ADNIC Complaints Handling Guide & Policy
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Complaint Definition & Complaint
Management Policy Objectives
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A complaint is:

An expression of dissatisfaction regarding a product, service,
process, insurance policy, or the conduct of employees, made by
a customer and requiring a resolution or a formal response.

ADNIC is committed to managing complaints in an accountable,
transparent, timely, and fair manner, in line with applicable
policies, controls, procedures, relevant laws and regulations,
and the agreed policy terms and conditions.

The objectives of our Complaint Management Policy are:

To promote a culture of timely complaint resolution and to use
feedback to drive continuous improvement.

To ensure fair and adequate treatment of our customers.

To actively listen to inquiries and provide proper resolution.

To document all details of complaints at the registration and
resolution stages.

While the ultimate responsibility for resolving complaints lies with
the respective department, depending on the nature of the
complaint, the quality function ensures the adequacy of the
resolution provided and the overall compliance with ADNIC's
policy and the ISO 10002:2018 international standard for handling
complaints.

;@ ungunldl
¢Iglw gi (graliaayig gl .dilac .daxs Qiia dxga g oyl @ac gc i
Lawj 13) gi Un Jhiiig Jrasll lmaréy grabga

Js4g rlgduma nglitll (naliy gralill yibg ! g bg i &5 @fili
Glwlwll ga cuilaiy Loy «awliall Gégll (nag Wlnilg dali dralé dig
@aiall @lsillg bgpiillg (&lnll Gl Ailglllg grilgallg alelyallig hulgnlig

grolill @d4ig (na Laylec.

:enly Laya Ligal englSiinll &lal dawlpw Wlaal Jiaii

\ha 310 (niaj jlbl wna winglsidl Jo wiile jSipi gnill aspiull aalai jijei

Jaiwall grunill Waag Jeall agyj gga dalaiwMl ge
.Auuliag dlale aay by lif\lac dlalea glav

12l duwliall Jglall @iadig LlitMac ¢ja aaxdall aljluwaiwl| U‘LNQJJ

-Jallg Jrawill enilyja (nd anglsill Juoldi grad (Guigi

Wbl g @uall Gile tle inglsiiull g g ayilaill dlgdumall gailaiy
@idall Jall ailes waa dagall @uwaé gany anginll asub wwa whisall
dallsa plall uallell gj il jlis.og & spill & wlwl Jolill JLiiallg
.1SO 10002:2018 wnglsuull




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.
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Contact our Toll Free number
8008040 (within the UAE),
+97124080408 (outside the UAE).
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Send an SMS to: 6562
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Send an email to
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Via the ‘Live Chat’ session
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Complaints Handling Procedure
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If unsatisfied with the

Log a complaint via resolution, you may
any of the available contact the relevant

channels. Insurance Regulator.

Dissatisfied with ADNIC
Products or Services.
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*Queries requiring a resolution or a formal response




If You Are Not Satisfied With Our Resolution
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If you are unsatisfied
with the resolution
provided or you have
experienced 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,
you may contact Sanadak through:

https://sanadak.gov.ae/en/
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For health insurance complaints in the
emirate of Abu Dhabi, you may contact
the Department of Health - Abu Dhabi
(DOH) through:
https://www.doh.gov.ae/en/Request-
For-Submitting-Health-Insurance-
Complaint
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For health insurance complaints in the
emirate of Dubai, you may contact the
Dubai Health Authority (DHA) through:
https://complaints.dha.gov.ae/web/
DHAAPP/client/home
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THANK YOU




