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CUSTOMER SERVICE CHARTER

Old Mutual Malawi is the country’s oldest, most reputable, and most trusted financial services brand. Over the years, we have built extensive experience and demonstrated
resilience and foresight, continually adapting to meet the evolving needs of our customers and the market. Our commitment extends beyond financial solutions—we strive to
improve the lives of our customers and their communities while ensuring a sustainable future for our business.

Our Customer Service Charter articulates our firm commitment to delivering service of the highest standard to you, our esteemed customers. It outlines the range of services
we provide and specifies the channels through which you may offer feedback, enabling us to continually improve the quality and effectiveness of our service delivery.

OUR VISION
To be our customers’ most trusted partner, passionate about helping them achieve their lifetime financial goals and enabling positive futures.

OUR PURPOSE

To help our customers thrive by enabling them to achieve their lifetime financial goals, while investing their funds in ways that will create a positive future for them, their families, their communities
and broader society.

CORE VALUES

Our values define our culture and guide us in our daily business interactions with each other internally and with all our external stakeholders. We use our values to guide our business dealings with
each other, our customers, communities and other stakeholders in line with our own purpose and strategy.

Customer: Champion the customer

Diversity: The power of diversity and inclusion

Innovation: Agile Innovation that makes a difference
Integrity: Always act with integrity

Respect: Respect for each other and communities we serve
Trust: Trust and Accountability

SERVICE TURN AROUND TIMES

We are committed to our service turnaround times to make your experience better:

O U WN

Basic Statements Within 24 hours

Social Media Enquiries Within 24 hours

Email Enquiries Within 24 hours

Processing of Matured Policies 3 Working Days from date of submission of all required documents
Processing of Death Claims 24 hours from time of submission of all required documents

Part Withdraw (Tsogolo) 3 Working Days

Full Surrender (Tsogolo) 3 Working Days

Processing Timba claims < 48 Hours

Processing of Mlera claims < 48 Hours

Green Life Part Withdraw 3 working Days

Green Life Full Surrender 3 Working Days

Processing of Old Gen - Maturities 10 Working Days

Processing of Old Gen — Other 10 Working Days

Premium Refunds 5 Working Days

Processing of Group Funeral Claims < 48 hours

Processing of Group Life Assurance (GLA) Claims 5 Working Days

Processing of Credit Life Claims 5 Working Days

Processing of Annuities 5 Working days for the full coommutating and by 20 of every month for payroll
Processing of Pension Claims 10 working days from date of submission of all required documents
Processing of Death Claims 10 working days from date of submission of all required documents
Private Wealth Disinvestments Within 48 working hours for money market instruments

Money Market Investment Account Disinvestments Within 48 working hours upon receipt of all required documents
Interest Bearing Assets Fund disinvestments Within 48 working hours

Balanced Fund disinvestments Within 72 working hours

Mpamba Fesa Withdrawals Within 15 minutes

Phuka Digital Savings Withdrawals Within 15 minutes

OUR CONTACT DETAILS

Blantyre Head Office Lilongwe Mzuzu

Old Mutual Building, 30 Glyn Jones Road Old Mutual Building, Robert Mugabe Crescent, City Centre Lunthu Arcade, Orton Chirwa Avenue, FOLLOW US

PO Box 393, Blantyre, Malawi PO Box 30158, Lilongwe 3, Malawi PO Box 266, Mzuzu, Malawi Q 0 @ @
® 265891002010 1 info@oldmutual.comw (B 329 Toll Free Line (Mon-Fri, 730am - 430pm)  (£) 0889 550 000 OLD MUTUAL MALAWI

If you are not satisfied with the service received, customers have the right to escalate complaints to the Regulator, Reserve Bank of Malawi as below:

Reserve Bank of Malawi, P.O. Box 565, BLANTYRE
Email: complaints-handling@rbm.mw
Toll Free Line: 459 (TNM & Airtel)

NOTE: Customers can lodge a complaint to Old Mutual or appeal to Reserve Bank of Malawi within 7 years of lodging a complaint.

DO GREAT THINGS EVERY DAY
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