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e Inclusion of the need for review by Legal Department in case of policy update
in section “3. Approval of the policy".

e Inclusion of information on the price in section “9. Relevant information and

2.0 25/04/2024 updates”.

e Update of section “10. Claim and complaint management".

e Inclusion of Bank of Spain Circular 4/2020, of 26 June, on advertising banking
products and services in "Annex 2 Applicable Regulations".

e Minor corrections of typographical and drafting errors.

Policy updated

e Adaptation of the Policy to the corporate policy model.

e Incorporation of the governance framework (section 5.).

e Incorporation of sections “1.1 Background” and “10. Control framework".

e Minor adjustments to the content of section “2. Scope of application", section
"3. Regulatory framework. Applicable standards and regulations", section "4.
General principles of action” and section “6. Criteria for selecting reinsurance
company products".

3.0 25/03/2026 e Update of the different options for submitting queries and complaints in section
“9., Claim and complaint management": before CaixaBank Payments &
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and for the policyholder, the insured party and the beneficiary before
VidaCaixa, SegurCaixa and Metlife.

e Authorisation for the Risk Committee for minor Policy updates outside the
default period (three years).
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party', 'insured property' and 'positive target audience'.
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1. Introduction

1.1 Background

Royal Decree-Law 3/2020 of 4 February on urgent measures incorporating into Spanish law various European Union
directives in the field of private insurance (hereinafter “RDL 3/2020”) provides that entities considered as
bancassurance operators are credit institutions, financial credit institutions and commercial companies controlled
or held by any of them, as indicated in Article 160 of the same regulation, which, by entering into an insurance
agency contract with one or more insurance companies, undertake towards them to carry out the activity of
insurance distribution as insurance agents using their distribution networks.

CaixaBank Payments & Consumer, E.F.C, E.P., S.A.U. (hereinafter also, “CPC”) is an intermediary in the contracting
of insurance as a tied bancassurance operator (hereinafter also, “BAO”) with an agency contract with the companies
mentioned in this Policy.

1.2 Scope

The Policy aims to provide customers or potential customers of CaixaBank Payments & Consumer with information
about the insurance products it distributes as an insurance intermediary, as well as to inform them about the
marketing process for these products offered through remote communication channels (i.e., website or app,
telephone channel, etc.).

The Policy has been developed in order to comply with the applicable regulations at any given time and to ensure
that the Entity meets the legally established requirements, with special focus on the following aspects:

° To strengthen the protection of insurance consumers.
° To strengthen transparency in the information provided by the Entity to the insurance consumer.
1.3 Purpose

The purpose of this document is to develop the Policy on transparency in the distribution of insurance products
through remote communication means (hereinafter, “Policy”) of CaixaBank Payments & Consumer, S.A.
(hereinafter, the “Entity”, or “CaixaBank Payments & Consumer*).

The purpose of this document is to set out in writing the general principles that must be complied with in order to
make the information necessary for the distribution of insurance through remote means of communication available
to customers, in compliance with the regulations established in Royal Decree-Law 3/2020, as well as the self-
regulation standards and codes of conduct applicable to the entity.

The terms written in capital letters in this Policy must be understood according to the definitions set out in Annex
1
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2. Scope of application

This Policy applies to CaixaBank Payments & Consumer, registered with the Directorate-General of Insurance and

Pension Funds (operator code OV0077) in its capacity as the linked bancassurance operator of VidaCaixa, S.A.U., de

Seguros y Reaseguros (hereinafter “VidaCaixa”), SegurCaixa Adeslas, S.A., de Seguros y Reaseguros (hereinafter

“SegurCaixa”) and Metlife Europe d.a.c. in Spain (hereinafter, “Metlife”).

Therefore, the provisions of this Policy apply to employees, managers and members of the Board of Directors and

Delegated Committees of CaixaBank Payments & Consumer.

Pursuant to Royal Decree-Law 3/2020, this Policy is published on the CaixaBank Payments & Consumer corporate

website (https://www.caixabankpc.com/es/quienes-somos/gobierno-corporativo).

3. Regulatory framework. Applicable standards and regulations

This Policy will be governed by the applicable regulations in force and any that may amend or replace them in the future.

Specifically, on the date of their preparation, the applicable regulations are as follows:

© Cai

Directive (EU) 2016/97 of the European Parliament and of the Council of 20 January 2016 on insurance distribution.
Royal Decree-Law 3/2020, of 4 February, regarding urgent measures through which various European Union
directives are incorporated into the Spanish legal system in relation to public procurement in specific sectors; of
private insurance; of pension plans and funds; of tax and tax litigation.

Insurance Contract Law 50/1980 of 8 October.

Law 20/2015, of 14 July, regulating the organisation, monitoring and solvency of insurance and reinsurance
companies.

Law 34/2002 of 11 July, on Information Society Services and Electronic Commerce.

Law 22/2007, on distance marketing of financial services to consumers.

Royal Decree 2486/1998, approving the Regulations on the Rules and Supervision of private insurance.
COMMISSION DELEGATED REGULATION (EU) 2017/2358 of 21 September 2017 supplementing Directive (EU)
2016/97 of the European Parliament and of the Council with regard to product control and governance requirements
for insurance undertakings and insurance distributors.

Bank of Spain Circular 4/2020, of 26 June, on the advertising of banking products and services.

Resolution of 3 June 2021, of the Directorate-General of Insurance and Pension Funds, establishing the basic
principles of the courses and training programmes for insurance and reinsurance distributors.
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4. General principles of action

The Policy, with the objective of fulfilling the purpose set forth above, shall be governed by the principles of:

e Compliance with current laws and regulations, especially with regard to customer protection. Ensuring that both
the marketing and advertising of the insurance are consistent with the advantages and risks included in the
contract of the product being offered, and are impartial, clear and not misleading.

e Integrity and transparency in the sale of products and provision of services; which requires that these be adapted
to the characteristics and needs of the customers.

e Ensuring at all times, for the employees of CaixaBank Payments & Consumer and for the employees of the
prescribers of CaixaBank Payments & Consumer, the availability of the necessary and up-to-date training
knowledge and skills regarding the Entity's products.

All actions taken by the Entity in relation to the Policy will be duly documented, retained for audit purposes and made
available, upon request, to the supervisory authorities.

5. Governance framework

The pillars on which the governance framework is based are:

= Compliance with the principles set out in this Policy by CaixaBank Payments & Consumer within its scope.

= Alignment of strategies between CaixaBank Group companies, and alighnment with best practices, supervisory
expectations and current regulations.

=  Maximum involvement of the governing bodies and management of CaixaBank Payments & Consumer.

= |Internal control framework based on the three lines of defence model that guarantees the strict segregation
of functions and the existence of several layers of independent control.

5.1 Board of Directors and Delegated Committees of CaixaBank Payments & Consumer

The Board of Directors and Delegated Committees of CaixaBank Payments & Consumer perform certain functions related
to their responsibility to approve and oversee the strategic and management guidelines established in the interests of
CaixaBank Payments & Consumer, as well as the supervision, monitoring and integrated control of the risks as a whole.

5.1.1 Board of Directors

The Board of Directors of CaixaBank Payments & Consumer, as the body ultimately responsible for establishing the
Entity's general strategies and policies, is responsible for approving this Policy, the purpose of which is to ensure
compliance with legal provisions and to uphold the general principles set out in this Policy, in line with the ethical values
set out in the CaixaBank Payments & Consumer Code of Ethics.
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5.1.2 Risk Committee

The Risk Committee advises CaixaBank Payments & Consumer's Board of Directors on the overall risk appetite and its
related strategy. As part of its risk management framework regarding transparency in the distribution of insurance via
distance communication channels, this Committee:

*  Proposes to the Board the approval of this Policy.

*  Determines, in cooperation with the Board of Directors, the information that the Board of Directors must receive
and establishes the information that the Committee must receive, in such a way that knowledge of exposure to
this risk has a sufficient presence in the decision-making process.

* Oversees regulatory compliance risk in this scope of action and decision-making, detecting any risk of non-
compliance, monitoring the risk and examining any possible deficiencies in the principles of professional conduct.

*  Verifies that the Entity has the means, systems, structures and resources in line with best practices to implement
its strategy for managing these risks.

5.2 Collegiate bodies of CaixaBank Payments & Consumer in the field of insurance

5.2.1 Management Committee

The Management Committee is entrusted with all powers related to the implementation of the Entity's strategy, the
development and ordinary management of the business, those derived from planning and financial activity, lines of
expenditure, those of organisation and human resources, technology and transactions, as well as those that may be
entrusted to it by the Board of Directors, and any other functions that may be assigned to it by a policy approved by the
governing bodies.

The Management Committee also adopts resolutions affecting the Company's organisational activity. As well as this, it
approves structural changes, appointments, expense lines and business strategies.

5.2.2  Product Committee

The CaixaBank Payments & Consumer Product Committee is the body responsible for approving any New Product or
Service and for taking measures related to Product monitoring. Therefore, it is in this Committee where insurance
policies are presented prior to their marketing and monitoring. It defines, regulates and approves the regulations, the
procedure manual for New Products or Services and the Product Dossier. The Product Committee must comprise
representatives from control, support and business functions, in such a way as to ensure that there is sufficient
expertise, knowledge and specialist skills to understand and manage the products, their associated risks, the interests,
objectives and characteristics of the target audience, and the regulations governing transparency and client protection.
It must be provided with sufficient resources to carry out its task.

5.2.3 Body responsible for insurance distribution

The body responsible for insurance distribution is responsible for the comprehensive supervision of the entire life cycle
of the insurance contract, including management and advisory services during the pre-contractual phase, collaboration
in its execution and support in the handling of claims, as well as leading and coordinating the distribution strategy and
ensuring regulatory compliance within the organisation.

6. Criteria for selecting reinsurance company products

The following explains the criteria used by the Entity for the selection of insurance policies mediated through the remote
communication channels offered:
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insurance:

Products should be designed appropriately, in the best interest of the customers and meet their real
requirements and needs.

Products should not create difficulties in understanding for the customer, taking into account the customer's
objectives, interests, characteristics and knowledge, as well as the product's risks, costs and benefits.

Products should be designed so that no expressions are used that could cause confusion regarding its nature,
characteristics and risks, and that clear language is used that allows the customer to understand the product.

In the case of products marketed in a combined sales format (whether with the aim of reducing costs,
improving financial conditions or providing additional coverage or services), both the corresponding product
documentation and the contracting process must ensure adequate transparency in the information that, in
accordance with regulations, must be provided to the customer, so that they can make an informed decision
in line with their interests and needs.

These products should be capable of being communicated and distributed to CaixaBank Payments &
Consumer customers through remote communication means. To this end, the Entity and the insurance
companies, taking into account the characteristics and complexity of the products, will ensure that:

O  The target market and positive target audience for which the product is intended is adequately defined,
in accordance with the provisions of the CaixaBank Payments & Consumer Product Committee.

o The complexity of the product is determined based on the characteristics of the customer it is intended
for and the type of insurance.

o Inthe process of providing information prior to taking out the product, a potential customer can clearly
and simply understand the coverage it offers, as well as its financial limit; the existence of risks that are
not covered and/or are excluded; where applicable, the costs and expenses associated with the product;
the existence or lack thereof of a right of withdrawal and the deadline for exercising it, as well as the
procedure and formalities that must be followed until the conclusion of the contract.

Regarding insurance companies:

© cai

There should be an adequate control and product governance procedure in place.

They should have adequate customer service systems or an adequate customer advocate in place that allow
customers to resolve all disputes that may exist in relation to the products.

In the event of a claim, insurance companies should provide adequate support for their customers.
With the ultimate goal of protecting customers, insurance companies should have adequate means to avoid
and/or resolve conflicts of interest that may arise between the insurance company and the customer,

between the Entity and the customer, between the customers themselves or with their distribution channels.

Product monitoring procedures should be in place and, if necessary, they should be able to be adapted as
quickly as possible so that the customer's interests are always prioritised.

Pay
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. Control mechanisms should be in place to periodically monitor the products, whether they are being
marketed to the intended target audience and whether the product is, throughout its life, suitable for the
customer's needs.

7. Insurance companies and remuneration regime

CaixaBank Payments & Consumer offers insurance products, as a tied bancassurance operator, on the basis of an agency
contract for the distribution of insurance, signed with the following insurance companies:

J VidaCaixa: registered in the Register of Insurance and Reinsurance Companies of the Directorate-General of
Insurance and Pension Funds with the code C0611.

. SegurCaixa: registered in the Register of Insurance and Reinsurance Companies of the Directorate-General of
Insurance and Pension Funds with the code C0124.

. Metlife: registered in the Register of Insurance and Reinsurance Companies of the Directorate-General of
Insurance and Pension Funds with the code E0208.

CaixaBank Payments & Consumer, for the distribution of insurance, receives a commission from the insurers which will be
included in the insurance premium and which will be set for each insurance according to its characteristics.

The customer will be informed about the type of remuneration (commission, other type of remuneration or a combination
of both) in the information provided prior to contracting the product, in accordance with the provisions of the specific
regulations on insurance distribution.

8. Relevant information and updates

8.1 Price

Depending on the type of insurance, the price may or may not be guaranteed at the end of the process; the customer
will be informed of the existence or lack thereof of such a guarantee during the contracting process.

8.2 Relevant information

In accordance with the applicable regulations, CaixaBank Payments & Consumer and the insurance companies will
provide the customer, always prior to the effective contracting of the product, with clear and understandable, relevant,
truthful and sufficient information on the main characteristics of the insurance and, in particular, on its legal and
economic conditions. Depending on the type of product and the means of remote communication used, the Entity will
take the necessary measures to provide the aforementioned information so that the customer can have a clear and
complete understanding of the following elements:

. Description of the main insurance coverages, the economic limits for each of them, if any, as well as an
indication of whether there are risks not covered or exclusions that would mean that the insurance
beneficiary would not receive any benefit.

. The insurance premium, which is the total price that the policyholder must pay for the insurance, including
all commissions, charges and expenses, as well as all taxes paid through the insurance entity. It will also be
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indicated, depending on the type of insurance, how long the price will be maintained and the conditions for
its maintenance.

o Payment methods and their execution.
. Indication of the period for which the information provided about the insurance is valid.
. If the insurance is offered in combination with other non-insurance goods or services, its content, scope and

guarantees for each product.

° Whether or not there is a right of withdrawal and, if so, the time limit and conditions for exercising it.
° The minimum contractual duration.
o Information on the existence of rights, other than the right of withdrawal, that the parties may have to

terminate the contract and the conditions for exercising them.

8.3 Relevant update

The relevant information provided to the customer mentioned above will indicate the date of its update and/or its

period of validity.

9. Claim and complaint management

CaixaBank Payments & Consumer has a Customer Service department to answer customer queries about products and
services. You can get in touch through the following options:

. By calling 900 101 601 (Monday to Sunday from 9 a.m. to 11 p.m.).

o Online, through the private area of the CaixaBank Payments & Consumer website
(https://www.caixabankpc.com).

o Through the CaixaBank Payments & Consumer app.

. Through CaixaBank, S.A.

Furthermore, CaixaBank Payments & Consumer has joined the CaixaBank Group Customer Service Department responsible
for dealing with and resolving complaints and claims from its customers and Group companies that subscribe to this service.
Customers can submit complaints to the Customer Service Department through one of the following options:

o By post, addressed to Servicio de Atencién al Cliente de CaixaBank, Calle Pintor Sorolla, 2-4, 46002, Valencia.

o Using the form specifically provided for this purpose in the "Claims" section of the CaixaBank Payments &
Consumer website (www.caixabankpc.com).

o By sending an email to servicio.cliente@caixabank.com.

o By letter delivered to any branch of CaixaBank, S.A.

. Or any other that may be made available in the future for this purpose.

The Customer Services Department has a maximum of 1 month in which to settle complaints in accordance with its

operational regulations.

10
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The policyholder, insured party or beneficiary may submit claims and/or complaints arising from the insurance contract to:

(i) In the case of products from VidaCaixa:
o Viaemail to servicio.cliente@caixabank.com.
o Atany CaixaBank branch.
O By post, to the address Calle Pintor Sorolla, 2-4, 46002 Valencia.
o  Or any other that may be made available in the future for this purpose.

(ii) In the case of products from SegurCaixa:

O By post, to the registered office located at the postal address Torre de Cristal, Paseo de la Castellana,
259C, (28046) Madrid.

o  Through the form specially enabled for this purpose on the SegurCaixa website
(https://www.segurcaixaadeslas.es).
By sending an email to titsac@segurcaixaadeslas.es.

Or by written communication sent to any of its offices.
(iii) In the case of products from Metlife:

O  Bypostorin person by writing to Metlife, Claims Department, located at Avda. de los Toreros, 3, (28028)
Madrid.

By sending an email to servicioclientes.spain@metlife.es.
By calling 900 201 040 (Monday to Friday from 9 a.m. to 7 p.m.).

Complaints and claims may also be submitted to the Claims Service of the Directorate-General of Insurance and Pension
Funds. Claims will be accepted and processed by the Claims Service if you provide evidence of previously having submitted
the claim to the Entity's or insurer's Customer Services department and it has been rejected, not accepted or one month
has passed without it being resolved. The postal address for this service is Paseo de la Castellana, 44, 28046 Madrid. You
can also go to the website www.dgsfp.mineco.es.

In addition to all these actions and those that may be carried out in accordance with insurance regulations, interested
parties may always take the actions they deem appropriate before the ordinary jurisdiction.

10. Control framework

CaixaBank Payments & Consumer promotes a risk culture in the Group that fosters risk control and compliance, as well as
the establishment of a robust internal control framework throughout the entire organisation that allows fully informed
decisions to be made on the risks assumed.

The CaixaBank Payments & Consumer Group's internal control framework hinges upon the Three Lines of Defence model,
which guarantees the strict segregation of functions and the existence of several layers of independent control:

= The first line of defence is in the operational units that effectively manage the risks. They will be responsible for
the application of internal policies and procedures; they will proactively implement risk identification,
management and mitigation measures; they will establish and implement appropriate controls, and are
responsible for knowing and applying the obligations arising from this Policy.
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Specifically, and within the entity's own scope of action, the business areas and all those that support them, which
have "ownership" of the risk, act as the first line of defense in the management of risks related to transparency in
the distribution of insurance products through remote communication channels, recognising and managing the
risk they assume in the exercise of their activities.

The compliance function, as an internal control function constituting the second line of defence against risks, will
ensure the quality of the entire model management process and review the consistency of related processes with
internal policy and public guidelines; it will carry out specific controls in this area; it will provide guidance on the
design and review of processes relating to transparency in the distribution of insurance via distance
communication channels, and on the controls to be put in place within the units responsible for managing these
risks.

Specifically, and within the scope of the Entity's remit, the Compliance Department at CaixaBank Payments &
Consumer acts as the second line of defence in risk management.

The Internal Audit function, as the third line of defence, is an independent and objective assurance and consulting
function designed to add value and improve the Group's operations. It helps the CaixaBank Payments & Consumer
Group to accomplish its strategic objectives by bringing a systematic, disciplined approach to evaluate and improve
the effectiveness of risk management, control, and governance processes. Specifically, the CaixaBank Group's
Internal Audit will oversee the activities of the first and second lines of defence so as to provide reasonable
certainty to Senior Management, the Board of Directors and Delegated Committees.

The Three Lines of Defence model is implemented in the Group in such a manner that the internal control duties of the

parent company fulfil their mission with a consolidated overview of the Group companies. Therefore, the CaixaBank

Payments & Consumer Compliance Department and the CaixaBank Internal Audit Department, as the areas responsible

for the compliance and internal audit functions respectively, assume the strategic orientation, supervision and

coordination over the respective internal control functions of the Group companies while safeguarding their own sphere

of responsibility.

11.

Policy updates

This Policy will be submitted to the Board of Directors for review every three years, following review by the Legal

Department and a favourable report from the Compliance Department.

In addition, the process of updating the Policy may be initiated at any time once both departments, or at the request of any
of those involved in risk management, have identified the need for its amendment; on the grounds of, for example:

Changes to the regulatory framework.

Changes in the business strategy and objectives.

Changes in the management approach or processes.

Changes arising from the results obtained in the monitoring and control activities.

New policies or amendments to existing policies that affect the content of this Policy.

Modification of the organisational structure that involves a change in risk management responsibilities.

As a review procedure, both Departments will:

© CaixaB

Share the results of the analysis with the other parties involved in risk management and make any necessary
amendments to the Policy.

Include a summary of the conducted review in the "Version control" section of this Policy.
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* Inform the Management Committee of any changes/updates made to the Policy, prior to its submission to the Risk
Committee and the Board of Directors.

*  Submit this Policy to the CaixaBank Payments & Consumer Risk Committee for review and approval, as a preliminary
step before submitting it to the Board of Directors for approval.

However, when updates are made outside the default period (three years), if these are of a minor nature, approval by the
CaixaBank Payments & Consumer Risk Committee is authorised. For these purposes, minor updates are understood to be
those resulting from organisational changes without implications for the risk management functions, purely typographical
corrections or as a result of updating the documents referred to in the Policy. . If the CaixaBank Payments & Consumer Risk
Committee sees fit, it will refer the amendments to the Risk Committee and subsequently to the Board of Directors.

The CaixaBank Payments & Consumer Compliance Department will be responsible for the storage and accessibility of this
Policy and will ensure the correct functioning of the archiving, distribution and, where applicable, publication processes.
Without prejudice to its possible internal or external publication, access to the Policy will be limited to those persons as
may be determined from time to time by the Compliance Department.

! The “updating the documents referred to in the Policy” would include only the transcription of excerpts of documents approved by the competent
bodies (Board of Directors, Risk Committee, etc.) or of regulatory provisions, provided that the amended content is not subject to regulation by the
Policy.
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Annex | - Definitions

For the purposes of this document, the following definitions apply:

© cai

(i)

(ii)

(iif)

(iv)

(v)

(vi)

(vii)

(viii)

(ix)

(x)

Entity: CaixaBank Payments & Consumer, E.F.C., E.P., S.A., a single-shareholder company, with Tax ID
A08980153.

Customer: The natural or legal person with whom the insurance entity has or could have a relationship as a
policyholder or as an insured party.

Policyholder: The person who takes out the insurance with the insurance company and is contractually
obligated, in particular, to pay the premium.

Insured party: Person exposed to the risk covered by the insurance contract. This coverage may apply to the
insured party, the assets in which the insured party has an economic interest, or the insured’s assets
considered as a whole.

Insured property: Object to which the insurance contract applies and in which the insured has an economic
interest. In other words, what is insured against the occurrence of damage.

Beneficiary: The person designated in the policy by the policyholder or contracting party as the holder of the
compensation rights established in the insurance contract.

Positive target audience: The group of people who meet the requirements defined in the policy to be
recipients of the entity’s actions, products or services, as they do not present exclusion or risk factors that
prevent this.

(Right of) withdrawal: Right granted to policyholders in almost all insurance policies contracted remotely,
which allows them to decide, within a certain period, not to continue with the execution of the contract. The
period is 30 days, except for non-life insurance, in which case it is 14 days, starting from the date on which
the corresponding insurance documentation is delivered to you on a durable medium. The insurer has the
right to receive a refund or reimbursement of the proportional part of the unused premium that may be due.

Exclusion (of risk): Risks that are not covered under the policy coverages or that, although included, are not
covered when certain circumstances or conditions pre-established in the contract occur.

Coverage or Guarantee: Commitment accepted by an insurer under which it assumes, up to the limit
established in the contract, the economic consequences arising from the claim.
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