
 

UNITED FIDELITY INSURANCE COMPANY 
In Conformity with the Federal Law No. 6/2007 Reg. No (8) dated 22/12/1984. Authorized paid-up Capital Dh. 100,000,000 
Ras Al Khaimah T: +971 7 2351584, F: +971 7 2353213, P.O. Box: 1010 - Sharjah T: +971 6 5682277, F: +971 6 5681586, P.O. Box: 5333 
Dubai T: +971 4 2502501, F: +971 4 2502504, P.O. Box: 1888 - Abu Dhabi T: +971 2 6263313, F: +971 2 6263526, P.O. Box: 721 
Fujairah T: +971 9 2222302, F: +971 9 2220294, P.O. Box: 4417 
info@fidelityunited.ae 

 

 
 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Customer files a complaint 
via – UFIC Website, email, 
phone call or personal visit 

Authorized officer or 
relevant staff is noticed 

Acknowledge complaint 
the receipt of complaint, 
logging of complaint 

Complaint Number is 
generated for all the future 
reference 

Complaint classified and 
assigned concerned 
department for revision 
and evaluation 

Additional/further 
information 
requirement 
intimated to 
customer 

Action taken/ 
complaint resolved. 
Intimated to 
complaint. 

Escalated to Department 
Head/ Relevant Manager 

Department Head/ Relevant 
Manager investigates this 
complaints and tasks further 

Resolution of complaints 
communicated to the client 

Depart No further action 
taken. Complaint is limited. 
Referred to Issuer/Payer. 

End of 
Process 

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). 

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

Complaint Handling Flow 
V1 

Is this escalation 
reasonable? 

Customer Satisfied 


