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Our Commitment to Policyholders 

At MBSL Insurance Company Limited (“MBSL Insurance”), we are committed to providing our 

policyholders with fair, transparent, efficient and professional insurance services. We aim to 

build lasting relationships with our policyholders by maintaining high standards of service, 

acting with integrity and providing clear and timely communication throughout the insurance 

journey. 

As an insurance company operating in Sri Lanka, MBSL Insurance is committed to conducting its 

business in accordance with applicable laws, regulations and directions issued by the Insurance 

Regulatory Commission of Sri Lanka (IRCSL) and other applicable regulatory requirements. 

This Policyholder’s Charter sets out our commitment to the standards of service that 

policyholders can expect from MBSL Insurance. It is intended to promote transparency, 

consistency and accountability in our dealings with policyholders. 

Our Commitment 

Fairness and Transparency 

We will provide clear and understandable information about our insurance products, terms, 

conditions, exclusions, premiums, charges and claims processes, subject to the applicable policy 

terms and regulatory requirements. 

Customer-Focused Service 

We will seek to provide responsive, courteous and professional service and address policyholder 

enquiries, requests and concerns within established service standards. 

Timely Communication 

We will communicate important information to policyholders in a timely manner and keep them 

appropriately informed regarding their policy, requests and claims. 

Fair Claims Handling 

We will handle claims fairly and efficiently in accordance with the terms and conditions of the 

relevant policy and applicable regulatory requirements. 
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Complaints and Grievances 

We will provide accessible channels for policyholders to raise complaints or grievances and will 

seek to resolve them fairly, consistently and within the applicable service standards. 

Confidentiality and Protection of Information 

We will handle policyholder information responsibly and protect personal and confidential 

information in accordance with applicable laws, regulations and MBSL Insurance policies and 

procedures. 

Policy Servicing Benchmarks 

At MBSL Insurance, we are committed to providing timely and responsive services to our 

policyholders. The following service standards indicate the expected turnaround times for key 

policy servicing activities, subject to receipt of all required information and documentation. 

A. Policy and Underwriting Services 

 

 

 

 

 

 

 

 

 

 

 

 

Note: The above service standards are subject to receipt of all required information, documentation and applicable approvals. 

Where a matter requires additional verification, investigation, survey, Loss Adjuster assessment, co-insurance/facultative 

support or other third-party input, the applicable service timeline may be affected. 
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B. Other Claims Services 

 

 

 

 

 

 

 

 

 

 

 

 

Note: The above service standards are subject to receipt of all required information, documentation, and applicable approvals. 

Where a matter requires additional verification, investigation, survey, Loss Adjuster assessment, co-insurance/facultative 

support or other third-party input, the applicable service timeline may be affected. 
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C. Medical Claims 

 

 

 

 

 

 

 

 

 

Note: The above service standards are subject to receipt of all required information, documentation, and applicable approvals. 

Where a matter requires additional verification, investigation, survey, Loss Adjuster assessment, co-insurance/facultative 

support or other third-party input, the applicable service timeline may be affected. 

Policyholder Rights and Responsibilities 

Policyholder Rights 

MBSL Insurance is committed to ensuring that every policyholder is treated fairly, respectfully 

and transparently. Policyholders have the right to: 

• Receive clear and accurate information about insurance products, policy terms, 

conditions, exclusions, premiums and applicable charges. 

• Receive appropriate assistance and guidance in understanding their insurance policy and 

related services. 

• Receive services within the applicable service standards communicated by MBSL 

Insurance, subject to receipt of required information and documentation. 

• Receive fair and transparent treatment throughout the policy lifecycle, including during 

underwriting, policy servicing and claims handling. 

• Be informed of the progress of their claims and any additional information or 

documentation required. 

• Receive reasons for a declined, repudiated or otherwise unfavorable claim decision, 

where applicable. 
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• Raise a complaint or grievance and have it acknowledged, investigated and addressed 

fairly. 

• Have their personal and confidential information handled appropriately and protected in 

accordance with applicable requirements. 

• Receive information on available channels for escalation where a complaint or concern 

has not been satisfactorily resolved. 

Policyholder Responsibilities 

To enable MBSL Insurance to provide timely and effective service, policyholders are expected to: 

• Provide accurate and complete information when applying for insurance and throughout 

the policy period. 

• Submit required documents and information promptly to support underwriting, policy 

servicing and claims processing. 

• Pay premiums and applicable charges on time and comply with the terms and conditions 

of the policy. 

• Notify MBSL Insurance promptly of any loss, claim or material change relevant to the 

policy and cooperate with the claims process when required. 

Complaints and Grievance Handling 

At MBSL Insurance, we are committed to handling policyholder complaints fairly, objectively, 

transparently and impartially. 

 

 

 

 

 

 

 

Where additional time is required due to the complexity of the complaint or the need for 

additional information or investigation, the policyholder will be informed of the delay, the 

reason where applicable, and the indicative timeframe for resolution. 



Policyholder’s Charter                                                                 

6 
 PUBLIC 

How to Make a Complaint 

At MBSL Insurance, we are committed to addressing policyholder complaints and grievances 

fairly, transparently and promptly. Policyholders may submit a complaint through the available 

complaint channels, including telephone, email, post, by visiting an MBSL Insurance branch or 

office, or through an authorized representative. Complaints may be submitted in Sinhala, Tamil 

or English, and MBSL Insurance will communicate with the complainant in the language in 

which the complaint was made. 

For detailed information on how to lodge a complaint, the complaint handling process, 

escalation and applicable contact details, please refer to the MBSL Insurance Policyholder 

Complaints Handling Procedure: https://www.mbslinsurance.lk/policyholder-complaints-

handling-procedure.php  

Charter Review 

This Policyholder’s Charter will be reviewed periodically, and at least once every three years, or 

earlier where necessary to reflect changes in applicable regulatory requirements, business 

practices, products, services or policyholder expectations. 

https://www.mbslinsurance.lk/policyholder-complaints-handling-procedure.php
https://www.mbslinsurance.lk/policyholder-complaints-handling-procedure.php

