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Saudi Arabian Insurance Company B.S.C. (c) “DAMANA”
Complaints Handling Procedures

DAMANA is committed to providing the highest standards of
service to its customers. However, should there ever be an
occasion when you feel that we have failed to honor our
promise and that you need to complain, we will do everything
possible to ensure that your complaint is dealt with fairly,
effectively and promptly.

The information provided here will show you how to:
e Make a complaint;

e Contact the Complaints officer immediately;

o Escalate the complaint to the regulatory authorities in
case you are not satisfied with the complaint
outcome; and

e Contact the regulatory authorities.

The quickest way to have your complaint addressed is to
follow the procedure detailed below.

Please note making a complaint against us is in addition to
and does not replace your right to seek legal redress against
us.

If you require any further clarification regarding complaints
handling procedure, please contact DAMANA Complaints
officers through the contact phone numbers showing under
section 1.d below or visit any of DAMANA offices, please
refer to section 1.e below for DAMANA offices locations.

1. Submission of Complaints

Please make sure that your complaint is properly addressed
to the Complaints Officer. In compliance with the applicable
regulatory requirements, DAMANA has appointed a
Complaints Officer who is responsible for ensuring that your
complaint is acknowledged, properly investigated, and that
the Company’s response is promptly communicated to you.
You have a number of options to submit your complaint:

a. Company website: the easiest way to lodge vyour
complaint is to use DAMANA website. You can fill in the
required complaint information and submit it directly
through “Contact us - Complaints” section in
DAMANA'’s website www.damana.com.

b. Filling the complaints form: you can fill in the complaints
form and submit it (and any supporting documents) by:
e visiting any of DAMANA offices; or
e E-mail.
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You may request for a complaints form any of DAMANA'’s
offices or through any of the provided contacts
information referred to section 1.d and section 1.e below.
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c. Direct contact with the complaints officer: you can send
a direct e-mail or have a direct call with DAMANA's

complaints officer to lodge your complaint, for contact
details of complaints officers please refer to section 1.d
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below);

d. DAMANA complaints officers Contact information:
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Complaints Officer

E-mail

UAE - Abu Dhabi
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Muhammad Waqas Ahmad +971 2 4942000

UAE - Dubai
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Natasha Wanda Noval

+971 4 2752400

Al Seef District — Kingdom of Bahrain
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Office 202, 2" Floor, AlZubara Tower,
Sheikh Zayed Road, P.O.Box 585
Abu Dhabi — United Arab Emirates
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Office 3203- 3204, 32" floor, U- Bora
Tower, Business Bay, P.O.Box 35237
Dubai — United Arab Emirates
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Muscat — Sultanate of Oman
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Kuwait 15t floor, Al Sarraf Tower, Ahmed Al (G lall saal g s Gl yall 7 15 Gkl
g oSl Jaber Street, Sharq, P.O.Box: 2474, 13025 sleall <2474 & 2 3 sdia

Safat 13025
State of Kuwait
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. What happens once your complaint is lodged

Once you have lodged your complaint, you will receive an
acknowledgement within same day of receipt of
complaint. If you have lodged your complaint through
DAMANA website as per section 1.a. above, you will
receive an automatic acknowledgment;

The Complaints Officer will refer your complaint to the
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choose one of the following choices:
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complaint will be closed. i it
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have the right to escalate the complaint: HO P ENFEPRER W RV TOSL I WP P
a) m;er:gggxr// Sran ctr? ManagDQMSNA’s General i ¢g all joaefalall yaall ) Adalal) Alada <l 38 (I
; ) gl g e el o Undy duimal) 4008 ) dal)
b) To the relevant regulatory authority through the s ok ULZiu;M3 )tﬁﬂ‘ tL }SLS\ j:;jj (=
contact information provided in section 3.f below. 2R TO ol (8 )
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Bank of Bahrain (CBB), please notify the Complaints
officer who will provide you with the CBB “Complaints
Form — Insurance” and who will make sure the complaint
has been duly completed, stamped and signed by
DAMANA according to the procedures required by CBB.
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f. Contact details of the regulatory authorities: A )l Sleall e daal gl cpplie -~
Bahrain Central Bank of Bahrain (CBB) ¢Sl Gr ) i paa
L) Consumer Protection Unit Algiaall s anid
Manama, P.O. Box 27 27 2y (5 sdia cialial
Telephone: 00973 17547789/17547360 00973 17547789/17547360 s
Fax: 00973 17530399 0097317530399 :slé
Email: complaint@cbb.gov.bh complaint@cbb.gov.bh &5 A< a
Website for registering Complaints: (Sl Jamaal g ySIY) £ gall
https://www.cbb.gov.bh/complaint-form/ https://www.cbb.gov.bh/complaint-form/
UAE ; Sanadak aic
4yl @)Y | Abu Dhabi b
Baaial) Ground Floor, Emirates Institute of Finance building Sl Y agaa e e m ) Galdall
Telephone: 800SANADAK (800 72 623 25) (25 623 72 800) SANADAKS800 :=ila
e-mail: Info@sanadak.gov.ae Info@sanadak.gov.ae: s S x
Website for registering Complaints: (5SS Janal 35 IV o all
https://smartservices.sanadak.gov.ae/ /https://smartservices.sanadak.gov.ae
Dubai Dubai Health Authority* * (g0 - Aauall A
@ Dubai - Sheikh Ahmed Square, Al Jaddaf alaall ¢ sSs deal Fad — (0
Toll Free: 800342 800342 : Sl Juaiyl &8
Telephone: 00971 42198888 00971 42198888 :—ila
Email: wasselsotak@dha.gov.ae wasselsotak@dha.gov.ae ;s Syl
Website: https://dha.gov.ae/en/contact-dha https://dha.gov.ae/ar/contact-dha s S a8 sl
Abu Dhabi | Department of Health- Abu Dhabi* * gl gl Aaall 3 il
=Ty Abu Dhabi, postal code 20224 20224 53 3e ) ¢ oida sl
Building 35 Kanadel Street, Al Rawda da gl — il ¢ )LE 35 i
Telephone: 00971 24493333 0097124493333 :iila
Fax: 00971 24449822 0097124449822 <&
Website for registering Complaints: (Sl Jamaal g ySIV) £ gall
https://www.doh.gov.ae/en/Request-For-Submitting- https://www.doh.gov.ae/ar/Request-For-Submitting-Health-
Health-Insurance-Complaint Insurance-Complaint
Oman Financial Services Authority Allal) claadd) Ao
Ol Adlalu Muscat, P.O. Box 3359 3359 11 (3 s2ia chiua
Postal Code 112 Rowi G5y 112 gl 3l
Telephone: 00968 24823331 009682482331 :—uila
‘WhatsApp’ mobile application: 00968 93695094 0096893695094 "l 5" J sanall Cuilell (Glas
info@fsa.gov.om info@fsa.gov.om
Website for registering Complaints: 15 sSEl il 3 g yIY £ sall
https://e.fsa.gov.om/ServicelnsuranceComplaint https://e.fsa.gov.om/ServicelnsuranceComplaint
Kuwait Insurance Regulatory Unit Cralilll a3¥5 Baa g
sl KAMCO Tower, khalid bn Al Waleed St, Kuwait City o S Ae cad gl G AlA ¢ LS ¢SS
Telephone: 009651812111 009651812111 :uila
Email: info@iru.gov.kw info@iru.gov.kw : s s SN & 5l
Website for registering Complaints: (s sSEl il 3 g yIY £ gall
https://iru.gov.kw/eservices https://iru.gov.kw/eservices

* For complaints related to health insurance policies in the UAE.
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Note: Please refer to the flowchart of the Complaints Handling & ¢Sl ge daladll @lel oY apa sl ol e g3V ela ) ddaadle
Procedure disclosed in Appendix 1
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4. Our Commitment

The following standards apply to all complaints handling:

1. We will conduct complaints handling in a fair, transparent
and timely manner;

2. We will make available information about our complaints
handling procedures;

3. We will only ask and take into account relevant
information when deciding on your complaint;

4. You will have access to information we have relied upon
in assessing your complaint; and

5. Atall times during this complaint process:

e You will be treated with courtesy;

e Your information will be treated with confidentiality;
and

e You have the right to enquire about the progress of
your complaint.

5. Complaints Procedure Review

On a regular basis, the Complaints Officer will submit a
detailed complaints report to the Company’s compliance
officer and the General Manager (Branch Manager in case of
branches) the report is reviewed and remedial actions are
coordinated with the relevant departments to close any gaps
identified which resulted in receiving complaints. Remedial
action can take one of two forms:

1. Instating new procedures to address the gaps identified;
2. Ensuring strict compliance with existing controls where

failure of implementation resulted in upheld complaints.

However, if any complaint is deemed serious enough, then
immediate remedial action will be initiated without the need to
wait for the monthly review. The Complaints Officer, the VP-
Compliance and/or any of the relevant staff investigating the
complaint have the right to flag the complaint as requiring
immediate remedial action.
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Flowchart of the Complaints Handling Procedure IS aa Jaladl) Cile) jaY (Al sl an )

Complaint registered and written acknowledgement dispatched within same day.
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Complaint Officer takes ownership and investigates the complaint
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Write back to the client within one (1) working week
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Option to escalate the complaint to General Manager
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General Manager investigates the complaint
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General Manager writes back to client within 2 working weeks
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**Qption given to escalate to the relevant regulatory bodies
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*Complaint form, name and contact details of the applicable regulator will be provided to the complainant.
**For complaints related to Bahrain’s office, the regulator’s complaint form has to be duly completed, signed & stamped by the insurance company and the
complainant.
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