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Phillip Middle East Insurance Brokers LLC
Complaint Procedure

Complaint Methods / Channels

. Telephone +971 4 341 4448

. Email info@phillipme.com

. Personal visit to our office C-1403, The Opus Tower, Business Bay, Dubai, UAE
. Website www.phillipme.com

° DHA Complaints registration site: http://ipromes.eclaimlink.ae/
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Complaint Escalation Matrix
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Complaint Process / Flow Chart

Complaint received from
Customer through any
medium (telephone,
email, website, in person
visit, IA / DHA / IPromes,
etc)

Complaint Owner will
inform Customer
regarding the outcome
with a view to resolve the
complaint satisfactorily

Complaint Owner will
then close the complaint
and update the
Complaint Register

—

Complaint Receiver will
obtain details of the
complaint from the

customer and accurately

note it down

Complaint Owner will
investigate the issue and
will conclude the matter

within 7 working days
after all details have been

collected

Any unresolved or repeat
complaint will be
escalated to the

concerned Department
Head and then the
GM/CEO

Complaint Receiver will
inform Operations
Manager, who will enter
the complaint in the
official Complaint Register
mandated by DHA

Operations Manager will
identify ownership and
assign the complaint to

a “Complaint Owner”, by
copying concerned line

manager & GM

Complaint Register will
be reviewed by
Management at

appropriate intervals




