JANASHAKTHI CRM COMPLAINT HANDLING PROCESS
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Customer Complaints
Including appeals

CRIM upload all the data
pertaining to each
complaint to DMS for
future reference
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Sending complimentary item to
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CRM Officer liase with
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complaint
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Resolution Process
Within 14 days

CRM informs customer that necessity | |
of additional time

f CAM unable te resalve the complaint, inform customer
with apology letter, Further mentioning the details of ADR
if customer wish to proceed further

S L, If CRM receive appeal for previous || Complaint summary for Mgt. Analysis & Discussion
30 days from the resclution
date of complaint Camplaint Analysis & Infarmation pertaifing to camplaints to be
In the event that the customers are not satisfied submitted to IRCsL Bi-Annually

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.

Explanatory Notes:

CRM = Customer Relationship Management

CCM - Customer Complaint Management System

ADR — Alternate Dispute Resolution {Arbitration, Insurance Ombudsman, IRCSL)

CRM should be maintain data bases for each segments including cases referred to ADR
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