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Customer Complaints Handling Procedure of
MBSL Insurance

How to make a complaint:
According to the approved complaint management policy of the organization, customers can report any dissatisfaction
through the below communication modes;

e Telephone conversation

o Direct meeting

e A letter or e-mail sent by the customer

e A complaint made by or through an agent, broker, sales or non-sales staff

All complaints are to be forwarded to:

Customers are advised to address their complaint to;

Mr. Senura Weerasinghe

Deputy Manager — Customer Relations
MBSL Insurance Co. Ltd,

519 T. B. Jayah Mawatha Colombo 10.
Tel: 0112 304 500 / Mobile: 0776 679 788
Fax: 0112 300 499

Email: info@mbslinsurance.lk

Documents and Information to be produced along with a complaint:

In case of a complaint, all available proof/documents such as cheque details, payment details, etc. will be obtained
from the customer. In the event the customer cannot produce any valid document/evidence of proof, the customer will
be advised to lodge a police complaint.

The record of the complaint will document:

e The contact information of the person making a complaint
e Policy details and Agent details
e Issues raised by the person making a complaint and the outcome/s they want
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Any other relevant information
Any additional support that the person making a complaint requires

Complaint Handing Process:

Once the Complaint Management Unit receives information of a customer dissatisfaction, the customer will be
contacted through the available communication modes in order to get the complaint in writing with the
customer signature.

All the written and non-written complaints which are received will be recorded in the customer complaint
register in two different formats (one for written and one for non-written).

The Customer Compliant Handling Process will officially start after the Complaint Management Unit received
the complaint in writing.

All complaints are acknowledged within 3 working days with the reference number for the complaint. If the
resolution is provided to the customer within 3 working days, it would be communicated to the customer.
Resolution or the company stance on the matter will be communicated to the customer within 14 days of
receiving the complaint in writing.

Response to an appeal will be replied within 30 days of the appeal. If it takes more time to find a resolution
according to the given time frame, it would be communicated to the customer.

Complainant should reply an acknowledgement of the appeal within 4 weeks. If they fail to make the reply, the
complaint will be closed and communicated in writing.

Assessment and Investigation of Complaints:

After acknowledging the receipt of the complaint, the Company will assess whether the issue(s) raised in the complaint
is/are within our control. The Company will also consider the outcome(s) sought by the person making the complaint
and, where there are more than one issues raised to determine whether each issue needs to be separately addressed.

How to check the present status with regard to a complaint made:

The complainant can check the present status concerning the complaint that was made, by reaching the Complaints
Handling Unit directly on 0112 304 500 or request the latest update via email at info@mbslinsurance.lk.

Complaints Appeal Process:

If the customer makes an appeal on the complaint after providing a resolution. The appeal will be forwarded to
the Head of Marketing.
o  Mr. Dinuka Herath

Head of Marketing

MBSL Insurance Co. Ltd,

519 T. B. Jayah Mawatha Colombo 10.

Tel: 0112 304 500 / Mobile: 0777 260 968

Fax: 0112 300 499

Email: dinukah@mbslinsurance.lk
Following the consideration of the appeal by the Head of Marketing, the Company will provide the final
resolution of the Company for the complaint made.


mailto:info@mbslinsurance.lk

e The Company will also communicate other options such as Insurance Ombudsman and Insurance Regulator
(IRCSL) to make a further complaint if the customer is not satisfied with the resolution provided by the
Company.

o Insurance Ombudsmen Service
The Insurance Ombudsman
Office of the Insurance
Ombudsmen No 143 A, Vajira Road,
Colombo 05
Tel : 494 11 452 8671/ +94 11 250 5542
Email : info@insuranceombudsman.lk

o Insurance Regulatory Commission of Sri Lanka
Director Investigations
Insurance Regulatory Commission of Sri Lanka
Level 11 East Tower, World Trade Center
Colombo 01
Tel : 011 2396184-9 / 011 2335167
Email : investigation@ircsl.gov.lk / info@ircsl.gov.lk
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