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NEW SHIELD

INSURANCE BROKERS L.L.C.

ROCESS FLOW CHART
FOR COMPLAINT
RESOLUTION

www.newshieldinsurance.com

Your Insurance Cha
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oS I R e, B IDENTIFY THE TYPE OF COMPLAINT
(emails, calls, sms, (Claims, underwriter or other)
company website, client portal) l

o [ REGISTER THE COMPLAINT IN THE ERP

(1t will be auto directed to the concerned complaint owner & HOD)

1

ACKNOWLEDGE THE COMPLAINT

(Complaint owner will acknowledge the complaint
to the client with refernce number)

Your Insurance Channel Partner www.newshieldinsurance.com
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NEW SHIELD
INSURANCE BROKERS L.L.C.
~
REVIEW THE COMPLAINT INSURER / TPA /
NEWSHIELD INTERNAL
Complaint owner will review the complaint OTHER PARTIES
and identify wether it has to be solved
internally or to be escaleted to
TPA or Insurance company
J
TAT TAT
3 Working days fo Minor issues 2 Working days fo Minor claim issues
7 working days for Major issues 14 working days for Major claims issues
» 4

Your Insurance Channel Partner www.newshieldinsurance.com
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NEW SHIELD

INSURANCE BROKERS L.L.C.

.

COMPLAINT
PENDING

COMPLAINT
SOLVED

RESOLUTION OF
COMPLAINT
UPDATE COMPLAINT ESCALATE TO HOD/
LOG SENIOR MANAGEMENT
J .
; s iy S )
UPDATE CLIENT & ;
AUTHORITIES IF ANY ESCALATE TO DHA
; (If required)
Prepare case study and ‘ -
use for traini urpose
s RESOLVE
& also review the complaint flow
for any improvement COMPLAINT

Your Insurance Channel Partner www.newshieldinsurance.com
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NEW SHIELD

INSURANCE BROKERS L.L.C.

Points to note

1) Complaint segregation (examples)

Minor underwriting Issues

Major underwriting issues

Minor claims issues

Major claims issues

Service issue of staff / Others

1. Correction in documentation

2. Timely Action on Changes
sought by client

1. Difference in Terms

Communicated via Quotation

and Policy Issues

1. Delay in Approvals of treatment by

TPA/Insurer

2. Delay in settlement of reimbursment claims

1. Denial/Rejection of
Claims without proper
reason

1. Lack of knowledge

2. Issue related to attitude,
temperament,behavioral issues

3. Delay in Providing Policy
Documents & Medical Cards

2. Wrong Selling, providing
wrong information to client

3. Delay in responding to Claim queries

2. Dispute in quantum of
claims settled

3. Any other issues with regards to staff

4. Delay in Providing Invoices

3. Terms/Exclusions not
properly explained to

customer resulting in having

wrong understanding of the
policy

4. Any other Minor Claim Queries

3. Complaint about Claims
Process

5. Any Other Underwritting Issues

4. Any other Major
Underwiritting Issues

4. Any other major Claim issues

2) Key Responsibilities / Escala

tion Points

Name

Designation

Email Id / Tel Number

Responsibility

Dr. Dhannya Francis

Medical Claims

Tel : 00971 4 7058082

Overall responsibility for all
complaints of medical Claims

Mr. Satpreet Chhabra

Head of Medical Department

medical@newshieldinsurance.com

Tel : 00971 4 7058081

First escalation

Mr. Fredrick Lobo

General Manager

management@newshieldinsurance.com

Tel : 00971 4 705003

Second escalation

Your Insurance Channel Partner

www.newshieldinsurance.com
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NEW

INSURANCE BROKERS L.L.C.

THANK YOU

info@newshieldinsurance.com | +9714 7058000
W ewshieldinsurance.com
s Bay Sheikh Zayed Road, P. O. Box 233640, Dubai - UAE



