
 
 
 

 
MEDICAL COMPLAINT  PROCEDURE 

 
This procedure covers the system for complaints to be made by 
interested parties to Dubai Insurance Company, and the method for 
investigating the complaint internally to the satisfaction of the 
individual 
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CCUUSSTTOOMMEERRSS PPRROOVVIIDDEERRSS  

Direct to Staff  

Customer Service (Toll Free 800382467) 

Website   

COMPLAINTS  
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1) COMPLAINT TO BE  RECORDED AND A  COMPLAINT NO.   TO  
BE GIVEN 

EMAIL/ 
     LETTER  

COMPLAINT  
FORM (Website) 

COMPLAINTS  
RECEIVED  

PHONE /  
VERBAL 

TO BE DIRECTED TO 
THE COMPLAINT 

HANDLER 

2) AN ACKNOWLEDGEMENT MAIL TO DISSATISFIED CUSTOMER 
            TO BE SENT WITHIN (48-72  HRS) OF  RECEIPT OF THE COMPLAINT  

3)   COMPLAINT MUST BE PASSED TO  THE HEAD OF UW/CLAIMS   

4)  INVESTIGATION OF THE COMPLAINT AND SUITABLE ACTION TO BE 
TAKEN BY DEPARTMENT HEAD  WITHIN 5 WORKING DAYS AND THE 

COMPLAINT RESOLVED SATISFACTORILY.   

5)   IF THE CASE IS COMPLEX AND REQUIRES MORE TIME TO BE RESOLVED, 
THEN THE CUSTOMER SHOULD BE INFORMED IN WRITING AND THE DEPT. 

HEAD SHOULD ENSURE THE MATTER IS RESOLVED AS QUICKLY AS POSSIBLE 
TO THE SATISFACTION OF THE CUSTOMER.  A RECORD OF ALL DETAILS TO BE  

MAINTAINED WITH REGARD TO CORRECTIVE ACTION /PREVENTIVE 
MEASURES TAKEN & THE MATTER CONCLUDED AFTER OBTAINING A 

CONFIRMATION /APPROPRIATE RESPONSE FROM THE CUSTOMER.  



 
 

 
 

 

6)  IF THE CUSTOMER IS STILL DISSATISFIED WITH THE OUTCOME OF THE INVESTIGATION 
    AND THE COMPLAINT HANDLING, THE MATTER WILL BE REFERRED TO THE SENIOR 

MANAGEMENT WITH ALL RELEVANT CORRESPONDENCE  

7)    THE SENIOR MANAGEMENT WILL  INVESTIGATE THE CASE AND REPLY TO THE   
        DISSATISFIED  CUSTOMER.   

8)   THE  RESULT  OF THE ACTION TAKEN   MUST BE DULY RECORDED AND THE 
COMPLAINT CLOSED. 


