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Change of Companies’ Names — Customer FAQs
NEBRBEN - TRPEBERETE (PxRE2HE 10 B)

General Questions

1. Why rename?

« The renaming is a part of FWD Group’s (“FWD”) project of rebranding its two
acquired entities, MetLife Limited and Metropolitan Life Insurance Company of Hong
Kong Limited (collectively, “MetLife Hong Kong”), to be integrated to FWD Hong
Kong.

* The acquisition was made from FWD Management Holdings Limited, the Hong Kong
incorporated and registered business of FWD Group and was completed on 30 June,
2020 with the approval from the Insurance Authority of Hong Kong.

2. What are the new official legal entity names of the acquired companies?

* The company names of MetLife Limited and Metropolitan Life Insurance Company
of Hong Kong Limited have been changed to the registered names below:
o FWD Life (Hong Kong) Limited; and
o FWD Life Assurance Company (Hong Kong) Limited,
Collectively named “FWD Assurance”.
» The two companies have been successfully rebranded and integrated into the FWD
brand to form part of FWD Hong Kong.

3. When will the new legal entity names be used officially?
» We start using the official legal entity names from 28 September, 2020.

4. What are the changes to strategy following renaming and rebranding of the businesses?

» FWD Assurance has been integrated to FWD Hong Kong’s multi-channel strategy.
The integration of businesses strengthens FWD’s presence and market share in the
Hong Kong insurance market, and create distribution synergies across the tied
agency and telemarketing channels.

* The renaming and rebranding will not have adverse effect on customers’ policies and
their provisions. All existing customers of FWD Assurance will continue to receive the
protection, benefits and services in accordance with the policy provisions and all
existing policies’ contractual obligations will continue to be honoured by FWD
Assurance and are not affected by the name change.
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5. Will there be any impact on customers’ policies after the change of companies’ names?

* The change of controlling shareholder, and renaming of and rebranding for the
businesses will not have adverse effect on existing customers’ policies and their
provisions.

» All existing customers of FWD Assurance will continue to receive the protection,
benefits and services in accordance with the provisions of their policies and all
existing policies’ contractual obligations will continue to be honoured by FWD
Assurance and are not affected by the name change.

6. Will the customer service hotline remain unchanged? Or whom should customers
contact for enquiries about the companies’ names change?

* Yes. Customers can call the existing customer service hotline as usual.

* For any enquiries, customers of FWD Assurance can contact our service hotline on
2199 1000 during office hours, Monday to Friday 9:00 a.m. to 6:00 p.m. and Saturday
9:00 a.m. to 1:00 p.m. (except public holidays).

* Ourdedicated service teams will provide to customers with relevant information. Our
team will continue to provide professional and high quality services to our customers.

Customer Questions

7. When and by what means will customers be notified of the change of companies’ names
and rebranding?

e A customer notification will be sent to all existing MetLife Hong Kong policyowners
by mail regarding the change of companies’ names and rebranding. Customers can
expect to receive the notification within one month from companies’ names change.

e Moreover, we have put up customer notification and FAQs on FWD website
fwdlife.hk for reference.

Customer Services related

8. Why does your service hotline greeting say “FWD Assurance” which is different from
your company names?

*  “FWD Assurance” is the collective name that FWD has assigned for the two acquired
entities below for convenience in communication:
o FWD Life (Hong Kong) Limited, formerly known as MetLife Limited, and
o FWD Life Assurance Company (Hong Kong) Limited, formerly known as
Metropolitan Life Insurance Company of Hong Kong Limited.
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9. Now that FWD Assurance has been rebranded, are my policy and/or coverage affected?

* Customers can be assured that all existing policies’ contractual obligations will
continue to be honoured by FWD Assurance and the relevant protection, benefits
and services in accordance with the policy provisions will continue to remain.

* Policies that have already been issued are still valid and in force until they expire.

10. It states in my policy document that the name of insurer is MetLife Limited or
Metropolitan Life Insurance Company of Hong Kong Limited. Is my policy still valid?

* Yes. You are still covered, and your policy is still valid. All existing customers will not
be affected by the changes in ownership and companies’ names, all existing policies’
contractual obligations will continue to be honoured by FWD Assurance.

11. | have taken out an insurance plan from MetLife Limited or Metropolitan Life Insurance
Company of Hong Kong Limited, why is the plan name changed? Can you re-issue a new
policy document under new company name to me?

* MetLife Limited and Metropolitan Life Insurance Company of Hong Kong Limited
have been renamed as FWD Life (Hong Kong) Limited and FWD Life Assurance
Company (Hong Kong) Limited respectively.

+  “MetLife” and “Met” in all product names have been deleted with other minor
changes made. Please refer to https://fwdlife.hk/pdf/home/product-update.pdf for
the new product names.

* The change of companies’ names will not affect your policy. We will continue to fulfill
our commitment and to provide you with exemplary products and services.

* Policyholders/customers will not need to sign a new policy/document due to this
name change.

12. | have taken out insurance plans from MetLife Limited, Metropolitan Life Insurance
Company of Hong Kong and FWD Life Insurance Company (Bermuda) Limited. How do
| know and identify which company from when | received their letters after the change
of companies’ names?

* The following list spells out the legal entities of respective life insurance companies
of FWD Hong Kong:
o MetLife Limited changed to FWD Life (Hong Kong) Limited;
o Metropolitan Life Insurance Company of Hong Kong Limited changed to FWD
Life Assurance Company (Hong Kong) Limited; and
o FWD Life Insurance Company (Bermuda) Limited remains unchanged.
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13. | have taken out insurance plans from MetLife Limited, Metropolitan Life Insurance
Company of Hong Kong Limited and FWD Life Insurance Company (Bermuda) Limited.
Will the three companies use same company name after the change of companies’
names?

* No. The three companies represent three individual entities with their registered
company names.

* MetLife Limited and Metropolitan Life Insurance Company of Hong Kong Limited
have officially been renamed as FWD Life (Hong Kong) Limited and FWD Life
Assurance Company (Hong Kong) Limited respectively effective from 28 September
2020.

* Please rest assured that the renaming and rebranding of the business and its product
names will not have adverse effect on your policy and its provisions and it will
continue to be honoured by FWD Assurance.

14. Do | need to sign a new policy with the new entity and set up new direct debit
authorisation account?

* No. Customers do not need to sign a new policy or set up new direct debit
authorisation account due to the change of companies’ names.

* The change of controlling shareholder, and renaming of and rebranding for the
business and its product names will not have adverse effect on customers’ policies
and their provisions. All existing customers of FWD Assurance will continue to
receive the protection, benefits and services in accordance with the provisions of
their policies’ contractual obligations to be honoured by FWD Assurance and are not
affected by the name change.

15. Are there any additional charges to my policy due to the rename and rebrand?

* No, your contribution amount for existing policy will not be affected. You also need
to pay the Levy as stipulated by the Insurance Authority of Hong Kong.

16. | only authorise bank/credit card transfer of my premium to MetLife Limited or
Metropolitan Life Insurance Company of Hong Kong Limited, why has the transfer been
done to FWD without my authorisation?

+  FWD Group (“FWD”) completed the acquisition of MetLife Limited and Metropolitan
Life Insurance Company of Hong Kong Limited on 30 June, 2020. These two acquired
companies have started to be named FWD Life (Hong Kong) Limited and FWD Life
Assurance Company (Hong Kong) Limited (collectively, “FWD Assurance”) from 28
September, 2020.

+ Customers do not need to set up new direct debit authorisation account due to the
change of companies’ names.
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17. Due to the change of companies’ names, can you re-issue the receipts of my previous
premium payment under the company name of FWD?

» No. All the receipts issued before the completion of name change have been issued
under MetLife Limited or Metropolitan Life Insurance Company of Hong Kong
Limited.

18. Which company name should | write on the cheque after the change of companies’
names?

- Effective from late November, 2020, the payee name will be changed as follows:
o MetLife Limited changed to FWD Life (Hong Kong) Limited; and
o Metropolitan Life Insurance Company of Hong Kong Limited changed to FWD
Life Assurance Company (Hong Kong) Limited.
* New bank payee details will be updated and shown on payment instruction notice to
be mailed to policyholders accordingly.

19. Which company should | select for online transfer of premium or via PPS? Which account
number or merchant code should | enter?

« For online transfer, you may select FWD Life (Hong Kong) Limited (formerly known
as MetLife Limited) with account number 004-848-750758-001 (HKD)/004-848-
750758-201 (USD) or FWD Life Assurance Company (Hong Kong) Limited (formerly
known as Metropolitan Life Insurance Company of Hong Kong Limited) with account
number 004-511-342719-001 (HKD)/004-511-342719-201 (USD), depending on the
insurer of your policy;

* For premium payment via PPS, we have been working with the vendor on the change
of companies’ names and it may take some time for the process to complete. To make
premium payment via PPS, you may select merchant code 6500 for FWD Life (Hong
Kong) Limited (formerly known as MetLife Limited) and 6501 for FWD Life Assurance
Company (Hong Kong) Limited (formerly known as Metropolitan Life Insurance
Company of Hong Kong Limited).

* Asthe application of change of companies’ names will involve administration process
of different service providers, the process is expected to be completed in 4-6 months.
In the meantime, you may continue to pay your premium under existing merchant
names.

20.1 found that the company name on PPS list is still showing MetLife Limited or
Metropolitan Life Insurance Company of Hong Kong Limited, why is that?

» This is related to the administration process of different service providers. We have
been working closely with PPS on the change of companies’ names, which is
expected to complete in the first quarter of 2021. In the meantime, you may continue
to pay your premium under existing merchant names, and we will inform you of any
updates in due course.
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21. Is there any change of service email address after the change of companies’ names?

* Our service email has been changed to info.hk@fwd.com.

22. | have taken out insurance plans from MetLife Limited, Metropolitan Life Insurance
Company of Hong Kong Limited and FWD Life Insurance Company (Bermuda) Limited,
can | pay premium or handle policy matters at any of FWD Insurance Solutions Centres?

« You can pay premium for or get services on matters of your policies underwritten by
FWD Assurance (formerly known as MetLife Limited and Metropolitan Life Insurance
Company of Hong Kong Limited) and FWD Life Insurance Company (Bermuda)
Limited at our Insurance Solutions Centres.

« Please visit our Insurance Solutions Centres at;

o Tsim Sha Tsui : Suite 2605., 26/F, Miramar Tower, 132 Nathan Road, Tsim Sha
Tsui, Kowloon

o SheungWan : 7/F, FWD Financial Centre, 308 Des Voeux Road Central,
Sheung Wan, Hong Kong

o Quarry Bay : 13/F, Devon House, Taikoo Place, 979 King’s Road, Quarry
Bay, Hong Kong

23. | have taken out insurance plans from MetLife Limited, Metropolitan Life Insurance
Company of Hong Kong Limited and FWD Life Insurance Company (Bermuda) Limited,
can | call the same service hotline or send to same email address to inquire of my policy
information?

» Our service hotlines for respective companies remain unchanged, you can continue
to contact us via existing channels.
*  Our service email address has been changed to info.hk@fwd.com.

24. Will | be assigned a new agent/ broker?

«  You will still be served by your existing agent unless he/she is no longer working at
FWD, and we’ll then assign a new agent to serve you.

*  You will continue to be served by your broker.

» Rest assured that FWD will strive to provide the most suitable personalised services
for its customers.
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25. If | want to take out a new insurance plan, which company should | contact?

« If you would like to take out a new insurance plan, you can contact your existing
agent unless he/she is no longer working at FWD, and we’ll then assign a new agent
to serve you.

+  You may also contact our Customer Engagement Representatives at 3123 3123 to
learn more of our product information.

+ Rest assured that FWD will strive to provide the most suitable personalised services
for its customers.

26. Can | still use existing forms on hand with the name of MetLife Limited or Metropolitan
Life Insurance Company of Hong Kong Limited?

* No. After the change of companies’ names, you will need to use new forms which can
be downloaded from fwdlife.hk, or you can ask for the new forms from your agent.

Claims related
27. As the company names of MetLife Limited and Metropolitan Life Insurance Company of
Hong Kong Limited have been changed, where should | submit claims application to after

the death of policyowner?

*  You can submit claims application through our Insurance Solutions Centres, by mail,
or your agent.

28. If | need to make a claim. What should | do?
+ Please follow normal claims process.

« You can also contact our service hotline on 2199-1000. Alternatively, you can email
us at info.hk@fwd.com for assistance.

29. How do | file a claim and what documents do | need to submit?

» Please visit our website fwdlife.hk to download the claims forms and follow the claims
process listed on the website.

- Alternatively, you can contact your agent or our service hotline on 2199-1000 or email
us at info.hk@fwd.com for assistance.

30. Where should | send letters or documents to MetLife Limited or Metropolitan Life
Insurance Company of Hong Kong Limited after the change of companies’ names?

»  You can send to our Insurance Solutions Centres, or mailing address provided in our
website or forms.
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Website related:

31. Will there be a new website or eService platform where customers can check fund prices
or their policy details?

- A servicing website fwdlife.hk is developed especially for customers and
policyowners of MetLife Hong Kong, which is now renamed as FWD Assurance, who
can check fund prices and their policy details there.

« Alternatively, customers can visit www.fwd.com.hk where they can click the button
of “EX-METLIFE HK CUSTOMERS” at the top navigation bar of the page to redirect
to the servicing website.

32. What is the difference between www.metlife.com.hk and fwdlife.hk?

* FWD Assurance have been successfully renamed and rebranded and the website has
been changed to fwdlife.hk.

* The website has been rebuilt and integrated into the FWD brand with a refreshing
look and feel to provide better customer experience.

* Fwdlife.hk is a servicing website for existing MetLife Hong Kong policyowners to
check their policy details and download useful servicing forms. For product related
information, it can be found at www.fwd.com.hk.

33. When | type “FWD” in search engine, | can only see www.fwd.com.hk. What is the
difference between www.fwd.com.hk and fwdlife.hk?

* The former is the company website of FWD Hong Kong while the latter is the
servicing website for customers of MetLife Hong Kong, which have now been
collectively named as FWD Assurance following FWD’s acquisition. Both websites
are wholly owned by FWD Group. You may visit fwd.com.hk/en/about for more
information.

* If you are the policyowners of MetLife Hong Kong, we recommend you visit
fwdlife.hk to find the information and/or servicing forms as required.

34. Can | download servicing form from www.fwd.com.hk for MetLife Hong Kong’s service
requests? If | accidentally submitted the form downloaded from www.fwd.com.hk, do |
need to re-fill and re-submit the form?

* If you are existing MetLife Hong Kong policyowners, we recommend you visit
fwdlife.hk to find relevant information and/or servicing forms as required.

* In order to speed up the process, we recommend you to re-fill and re-submit the
correct forms to us.
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35. How can | login eService to manage my policy from fwdlife.hk?

* You can click the “Login” button at the top-right corner of the website and then click
“Manage Your Policies Online” to access eService page.

36. Do | need a new set of login name and password to access the eService page?
* You may use your existing login information to access your eService page.
37. Why couldn’t | find product information from fwdlife.hk?

* Fwdlife.hk is the servicing website for forms download and policy management
purposes.

* If you would like to know more product information of FWD Hong Kong, please visit
www.fwd.com.hk to learn more or contact our service hotline on 2199-1000 during
office hours, Monday to Friday 9:00 a.m. to 6:00 p.m. and Saturday 9:00 a.m. to 1:00
p.m. (except public holidays).

-END-
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