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Overview

Dubai National Insurance and Reinsurance (PSC) “DNI" believes that
managing complaints fairly and timely is a reflection of the company's ethics
and values in conducting responsible business practices through honesty,
integrity, and fairness to its stakeholders, in particular customers. DNI serves
both corporate and retail customers not just directly, but through business
partners (e.g., TPAs, brokers, online collaborators, agencies/garages,
surveyors, and Loss adjustors).

While utmost care is taken to ensure high quality of service delivery, there
are occasions where a customer would not feel satisfied with the products
offered or service rendered.

Policy Statement:

DNI is committed to effectively manage complaints in a fair, accountable,
transparent, and timely manner in line with our service commitment as
per policy terms and conditions governed by applicable laws and
regulations.

Objectives

Enhance DNI's reputation by improving customer confidence, loyalty

1 . .
0 & satisfaction

Demonstrate an effective and fair approach towards complaint

02 .
resolution

sky) Encourage clients and members to share their experience

Provide an accessible and fair mechanism for customers to voice

(074 .
their concerns

05 Institutionalize an organizational culture to listen to, empathize with

and acknowledge client complaints and provide timely resolution

Provide an escalation process in case of customer dissatisfaction

06 with our complaint's resolution
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Channels to Log a Complaint S9SiUl Juou Clgid
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DNI WEBSITE SOCIAL MEDIA

OAAY  https:/www.dni.ae/ .
1
- WE;ANT = -
o YOUR FEEDBACK
DNIUAE
DNIUAE

CONTACT CENTER DNI OFFICES

Dubai National Insurance Building
Port Saeed, Deira, Dubai, UAE

P.O. Box: 1806 .

ADCP Building, Tower C

Ab Dh b', UAE T
P.O. Box: 129111 AL N

6005 80000

contactcenter@dni.ae
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https://www.dnirc.com/
https://twitter.com/dniuae
https://www.facebook.com/DNIUAE
https://ae.linkedin.com/company/dniUAE
https://www.instagram.com/dniUAE/
https://www.dnirc.com/
https://www.instagram.com/dniuae/
https://www.linkedin.com/company/dniuae
https://www.facebook.com/DNIUAE/
https://twitter.com/dniuae
mailto:contactcenter@dnirc.com
mailto:contactcenter@dni.ae
mailto:contactcenter@dni.ae
https://www.google.com/maps/place/25%C2%B015'11.1%22N+55%C2%B019'43.2%22E/@25.253095,55.3264833,17z/data=!3m1!4b1!4m5!3m4!1s0x0:0x48938f4a527ca7d6!8m2!3d25.253095!4d55.328672
https://www.google.com/maps/place/25%C2%B015'11.1%22N+55%C2%B019'43.2%22E/@25.253095,55.3264833,17z/data=!3m1!4b1!4m5!3m4!1s0x0:0x48938f4a527ca7d6!8m2!3d25.253095!4d55.328672
https://www.google.com/maps/place/25%C2%B015'11.1%22N+55%C2%B019'43.2%22E/@25.253095,55.3264833,17z/data=!3m1!4b1!4m5!3m4!1s0x0:0x48938f4a527ca7d6!8m2!3d25.253095!4d55.328672
https://www.google.com/maps/place/25%C2%B015'11.1%22N+55%C2%B019'43.2%22E/@25.253095,55.3264833,17z/data=!3m1!4b1!4m5!3m4!1s0x0:0x48938f4a527ca7d6!8m2!3d25.253095!4d55.328672
https://www.google.com/maps/place/ADCP+building,+tower+C/@24.490734,54.3697683,17z/data=!3m1!4b1!4m5!3m4!1s0x3e5e665cdad0af1f:0x774233ad93292873!8m2!3d24.490734!4d54.371957
https://www.google.com/maps/place/ADCP+building,+tower+C/@24.490734,54.3697683,17z/data=!3m1!4b1!4m5!3m4!1s0x3e5e665cdad0af1f:0x774233ad93292873!8m2!3d24.490734!4d54.371957
https://www.google.com/maps/place/ADCP+building,+tower+C/@24.490734,54.3697683,17z/data=!3m1!4b1!4m5!3m4!1s0x3e5e665cdad0af1f:0x774233ad93292873!8m2!3d24.490734!4d54.371957
https://www.google.com/maps/place/ADCP+building,+tower+C/@24.490734,54.3697683,17z/data=!3m1!4b1!4m5!3m4!1s0x3e5e665cdad0af1f:0x774233ad93292873!8m2!3d24.490734!4d54.371957

Complaints Handling Procedure

NOT SATISFIED? S by pul
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If you are not satisfied with DNI
Products and Services

LOG A COMPLAINT

Log a complaint via any of the channels. DNI
Website, contact center, social media and DNI
branches. 1 Working Day

COMPLAINT REGISTER

Your complaint will be registered and
Unique Reference id will be provided
(via SMS/Email). Immediate

COMPLAINT INVESTIGATION

Investigate the complaint and contact you with the
resolution / outcome (as per policy terms &
conditions). within 5 Working Days

COMPLAINT RESOLUTION

Our contact center team will contact you to
attain your feedback / satisfaction on complaint
resolution & close the complaint.

DNI | Complaints Handling v.01
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Not Satisfied with Our Resolution? SUylyd e yoly yuc

If you are not satisfied with our resolution, you may escalate your concerns to Uladlg Slalud! JJ] dlgiul suein’ ¢lidoud . Uyl ge =L“uo'IJ J45 od gl
authorities / regulators. .ol dodAiall

For all insurance related complaints, you can contact the didl go Juolgil clisoy ol ddleioll ggliI euo)
Insurance Central Bank (CB) through: Ji o GJ.SJ.()JI
Online complaint form: : dwigpist Ul gLl 6ylaiwl

https://smartservices.ia.gov.ae/EComplaint/SubmitNewDispute? https://smartservices.ia.gov.ae/EComplaint/SubmitNewDispute?

lang=en lang=en
Telephone: 800 (CBUAE) 22823 800 (CBUAE) 22823 :ilaJl

Dubai Health Authority (DHA) through: 19SS Ul @bgatl e (1 O dounll duo

http://hical.eclaimlink.ae/tracassist/enquiry?mylocale=en _http://hical.eclaimlink.ae/tracassist/enquiry?mylocale=en
Email: ISAHD@DHA.gov.ae ISAHD@DHA.gov.ae :E.,ig_;.'i.‘u.yl
Toll Free (24/7): 800342 (800 DHA) 800342 (800 DHA) :deludl jlao Lle UJL:.\.oJI o1

For Health Insurance related complaints, you may contact ol o JuwolgUl clilday, ol d.;..oUJU ddleioll sglsl
Department of Health of Abu Dhabi (DOH) through: JQHSI YN gyl Gle - g",g.bg.gi - douall

https://www.doh.gov.ae/en/Request-For-Submitting-Health- https://www.doh.gov.ae/en/Request-For-Submitting-Health-

Insurance-Complaint Insurance-Complaint
Telephone: +971 2 449 3333 +971 2 449 3333 : ailaJl
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https://smartservices.ia.gov.ae/EComplaint/SubmitNewDispute?lang=en
https://smartservices.ia.gov.ae/EComplaint/SubmitNewDispute?lang=en
https://www.doh.gov.ae/en/Request-For-Submitting-Health-Insurance-Complaint
https://www.doh.gov.ae/en/Request-For-Submitting-Health-Insurance-Complaint
http://hical.eclaimlink.ae/tracassist/enquiry?mylocale=en
mailto:ISAHD@DHA.gov.ae
http://hical.eclaimlink.ae/tracassist/enquiry?mylocale=en
mailto:ISAHD@DHA.gov.ae

Not Satisfied with Our Resolution? SUylyd e yoly yuc
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If you are not satisfied with our resolution, you may escalate your concerns to
authorities / regulators.
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CENTRAL BANK OF THE U.A.E.

N

DUBAI HEALTH AUTHORITY

a v d) il
DEPARTMENT OF HEALTH
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: L Working Hours : L
® ") 7:30AM-2:30 PM e
‘.. . : : ‘._ .

Www

Toll Free
800 (CBUAE) 22823

Email
consumerhappiness@cbuae.gov.ae

http://ipromes.eclaimlink.ae/index.php

Toll Free 24/7
800342 (800 DHA)

Email
wasselsotak@dha.gov.ae

Toll Free 24/7
800 555

Email
contact@abudhabi.ae

7:30 AM - 2:30 PM
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consumerhappiness@cbuae.gov.ae
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mailto:consumerhappiness@cbuae.gov.ae
mailto:consumerhappiness@cbuae.gov.ae
mailto:contact@abudhabi.ae
mailto:contact@abudhabi.ae
mailto:wasselsotak@dha.gov.ae
mailto:wasselsotak@dha.gov.ae
http://ipromes.eclaimlink.ae/index.php
http://ipromes.eclaimlink.ae/index_ar.php

Contact Us W Juasl

Your feedback is important to us W duwdU doswo cliUas o

Email

9SS U1 agpull

contactcenter@dni.ae contactcenter@dni.ae

Website

www.dni.ae

SH9siS 1 gBgall

www.dni.ae

Phone s laJi
600 5 80000 600 5 80000
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mailto:contactcenter@dnirc.com
http://www.dni.ae/
mailto:contactcenter@dni.ae
http://www.dni.ae/

