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General Information for the Client Prior to the Conclusion of an 

Insurance Contract 

(Policyholder / Insured Person) 
Information about the Insurance and Reinsurance Brokerage Company 

VERITAS MATRIX d.o.o. for insurance and reinsurance brokerage services 

Igrište 33, Mlini, HR-20207 

Personal Identification Number (OIB): 32100220912 

VERITAS MATRIX d.o.o. for insurance and reinsurance brokerage services is registered in the Commercial 

Court Register of the Commercial Court in Dubrovnik under registration number 060271043. The 

registration data can be verified on the Commercial Court Register website at: 

Commercial Court Register 

VERITAS MATRIX d.o.o. has received authorization from the Croatian Financial Services Supervisory 

Agency (HANFA) to perform insurance and reinsurance brokerage activities and is entered in the Register 

of Authorized Insurance and Reinsurance Brokerage Companies under registration number DP 101. 

Information regarding the registration may be verified at: 

HANFA Register of Brokerage Companies 

Contact Person 

Marko Bagarić, Member of the Management Board, authorized insurance and reinsurance broker, entered 

in the HANFA Register under number ZO11220. Information regarding the registration may be verified at: 

HANFA Register of Authorized Brokers 

Telephone: +385 91 432 3350 

E-mail: info@veritasmatrix.hr 

Supervision over insurance and reinsurance distribution activities, as well as the register of authorized 

insurance and reinsurance brokers, is conducted by the Croatian Financial Services Supervisory Agency 

(HANFA), Franje Račkoga 6, 10000 Zagreb, Croatia. Verification of an authorized insurance and 

reinsurance broker may be carried out by written inquiry to HANFA or through its website: 

HANFA Official Website 

VERITAS MATRIX d.o.o., when distributing insurance and reinsurance products, acts upon the client’s 

request by providing objective information about insurance products before the conclusion of an insurance 

contract, based on information obtained from the client, enabling the client to independently decide 

whether or not to conclude an insurance contract. 

VERITAS MATRIX d.o.o. cooperates with several insurance companies operating on the Croatian market. 

VERITAS MATRIX d.o.o. does not provide advice regarding the insurance products it distributes. 

Communication between the broker and the client is conducted via telephone, post, e-mail, and electronic 

media. 

Following the provision of insurance and reinsurance distribution services, VERITAS MATRIX d.o.o. 

receives remuneration in the form of a commission included in the insurance premium and paid by the 

insurance company. Apart from the aforementioned remuneration, VERITAS MATRIX d.o.o. does not 

receive any other type of compensation. 

VERITAS MATRIX d.o.o. does not hold, directly or indirectly, a share representing 10% or more of the 

voting rights or capital in any insurance company, nor does any insurance company hold, directly or 

indirectly, a share representing 10% or more of the voting rights or capital in VERITAS MATRIX d.o.o. 
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VERITAS MATRIX d.o.o. is 100% privately owned. 

Complaint Submission and Resolution Procedure 

Complaints regarding the provision of services or fulfillment of obligations by VERITAS MATRIX d.o.o. or 

authorized brokers performing insurance and reinsurance distribution activities for VERITAS MATRIX d.o.o. 

may be submitted by the insured person, policyholder, or beneficiary under the insurance contract within 

15 (fifteen) days from the date they became aware of the reason for the complaint or received the decision 

being contested. 

Complaints shall be submitted in writing to the registered office of the Company: 

VERITAS MATRIX d.o.o. 

Igrište 33 

20207 Mlini 

Croatia 

or via e-mail to: info@veritasmatrix.hr 

The complaint must contain: 

a) the name, surname, and address of the complainant if a natural person, or the company name, registered 

office, and the name and surname of the responsible person if the complainant is a legal entity; 

b) the reasons for the complaint and the complainant’s requests; 

c) evidence supporting the allegations stated in the complaint, where available, as well as proposals for 

additional evidence; 

d) the date of submission of the complaint and the signature of the complainant or their representative; 

e) a power of attorney for representation if the complaint is submitted by an authorized representative. 

After reviewing and verifying the allegations contained in the complaint, VERITAS MATRIX d.o.o. shall 

provide a written response to the complainant no later than 15 days from receipt of the complaint. If the 

complaint was submitted via e-mail, or if the complainant explicitly requests so, the response may also be 

delivered via e-mail in compliance with personal data protection regulations. 

Out-of-Court Dispute Resolution 

Insured persons may resolve disputes with the insurer through out-of-court proceedings, based on the 

obligation of insurance companies to establish procedures for the out-of-court settlement of disputes 

between insured persons, policyholders, consumers, and insurance companies or insurance service 

providers. 

Insurance companies are required to publish information regarding out-of-court dispute resolution 

procedures in their insurance terms and conditions and to establish internal complaint-handling procedures 

for insured persons. 

Complaints and out-of-court dispute resolution pursuant to the Insurance Act (Article 427 – Official 

Gazette No. 112/18): 

“(1) Interested parties referred to in Article 375 of this Act, especially consumer associations, have the right 

to submit complaints against insurance distributors and reinsurance distributors concerning their activities. 

(2) Insurance distributors and reinsurance distributors are obliged to respond to each complaint within the 

period prescribed by Article 378 of this Act. 

(3) If a person referred to in paragraph 1 of this Article considers that an insurance distributor or 

reinsurance distributor is acting contrary to the provisions of this Act, they may submit a petition to the 

Agency, which shall proceed in accordance with Article 378 of this Act. 

(4) Insurance distributors and reinsurance distributors are obliged to establish adequate, effective, impartial, 

and independent procedures for the out-of-court resolution of complaints and disputes with clients 
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relating to rights and obligations arising from this Act, in accordance with relevant European Union 

legislation and other regulations of the Republic of Croatia, including the assistance of other bodies 

authorized for amicable dispute resolution. 

(5) The out-of-court complaint and dispute resolution procedures prescribed by Chapter I, Title XX of this 

Act shall apply equally to insurance and/or reinsurance distributors. 

(6) In cross-border out-of-court dispute resolution procedures, the Agency shall cooperate with other 

competent authorities to ensure the rights and obligations arising from this Act.” 

In addition to the above, insured persons may contact the Insurance Ombudsman operating within the 

activities of the Croatian Insurance Bureau with the purpose of resolving complaints from insured persons 

or injured parties. 

The Insurance Ombudsman focuses exclusively on determining breaches of good business practices and 

fundamental standards of the insurance profession. 

The Ombudsman determines whether the conduct of a specific insurance company is contrary to the basic 

principles of the Code of Insurance Business Ethics and other accepted good business practices. 

Complaints may be submitted in writing to: 

Croatian Insurance Bureau – Insurance Ombudsman 

Martićeva 71 

10000 Zagreb 

Croatia 

A complaint submitted to the Insurance Ombudsman must contain information regarding the insurance 

company (name, address, and reference number), the request and facts on which it is based, as well as 

evidence supporting those facts, and it must be signed. 

The complaint must be submitted to the Insurance Ombudsman within 6 months from the action of the 

insurance company which the complainant considers to constitute a breach of the Insurance Code. 

Before submitting a complaint to the Insurance Ombudsman, the complainant must first address the 

complaint to the relevant insurance company. Prior consideration through the internal complaint 

procedure is a procedural prerequisite, and the Insurance Ombudsman will not consider complaints that 

have not previously been addressed through the insurer’s internal complaint procedure. 

 

Dubrovnik, December 15th, 2025 

 

By signing the Authorization for the performance of insurance and reinsurance brokerage services, the 

Client confirms receipt of this document. 

 


