6aaiollcnilalg
Fidelity United

INSURANCE

Customer files a complaint
via — UFIC Website, email,
phone call or personal visit
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Authorized officer or
relevant staff is noticed
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Acknowledge complaint
the receipt of complaint,
logging of complaint
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Complaint Number is
generated for all the future
reference

!

Complaint classified and
assigned concerned
department for revision
and evaluation

Escalated to Department
Head/ Relevant Manager

!

Is this escalation
reasonable?
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Depart No further action End of
mmmm=) | taken. Complaint is limited. Process
Referred to Issuer/Payer.

Complaint Handling Flow
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E———— Customer Satisfied
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Department Head/ Relevant
Manager investigates this
complaints and tasks further

Residents in Dubai can lodge complaints through a new online
system’s website launched by DHA www.eclaimlink.ae/ipromes

Members residing/working in Abu Dhabi & covers through Abu

Dhabi complaint may contact Department of Health (DOH).

1

Resolution of complaints
communicated to the client

Submission through Insurance Authority Smart Service- Insurance
Dispute Resolutions (complaint).
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