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(12,589) 650 11,690 - - - 306 (25,235)
2,756,863 187,106 2,438,829 1,865 1,896 8,145 24 118,998
2,744,274 187,756 2,450,519 1,865 1,896 8,145 330 93,763
(3,013,206) - - - - (8,648) (330) (3,004,228)
2,398,220 83,932 2,309,884 4,404 - - - -
(276,617) (71,033) (205,584) - - - - -
1,080 - - - 1,080 - - -
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384 16 371 3 - - - -
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(778,020) 20,828 2,207,534 4,401 2,790 (9,694) 349 (3,004,228)
(3,111) - - - - (3,111) - -
3,144,153 - - - - 9,064 - 3,135,089
(1,728,148) - (1,725,555) (2,593) - - - -
1,416,005 - (1,725,555) (2,593) - 9,064 - 3,135,089
3.379,148 208,584 2,932,498 3.673 4,686 4,404 679 224,624
(12,593) 349 5,572 - 35 (2,702) - (15,847)
3.391,741 208,235 2,926,926 3.673 4,651 7,106 679 240,471
3,379,148 208,584 2,932,498 3,673 4,686 4,404 679 224,624
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(2,593) - - (2,593)
6,471 - - 6,471
12,763 15,819 1,710 (4,766)
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THE CEO’S
MESSAGE

It is a privilege to introduce the sixth edition of Sukoon Insurance PJSC'’s (“Sukoon”) Environmental, Social, and
Governance (ESG) Report, documenting our progress and performance throughout 2025.

As this Sustainability Report follows a landmark year of reflection, we remain acutely aware of the responsibilities that
accompany our scale, longevity, and the public’s confidence. For Sukoon, sustainability is fundamentally woven into
how we protect our policyholders, manage risks, allocate capital, and contribute to the communities we serve. This
commitment extends beyond our core business activities to support the people of the UAE through targeted charitable
initiatives, strategic partnerships, and contributions designed to address critical social needs. Through our “Sukoon

for All” program, we continue to champion health awareness and community-based initiatives, focusing on practical
outcomes and local relevance.

Progress over the past year has spanned every operational unit. Sukoon Purple recently enhanced its product offerings,
while Sukoon Workplace Savings Solutions (SWSS) expanded access to end-of-service benefits and workplace savings
through the DIFC. Furthermore, in the Sultanate of Oman, we focus on the commercial lines of business leveraging our
reinsurance strength.

Customer experience remains our primary benchmark for success. Significant enhancements to the mySukoon app
have extended comprehensive services across medical and motor lines, while the integration with UAE Pass and
biometric authentication have markedly improved both accessibility and security. In Oman, our transition to the ‘.om’
domain has further strengthened our local alignment and digital identity.

From a financial perspective, 2025 represented the most successful year in Sukoon’s history. Gross Written Premium
(GWP) exceeded AED 7 billion, reflecting a 19% increase, while before-tax profit reached a record AED 428 million.
This performance was underpinned by a solvency margin of approximately 275%, maintained through disciplined
underwriting and prudent risk management.

The year also coincided with Sukoon’s 50th anniversary, celebrated through a nationwide brand campaign and an
expanded digital presence. Our efforts were validated by 40+ industry awards across the insurance and takaful sectors.
These milestones are a testament to the collective dedication of our teams and the enduring trust of our customers,
partners and shareholders.

As Interim CEO and Chief Financial Officer, my focus remains steadfast on financial strength, governance discipline, and
the creation of long-term value. Digital adoption, coupled with the responsible use of data and artificial intelligence, will
continue to drive our decision-making, efficiency, and transparency, ensuring that human judgment remains the central
pillar of our service.

Sukoon'’s progress is driven by its people; their cooperation, sound decision-making, and shared responsibility are what
make our performance possible. With a talented team, a solid balance sheet, and the continued confidence of our
stakeholders, Sukoon is exceptionally positioned for the next phase of its journey.

Hammad Khan
Interim CEO,

Chief Financial Officer
Sukoon Insurance
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“We fortify our foundations from the inside out.
, and the
consistency with which we support our people.”

Interim CEO
Chief Financial Officer




OUR 2025
KEY ACCOMPLISHMENTS

Customer Service

Employee Wellbeing

Increased
Shareholder Value

e \Won 32 accolades in
2025

e  Demonstrated
excellence: 87%
overall customer
satisfaction

Digitalisation

137

Launch of the innovative 100%
STP HealthPlus (medical
product) portal for Renewal.

Q API Gateway to onboard
brokers/partners enhanced

with new APIs for pricing and
renewal.

Integrated Report 2025

e  Employee Coaching
e LivFit

©

Launch of the innovative,
first-in-the-region, B2B portal for
Motor Leveraging Universal API’s on
ZeroCode Platform (KUDOS)

Table of Contents 1™ Table of Contents 1™

GPW for the year
topped AED 7 billion -
the highest on record
Return on Equity
~11.5%

Shareholder’s equity
increased by 12.6% to
reach AED 3.37 billion )

Launch of Motor Claims

Mobile Application.

registration through mySukoon

First-in-the-region Universal
API’s for broker and Banca
partners.

©
o

Integrated Report 2025
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AWARDS

RECEIVED IN 2025

In 2025, Sukoon received broad external recognition across regional and international platforms, reflecting sustained performance across transformation, innovation, customer experience, and operational delivery. These acknowledgements span digital
advancement, product development, leadership, and sector excellence, underscoring the organisation’s progress momentum and market relevance. Collectively, they affirm Sukoon’s position as a consistently high-performing insurer within the UAE and wider
Middle East.

(14 N
7 3 ¢ - Y,
(| WORLD C i y ¥ oo Y
COSMOPOLITAN W, 4 \‘ILAMI FINTEH"
ECONOMIC C THEDAI LY \_&'_ INTERNATIONAL %~ WORLD BUSINESS < Vo 99 g "‘f.’ &\ INTERNATIONAL ( AWARDS 0.
MAGAZINE —_, =/ BUSINESS MAGAZINE @ YORLD B T ot ) BUSINESS AACARINE

e Digital Transformation of the
Year (Sukoon Insurance)

e Excellence in Claims
Management (Sukoon
Insurance)

e Best Rebrand & Corporate
Transformation (Sukoon
Insurance)

e Excellence in General Insurance
(Sukoon Insurance)

e Fastest Growing Takaful
Company - UAE

e Best Takaful Provider Middle
East 2025

e Fastest Growing Takaful
Solution Contributor UAE 2025

e Best Rebranding & Corporate
Transformation Initiative UAE

e 2xcellence in Claims

Management & Processing UAE

2025

e Best Motor Insurance
Company UAE

e |nsurance Innovation of the
Year ("Al-Powered Life
Insurance Videoconferencing")
UAE

e Best New Digital Insurance

Product ("Lifestyle Product")

UAE

e Best New Digital Insurance
Product (Accident and Health
Insurance)

e |nsurance Company of the Year -
UAE

e Best Life Insurance Company - UAE

e Best Motor Insurance Company -

UAE

Insurance Innovation of the Year

("Al-Powered Life Insurance

Videoconferencing") - UAE

Insurance Company of the
Year — Sukoon Insurance

e Influential Finance Leader of
the Year - Hammad Khan

Dubai - Health Insurance

Company of the Year

e UAE - Insurance Company
of the Year

e Dubai - Business Fleet

Insurance Company of the

Life Insurance Company of
the Year - UAE

e Insurance Company of the
Year - UAE

e Motor Insurance Company
of the Year - UAE

Best Life Insurance
Company - UAE

Best Motor Insurance
Company - UAE

Best New Digital Insurance

e Most Innovative Insurance
Product - Al-Powered Life

Year Insurance Excellence in Digital Product (Lifestyle Protect) - e AlHuda Centre of Islamic Banking
* Insurance Innovation of the e UAE - Gamechanger of the Videoconferencing Transformation Award UAE and Economics (CIBE)
e Best Motor Insurance Year - UAE (Al Life Insurance Year (Jean-Louis Laurent ¢ Best Insurance Company - e Lifetime Achievement Award - ¢ Insurance Company of the
Company Videoconferencing) Josi, CEO) UAE Leadership (CEO) Year - UAE

e Insurance Innovation of the
Year (Al-Powered Life
Insurance
Videoconferencing) - UAE

Bl GLOBAL DI WA Global

B ) i | 41»'? FINANCE
E ECONOMICS “ l\ L‘l A@@ [t Flnal‘lce F:] bty Vo GAZET INTERNATIONAL FOCUSE

Derivative AWARDS
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OUR STRATEGIC
PILLARS

We pledge to continue to be true to our mission, vision & values to bring assurance to our stakeholders’ wealth & wellbeing
and to be their preferred & trusted partner

\ \

Customer-first
service

I

I

I

I

| A culture of empathy and
| transparency ensures clients
I

I

I

I

I

I
I
I
Expert-led |
innovation governance |
The mySukoon mobile app
enables paperless claims, |
live tracking, and self-service |
updates. With 94% STP in
medical and motor claims |
and 95% digital |
reimbursement adoption,
Sukoon sets new
benchmarks for speed and
convenience.

I
I
I
I
l Sukoon employs licensed
| doctors, pharmacists,
feel supported throughout |
the claims journey. Sukoon
maintains an 87% customer |
satisfaction index, one of the |

highest in the market.

| |
| |
I
Digital & process | :
| |
| |
| engineers, lawyers and
certified coders who
I
| combine clinical and
technical expertise with strict
| fraud, waste, and abuse
I
I
\

controls.

o e — —— — — — — — — —

I
I
I
~— —_—— e — — — 7

|
|
|
|
J
- Y,

I
I
I
~— —_—— — — — — 7

O\

Leading the Market

ready to serve you

- 700+
50 Years 1.60 Million Professi | Rated
of expertise in the region insured members trust us roressionals A by S&P, A2 by Moody'’s

7.11 Billion 11.18 Billion . ;F?ﬁ_t'\éllflhotn |
AED revenue in 2025 AED total assets in 2025 0 '202950“3 axin
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Strong Market Position

50-YEAR LEGACY [N N

Celebrated five decades of operations in 2025. N

STRONG FINANCIAL RATINGS ~<

\

< \
Rated A2 by Moodys and A (Stable) by S&R N :
1

!

HIGH SOLVENCY POSITION gt ‘I !
N b ‘

Extremely strong solvency ratio touching 275%

WORKPLACE SAVINGS PIONEER |ui

Go Saver from Sukoon Workplace Savings Solutions
in DIFC is the new and only alternative plan
to the previous monopole of DEWS.

/7
7
INDUSTRY MEMBERSHIPS ghatd

Member of Emirates Insurance Association and Gulf
Insurance Federation.

/
’
LLOYD’S SYNDICATE LEADERSHIP g Seo

First UAE insurer with Lloyd’s Syndicate 2880. \

/
PROFITABLE REINSURANCE & SPECIALTY PORTFOLIO 4

With targeted exposure to Energy and International Aviation.

TAKAFUL TURNAROUND

-
Cd
Successfully gone beyond Turnaround with Sukoon

/

\ Takaful, delivering exceptional profitability for two
\ consecutive years since the acquisition.
[
/

-
c PR BROKER RECOGNITION
'd
s

7 Named Best Company by brokers for the
.~ / fourth consecutive year.

Strong
Market
Position

N
Q \\\____- BRAND TRANSFORMATION
\ Strong market recognition under a
\ renewed brand.
\
\

N
RSP () AE MARKET LEADERSHIP

Leading positions in the UAE: Among the top three
players in most lines of business (LOBs) and an
undeniable household brand.
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Robust Customer Satisfaction

MARKET LEADERSHIP

e Alarge, diversified .
insurer ranked among
the top three in the
region.

INDUSTRY AWARDS

¢ Recipient of 32 o
industry awards in
2025, including .
Insurance Company of
the Year (UAE) and
multiple digital o
innovation honours.

Digital Innovator

2025 Gartner Eye on Launched
Innovation Award (EMEA) KUDOS

The only UAE insurer in the Middle East
recognised globally for innovation.

O

Al
A

The region’s first segmented, dynamic pricing
platform for motor new business and renewals.

CUSTOMER SATISFACTION

87% of customers show
satisfaction with services.

KEY AWARDS

Insurance Company of the
Year (UAE). Insurance
Innovation of the Year
(Al-Powered Life Insurance
Videoconferencing).

Best New Digital Insurance
Product (Lifestyle).

UAE PASS Motor
Quote Integration

First in the region with UAE PASS-enabled,
zero-data motor quotes on mobile.

Enabled Azure SSO
on mySukoon App

with biometric/Face ID for the
mySukoon mobile app.

Completed Single
Sign-On (SSO)
Implementation, improving user experience and

enabling OTP-based registration, biometrics, and
UAE PASS integration.
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Multi-Cloud Medical
Data Lakehouse

For medical business, enabling real-time data
for predictive pricing, performance analysis,
claims analytics, and sales support.

Zero Touch Lifestyle
Protect Launch

Covers accidental death, chronic illness,
disability, involuntary job loss and more
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STAKEHOLDER
ENGAGEMENT

We reviewed internally and externally our stakeholder’s perspectives and opinions. The process identified the impact
we have on each stakeholder group as well as the level of influence each stakeholder group has on our business. We
communicate with our stakeholders through multiple channels, listening and seeking their feedback. We have listed below
our key stakeholder groups and our engagement methods along with the frequency of engagement.

Customer

Customer satisfaction surveys at key touchpoints, monitored monthly.
KPI: >90% satisfied customers.

O
=>@ /<2=

N
“

Shareholders & Investors

Board of Directors meetings, market disclosures,
general assembly, investor relations.

KPI: Financial performance, minimum of 6 Board of
s \ Directors meetings annually.

Employees

Employee engagement programmes.
Intranet, town halls, in-house trainings.
KPI: EE >4.

, Suppliers & Business Partners

Tenders & RFPs, broker portals, trainings and
workshops.
KPI: Fair business practices and selection.

Regulators, Media & Others

Regulatory reporting to UAE Central Bank, DHA, DOH,
communication with regulators (DFM, CMA"SCA previously").
KPI: Compliance with all regulations.
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MATERIALITY

As a result of stakeholder engagement, we identified material topics based on the significance of economic, environmental
& social influence it has on our stakeholders. By focusing on materiality, we aim to achieve our sustainable development
goals which is also built into our overall strategic objectives and pillars identified for the coming years.

SARA REHABILITATION
CENTER

Digital Transformation & Innovation.
Customer Satisfaction
Product responsibility
Governance, Ethics & Compliance (Internal)
Data Privacy
Responsible Investment
Employee’s Development
Utilization of resources
Diversity & Empowerment

. Community Support

. Climate Change

. Waste anagement

. Energy Efficiency

© N OO~ N

(Customers, Regulators, Shareholders,

Importance to External Stakeholders
Suppliers)

The collaboration provided educational assistance and developmental opportunities for Importance to Internal Stakeholders (Employees, HIGH
children with special needs. Senior Management BOD)

{4 SUKOON.

INSURANCE
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ESG: OUR PRIORITIES

Through our Environment, Social & Governance reports published over the years, we have showcased how the United
Nations Sustainable Development Goals (SDGs) are integrated into our operational strategies. We remain dedicated to
fostering sustainable business practices while striving to become a regional leader in customer service excellence.

In our continued efforts, we have adopted SDG goals in our insurance activities, aligned to our business models through
digitalization, prioritizing risks and opportunities that supports the growth of sustainable business. We at Sukoon are
committed to bring gains for our stakeholders in the longer run, promote wellbeing of our employees, contributing to our
community and adding value to our customer experience. Based on the Global Reporting Index (GRI) reference, material
issues identified were factored into our operational and governance framework.

GOOD HEALTH

Our mission to protect one’s wealth & well-being is redefined through our many initiatives to care for AND WELL-BEING
our people and our community alike, through our wellness programs. Explore our LivFit program, ,‘ A
Employee Wellness, Women’s Network initiatives to know more. h

We at Sukoon make conscious efforts to bring equality in our Workforce & Workplace. We are oy
committed to improving gender representation at Senior Management & Board as well as focusing

on Women’s Wellness. Know more about our Diversity, Women’s Network, and our Women’s
Leadership.

DECENT WORK AND
ECONOMIC GROWTH

We aim to empower our employees through an array of professional courses under our Learning &
Development, Diversity & Nationalization programs.

INDUSTRY, INNOVATION

As an Industry Leader, we have been a pioneer in innovating insurance products through technology AND INFRASTRUCTURE
adding to our stakeholder’s values as well as empowering our customers, partners, and employees
to support sustainable development. See our Technology & Innovation to learn more

1 RESPONSIBLE
CONSUMPTION

We aim to inculcate the culture of responsible spending for a sustainable community and social oovsuTOn
responsibility towards the growth of the community. We engage in many social activities in giving cm
back to the community.

We are committed to investing in Corporate Governance for ensuring operational excellence and 16 %}:{ﬁ}:i
long-term gains for our stakeholders and sustainable operations. We ensure we are compliant with
regulations and have high ethical standards for our employees. z
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GOVERNANCE AND
RISK MANAGEMENT

With our strong corporate governance framework, we diligently follow local

regulations and laws, while maintaining a robust corporate governance framework
Sukoon considers corporate governance as a critical element in creating a sound working environment that supports
achieving the overall long-term goals for all stakeholders. Risk management & Corporate Governance is key to making us
perform sustainably.

Governance structures are put well in place to reduce and manage risk in line with achieving Sukoon’s strategic objectives
and to contribute to building strong ESG goals and action plans. There are key policies which are outlined in the policy
section which support us in operating a dynamic risk and governance framework. Furthermore, there are audits done by
external and internal experts to ensure adherences to best practices.

. Pillars of corporate governance framework

Board of Directors
Active

Independent
Non-executive

Committees

Audit Committee

Nomination & Remuneration Committee
Investment Committee

Board Risk Committee

Internal Control System
Compliance

Risk Management

Internal Audit

e o o5 o e 0 ()

e o o ()

2. Board of Directors
Board elections are conducted every three years. The most recent election was held at the Annual General Meeting on 28
February 2025, during which shareholders elected the new Board members through a formal voting process.

The nomination and election process was approved by the Central Bank, the Securities & Commodities Authority, and
disclosed to the Dubai Financial Market, and published on the Company’s website.

Our Board of Directors meets at least 6 times a year. Responsibility for administrating all-risk policies and management of
risk are delegated to the Executive management. The Board is appraised on a regular basis to significant risks for Sukoon
and manages overall response plans. Board Member evaluation is conducted on annual basis as part of our commitment
to corporate governance principles.

16 PEACE, JUSTICE
AND STRONG

INSTITUTIONS
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. Board of Directors Committees

Board Risk Committee (Meets Quarterly)

The Board Risk Committee convenes quarterly and holds responsibility for shaping the company’s comprehensive risk
management approach and ensuring its consistent communication across the organisation. The Committee is tasked with
developing and recommending the overall risk strategy, risk governance framework, and Risk Appetite Statement (RAS)
for the Board’s approval. Additionally, it oversees the company’s adherence to the established risk governance framework,
ensuring operations remain within the defined risk appetite and limits.

Nomination and Remuneration Committee (Meets Annually as a Minimum)

The Committee includes three Board members (including the chairman who is an independent member of the board).
Responsible for defining parameters for granting remuneration to members of the Board of Directors, annually review
the Company’s and Senior management performance and annually assess members of the Board, its members and
its Committees and make recommendations regarding possible changes.

Audit Committee (Meets Quarterly)

The Audit Committee is formed of two Non-Executive Board members and an expert in internal audit who is not a
Board member. This Committee is Responsible for reviewing external and internal audit reports, disclosures & financial
statements.

Investment Committee (Meets Quarterly)

The Investment Committee consists of four members (inclusive of three board members). The Investment Committee,
appointed by the Board of Directors, is tasked with making investment decisions aligned with the Company’s Corporate
Objectives as outlined in the Committee Charter.

. Management Committees

Executive Risk Committee (Meets Quarterly)

The Executive Risk Committee (ERC) serves as a critical component of the Company’s enterprise-wide risk management
framework, operating under the delegated authority and oversight of the Board Risk Committee (BRC). Its primary
function is to operationalise the Risk framework by executing the adherence to risk appetite and strategy defined
at the board level. ERC is composed of senior executives from key functional areas, ensuring a comprehensive,
cross-departmental perspective on all related risks.

The Committee’s responsibilities include the ongoing identification, assessment, mitigation, and monitoring of risks
related to strategic objectives, operational processes, compliance, and other material business activities.

To maintain an informed and timely flow of information, the ERC reports to the Board Risk Committee on a quarterly
basis, or more frequently as needed. This reporting mechanism provides robust assurance that risk management
practices are functioning effectively at the operational level and enables the board to exercise its oversight responsibilities
concerning the overall risk profile of the Company. The structured interaction between the ERC and the BRC ensures
a clear and integrated risk governance structure, reinforcing accountability and strengthening organisational resilience.

Executive Committee (Meets Bi-Monthly)
An executive Committee is a central body composed of key leaders and executives. Its reports to the CEO and meets
twice per month.

The executive Committee scope includes but is not limited to the below:

e QOversees the company’s strategic planning, risk management, and financial performance.

e Monitors key initiatives and projects of the company.

e Plays a crucial role in decision-making and governance.

e Ensures compliance with Central Bank regulations and all other applicable law and regulations and reports on
material matters.

16 PEACE, JUSTICE
AND STRONG

INSTITUTIONS
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RISK MANAGEMENT
GOVERNANCE

As Sukoon continues to be the leading insurance company in the UAE and GCC and to have a strong market position, the
maintenance of a strong governance framework, ensuring the right overview and control at each level of our structure, is
central to everything we do. This is achieved through Risk Management Policies & Committees steering them.

Effective governance is much more than Committees: it is about ensuring the stability, consistency, and innovativeness of
our business to make sure our customers’ expectations are met and exceeded.

Compliance Policies
Sukoon’s compliance framework supports ethical conduct, aligns with the Company’s objectives, and ensures compliance
with applicable local and international regulations.

The Compliance Management System is based on three core programmes:

1. Compliance Monitoring Plan:
Reviewed and updated annually, the plan sets out scheduled reviews to assess first-line compliance with laws,
regulations, and internal requirements.

2. Regulatory Compliance Program:
Focuses on maintaining regulatory compliance through proactive risk identification, ongoing monitoring tools, and
follow-up actions where required.

3. Operational Policy Compliance:
Ensures that policies and procedures are applied consistently to support effective operations. Clear documentation
helps employees understand expected practices and reduces uncertainty.

Sukoon’s compliance policies are reviewed and updated annually or as needed. Key areas of focus include Anti-Money
Laundering and Counter-Terrorist Financing (AML/CFT), trade and economic sanctions, code of conduct, conflicts of
interest, anti-bribery and corruption, and gifts and entertainment.

16 PEACE, JUSTICE
AND STRONG

INSTITUTIONS
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TECHNOLOGY AND

INNOVATION

Sukoon has undergone a significant digital transformation, delivering industry-leading innovations recognised with
major digital awards. We continue to leverage digital capabilities to drive sustainable returns, empower customers and
employees, and strengthen our ecosystem through integrated digital channels.

Strengthening Our Foundations

Modernised and resilient IT estate resulting in 99.9% service availability over the last 78 months with 100% in the last 9
months.

01

Technology
Platforms

e Payment and API
gateways enabled for new
business, renewals, and
endorsements.

e Critical platforms hosted
on multi-cloud for
scalability.

e First-in-region B2B
dynamic pricing (KUDOS)
on ZeroCode for new
business and renewals.

151

Integrated Report 2025

Core Systems
Modernisation

e Health Claims system
upgraded (Java 21, IBM
P10, Oracle 19C).

e Health Policy Admin
(Shamil) upgraded (Power

22, 1BM P10, Oracle 19C).

e |nvestment platform
upgraded to Advent V24.1
on Oracle Cloud.

Data & Medical
Ecosystems

* Medical ecosystem
development underway.

* Multi-cloud medical data
lakehouse delivering
real-time business
insights.
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Digital Channels & Key Initiatives

Modernised and resilient IT estate resulting in 99.9% service availability over the last 78 months with 100% in the last 9

months.

\_

ak

Self-Service &
Mobile

16 self-service portals
across the business.
First-in-region UAE PASS
for zero-entry motor
quotes.

Mobile apps for medical,
motor, GoSaver, and
assistance.

Azure SSO with
biometrics / Face ID on
mySukoon.

J

(

0?7

Straight-Through
Processing

e 100% STP for B2B motor
new business and
renewals.

e 100% STP for DHA and
Health Plus renewals.

e Self-service B2B motor
endorsements, claims,
and renewals.

\_

Information Security

At Sukoon, security is an integral part of the architectural guidelines. In the last 7 years, we have implemented multiple

security products.

01

Compliance &
Standards

ISO 27001:2022

re-certified after migration.

98% NESA compliance
achieved.

Vs

Security
Operations

e Centralised patching and
asset monitoring
deployed.

e XDR-based server security
with anti-ransomware
protection.

e 24/7 SOC upgraded with
SOAR, UEBA, and XDR.
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Partner & Broker
Enablement

e Opti API channel with
dynamic pricing for
brokers and B2B.

e 24/7 digital consumer and
commercial claims via
low-code.

e Renamed to Sukoon
Insurance PJSC.

<

Threat Intelligence
& Cloud Security

e Expanded threat
intelligence across dark
web, brand, and third
parties.

e Cloud and data security
posture management
implemented.
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CUSTOMER
ENGAGEMENT

CUSTOMER- EXPERIENCE-DRIVEN HIGH-STANDARD CUSTOMER-LED DIGITAL ACCESS
NG PERFORMANCE JOURNEYS Sl &
STRATEGY INVESTMENT FEEDBACK

Placing the customer at We view the quality of Our approach Our commitment to a Digital access has been
the heart of our customer experience as emphasises seamless customer-led culture expanded through
operations remains both an outcome of service, intuitive digital guides ongoing mobile solutions,
central to how we shape strong operational journeys, and high investment in digital tools self-service platforms,
strategy and deliver performance and a technical standards and service and continuous feedback
value. catalyst for continued across all customer enhancement. channels to identify
growth, innovation, and touch-points. emerging needs and
employee motivation. differentiation

opportunities.

Customer Satisfaction Survey

HUMAN-LED

SERVICE DELIVERY

Customer-facing teams
across call centres, email
support, service desks,

and complaints
management ensure
clarity, empathy, and
reliability throughout the
customer lifecycle.

We maintain a structured programme for capturing customer insights, relying on monthly satisfaction assessments to highlight strengths and areas for improvement. These insights feed directly into process refinement and service design. In 2025, we recorded
a 87% satisfaction score, reflecting the effectiveness of our efforts and reinforcing our focus on creating consistently smooth and dependable customer experiences. Regular reporting of these indicators supports data-driven decision-making and continuous

improvement across the organisation.

Indicators are reported monthly and form the base of measurement as well.

Global Satisfaction Index - 2023 and beyond Department Indicator

86%

Call Centre Individual Sales

2023 2024 2025

153 Integrated Report 2025 Table of Contents ™ Table of Contents ™

Medical Claim
Reimbursement

Motor Claims
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CUSTOMER

EMPOWERMENT

Digitally empowered customers aim to ensure a seamless customer experience. We have launched a digital platform for
our customers through mobile applications, online accesses, and e-commerce platforms that have really changed the
way in which traditional insurance processes are conducted. The tedious tasks of purchasing insurance, finding the right
product, getting help, or filing a claim are now just a click away!.

= &
o
Individual Life Medical Online Portal Digital Commerce Mobile Apps
Online Client My Sukoon - online portal Online purchasing « IMC - Emergency motor
Portfolio Platform to help members manage & renewal of roadside assistance.
their insurance & medical insurance policies: « MySukoon - Medical
claims. « Motor Insurance. network geo-localisation
« Purple & reimbursement claims.
- GoSaver « MySukoon - Motor claims
« Lifestyle Protect registration.
« DHA Plus « Livfit - wellness App.

Customer Testimonials
We are known for our exceptional customer service. Here are a few testimonials which bear witness to our commitment
to delight our customers at every turn:

“Sukoon insurance is one of the best insurance company in UAE. | got travel insurance for a year and my car insurance
with sukoon insurance. Recently | renewed it through kriti and it was smooth process and quickly linked with rta and all |
want to say. East and west Sukoon is best.”

- Qasim Umar Rana (for Travel Insurance)

Sukoon has been fantastic at setting up my car insurance. Their service was speedy, effective and they were very helpful.
They went above and beyond to support me through the car rego renewal process which can be a little confusing
sometimes. Their price is not the cheapest, but sometimes cheap does not mean good. | totally recommend their services.

— Marnie Shillig (for Motor Insurance)

INDUSTRY, INNOVATION
AND INFRASTRUCTURE

&
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PARTNER

ENGAGEMENT

We launch surveys for our brokerage channel on a regular basis which forms a significant part of our distribution network.
In 2025, we invited 2,525 individual brokers from 98 different brokerage firms to gauge their satisfaction along five streams
— Sales and Underwriting, Policy Servicing, Claims, Finance, and Services — and rank the same vis-a-vis Sukoon’s
competitors. A consistently high ranking across all areas clearly demonstrates Sukoon’s position as the UAE’s leading
insurer, with excellence as a hon-negotiable standard.

Market Results - All Insurance 2025

450 Y
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1.00 |I|||I|||‘||||I|||||||‘l|

o

o
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1.5

o

In terms of digitalisation, an empowerment strategy similar to the one we have for customers has also been set in place
for our partners:

1. SME & EBP Medical

Online process from quotation to policy

2. B2B Platform

Stabilization of the broker platform for motor policies

3. Self-Service Administration
Medical member addition or deletion feature

4. Online Pre-Authorisation Portal
Online pre-authorization request tool for medical providers

5. Individual Life

Portfolio management platform

INDUSTRY, INNOVATION
AND INFRASTRUCTURE

&
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BRAND
AWARENESS

Sukoon Workplace Savings Solutions

In 2025, Sukoon Workplace Savings Solutions (SWSS), based in the Dubai International Financial Centre (DIFC) , introduced
the “Go Saver” Employee Money Purchase (EMP) scheme. The Go Saver scheme offers employers a structured platform
to manage end-of-service benefits and workplace savings — enhancing employee financial well-being. This strategic move
not only broadens Sukoon’s service offerings but also reinforces its brand presence in the financial sector, contributing to
increased brand awareness.

® reddit

g

¢sukoon

SUKOON IS HERE FOR YOU

GET PEACE OF MIND

¢, SUKOON

50 YEARS OF INSURANCE

¢,sukoo

INSURA
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Marketing and PR

The brand campaigns for awareness were run for 6 months in 2025 - from April - June, and September - November. The
campaigns generated significant results across various digital metrics.

The campaign delivered 345 million Impressions, resulting in a total Reach of 8.3 million users. Finally, these efforts drove
2.38 million Clicks. Additionally, it achieved a total of 39.4 million Video Views and 16.7 million Listen Completions on
Audio Ads.

The brand campaign was supported by a strategy that included newly introduced and leveraged ad formats, which
contributed to a notable increase in website traffic. Several key ad formats were introduced:

e |Interstitial Banner ads (a banner ad format that takes up the whole screen)

e Demand Generation ads, Static Optimized ads, and Amazon DSP ads

e Connected TV (Non-Skippable Ads), which achieved the highest share and rate of completed video views.

1.36 MILLION CUSTOMERS TRUST US WITH
THEIR HEALTH AND WEALTH

GET PEACE OF MIND. e
GET PEACE OF MIND.

1,213,648 views Sep9, 2025 >
1,330,604 views Sep 9, 2 - 3 ' ‘Sukoon Insurance is your trusted pg,
Join over 1.36 million cust me: 6 Millon Customers Hmr

Our customisable plans protect can
Experience true

isit sukoon.com today for mory

arn more at sukoon,

Secure Your Health with Unmatched Plans Get Unlimited Repairs, Priority Services, and More with Privilege Motor

woonmsree () | @ s = )

906K views 4 290 #5uk

Commercial Insurance For All Business Needs

@ Sl..IE(-O-CIIjI Insurance o~ 1 G shae 4 ask | Download

1.2M views 4 months ago # He X ce

Sukoon Insurance is your trusted partner for comprehensive commercial and industrial coverage. With over 50 years of expertise, we deliver best-in-class insurance solutions tailored 1o meet the diverse needs of modemn
businesses.

...more

The combination of Demand Generation ads, Static Optimised ads, and Interstitial Banner ads drove the highest share of
clicks in 2025 and resulted in high Click-Through Rates (CTRs).

This campaign activity coincided with a significant jump in website traffic growth. The months during which the campaign
ran - April, May, June, September, October, and November - saw a marked increase in both sessions and users. Sessions
jumped from 274,807 in March to 676,802 in April, and users increased from 130,516 to 457,605 in the same period. The
trend lines for both sessions and users also show a general upward trajectory throughout the year, peaking in October.

&3
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The homepage takeover on Khalegj Times and Gulf News digital formats in November ensured that Sukoon gets maximum 50 Year Anniversary Events

visibility and impact. For fifty years, Sukoon has stood as a symbol of reliability, progress, and commitment to the people and communities
we serve. As we mark our 50-year anniversary, we honour a legacy defined by vision, innovation, and a deep sense of
responsibility, one that continues to guide us into a promising future.
Khaleej Times . . . .
Sukoon proudly revealed its 50-Year Anniversary Logo which reflects Sukoon’s journey of growth, the trust of our partners
and customers, and our dedication to excellence. The Sukoon For All CSR programme dedicated to empowering People
of Determination symbolises our long-term commitment to building a more inclusive and compassionate society. In
addition, unveiling the time capsule served as a bridge between our past and the future.

Date
27/May/2025 (24 hrs) ,  COME STRAIGHT TO THE MARKET LEADER

26/May/2025 (8 hrs) TRUSTED BY 1.36 MILLION CUSTOMERS

The Commemorative Book was an elegant chronicle of our journey from foundation to transformation. The publication
captures pivotal moments, achievements, and stories that shaped our organisation.
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SLIVE Eid Al Adha 2025:
Got plans? Here's what
R ﬁq the weather will look like
. during the break

1

Global Media Insight

Gulfnews

GET PEACE OF MIND
Date

27/Nov/2025
28/Nov/2025
1.36 MILLION CUSTOMERS TRUST US

WITH THEIR HEALTH AND WEALTH ™ ance
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Our 50-year journey culminated in an exclusive anniversary celebration hosted at Atlantis The Palm. This prestigious event
brought together distinguished guests, partners, leaders, employees, and friends of the brand to honour Sukoon’s legacy
and embrace the exciting opportunities ahead.
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SULTANATE OF OMAN

We participated in the annual breast cancer walkathon organised by the Oman Cancer
Association (OCA) under the theme “No One Fights Alone”, supporting awareness and

solidarity for individuals affected by breast cancer.

‘. s
3 SUK
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HOLISTIC
WELLBEING

LivFit: A Comprehensive Wellness Programme
LivFit is a wellness program that we launched to promote a healthier lifestyle. It is now a full-fledged wellness platform for
our customers and employees alike.

Sessions at LivFit are aimed at health, lifestyle & awareness, and chronic disease management. In the pre-pandemic era,

we held wellness workshops, visiting our employees and customer. Due to the limited social movement in the current time,
we quickly adapted, and brought in our online platform to continue to care for our stakeholders and community.

“

Health Risk Assessment Health Screening Vaccination (Flu) Mental Wellbeing

1. Health

2. Lifestyle & Awareness

Virtual Coaching Mobile App Fitness Plan ~ Tobacco Cessation Corporate Challenges

5 » & @

Video Workout Library Awareness Literature  Wellness Fair/ Webinars  Virtual Fitness Classes  Discount & Offers

3. Chronic Diseases Management
A Care program to manage conditions & improve quality of life:

® 0 @

Diabetes Hypertension Hyperlipidemia

4. Online Presence
LivFit videos and sessions were made available to our customers on our websites, social media platforms as well as our
LivFit app.

10.8M Impressions on Facebook
5.5M Impressions on Instagram

GOOD HEALTH
AND WELL-BEING

e
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EMPLOYEE
ENGAGEMENT

As the customer is at the heart of it all, our employees are the cornerstones of Sukoon. We have done a great deal to
ensure that our employees are happy, healthier, and dedicated to bringing a delightful experience to our customers.

Our dynamic and diverse company culture advocates communication, transparency and accentuates employee
engagement.

We aim to create a healthy, cooperative, and friendly environment, empowering employees and helping them flourish
throughout their career.

Attracting, developing, and retaining the right talent is the foundation of Sukoon’s approach to its people. The company
continuously promotes itself as an employer of choice to acquire strong candidates.

Year Tenor Attrition
2025 5.98 14.3%
2024 5.80 14.7%
2023 5.563 15.8%
2022 5.85 13.5%
2021 5.89 14.0%
2020 5.00 8.0%
2019 4.00 13.0%

GENDER GOOD HEALTH
EQUALITY AND WELL-BEING
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Sukoon has a variety of engagement initiatives to further enhance its engaged workforce:

* Quarterly performance Internal coaching Core pillars
awards programme  Career development
Long-service recognition Career and personal growth * Mentoring
Leadership development focus « Balance for better giving
initiatives Coach-led development

* Wellness programmes culture Key observances

* Professional development Ongoing success year-on-year * Interational Women’s Day
support « EmiratiWomen’s Day

* Personal development * Omani Women'’s Day
support * Breast Cancer Awareness

Employee Reward Employee Women’s
& Recognition Coaching Network

Percentage wise break up of courses

Professional Qualifications 2025

165

Workforce professionalisation focus

Enhanced customer experience through skilled teams

Sukoon Learning Academy as licensed Cll & LOMA examination centre
Open access for internal and external candidates

Investment in LinkedIn Learning

“Learn with Sukoon” e-learning platform

Access to current market trends, courses, and articles
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» Workforce
professionalisation focus

*+ Sukoon Leaming Academy

* Industry certifications (ClI,
LOMA)

¢ LinkedIn Leaming access

* “Leam with Sukoon”
e-leaming platform

+ Continuous skills and
knowledge development

Learning &
Development

in 2025

10 REDUCED DECENT WORK AND GOOD HEALTH
INEQUALITIES ECONOMIC GROWTH AND WELL-BEING
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EMPLOYEE EVENT

An unforgettable evening unfolded as the Sukoon family came together to celebrate its 50-year
anniversary. Seeing everyone gathered under one roof was a moment of pride, reflection, and a
powerful reminder of what truly defines us.

From our founding vision to the incredible milestones we’ve achieved, this celebration wasn’t just
about the past. It was a heartfelt tribute to the passion, dedication, and spirit that will carry us
forward into the next 50 years. Here’s to more innovation, compassion, and Sukoon in everything
we do.
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AL TAREQ REHABILITATION
& AUTISM CENTER

Sukoon partnered to support learning, therapy, and recreational activities for children with
autism and special needs.
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DIVERSITY

1. Female Representation
Female Representation at Various Management Levels
With 700+ Employees Across 34 Nationalities, Diversity is Ingrained in Sukoon’s %0 336

Company Culture. 500
We celebrate the diversity, experience, and harmony that our employees add to the spirit of the company. With 700+
employees and 34 nationalities, diversity is ingrained in Sukoon’s company culture.

250
244
200
Male
B Female
150
SE— 72
56
50 40
1 6 10
0 [
Total New Hire Board of Directors Senior Management

2. Diversity: Emiratisation
Sukoon'’s strategy is to increase the number of Emirati talent and successfully integrate the national workforce to core
insurance positions, thus enabling our people for a long-term career in the insurance sector.

The Company actively engages with the various pools to attract national employees. These include:

A

a. Partnership with the Ministry of Human Resources and Emiratization
b. Universities and Educational institutions
c. Government accelerators
d. National recruitment agencies
e. Career exhibitions
f.  Social Media
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3. National Development

Sukoon’s flagship program, ‘Insure your Ambition,” exemplifies its steadfast commitment to nurturing the professional and
personal growth of Emirati nationals. Designed with precision, the program empowers national recruits to excel in their
roles, contributing not only to Sukoon’s success but also to the broader community’s advancement.

At its core, the program offers a robust training framework, blending essential soft skills development with professional
certifications. Sukoon'’s partnership with the Emirates Institute of Finance reinforces this effort, delivering industry-leading
training that keeps employees informed about the latest trends and best practices in the financial sector.

The tailored training under ‘Insure your Ambition’ addresses the unique needs of Emirati nationals, ensuring they are
equipped, motivated, and inspired to realise their career aspirations. This holistic approach highlights Sukoon’s dedication
to cultivating a highly skilled and empowered workforce, driving both organisational excellence and national development,
while fostering a culture of continuous learning and achievement.

UAE National employees spent hours in L&D events in 2025
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OUR SOCIAL

RESPONSIBILITY

Sukoon significantly reinforced its commitment to social inclusion and community uplift by launching a series of strategic
partnerships with specialised rehabilitation centres. These collaborations focused on supporting holistic education, skill-
building, and developmental programmes for individuals and children with special needs, reflecting Sukoon’s core belief
that true progress is measured by inclusivity.

Sukoon’s 2025 CSR initiatives were defined by five pivotal partnerships, all dedicated to creating supportive environments
and pathways for growth:

Shima Rehabilitation Center

O
Sukoon supported Shima Rehabilitation Center through education, therapy, EEJO
and skill-building for individuals with special needs.

Omniyat

In partnership with Omniyat, Sukoon supported academic resources,

recreational activities, and social engagement for children with special needs. /§h7

Al Ibtesamah Centre
Sukoon invested in educational and developmental programmes including
interactive learning and therapy sessions.

Sara Rehabilitation Center

The collaboration provided educational assistance and developmental
opportunities for children with special needs.

> R B8R

children with autism and special needs.

Al Tareq Rehabilitation & Autism Center
Sukoon partnered to support learning, therapy, and recreational activities for

By prioritising holistic development and inclusion, Sukoon is committed to ensuring that every person feels valued,
included, and empowered to build a brighter and more resilient future.

Additionally, our special CSR initiative Sukoon For All, aims at guaranteeing peace of mind for the People of Determination
(POD). It is our commitment to empowering them, unlocking possibilities, and shaping an inclusive society. The efforts
from Sukoon include building ramps outside head office and branches, placing POD-friendly signage across premises,
and designating 3-4 parking spaces for POD. Also, partnering with 5 exceptional organisations working tirelessly for POD,
this initiative also aligns with UAE’s vision of creating an inclusive society where every individual is empowered, supported,
and given equal opportunities.

GOOD HEALTH 1 PARTNERSHIPS
AND WELL-BEING FOR THE GOALS

| @
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Sukoon For All for People of Determination

This year, we've taken meaningful steps to make inclusion a reality. From enhancing our branches to better serve
People of Determination, to partnering with incredible organisations like Manzil Center, Dubai Center for Special Needs,
Mawaheb, Omniyat, and Sara Rehabilitation and Speech Center, we are proud to support those who dedicate their work

to empowerment and equality.

Through accessibility upgrades, financial contributions, and initiatives aligned with the UAE’s vision of an inclusive society,

we are embracing a cause that defines our legacy: creating a world where every individual feels valued, supported, and S l ' L I A N A I E O F O M A N

given the opportunity to thrive.

Sukoon contributed a total of AED 250,000 to five charitable organisations, Manzil Center, Dubai Center for Special Needs,
Mawaheb, Omniyat, and the Sara Rehabilitation and Speech Center, supporting their work in community development

and special needs care.

Sultanate of Oman

Breast Cancer Awareness Walkathon

We participated in the annual breast cancer walkathon organised by the
Oman Cancer Association (OCA) under the theme “No One Fights Alone”,

Al Mouj Muscat Marathon

We took part in the Muscat Marathon (10 km category), where a portion of
ticket proceeds supports local charitable organisations, while promoting

supporting awareness and solidarity for individuals affected by breast cancer.

wellness, active lifestyles, and community engagement in line with our values.
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We took part in the Muscat Marathon (10 km category), where a portion of ticket proceeds
supports local charitable organisations, while promoting wellness, active lifestyles, and
community engagement in line with our values.
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ENVIRONMENTAL

RESPONSIBILITY

Long-Term Environmental Commitment

Planned Long-term awareness journey.
Recognition of sustained efforts.

Reducing Environmental Footprint

Progressive actions to lower
environmental impact.
Measurable outcomes over
distant pledges.

Responsible Workplace Practices

Saving and efficient resource use.
Environmental responsibility
embedded within the organisation.

Category
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ENVIRONMENTAL
RESPONSIBILITY

Technology-Led Sustainability

Paperless motor review.
Reduced paper consumption
through digital innovation.

Water & Energy Stewardship

Monitoring of water and electricity
usage.

Reduction of environmental impact.
Decrease in plastic bottles.
Filtered water systems.
Water and energy conservation.

Growth-Aligned Consumption

Slight increase in water and electricity:
Employee headcount growth.
Expansion and operational needs.
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WE OFFER A WIDE RANGE OF INSURANCE
PRODUCTS FOR TOTAL PEACE OF MIND

T =

MOTOR TRAVEL
HOME LIFE
ACCIDENT HEALTH

Sukoon Insurance PJSC

Paid up Capital AED 461,872,125, C.L. No. 203970
© Regulated by the Central Bank of the UAE
= No. 9 dated 24/12/1984, TRN 100258594900003
QN Head Office: P.O. Box 5209, Dubai, UAE
S Tel: +971 4 233 7777, SUKOON.COM
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