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No further action required 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
      

 
 

Complainant            Complainant satisfied 
not satisfied           with informal resolution 

 

Complaint 
is 

Resolved? 
 

Complaint 
is NOT 

resolved? 

Discuss with the 
complainant and 

close the complaint. 

COMPLAINT 
ARRIVES 

from Client / 
Insurer / 

Reinsurer 

Acknowledge within 48 hours 
(by phone, email, online, or visit) 

Assess the complaint  
and try to resolve immediately 

without escalating. 

Revert to the client  
within 7 working days or 

up to 15 working days if insurer 
or any other party(ies) is involved. 

Identify level 
of seriousness / 
High or Low 

Escalate Internally 
and carry out a 

Formal investigation. 

Informal resolution 
with the complainant 

Complaint 
closed. 

Dubai residents can make a 
complaint via the DHA weblink 

as follows : 
http://ipromes.eclaimlink.ae  

Escalate 
Externally 


