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Customer Service Executive registers the complaint 
immediately 

Manager analyses if the complaint is Internal (related to 
staff) or External (Insurers/TPA) 

Internal 

Check if the complainant is satisfied 

Manager acknowledges the complaint 
immediately and informs complainant 

the course of action & expected  
time frame 

External 

Check the reason 

Manager will investigate the complaint 
& take necessary action 

Update the complainant on the 
outcome and the resolution 

NO YES 

Register the complaint & follow 
insurers for a feedback and resolution 

Update complainant on the outcome 
and the resolution 

Close the file with 
remarks 

Customer Service Executive escalates the complaint to 
Manager Immediately 

Complaint intimation from client by
Phone/E-mail/SMS/Whatsapp/Visiting our Office  

Inform Insurers/TPA immediately and 
update complainant on the expected 

time frame 

Advise & assist the complainant to 
escalate the matter with DHA 


