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.
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Channels to Log a Complaint
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Download ADNIC Mobile App. .ADNIC Gubi Jiani
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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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@ADNIC Register the complaint * Investigate the complaint and The concerned department
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reference number. resolution / outcome (as per feedback/satisfaction and
- . . . close the complaint.
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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

djLlal (na cnanll grolilly dsleiall (nglSinll
-danll 43ilx 2.0 Jplgill @<i<ay «nibgii
:JUa ga gubgy
https://www.doh.gov.ae/ar/Request-For-
Submitting-Health-Insurance-Complaint

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




