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Complaint Definition & Objectives
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A complaint is:

e An expression of concern.

e Dissatisfaction or frustration with the quality or delivery of
service, a policy or procedure, or the conduct of another
person.

“ADNIC” is committed to manage complaints in an
accountable, transparent, timely and fair manner, in line
with all applicable laws, regulations and agreed policy
terms & conditions.

The objectives of our Complaint Management Policy are:

e To foster an organizational culture that is focused on
effective, time bound complaints resolution and to utilize
feedback for continuous improvement.

e To ensure that our clients are treated fairly and adequately.

e Actively to listen to, empathize with, acknowledge our
customers’ concerns and provide resolution.

e Communicate with all relevant parties about the progress of

the resolution of the complaint.
e Ensuring that our practices are in compliance with
ISO 10002:2018 standard.
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Channels to Log a Complaint
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Download ADNIC Mobile App.
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Visit ADNIC website.
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Visit any of ADNIC branches and speak
to a member of our Customer Service
team.

Channels to log
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Contact our Toll Free number
8008040 (within the UAE),
or +97124080408 (outside the UAE).
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Send us a message on WhatsApp @
+97124080900.
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Send an email to
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Chat using the "Live Chat" session
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Complaints Handling Procedure
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Log a complaint via any

of the channels. If unsatisfied with the

resolution, you may cc@ct
the Insurance Authorit%

Dissatisfied with ADNIC
Products or Services.
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If you are not satisfied with our resolution
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If you are unsatisfied
with the resolution
provided or experience
delay from our end, you
may refer your complaint
to the relevant Insurance
Regulator stating the
unique Complaint
Reference.
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For all insurance related complaints, \,@| can
contact the Insurance Authority UAE (IAU)
through:

Online complaint form:

Email:
Telephone: +97124990111

2a Jolgill ¢lisay uolilly dleiall ingl<iill graal

:JUAER) gualill alia
:acig i<\ englsudl éjlaiwl

g Syl 2yl
+97124990111 :\ilall

For Health Insurance related complaints, you
may contact Department of Health of Abu
Dhabi (DOH) through:

Email:

Telephone: +97124493333

or Local Toll Free Number: 800 555
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Dubai Health Authority (DHA) through:
Website:

Email:
Toll Free (24/7): 800342 (800 DHA)

nig sl gdgall

g ISVl sl

(800 DHA) 800342 aclwll jlaa wnle wnilaall @yl



https://smartservices.ia.gov.ae/EComplaint/SubmitNewDispute?lang=en&theme=red
mailto:contactus@ia.gov.ae
https://smartservices.ia.gov.ae/EComplaint/SubmitNewDispute?lang=en&theme=red
mailto:contactus@ia.gov.ae
mailto:contact@abudhabi.ae
mailto:contact@abudhabi.ae
https://www.dha.gov.ae/en/pages/wasselsotak.aspx
mailto:wasselsotak@dha.gov.ae
https://www.dha.gov.ae/en/pages/wasselsotak.aspx
mailto:wasselsotak@dha.gov.ae
b.sethuramalingam
Sticky Note
IA to be amended to CB


A.hamdaoui
Sticky Note
تغيير هيئة التأمين  للمصرف المركزي


THANK YOU






