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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.

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:

+  Acommitment to process your claim as quickly as possible

« A 24-hour help line for medical emergencies

+  Help to find suitable healthcare providers in your area

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

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 | ChinaService@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
ChinaService@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

Health at Hand (only available in English)

Available 24 hours a day, 365 days a year. For details on our health information service see section 4 of this handbook.
T+86 400 090 0988/+86 21 6156 0916

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 400077 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 ChinaService@now-health.com.
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2. Manage your policy online

A guide to the Now Health website

The simplest way to manage your international health insurance is via our website (www.now-health.cn). All your documents
are stored in a secure online portfolio area, which you can access using your unique username and password. If you need help
retrieving these, contact us on +86 400 077 7500/ +86 21 6156 0910. Please note that this is only currently available in English.
About you

In this section, you can view and update your personal contact details and login details.

Your policy

You can view and download your Certificate of Insurance, policy wording, and claim form from here.

Your claims

Here you can find out the best way to make a claim and track your current claims in real time. You can view information about all
your claims, past and present, including claim status, the provider and the amounts claimed and settled in the currency you have
selected (only for overseas incurred medical expenses). All updates are displayed as they happen so you always have the latest
information on your claims.

Other features

In addition to the above, you can use the website to contact us directly, download forms and introduce us to the medical provider
that you always visit.

For more information, visit the FAQ section of the website, which you can access from our homepage:
www.now-health.com.



10| 2R 2R FMH | WATEIE

3.1

3.

UIEEIBE

EIOAZAINRBEITRIE » TR NS RS E T RBXAE8D -

BB &S] LURFT R 18924/ NS BT S R R 2R B -
AN RERNZ RN L BN EZEBEXE—PENHEBX . B HKERTUEELAEHNERBICE -

BRUELMET TR BIST S BRI - BRUMISREROGONRERAPERE -
ATURNEREERENERE . BERUTHE -
XN TFEEXNVES & AER

B
It 210 R AR ERAB 0 15

T LUE AT R FREE EDRINGEBRIER - o . B ITLIaHINE PRSARWEEHELL ARIEERHIER -
MRFEBPEFENMN EL2BEX , siETZORIRNERE BB , I5EEB, +86 400 077 7500/ +86 21 6156 0910 ,

v
E-F
HFEIEFRRNESERET
A ERM3,0007cHY RIS
BEERIASEREER NSNS "I, FE2 (WALHH
EEREMEE—KE/HZLAZ FNEENH EXS) AEERA
ZHRE , SR (WEMLE) Bt —RBIT B Fit/EER
BEA] « KEWIBMNEIFFRIE R , 8IS . TEEENH
WERME . BREAAXKRENE , (BAZWR/BPTLT EREE | B
YIERAETTRAME) .

v

E£=X

BRI IR AR R EMABSMAREIT LU NP Az —

[RAZAFA

*  REBBERIEXETRIE—RIEHFBIT R IXE
ChinaService@now-health.com , 52

*  (EEMGHIERDIERFBRETLIEE +86 400 077 7900 ,
FEHFEOEE PERAERETRIEE . HREEH)
(EB)BRAT , PE LT OXRMNEE218SEYT EirAE
11H#1103F-1105% , #34§200080

¢ ENERTEZEELUTRR
— EREASHEINERRIER

— EANETERARR

— MERNETERBAR

— BESmhERS

— SNPRENG (ERTHNRDAFARTEER)
v

£0y%

v
E_-%
HFEIESRRNESERETRET
AER™M3,0007THIIRNS
IEERIASERPIER FNAEERARSE . BHEENES
EHEESHEHXETER . SBERBKENLE , REER
YIRS , BEirRE , RERENERBRENENG (MR
BEBEa T oiEBeiasr) . LINSWIERS EME (0B NE)
%, BFRARAT , HHE I TN  BEERGT TR
BEMRNE EMHDIEERBEBEES .

v
=%
EHERFENER PIERARIBEERET FIEZ T

B REIREN () BRAS , PE DERIOXRHMEE2185
FHERAE11#1103=-1105F . B8%5200080

*  EHEBBZREFELUTER .
— EERSHEENEBHEER
— EANETHRARE
— BRI ST 2R RIS
— ETRhRERS/ /NSNS Nt
— SMIPFRENT (ERTRESHMST
AEM10,000TTHA I RBAIFEARDERR)

WAL FOMERNSFRENER | FEEKWZIBRAD TIEEB A EEREEENNFERREBETHER .

FLX

FILLET B RENN 22 BESXNEMENERMHTREESN (RIBHIDERS) .

EIULENZERMESHENEBERER . QFEBIRS , SivE , BIERBYNSTSDR , URAEIIRNEBRSEFLE . Fral
BRI RO FFHAEEEERFER . OREHEPRERELSE , HNKF NEREBHHREBANEEZTFREN .

BEERT

BVRERER 6T 2 BEATANARIMRER (BRIFFEFRTROER) .

WRIEBZOEEM R REENN | BELRTERE . YR EBREN DA 2 IEEEIBRN .

WREBEARTNHZELRINERNST| (LSRRG A . 8NETIRR ,

TEIASEEE LNE=50 .
WREAERESTETRANERESMEZSBILAKT3,0007T ,
BR , RERAERIG RS EHAS) . MUt NE=W .
UTHER . BRI REREREAN S REN Y
1LEREMHART  RIEEHART10,000THUE ; K

2. BRBEMAEART .

SMREHET) B ARD3,0007T , BHRILENTEESE

STRERSERS FHPAEN , FEBEENTELETBASHEREST



3.1

How to claim

To log in, you just need your Now Health username and password.

Step 1

Choose how you would like to claim

WorldCare Members' Handbook | How to claim | 11

As soon as you join, you can contact our customer service team for support.
You also have access to our clinical advisers and our international emergency 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 find out the most up-to-date way of making 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 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.

v
Step 2

For claims under RMB 3,000 per medical condition:

Complete sections 1 and 2 of the claim form, sign it, and email

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.)

v
Step 3

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

. Email scans of your claim form and documents to
ChinaService@now-health.com, or

. Fax your claim form and documents to +86 400 077 7900, or

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

. Please include the following documents with your claim:
— Completed claim form with signature
— Completed official Chinese fapiao
— Completed cost breakdown
— Completed medical notes/records
— ID/Passport copy (applicable to non RMB claim

reimbursement request, etc)

v
Step 4

v
Step 2

For claims for equal and over RMB 3,000 per
medical condition:

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

Send all original bills and copies of diagnostic reports, medical notes
and discharge summary (if you have been a day-patient or in-patient)
plus a copy of your ID/passport if required to the address in the next
step. Please keep a copy of these documents for your own records.

v
Step 3

You must post your claim form to us at the address below and include
the original receipts.

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

. 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 (applicable to claim amount over
RMB 10,000 OR non RMB claim reimbursement request, etc)

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 5

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 excess or co-insurance deducted. 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.
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3. Howtoclaim

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 team of clinical advisers on
T +86 400 077 7500/ +86 21 6156 0910 | F+86 400 077 7900 | ChinaService@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.
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 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 excess 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 in your
online secure 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 excess or co-insurance on your policy to the medical provider before you leave.
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How to claim

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

If you have a nil excess or you have bought the out-patient direct billing product option, you can receive treatment without having
to pay the medical provider upfront through our out-patient direct billing network. If you have this option, it will say so on your
membership card.

Any eligible out-patient treatment outside of the out-patient direct billing network or Restricted Network will be subject to the
policy excess you have chosen.

Please note that if you have selected a co-insurance out-patient treatment, you must pay the co-insurance even if a nil excess applies
and out-patient direct billing is available.

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 team of clinical advisers will be happy to help.
You can contact them on T +86 400 077 7500/ +86 21 6156 0910 | F+86 400 077 7900 | ChinaService@now-health.com

v

Step 2

When you arrive at the medical facility, please show your Asia-Pacific PRC 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, 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, public hospitals will not be able to provide out-patient direct billing.

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.

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

If you receive eligible treatment within the out-patient direct billing network or Restricted Network but pay and claim for the treatment received;
the standard plan excess will apply.

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

1.
2.
3.

© N oouoA

0

Any co-insurance due by the insured person as notified by Now Health;

Any ‘alternative treatments' including: dietician's consultations, chiropractic treatment, osteopathy, homeopathy and acupuncture;

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;

All preventative immunisations; routine examinations, health screening; and

Traditional Chinese Medicine/Ayurvedic Treatment.
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3. Howtoclaim

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 ChinaService@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 assistance 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:

is 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. Howtoclaim

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 team of clinical advisers on

T +86 400 077 7500/ +86 21 6156 0910 | F+86 400 077 7900 | ChinaService@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, AXA Assistance.

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 excess 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 excess on your policy to the medical provider before you leave.
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3. Howtoclaim

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 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 I 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 I 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 an excess and or co-insurance on your policy

Any excess or co-insurance is shown on your certificate of insurance and charged in the same currency as your premium.

An excess or co-insurance is the amount you pay towards the cost of a claim for any insured person on your policy. You can choose
the type and level of excess when you buy or renew your policy. When a claim is made, any excess is automatically deducted.

The excess applies per insured person, per medical condition, per period of cover. For example, if the insured person claims for
in-patient treatment for two separate medical conditions, an excess will apply to each medical condition rather than a single excess
relating to the in-patient treatment. An excess will always be deducted before any co-insurance percentage is applied.

Even if Out-Patient Direct Billing has been selected, you will still be responsible for any co-insurance payments under your policy.

A co-insurance is a percentage payment made by you per medical condition per period of cover.

For example, if an insured person claims for out-patient treatment, the excess will be deducted first and the co-insurance will be
calculated on the remaining amount.

You need to submit your claim form and bills, even if the 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 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. Health at Hand

24 hour medical support for you and your family

Through our telephone health information service, Health at Hand, you have access to a qualified and experienced team
of healthcare professionals 24 hours a day, 365 days a year.

Whether you are calling because you have late night worries about a child's health, or you have some questions that you forgot

to ask your GP, it's likely that Health at Hand will be able to provide you with the help you need. The team of nurses, pharmacists,
counsellors and midwives is on hand to give you the benefit of their expertise. They can answer your questions and give you all the
latest information on specific illnesses, treatments and medications as well as details of local and national organisations. They can
also send you free fact sheets and leaflets on a wide range of medical issues, conditions and treatments, and will happily phone
you back afterwards to discuss any further questions you may have from what you have read.

Health at Hand: + 86 400 090 0988 / +86 21 6156 0916

Health at Hand is available to you anytime —day or night, 365 days a year.
Please remember to have your membership number to hand before you call.
Please note:

Health at Hand does not diagnose or prescribe and is not designed to take the place of your GP. However, it can provide you with
valuable information to help put your mind at rest. As Health at Hand is a confidential service, any information you discuss is not
shared with our Customer Service team. If you wish to authorise treatment, enquire about a claim or have a membership query,
our Customer Service team will be happy to help you.
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5. 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 higher excess to lower your premiums, if you want
to cover high cost/low frequency major medical events only.

Advance Aswith 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.

Please note: If a nil excess option is selected on Advance, Excel and Apex plan options, or the out-patient direct billing option

is selected, the insured person will benefit from out-patient direct billing within our out-patient direct billing provider network for out-
patient charges. If your membership card has “out-patient direct billing” clearly marked, the medical facility will not ask you to settle the
charges. They will do this directly with us. 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 important 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 team of clinical advisers 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:

+  Allin-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

+ Al 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
80% of the eligible benefits.

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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5. 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 chronic conditions, and the policy limit per insured person, per period of
cover will apply. 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 excess or co-insurance or similar condition, if reasonable and customary charges for medically necessary treatment
are incurred.



28| (2RR) =5 FM | BiF

6.1

6.2

6. IRIR

WUIREEEBIZIR ?

SR A DO BB ERER THRS - HPRESBHN—NADERAEBE B IER P E SR
BRERNEER - FANRNER  BMINEFRSED S AERERIT RS - MIIEBRBIERRZ
B, FEREREXTENRIT DT EFAENR S OF0EEHNREHARRENBHNANUELE) .
WRETFHAMRHENBRETHE DS B ARRNIGORAT » BIPESRIBRRAENERE  BORIRBSHE
HTRERS  BERAFNINEE A, #i0T .

EEREE

B R EIEM (8 ERA T

hE_ LEMIOX RME218S T ER AET1H1103E-1105%, H45200080

IR O] DL 1% 8, FBRF 2 ChinaService@now-health.comal & o] 7£ M3 -www.now-health.cni@ T W _FZ 4 H S X
BHEEEIF

HNEZRELEBHSAWRIEHNRORZ BEME , BN EFESBEESHAE TN IIEEBNSELOE . BauR
BIABERHFER , LS BAE -

BHREMEXER
FEERENRRPBLURSHRMAER (WEARERRWITL) 093372F , RIGAFRERIRH SHRE
NEXBEE « ZEERRBTHANCORELE - TREERNRTUNRAALBER - WREADEET
HEA DR BNTMRERERRA  Ef  EFENAIREEEEA .

TAMHEERENRIT INB =D NFRIEABROVRERIT  BR ERBIN . IR AR RERRERE
AR EMARREE o



6.1

6.2

WorldCare Member's Handbook | Making a complaint | 29

6. 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 ChinaService@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, medical 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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Now Health International

@ 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

ChinaService@now-health.com

XK Asia Pacific

Now Health International (Asia Pacific) Limited

Suite B, 33/F, 169 Electric Road, North Point, Hong Kong
T+852 22797310 | F+852 2279 7330
AsiaPacService@now-health.com

ENfE Indonesia

Now Health International

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 21 515 7639
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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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IndonesiaService@now-health.com

Fihotg Singapore

Now Health International (Singapore) Pte. Ltd.
c/o Tenet Sompo Insurance Pte. Ltd.

50 Raffles Place

#05-01/06 Singapore Land Tower

Singapore 048623

T +65 68802300 | F +65 6220 6950
SingaporeService@now-health.com

B Europe

Now Health International (Europe) Limited

Suite G3/4, Building Three

Watchmoor Park, Camberley, Surrey, GU15 3YL, United Kingdom
T+44(0) 1276 602110 | F +44 (0) 1276 602130
EuropeService@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
GlobalService@now-health.com

www.now-health.cn



