strategic objectives
and to contribute to building strong ESG goals and action plans. There are key policies which are outlined in the policy
section which support us in operating a dynamic risk and governance framework. Furthermore, there are audits done by
external and internal to ensure adherences to best practices.

1. Pillars of corporate governance framework
a. Board of Directors

e Active
* |ndependent
e Non-executive

Committees

Audit Committee

Nomination & Remuneration Committee
Investment Committee

Risk Committee

Internal Control System
Compliance

Risk Management

Internal Audit

o o .U

e o o

(First insurance company in the UAE, awarded and recognized by the Institute of Internal Audit to be in compliance with
its International Standards)

2. Board of Directors

The election of our Board Members shall take place every three years. The new board election was done on Apr 12, 2022.
The election of the board members was conducted during the Annual General Assembly meeting, where shareholders
elected the board members by way of vote. Nomination & Election process has been duly approved by SCA and disclosed
to DFM and published in the local newspaper and on the company website.

Our Board of Directors meets at least every quarter. Responsibility for administrating all-risk policies and management of
risk are delegated to the Executive management. The Board is appraised on a regular basis to significant risks for Sukoon
and manages overall response plans. Board Member evaluation will be conducted as we progress in our commitment to
governance principles.

1 PEACE, JUSTICE
ANDSTRONG
INSTITUTIONS

Y,
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3. Board of Directors Committees

a. Board Risk Committee (Meets Semi-Annually)
The first in the market committee was established in 2020. Incudes 2 Board members, two independent experts, CEO,
and the Head of ERM, validates the Company’s ERM framework & Risk Appetite.

b. Nomination and Remuneration Committee (Meets Annually)

The committee includes 3 Board members & is chaired by an independent member.

Responsible for developing & reviewing the remuneration policies, reviews the bonus of Executive Management and
developing procedures for the nomination of Board Members.

d. Audit Committee (Meets Quarterly)

The committee includes 2 Board members & an audit expert, chaired by an independent member. Responsible for
reviewing external, internal audit reports, disclosures & financial statements.

e. Investment Committee (Meets Quarterly)

The committee includes 3 Board members, the CEO, and is chaired by an independent member. Head of Investment,
Finance & Risk attend all meetings.

Responsible for strategy, review & execution of company investments.

4. Management Committees
a. Executive Risk Committee (Meets Quarterly)

Established by the CEO, committee serves as the senior management committee to assess all significant risk issues, and
to protect Sukoon’s reputation & intrinsic values. It oversees Sukoon’s risk management.

b. Credit Committee (Meets Monthly)
Established & chaired by the Head of Finance, committee oversees and supports the management and control of credit
risk. It oversees administration of Sukoon’s credit portfolios.

c. Executive Committee (Meets Bi-Monthly)
This committee was established by the CEO.
[t serves as the Executive Management level committee to discuss key strategic & business issues.

1 6 PEACE, JUSTICE
ANDSTRONG
INSTITUTIONS
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RISK MANAGEMENT

GOVERNANCE

As Sukoon continues to be the leading insurance company in the UAE and GCC and to have a strong market position, the
maintenance of a strong governance framework, ensuring the right overview and control at each level of our structure, is
central to everything we do. This is achieved through Risk Management Policies & committees steering them.

Effective governance is much more than committees: it is about ensuring the stability, consistency, and innovativeness of
our business to make sure our customers’ expectations are met and exceeded.

Sukoon has two levels of risk committee Board Risk Committee (BRC) & Executive Risk Committee (ERC). ERC’s role is
defined to challenge, oversee, and monitor the management of risks within Sukoon to ensure they are being managed
within the risk governance requirements and risk appetite. There are four committees that further report to ERC. Validation
of the ERM framework and risk appetite set by ERC is done by BRC. They also work as a channel of communication
between the Board & ERC. With these committees, the Company can assess different severe (but plausible) events
and scenarios to understand the financial and capital implications on the Company, proactively monitor and regulate
reinsurance exposures and structures, large & unusual transactions. They also ensure that adequate and reasonable
reserves are in place for insurance exposures along with the appropriateness of credit risk associated with insurance
receivables/ reinsurance recoverable.

1. Compliance Policies
Sukoon’s compliance policies are aimed to guide employees to a higher ethical standard, support the organization in its
strategies, and ensuring compliance to local & international regulatory guidelines.

The compliance policies are reviewed and updated annually. The key focus areas are AML, CTF Sanctions, Risk assessment
framework, conflict of interest, anti-corruption & bribery, and whistleblower policies. The policies are structured through
procedures, processes, training & awareness to Sukoon’s employees

AML & CTF Sanction
Compliance Policy

Whistleblowers’ Policy

=

Compliance Risk Assessment
& Monitoring Process

Gift’s & Entertainment Policy

Risk Managment Framework

Conflicton of Interest Policy Policy

Risk Appetite Statement &

Anti-Bribery & Corruption Framework Policy

Sanction Policy

1 PEACE, JUSTICE
ANDSTRONG
INSTITUTIONS
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TECHNOLOGY AND
INNOVATION

We at Sukoon have undergone a massive digital transformation and delivered various industry-level innovative solutions.
We strongly believe in capitalising on the digital era to bring healthy returns to our shareholders and truly empower our
customers, employees, and partners. We continue to enable a traditional supply chain with digital channels and leverage
the external ecosystem as part of our digital strategy.

. Strengthening Our Foundations

Technologies

Modernised and resilient IT estate resulting in 99.9% service availability over the last 43 months

Payment Gateway / APl Gateway solutions

Digital workspace with 40% on Cloud (Greenfield) and remote connectivity enabled for 95% of the staff to tackle the

COVID-19 lockdown

e Enabled medical reimbursement claims submission by partners leveraging APIs

e 100% STP of DHA medical products

e Digitisation of Consumer and Commercial Claims — 24/7 availability for UW, Operations, and Brokers on low-code
platform

e | aunch of the innovative, first-in-the-region Motor Fleet Solution (individual scheme) on ZeroCode platform (KUDOS)

e o o ()

Digital Channel

16 portals to enable self-service across the business domains

Mobile Apps for Medical and Motor assistance for recovery

Bancassurance (Mashreq & RAKbank)

Launch of STP for its life insurance policies with partnering banks and brokers
Launch of the innovative Health Extend top-up solution for medical policyholders

e o o o .U

Analytics
Created Golden Record and implemented Single Customer View on Cloud
Data Lake and Al-based pricing implementation in plan

* 0

. Key Initiatives for 2021-2022

E-Commerce

100% STP for New Business and Renewals of Fleet — NB delivered in May 2022 and renewals in progress
Predictive Analytics — Enable Personalization for Up-Sell/Cross-Sell (in progress)

Rationalisation of 16 portals to one with Single Sign On (in progress)

....Q)N

b. E-Services
Enabled Self-Servicing for Fleet Endorsements and Claims (delivered in May 2022)
Opti channel Experience — APl Channel for Brokers & Partners (delivered in January 2022)

E-Partners

Leading and innovative Medical Ecosystem (in progress)

Customer 360- Data Mining & Analytics enabled FWA & Wellness (in progress)
Digitisation of non-Motor Claims (delivered in February 2022)

e o o
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3. Information Security
At Sukoon, security is an integral part of the architecture guidelines. In the last 3 years, we have implemented multiple
security products and secured ISO 27001 certification in Dec 2021.

e o o ()

Key Initiatives: 2018- 2022

IT Regulatory Compliance — ADHICS-certified in February 2022

Protection of Business and Privacy Information — Microsoft Information Protection and Microsoft DLP (implemented)
Encryption & Backup for Data Security — Parablu for laptops and Data Encryption for the rest implemented for identified
systems in 2022

Secured Login Mechanism — two-factor authentication implemented in 2021

Centralized Log maintenance — SIEM implemented in 2021

Privilege Access management — CyberArk implemented in 2021

Fortification against SPAM, Phishing, Malware — Vulnerability Management implemented

Improved Threat Detection — MS-DLP implemented in 2021

24 x 7 security monitoring & response — dedicated Security Operations Centre in place since 2021

&3
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OUR FOCUS
FOR 2022

. Commercial Claims
Strengthening claims adjudication process through prudent and expert claim handling
Effective Claims management from Lloyds platform as a syndicate
COVID-19 claims are fast approaching the three-year legal time bar; claims will be reviewed for closure in mid-2023

Cop -

Motor Claims

Optimize Fraud Waste & Abuse Controls

Manage repair cost strategic partnership garages

Implementation of Mobile App for claims notification and servicing

OTHON

. Medical Claims
Continuous optimization of Fraud Waste & Abuse controls
Future Ready and Scalable Mobile App Platform
Strengthen Payer - Provider relationship
Optimise PBM module and experience
Strengthen Payer — Client relationships
Early Warning Indicator via Data Analytics

TS0 Q0 TR W
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CUSTOMER
ENGAGEMENT

Customer-centricity is at the fore of our ambitions. We believe that customer satisfaction is not only the basis for profitable
growth but also a key driver for employee engagement. It also defines design principles for digitalisation and setting a
benchmark for technical excellence.

Our “Customer First” value has led us to venture digitally to provide quality, personalised and value-propositioned services.
From mobile applications to digital platforms and seeking customer surveys, we are constantly in the search of the next
awe-striking factor for our customers.

In addition to the inevitable digital world we are transitioning towards, we also boast a highly-skilled, empathetic team

of insurance professionals to support our customers through well-managed call centers, email support, and Customer
Service Desk & Complaints Unit for direct and intermediary channels.

1. Customer Satisfaction Survey
We passionately seek our customer feedback through monthly surveys. The satisfaction indicators are reported monthly
and form the base of measurement as well as enhancements for our products & services.

With a satisfaction score of 89 percent achieved in 2022, we keep marching forward in our pursuit of delivering absolute
delight to our customers.

a. Global Satisfaction Index - Yearly Indicators

2018 2019 2020 2021 2022

b. b. Department Indicator

Medical Motor Individual Call
Claims Claims Sales Centre
Reimbursement
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CUSTOMER
EMPOWERMENT

Digitally empowering customers strives to provide a seamless customer experience. We have launched a digital platform
for our customers through mobile apps, online accesses, eCommerce platform which has truly changed the way traditional
insurance processes run. The tedious tasks of purchasing insurance, finding the right product, seeking assistance, or
submitting claims are all now a click away!

1. Individual Life

Online client portfolio platform

2. Medical Online Portal

mySukoon — an online portal to assist members with policy administration and medical claims reimbursements

3. E-Commerce

Online purchasing and renewal of insurance policies:
a. Motor Insurance

b. DigiTerm & Critical lliness

c. DHA Plus

4. Mobile Apps

a. IMC - Emergency Motor Roadside Assistance

b. mySukoon — Medical Network Geo-localization & Reimbursement Claims
c. LivFit — Wellness App

Customer Testimonials
We are known for our exceptional customer service. Here are a few testimonials which bear witness to our commitment
to delight our customers at every turn:

“The aadvisor was very knowledgeable, trustworthy, and very much patient. She understood my requirements and
suggested investment and insurance plans accordingly. | loved that she was not trying to sell me anything; rather, she
suggested what was best as per my goals and requirements.” - Nilesh, Life Insurance policyholder

“Excellent communication and great use of technology to inform customers about status of claims. Really quick
re-imbursement of claims so customers are not out of pocket too long.” - Stephen, Medical Insurance policyholder

“The action taken upon my request was quick, and the allocation of a very good garage like AUTOTRUST was also a wise
decision from your side. You guys really care for your clients. Thank you!” - Reji, Motor Insurance policyholder
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PARTNER
ENGAGEMENT

A similar empowerment strategy has been thought of for our partners. We launched a survey for our brokerage channel
which forms a significant part of our distribution channel.

The brokers’ survey (including 346 responses from 76 brokers) outcome indicated an increase across all 20 dimensions.
Sukoon was rated the number-one insurer to deal with, which highlights the “Service Excellence” of the Company which
is at the core of its business.

Measured across all dimensions — from Sales, Policy Servicing and Claims to Finance and others — the performance
results are as under:

Market Results all Insurance

4.50

4.00

3.50

3.00

2.50

In line with our Continuous Improvement value, we extended digital platforms to our partners that included the B2B
platform, self-service platforms for brokers and healthcare providers for policy administration, online pre-authorization
management, and portfolio management (for individual life).

2.00
1.50

1.00

1. SME & EBP Medical

Online process from quotation to policy

2. B2B Platform

Stabilization of the broker platform for motor policies

3. Self-Service Administration
Medical member addition or deletion feature

4. Online Pre-Authorization Portal
Online pre-authorization request tool for medical providers

5. Individual Life

Portfolio management platform

=
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BRAND
AWARENESS

Rebranding Oman Insurance To Sukoon

In 2022 we rebranded ourselves as Sukoon. This change marked a new chapter in our 47-year history of providing
ultimate protection and peace of mind to our customers and partners. In the last 3 years, we carried out extensive market
research and brought together some of the world’s best-in-class rebranding experts to guide and advise us. We have
gone through several focus groups, interviews, and surveys. We have tested dozens of names, logos and colours to finally
select Sukoon.

Sukoon means peace of mind in Arabic, Urdu and Hindi - the 3 most widely spoken languages in the region. The
brandmark represents two human hands coming together, vividly depicting a sense of security and protection for our
customers and partners, while reflecting peace of mind and togetherness. The two hands also form the letter ‘S’ of
Sukoon. The strong colour combination aptly depicts what we are today - a bold, modern and dynamic insurer that is not
afraid of challenging the status quo!

Our new corporate identity was unveiled on the iconic Burj Khalifa at an event attended by our Chairman, Members of the
Board, Executive Committee, key partners and members of the press.

Sukoon is a new starting point where leveraging our foundations, we will develop an exceptional insurance platform with
the objective of providing an unmatched customer experience and unrivalled insurance expertise in the region.

AWARENESS CAMPAIGN

OUR NEW BRAND MARKETING CAMPAIGN

GOOD HEALTH
AND WELL-BEING

e
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Marketing and PR

To propagate brand awareness and capitalize on the limitless potential of online customers, we actively use online platforms
for campaigns such as digital and social marketing and digital PR campaigns. Here are some numbers from our recent
brand campaign.

13.1M Article readership on various platforms
174M Impressions (that is, the number of times our ads were seen across all digital platforms,
excluding rebranding efforts)

LivFit: A Comprehensive Wellness Programme
Another addition to our impressive examples of technological prowess applied to bring. LivFit is a wellness program that we
launched to promote a healthier lifestyle. It is now a full-fledged wellness platform for our customers and employees alike.

Sessions are aimed at health, lifestyle & awareness, and chronic disease management. In the pre-pandemic era, we held
wellness workshops, visiting our employees and customer. Due to the limited social movement in the current time, we
quickly adapted, and brought in our online platform to continue to care for our stakeholders and community. LivFit videos
and sessions were made available to our customers on our websites, social media platforms as well as our LivFit app.

13.4M Impressions on Facebook
6.1M Impressions on Instagram

. Health
Health Risk Assessment
Health Screening
Vaccination (Flu)
Mental Well- being

Qoo =

. Lifestyle & Awareness
Virtual Coaching
Mobile App Fitness Plan
Tobacco Cessation
Weight Loss Support
Awareness Literature
Wellness Fair/ Webinars
Virtual Fitness Classes
Discount & Offers

SQ@ Q0T O N

3. Chronic Diseases Management
A Care program to manage conditions & improve quality of life:

a. Diabetes
b. Hypertension
c. Hyperlipidemia

GOOD HEALTH
AND WELL-BEING

e
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EMPLOYEE
ENGAGEMENT

As the customer is at the heart of it all, our employees are the cornerstone of Sukoon. We have done a great deal to ensure
that our employees are happy, healthier, and dedicated to bringing a delightful experience to our customers. Our dynamic
and diverse company culture advocates communication, transparency and accentuates employee engagement.

We aim to create a healthy, cooperative, and friendly environment, empowering employees and helping them flourish
throughout their career.

Attracting, developing, and retaining the right talent is the foundation of Sukoon’s approach to its people. The Company
continuously promotes itself as an employer of choice to acquire strong candidates.

Year Tenor Attrition
2022 5.85 13.5 %
2021 5.89 14 %
2020 5.00 08 %
2019 4.00 13 %
2018 4.00 15 %

1. Employee Reward & Recognition
Sukoon has a variety of engagement initiatives to further enhance its engaged workforce:

Line managers have the option to attend workshops on the topic

A dedicated champions team acts as a support for line managers in their team engagement activities
Virtual town halls are held

Wellness initiatives covering both physical and mental health are conducted

High performing employees are awarded in quarterly award ceremonies

®Po0 o

2. Employee Coaching
Sukoon launched its Employee Coaching program in 2019 for life and career advancement. With two internal qualified
coaches, Sukoon provides face-to-face and virtual sessions to its employees to help them reach their maximum potential.

3. Women’s Network
Sukoon launched its Women’s Network in 2019 with a launch night, with 100+ Sukoon employees in attendance and
Panel Discussion with our CEO and the Company’s senior women personnel.

The Women’s Network is built on the four pillars: Career development, Mentoring, Balance for Better, and Giving.

Some of the celebrated highlights of 2022 include the following:
a. Women’s International Day

Emirati Women’s Day

Omani Women’s Day

Mother’s Day

b
C.
d.
e. Breast Cancer Awareness Day

DECENT WORK AND GOOD HEALTH
ECONOMIC GROWTH AND WELL-BEING

ol J -
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4. Learning & Development

In alignment with Sukoon'’s digitisation excellence, Sukoon Learning Academy embraces new, innovative learning methods.
Gamification (through which teams operate in a simulated business environment), blended learning (combining online,
self-study and workshop modules), and the state-of-the-art e-Learning platform and mobile app (Learn with Sukoon)
are all in active use.

Sukoon employs a comprehensive e-learning platform, which hosts some important modules applicable for all, such as
our in-house designed AML and Code of Conduct. To date, 8,916 hours were spent on e-Learning modules. In 2022,
we moved back to face-to-face interactive sessions

Percentage wise break up of courses in 2022

0.45 0.4
0.4
0.35

0.3 0.23
0.25

02 0.15
0.15 0.09

5. Professional Qualifications 2022

Sukoon supports professionalizing its workforce for enhanced professional customer experience. Sukoon Learning
Academy is a licensed examination center for both Cll and LOMA qualifications, open for both internal and external
candidates. The Company additionally invested its resources and energies in LinkedIn Learning and its own e-Learning
platform, Learn with Sukoon, to ensure employees have access to all the latest offerings and articles trending in the
market.

LOMA Excellence in
Education Award (2019)

\‘BN S[’
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Golden Shield
Excellence in Education Award (2018)

MIIA Educational and
Training Initiative of the Year (2017)

InsureTek Award:
Educational and Training Initiative of the Year (2022)

1 REDUGED DECENT WORK AND GOOD HEALTH
INEQUALITIES ECONOMIC GROWTH AND WELL-BEING

e
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DIVERSITY

With 650 Employees Across 37 Nationalities, Diversity is Ingrained in Sukoon’s

Company Culture.
We celebrate the diversity, experience, and harmony that our employees add to the spirit of the company. With 650
employees and 37 nationalities, diversity is ingrained in Sukoon’s company culture.

GENDER 10 REDUCED
EQUALITY INEQUALITIES

A
g‘ =)
v
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1. Female Representation

Female Representation at Various Management Levels

350
299
300
250
200
B Male
H Female
150
100 82
50 35
e |
0 — I S 0
Total New Hire Board of Directors Senior Management

2. Diversity: Emiratization
Sukoon'’s strategy is to increase the number of Emirati talent and successfully integrate the national workforce to core
insurance positions, thus enabling our people for a long-term career in the insurance sector.

The Company actively engages with the various pools to attract national employees. These include:

Partnership with the Ministry of Human Resources and Emiratization
Government accelerators
National recruitment agencies
Career exhibitions

Social Media

®oo o

Percentage of UAE National Employees

16.00% o 16.16%
14.40% 14.60% 14.10%

14.00%
12.00%

10.20%
10.00%

800%  £.90%
6.00%
4.00%
2.00%

0.00%

2017 2018 2019 2020 2021 2022

DECENT WORK AND GENDER 10 REDUCED
ECONOMIC GROWTH EQUALITY INEQUALITIES
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3. National Development

Sukoon’s signature program, ‘Insure your Ambition’, is specifically designed for Emirati nationals, addressing both
professional and personal development, with a dedicated focus on guiding our national recruits’ career trajectories.

UAE National employees spent hours in L&D events in 2022

1500
1400
1300
1200
1100
1000
900
800
700
600
500
400
300
200

100 38

1414

172

136

125

Professional

Development

L*J

MOHRE: Best Company in
UAE National Recruitment
2019

MOHRE: Best company
in posting UAE Nationals
Vacancies 2019
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OUR SOCIAL
RESPONSIBILITY

As a leading insurance company in the UAE with a customer base of 830,000, we understand our responsibility to
contribute to the community in innovative and pragmatic ways. Our services and products are aimed to protect and
increase wealth and wellbeing. Hence contributing to the community’s safety and well-being is what we focus on as our
social responsibility.

As a national insurance company of the UAE, we are truly thankful for the society in which we operate. Being responsible
corporate citizens, we recognize the key segments of the community where we can effectively contribute to empowering
people in their way forward. Our domain of community engagement primarily focuses on healthcare for children with
disabilities and rehabilitation training for people with determination. We also encourage our employees to volunteer for
community programs such as ‘Spirit of Ramadan’. We are also engaged with NGOs, to help us fulfill our social initiatives
successfully during Ramadan.

It is through these humble initiatives that we try to reflect our gratitude and connection with the people.

1. Key Initiatives
a. Partnership with Ministry of Human Resources and Emiratization.
b. Ramadan Motor Campaign with Emirates Red Cresent
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ENVIRONMENTAL
RESPONSIBILITY

The key to the successful accomplishment of the environmental goal is to understand that it entails a long journey ahead
with planning and awareness. We at Sukoon approach our environmental responsibility with immediate goals which focus
on reducing our environmental footprints. We start at our home ground, invoking a culture of saving and economic use
of resources. Our technological innovations have enabled us to move to paperless claims review for the motor insurance
business.

Electricity Consumption (in kWh)
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Compared to 2021, our energy consumption is higher. It owes itself to the effects of shifting to a larger facility in 2021
materialising in 2022, our rebranding efforts, and our state-of-the-art data center facility.

Water Consumption (Utility + Drinking in Litres)
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2,000,000 1,803,002 1,794,357
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1,000,000
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Sukoon continues to be conscious of its water consumption and drives itself in achieving best practices to
reduce the environmental impact. Since the Company shifted premises to an even larger office facility than
before, water consumption proportionately increased in 2022.
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