ADNIC Complaints Handling Guide
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Complaint definition & Objectives
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A complaint is:

* An expression of concern.

* 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. .ADNIC Guihi Jrani

Visit ADNIC website. .grolill aribgll cnbgl aspi 26ga ajlij

Visit any of ADNIC branches and speak avibgll cubgil aspi ggya ga oni )L j
::aammember of our Customer Service d0a3 (nabga aal ] iaaillg gualill
Lial cMasll
Channels to Iog a Complamt Contact our Toll Free number 8008040 dala ga 8008040 nilaall @apl JLniVl
- (within the UAE), gf daniall duysll Gljloll dlga
+97124080408 (outside the UAE).
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Through WhatsApp @ +97124080900. ulwilgll Gubi JU5 go allwj JLluwy)l
+97124080900
Send an email to | cnigyisil agp JLwyl

Via the ‘Live Chat’ session “Guilall adiajall” dwls JUs ga
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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 contact
Jga wl prc angSu Juowi the Central Bank.

Dissatisfied with ADNIC
Products or Services.
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@ADN'C Register the Complaint Investigate the complaint and Our Contact center team
u—mhila—uhgllu—xbwlﬂ—ﬂpu

TANCE oY : & provide a unique contact you with resolution / will contact you to attain
: reference number. Outcome (As per policy terms your feedback / satisfaction
—1Working Day. & conditions) & close the complaint.
— 5 Working Days.
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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, you can
contact the Central Bank through:

Online complaint form:
https://smartservices.ica.gov.ae

Website:

Email:

Telephone: +97124990111
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For Health Insurance related complaints, you
may contact Department of Health of Abu
Dhabi (DOH) through:

Website:

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)
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THANK YOU




