
In the event that the customers are not satisfied 
with the resolution given by the Complaints 
Handling Officer, an appeal can be submitted 
to the Chief Executive Officer within a period 
4 weeks from the date of receipt of resolution 
/ response. The complainant shall also be 
informed that the matter will be closed in the 
absence of a response within the said period of 
4 weeks.

Response to an appeal made against a resolution 
provided needs to be within 30 days from the 
date of the complaint received.

If unsatisfied with the response received 
the complainants are advised to refer their 
complaints to the Insurance Ombudsman or 
Insurance Regulatory Commission of Sri Lanka 
as an Alternate Dispute Resolution (ADR) 
mechanisms.


