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THE INSURANCE HUB

Purpose

The Insurance Hub 's good name and reputation are the result of its Employee’s dedication
and hard work. Together, we are responsible for preserving and enhancing this reputation,
atask that is fundamental to our continued wellbeing.

Set forth in the following pages is our Code of Ethics and Business Conduct, which has
been approved by the Business Owner(s) and Key Individual(s). The principles outlined in
our Code are the culture of the way we do business.

Our goal is to abide by the highest principles of ethics, honor, and respect for our
colleagues, our stakeholders, our business partners and our clients. Not only do we expect
our Employees to conduct themselves in accordance with these guidelines, but our
stakeholders and industry regulators demand it. We are not alone in our quest to maintain
high ethical standards - similar standards apply to the businesses with which we have
agreements.

As an Employee of the business, you are expected to read the policies set forth in the Code
and ensure that you understand and comply with them. If you have questions about this
information, you should seek guidance from the Business Owner or Key Individual. The
Code is not intended to provide answers to all questions that might arise; for that we must
ultimately rely on industry regulation and each person’s good sense of what is right in
terms of the appropriate course of conduct.

We at The Insurance Hub are committed to providing the most competitive products and
finest services to our clients. Adherence to the policies set forth in the Code will help us
achieve this goal.

Thank you for doing your part to ensure that The Insurance Hub continues to realize its

potential in both the business that we do and the way that we do business. Our business’s
success depends on each Employee conducting themselves in an ethical manner.
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THE INSURANCE HUB

Introduction

The Insurance Hub is committed to the highest standards of business conduct in its
relationships with clients,product providers, service providers, Employees and other
stakeholders. This means conducting business in accordance with the spirit and letter of
applicable laws and regulations.

All Employees, product providers, service providers, business consultants and strategic
partners are responsible for complying with all applicable laws and regulations under
which our industry is governed.

Unless otherwise stated, the policies in this Code apply to all Employees of the business
regardless of the location from which they operate. If a local custom or practice conflicts
with a policy in this Code, Employees must comply with the Code.

Although this document incorporates the rules of conduct according to the FSB model and
the GAPP, it does not cover all laws and regulations under which the business operates and
if at any time, any policy, procedure or rule of the business is in conflict with, or in violation
of any law or regulation, the law or regulation will govern and our policy will be changed
accordingly.

This Code is to be used to guide Employee conduct and is not intended to replace the
Employment Contract between the Business and its Employees.

All Codes of Conduct contained in this Manual are subject to change at the sole discretion
of the Business Owner.

From time to time this Code will be updated with information regarding changes in
business policy. Notification of any change, addition or deletion of our policy will be
notified to Employees within 24 hours. It will be your responsibility to review any change in
this Code.
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THE INSURANCE HUB

Definitions

3.1.
3.2

3.3.

3.4.

3.5.

3.6.

3.7.

3.8.

3.9.

The Employer: The Insurance Hub, also referred to as “the Company”

The Client: A person, persons or entity that engages “The Employer” and to which
professional services are rendered. For purposes of this definition, “The Employer”
is engaged when, based on the relevant facts and circumstances, an individual
reasonably relies on information or services provided by a Representative
employed by “The Employer”. Where the services of “The Employer” are provided
to an entity, such as a company, close corporation, trust, partnership or estate, the
client is deemed to be the entity acting through its legally authorized
representative.

The Representative: A person who is an accredited Financial Advisor and
represents “The Employer” by engaging in financial planning, using the approved
financial planning process for working with clients.

The Representative Under Supervision: A person who has been employed for the
purpose of supporting theadvisory services dispensed by the Representative while
accrediting to become a Financial Advisor andRepresentative of “The Employer”.
The Paraplanner: A person who has been employed for the purpose of supporting
the advisory services dispensed by the Representative while training to become a
Representative Under Supervision of “The Employer”.

The Employee: A person who is employed by “The Employer” for the purpose of
delivering professional services to clients within the scope of their role, and
according to their prescribed responsibilities. This includes advice giving and
non-advice giving Employees.

Professional Services: Services dispensed by Employees on behalf of “The
Employer”, and within the scope of their role and responsibilities as defined in their
employment contracts.

Commiission: The compensation received by the business or its Employees,
calculated as a percentage of the amount of a client purchase transactions.
Compensation: Any economic benefit that an Employee receives from performing
his or her professional activities.
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3.10.

3.11.

3.12.

3.13.

3.14.

3.15.

3.16.

THE INSURANCE HUB

Conflict(s) of Interest: This occurs when an Employee ‘s financial, business,
property and/or personal interests,relationships or circumstances may reasonably
impair his or her ability to offer objective advice, recommendations for services.
Continuing Professional Development: Activities that develop and maintain the
capabilities of Employees to perform competently within their professional
environment.

Services: When a Representative performs his/her duties in terms of his/her
engagement with the client, provided that such duties shall not be limited to being
performed only to products as defined in the definition of a“Financial Product” in
terms of the Representative y and Intermediary Services Act 37 of 2002.

A Financial Planning Engagement: When, based on the relevant facts and
circumstances, a client reasonably relies on information or services provided by an
FSP or its Representative.

Financial Planning: The process of determining whether and how an individual can
meet life goals through the proper management of financial resources. Financial
planning integrates the financial planning process with the financial planning
subject areas.

Financial Planning Process: The process which typically includes, but is not limited
to, some or all of these six elements: (1) Establishing and defining the client-planner
relationship. (2) Collecting client data, including goals.(3) Analyzing and evaluating
the client’s current financial status. (4) Developing and presenting
recommendations and/or alternatives. (5) Implementing the recommendations. (6)
Monitoring the recommendations.

Financial planning Components: The basic components covered in the financial
planning process which include,but are not limited to: (1) Financial management.
(2) Asset management. (3) Risk management. (4) Tax planning.(5) Retirement
planning. (6) Estate planning.

Code of Ethical Standards and Conduct

The Code of Ethics applies to, and is binding on all Employees of “The Employer”,
irrespective of title, role, responsibilities, or level of accreditation. It is not goal-oriented in
nature, but directional and, as such, adherence to the contents of the Code is obligatory.
Any contravention of the Code is grounds for action under disciplinary regulations. In the
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THE INSURANCE HUB

interpretation of the Code, a zero-tolerance approach to fraud and corruption will be
taken.

4.1. ClientFirst
Place the client’s interests first. Placing the client’s interests first is a hallmark of
professionalism, requiringEmployees to act honestly and not place personal and/or
Employer gain or advantage, economic or otherwise,before the client’s interests.
4.2. Integrity
Provide professional services with integrity. Integrity requires honesty, candor, fair
dealing and truthfulness in all professional matters. Employees are placed in a
position of trust by clients and the ultimate foundation of that trust is their
personal integrity. Allowances can be made for legitimate differences of opinion,
but integrity cannot co-exist with deceit or subordination of one’s principles.
Integrity requires Employees to observe both the letter and the spirit of the law
and the Code of Ethics and Business Conduct. Integrity further implies that
Employeesshall not:
421. giverecommendations that they are not accredited to give, or that they
suspect, or reasonably should have suspected, to be false or misleading
4.2.2. conduct services in adishonorable and disrespectful manner
4.2.3. omitorobscure information that clients, Employers or any other
stakeholders rely on in the course of their professional endeavors.
4.3. Obijectivity
4.4, Provide objective professional services. Objectivity requires intellectual honesty
and impartiality. Regardless of the services rendered or the capacity in which
Employees function, objectivity requires that they ensure the integrity of their
work, manage conflict and exercise sound professional judgment. Threats to
objectivity may occur in various situations and forms, including, but not limited to,
the following:
44.1. Apersonal or economic interest of the Employee, a family member, or a
person of close relationship or acquaintance with the Employee
4.4.2. The promotion of a specific opinion, service or product by an Employee, due
to personal or economic interest
4.4.3. Actual or perceived intimidation of an Employee to promote a certain
opinion, service or product.
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THE INSURANCE HUB

4.5. Fairness
Be fair and reasonable in all professional relationships. Disclose and manage
conflicts of interest. Fairness requires providing clients with their due, whatever
they are owed, or what may be expected from a professional relationship and
includes honesty, and disclosure of material conflicts of interest. It involves
managing one’s own feelings, prejudices and desires to achieve a proper balance of
interests. Fairness is treating others as you would want to be treated.
4.6. Professionalism
Act in amanner that demonstrates exemplary professional conduct.
Professionalism requires behaving with dignity, showing respect and courtesy to
clients, fellow professionals and others in business-related activities, and
complying with appropriate rules, regulations and professional requirements.
Professionalism requires Employees,individually and in cooperation with peers, to
enhance and maintain the business’s brand and image, and its ability to serve the
interests of clients and consumers at large. The elements of professionalism
include the following:
4.6.1. Toacquire and master intellectual skills acquired through continuing
professional development and experience
4.6.2. Toaccept and embrace duties to the general public, clients and Employers
4.6.3. Torender services of a high standard, in accordance with the Code and the
applicable laws of the Republic of South Africa.
4.7. Competence
Maintain the abilities, skills and knowledge necessary to provide competent
professional services. Competence Requires obtaining and maintaining an
adequate level of knowledge, skills and abilities in the performance of professional
services. Competence also includes the wisdom to recognise one’s own limitations
and whether consultation with other professionals or referral to other
professionals would be appropriate or necessary.Competence requires Employees
to make a continuing commitment to learning and professional improvement.
4.8. Confidentiality
Protect the confidentiality of all client information. Confidentiality requires client
information to be protected and maintained in such a way that access is only
allowed to those who are authorized or entitled, according to the laws of the
Republic of South Africa. A relationship of trust and confidence can only be built on

The Insurance Hub (Pty) Ltd is a registered and licensed FSP 13923, Reg nr 2001/005714/07



THE INSURANCE HUB

the understanding that the client’'s information will not be disclosed
inappropriately.

4.9. Diligence
Provide professional services diligently. Diligence requires fulfilling professional
commitments promptly and thoroughly, and taking due care when planning,
supervising and delivering professional services.

5. Code of Professional Standards and Conduct

The Professional Standards of Conduct serves to direct Employees in respect of how the
principles must be applied within their conduct toward clients, colleagues, Employers,
peers and other stakeholders to the financial planning environment.

5.1. Relationships with Clients and Prospects
5.1.1. Duty of care:

5.1.1.1. Employees shall at all times place the interests of the client first,
before their own.

5.1.1.2. Employees shall treat the client fairly and provide professional
services with integrity and objectivity.

5.1.1.3. Employees shall ensure that their personal bias or interests do not
affect their services to clients.

5.1.1.4. Employees shall provide professional services promptly and
thoroughly.

5.1.1.5. Employees shall know and apply the Code in their professional
activities.

5.1.1.6. Employees shall disclose all relevant facts, where disclosure is
necessary to avoid misleading clients or any other parties.

5.1.1.7. Employees shall not engage in conduct involving dishonesty, fraud,
deceit or misrepresentation, or knowingly make a false or
misleading statement to clients or any other parties.

5.1.1.8. Employees shall exercise reasonable and prudent judgment in
providing professional services.

The Insurance Hub (Pty) Ltd is a registered and licensed FSP 13923, Reg nr 2001/005714/07
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THE INSURANCE HUB

Whenever Representatives or Representatives Under Supervision
are operating in dealing with a client or potential client, it is
obligatory that they fully divulge those products and services in
respect of which they are bound to a particular supplier, and, where
relevant, disclose any limitations or constraints placed on them, and
the consequences thereof, in respect of services or products that
may be provided to such clients.

5.1.2. Theclient engagement

5.1.2.1.

5.1.2.2.

5.1.2.3.

5.1.24.

5.1.2.5.

5.1.2.6.

5.1.2.7.

5.1.2.8.

The Representative and the client shall mutually agree on the
services to be provided by the Representative prior to entering into
a written agreement (“The Service Level Agreement”) on behalf of
the Employer.

If the services include financial planning or material elements of the
financial planning process, the Representative shall provide all
required information in writing with the client, prior to entering into
an agreement.

The Representative shall know and reasonably apply the Financial
Planning Process relevant to the scope of the engagement with the
client.

The Representative must ensure that they have a sufficient basis,
supported by appropriate accreditation, knowledge, experience,
research and investigation, for any financial analysis,
recommendation or proposal.

The Representative shall take all reasonable steps to ensure that
the client understands all financial planning recommendation(s) at
all times, so that informed decisions may be made by the client.

The Representative shall only make and/or implement
recommendations that are suitable for the client.

Any financial recommendations made or action taken must be
consistent with the client’'s mandate and the objectives of the
portfolio.

The Representative shall keep a written record of their
recommendations to each client and such a record shall clearly state
the basis on which the recommendations were made.
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THE INSURANCE HUB

5.1.3. Complaints

5.1.3.1.

5.1.3.2.
5.1.3.3.

5.1.3.4.

5.1.3.5.

5.1.3.6.

5.1.3.7.

5.1.3.8.

If a client has a complaint against an Employee or the Employer, the
Employee must, in addition to any other regulatory considerations,
inform the client of the prescribed method for lodging a complaint
with the business and with the ‘Ombud’. This will, however, not be
deemed to constitute an admission of guilt by the Employee.
Confidentiality

Employees shall treat the client’s information as confidential, except
where required in response to proper legal process or regulatory
requirements, according to the laws of the Republic of South Africa;
where necessitated by obligations to the business; where defense
has to be given against charges of wrongdoing; in connection with a
civil dispute; or as needed to perform professional services on
behalf of the client.

Employees shall take reasonable and prudent steps to protect the
security of the client’s information and property, including the
security of physically or electronically stored information, if it is
within their control. The duty of confidentiality of Employees
extends to the staff under their control and individuals from whom
advice and assistance is obtained.

In the event that Employees wish to utilize any information
pertaining to a client for the benefit of the Employer or another
party, the written permission of the Employer and the client is
required.

The confidential information of a given client should not be
disclosed or divulged to other clients, under any circumstances.
Employees shall maintain the same standard of confidentiality with
Employers as with clients.

An Employee owes the Employer a commitment to act in good faith,
i.e. an expectation of reasonable confidentiality while in business
together and thereafter.

5.1.4. Termination of relationship

The Insurance Hub (Pty) Ltd is a registered and licensed FSP 13923, Reg nr 2001/005714/07

1



THE INSURANCE HUB

5.1.4.1. If a client terminates the relationship, Employees are expected to
act with integrity and professionalism, and give effect to the client’s
written instructions as soon as possible, in the circumstances.

5.1.4.2. If a Representative terminates a relationship with a client, he/she
should first seek written approval of the Employer and then provide
written notice to the clients of reasons, including the date from
which termination will be effective. Employees shall, nevertheless,
act in a professional manner until the final termination of services.

5.1.4.3. If a Representative’s relationship with a client terminates ex jure,
he/she should first seek written approval of the Employer and then
provide written notice stating the reason for termination and the
date from which it will be effective. Employees shall, nevertheless,
act in a professional manner until the final termination of services.

5.1.5. Lending and borrowing of monies

5.1.5.1.  An Employee shall not borrow money from a client unless the client
is a member of the Employee'simmediate family.

5.1.5.2.  An Employee shall not lend money to a client unless the client is a
member of the Employee'simmediate family.

5.1.6. Scope of competence

5.1.6.1. Employees shall only offer services to clients within their areas of
their mandate with the Employer, their competence and their level
of accreditation. In areas where they are not mandated, competent
or accredited, they shall refer clients to the Employer who will
nominate qualified professionals to provide the necessary services.

5.1.6.2. Employees shall fully disclose to clients the limitations of their
knowledge or competence, in relation to the services provided.

5.1.6.3. Employees shall maintain competence in all areas of their mandate
with the Employer and clients.

5.1.6.4. Employees shall remain informed about developments in financial
planning services and participate in continuing professional
development in line with their Mandate with the Employer.

5.2. Promotion of Services

The Insurance Hub (Pty) Ltd is a registered and licensed FSP 13923, Reg nr 2001/005714/07
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5.2.1.

522.

5.2.3.

5.2.4.

5.2.5.

THE INSURANCE HUB

Employees shall not communicate, directly or indirectly, to clients or any
other parties any false or misleading information directly or indirectly
related to their qualifications or services.

Employees shall not mislead clients or any other parties about the potential
benefits of the Employer’s services.

Employees may not make false or misleading statements about the size,
scope or areas of their own competence or any organization with which
they are associated.

Employees may not make materially false or misleading statements to the
public, service providers and colleagues, or create unjustified expectations
regarding matters relating to financial planning, their own professional
activities, the professional activities of the Employer, or any organization
with which they are associated. Promotional activities include, but are not
limited to, speeches, interviews, printed publications, seminars and
electronic recordings.

In the course of their professional activities, Employees shall not engage in
conduct involving dishonesty, fraud, deceit or misrepresentation, or
knowingly make false or misleading statements to a client, Employer,
Employee, professional colleague, governmental or other regulatory body
or authority, or any other person or entity.

5.3.  Remuneration

5.3.1.

5.3.2.

Where a Representative or Representative Under Supervision advises a
client to undertake any action which does not hold any benefit for the client
and where such advice would merely generate remuneration for the
Representative or Representative Under Supervision , such a practice will
be deemed to be a contravention of the Code.

Where the remuneration offered for procuring clients for any product or
service is in excess of industry norms, the Representative or Representative
Under Supervision is warned to consult with the Employer before
promoting such ventures or products, and to actively question whether
there are underlying reasons why this is the case.

5.4. Disclosures

The Insurance Hub (Pty) Ltd is a registered and licensed FSP 13923, Reg nr 2001/005714/07
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5.5.

54.1.

54.2.

54.3.

THE INSURANCE HUB

Where excessive returns are offered to clients investing with an institution
or in a specific scheme, theRepresentative or Representative Under
Supervision will be expected to bring to the client’s attention that where
returns are higher, so too are the risks associated with such investments.
Once this has been brought to the client’s attention and the client persists
in investing in such a product or scheme, the Representative or
Representative Under Supervision is obliged to record the client’s decision
in a written report to the client, pointing out the associated risks involved.
Any failure to do so would be a contravention of the Code.

Where the employment of a tax concession is crucial for a scheme to be
viable, the promotion of such a scheme would be deemed to be
unprofessional, unless the Representative or Representative Under
Supervision discloses the full extent of the client’s position, should such
concessions be withdrawn.

Representatives or Representatives Under Supervision are obligated to
adhere to the disclosure requirements and regulations issued by the
Employer or the Financial Services Board, or contained in the legislation of
the Republic of South Africa.

Professional Conduct

5.5.1.

55.2.

5.5.3.

5.54.

Employees shall comply with all applicable legal and regulatory
requirements governing professional services provided to the client.
Employees must use due skill, care, diligence, judgment, independence and
objectivity in their professional activities. They may not offer, solicit or
accept any gift, or other considerations that could reasonably be expected
to compromise the independence and objectivity of themselves or others.
Representative or Representative Under Supervision may not knowingly
make any misrepresentations relating to investment analysis, a product
and/or product supplier, competitor analysis, recommendations or
proposals.

Where Employees give any advice or make any suggestions to a client to act
in a manner that is in contravention of any law, such conduct will be deemed
to be unprofessional and in contravention of the Code.

The Insurance Hub (Pty) Ltd is a registered and licensed FSP 13923, Reg nr 2001/005714/07
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5.6.

5.7.

5.5.5.

5.5.6.

THE INSURANCE HUB

Where Employees are approached for professional advice regarding any
action that is illegal, or which they suspect or should have reasonably
suspected to be illegal, due to their knowledge and expertise, such
Employees are advised to decline any involvement and refer the client to
the Employer for appropriate counsel.

All stakeholders in the financial planning profession shall be treated with
dignity and respect. Employees may not make disparaging remarks about
other members, professionals, Employers or intermediaries to a client or
any other party. Such conduct will be considered unprofessional and in
contravention of the Code.

Duty to the Employer

5.6.1.

5.6.2.

5.6.3.

5.6.4.

Employees shall perform professional services with dedication to the lawful
objectives of the Employer and in accordance with their Mandate with the
Employer and the Code.

Employees must act for the benefit of the Employer and not deprive the
Employer of the advantage of their skills and abilities, reveal confidential
information, or otherwise cause harm to the Employer.

Employees may not accept gifts, benefits, compensation or consideration
that competes with, or might reasonably be expected to create a conflict of
interest with the Employer’s interests, unless they obtain written consent
from all parties involved.

Employees must make reasonable efforts to detect and prevent violations
of applicable laws, rules, regulations and this Code by anyone subject to
their supervision or authority.

Conflict of Interest

57.1.

Employees must make full and fair disclosure of all matters that could
reasonably be expected to impair their independence and objectivity, or
interfere with their respective duties to clients, prospective clients and the
Employer. Employees must ensure that such disclosures are prominent,
delivered in plain language and that the relevant information is
communicated effectively.

The Insurance Hub (Pty) Ltd is a registered and licensed FSP 13923, Reg nr 2001/005714/07
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5.7.2.

5.7.3.

5.74.

5.7.5.

5.7.6.

5.7.7.

5.7.8.

THE INSURANCE HUB

Where appropriate, Employees must disclose any compensation,
consideration or benefit received from, or paid to, others for the
recommendation of products or services, to their Employer, clients and
prospective clients.

Employees shall immediately update changes to their personal contact
information, including email address, telephone number(s) and physical
address.

7.4 Employees shall not engage in conduct that reflects adversely on the
integrity of the Employee, the Employer, or the profession.

Employees are obliged to cooperate with fellow Employees to enhance and
maintain the integrity of the Employer’s public image.

Employees shall show respect for other financial planning professionals and
related occupational groups, by engaging in fair and honorable competitive
practices.

Should Employees have knowledge of another Employee having committed
a violation of this Code or any other law, which raises substantial questions
regarding the Employee’s honesty, trustworthiness or fitness as an
Employee, they shall promptly inform the Employer.

In all professional activities, Employees shall perform services in
accordance with the applicable laws, rules and regulations of government
and other applicable authorities, including the Code established by the
Employer, as amended from time to time. Any conduct (including advice
given) that contravenes the applicable governmental laws established and
amended from time to time constitutes a criminal offense.

5.8. Continuing Professional Development

5.8.1.

5.8.2.

5.8.3.

Employees are obligated to comply with the agreement they have with the
Employer regarding continuing professional development.

Employees are obligated to comply with the requirements regarding
continuing professional development governed by any laws or regulations.
Employees that do not comply with the regulatory requirements regarding
continuing professional development may have their Employment
suspended or terminated.

The Insurance Hub (Pty) Ltd is a registered and licensed FSP 13923, Reg nr 2001/005714/07

16



6.

THE INSURANCE HUB

Code of Business Standard and Conduct

6.1.

6.2.

Use and Return of Business Equipment, Systems and Assets

Employees are trusted to behave responsibly and use good judgment to conserve
the Employer’s resources. TheEmployer’s resources, including time, material,
equipment, and information should be utilized for business use only. Occasional
personal use is permissible as long as it does not affect job performance, cause a
disruption to the workplace, or result in an expense or reputational threat to the
Employer.

In order to protect the interests of the Employer and its Employees, the Employer
reserves the right to monitor or review all data and information contained on an
Employee’s company-issued computer, contained on an electronic device, the use
of the Internet, the use of the Employer’s intranet; with or without Employee
notice.The use of the Employer’s resources to create, access, store, print, solicit, or
send any materials that are harassing,threatening, abusive, sexually explicit or
otherwise offensive or inappropriate will be grounds for discipline up to and
including termination.

During employment, Employees may be issued company property including a
computer, laptop, cell phone,printer, pager, or hand held mobile device. Employees
are expected to take proper precautions to care for theEmployer’s equipment.
Upon termination, Employees are expected to return all company equipment in
proper working order. Failure to return equipment may be considered to be theft
and may lead to criminal prosecution.

Business Proprietary Information and Confidentiality Policy

In the course of employment, Employees will be exposed to the Employer’s
confidential information. Confidential Information is defined as confidential and
proprietary information of the Employer to which the general public does not have
access. This will include client lists and information, systems, procedures, policies,
strategies,research, business plans, financial data, strategies, price lists, formulas,
techniques, technology, confidential reports, computer software, telephone lists,
contract forms, files and all other information, knowledge, or data of any kind or
nature relating to the products, services, or business of the Employer. Confidential
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6.3.

6.4.

THE INSURANCE HUB

and proprietary information also includes any work product of the Employee
during his or her employment with the Employer Including emails, reports,
memorandums, research, and other similar documentation.

Employees are prohibited from disclosing or duplicating such confidential
information to non-employees except when there is a business need to do so and
the Employer has provided written approval. Upon termination of employment, the
Employee shall return all confidential information in his/her possession.

Employees are also prohibited from accessing files, databases, and other company
resources which they do not have authorization to access.

Those in violation will be subject to disciplinary action, up to and including
termination. Violations may also result in legal action.

Business Record-Keeping

The Employer is required to maintain accurate and complete records of all business
transactions (from operations,client interactions, to financial transactions). Every
business transaction undertaken by an Employee must be recorded on the
necessary business system accurately, in full, and in a timely manner.

Employees must be candid and accurate when providing information for these
records and never make false or misleading entries. All records must be correct and
complete in all material respects.

Business Working Environment

The Employer is committed to a work environment in which all individuals are
treated with dignity and respect. It's our policy to ensure equal employment
opportunity without discrimination or harassment on the basis of race,color,
religion, age, gender, disability, marital status or any other characteristic protected
by law.

The Employer expects that all relationships among persons in the workplace will be
business-like and free of bias,harassment, or violence. The Employer also prohibits
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6.5.

6.6.

6.7.

THE INSURANCE HUB

retaliation against any individual who, in good faith, reports discrimination or
harassment, or any individual who participates in, or otherwise supports, an
investigation of such reports.

Misconduct, including discrimination, harassment, retaliation or other forms of
unprofessional behavior will not be tolerated. Such behavior, even if not unlawful,
will subject offending Employees to corrective action by the Employer, up to and
including termination of the Employees employment contract or mandate. In
addition, conduct that is unlawful may subject offending Employees to civil and
criminal penalties.

Employee Health and Safety

The Employer is committed to conducting its business in compliance with all
applicable environmental and workplace health and safety laws and regulations.
The Employer strives to provide a safe and healthy work environment for
Employees and to avoid adverse impact and injury to the environment and
communities in which it conducts its business. Achieving this goal is the
responsibility of all Business Owners, Key Individuals, andEmployees.

Outside or Part-Time Employment

Employment with another business or organization requires prior approval by the
Employer. Outside employmentor consulting must never interfere with the current
performance requirements of the Employee’s Mandate with the Employer and
clients; must not include the use of the Employer’s property or facilities; may not
create the possibility of adverse publicity for the Employer. In every instance,
Employer approval must be gained before anyEmployee may work in any capacity
outside of the Company.

Alcohol and Substance Use/Abuse

Employees must be able to function at an acceptable level of performance and not
be impaired by illegal or legal drugs, including alcohol. lllegal drugs and alcohol
must not be offered or consumed at any location where theEmployer’s services are
being conducted, even if the services are being dispensed out of working hours.
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Repeated poor work performance caused by alcohol or drug use, or impairment
that creates a safety or reputational risk, may amount to misconduct.

6.8. Business Dress Code and Personal Appearance
Employees are expected to be suitably attired and groomed during working hours
or when representing theEmployer. Employees should appear neat and
professional at all times with clothing appropriate for an unscheduled meeting with
clients, strategic partners, or other professionals.

Business casual clothing is acceptable for our work environment. However, when
conducting a customer meeting or attending another business function, wear
traditional business clothing unless business casual is otherwise agreed upon.

Listed below is a general overview of acceptable business casual attire as well as a
listing of some of the more common items that are not appropriate for our work
environment. Neither listing is intended to be all inclusive.Rather, these items
should help set the general parameters for proper business casual attire wear and
allowEmployees to make intelligent judgments about items that are not specifically

addressed.
6.8.1.  Acceptable: Polo shirts, golf shirts, sweaters, knit tops, and casual pants or
slacks

6.8.2. Unacceptable: Shorts, T-shirts, athletic shoes, sweat pants, sweat shirts,
tops with spaghetti straps, cargo pants, tank tops, and flip flops

Any clothing, jewelry, or tattoo that conveys a negative statement toward a race,
gender, sexual orientation, age, religion, disability, or is otherwise considered
harassing or offensive is forbidden. Where possible, reasonable accommodations
may be made to a person with a disability or to accommodate a person’s religious
beliefs.

6.9. Reporting Misconduct
The Employer’s reputation for integrity depends upon its Employees. Employees
are the Company’s first line of defense against professional liability and unethical
business practices. Employees have a duty to notify theBusiness Owner or Key
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6.10.

THE INSURANCE HUB

Individual if they believe they may have violated the law or Company policies or if
they observe or become aware of any illegal, unethical, or otherwise improper
conduct relating to the Employer, or conduct that could have an impact on the
Employer’s reputation.

If Employee concerns relate to the conduct of the Business Owner or Key
Individual, they also may report their concerns to the Employer’s Compliance
Officer. As appropriate, the Compliance Officer will take steps to stop any
misconduct and to prevent its recurrence.

Non-Retaliation Commitment

The Employer prohibits retaliation for reports or complaints regarding the
misconduct of others that were made in good faith. Open communication of issues
and concerns by all without fear of retribution is vital to the continued success of
the Company.

7. TCF Outcomes

7.1.

7.2.

Outcome 1 - Business Culture & Governance

The culture you create with your clients is the “heart” and “spirit” that is
experienced by them. Our mission is to “Serve with love”, and by that we want each
client to feel “at home” when he is dealing with us and to feel that he is assisted in
the same manner we wish to be assisted in, if we were in the client’s shoes.

Outcome 2 - Product Design

The products and services marketed and sold are designed to meet the needs of
identified customer groups and are targeted accordingly. All Representatives
undergo product training to ensure they know which product is best suited for the
client’s specific needs.
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7.3.

7.4.

7.5.

7.6.

THE INSURANCE HUB

Outcome 3 - Clear Communication

To give clear information to clients and keep them informed before, during and
after the time of contracting. On our CRM The Insurance Hub lists steps each
employee needs to take in order to complete a specific task, this includes to provide
the client with feedback regularly and with an updated policy document after every
amendment, but at least annually. The employees are trained to explain to the
client in plain language that the client understands and that is appropriate for their
age and product knowledge.

Outcome 4 - Suitable Advice

Where clients receive advice, the advice is suitable and takes account of the client’s
individual circumstances. Where an advisor works under supervision, the
supervisee ensures that the appropriate advice was given to the client.

Outcome 5 - Performance & Standards

The performance of products and service levels are according to our clients’
expectations. We manage this by giving the employees steps to complete for each
task. The tasks each employee completes are assessed monthly by drawing reports
on our CRM System.

Outcome 6 - Claims, Complaints and Changes
Clients do not face unreasonable post-sale barriers to change a product, switch
providers, submit a claim or make a complaint.

The Insurance Hub has appropriate procedures and systems in place to ensure
clients are assisted within reasonable time frames.

The Insurance Hub ’s vision is “To go beyond the basic principles of TCF by building
win-win relationships with our clients and embedding the fair treatment of
customers in our culture, strategy, and processes. In doing so, we earn the right to a
sustainable future.”
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