PETRA INSURANCE MEDICAL
COMPLAINT HANDLING PROCEDURE

Insurer's
Head of Department

File a complaint through
website/ email / call

v

Receive complaint

4

Identify type of complaint:
underwriting/ claim/ other

A4

Investigate complaint

\ 4

Communicate with customer

for further clarification

\ 4

Escalation Process

Petra's
Head of Department

4

Take necessary action

4

Complaint resolved

Escalate to higher person

¥

Take necessary action

Y __

Communicate decision
to customer

v

Complaint still not resolved

A 4

Customer can go to
DHA's official complaint
system

Communicate decision
to customer

4

Complaint resolved

............ )

\ 4

Close complaint




KEY RESPONSIBILITIES

NAME DESIGNATION EMAIL ID RESPONSIBILITY

Ms. Rebecca Gigi rgigi@insurewithpetra.com Overall responsibility for
all complaints of medical
department

Mr. Sohin Joseph sjoseph@insurewithpetra.com First escalation

Ms. Ansu Sara Thomas sthomas@insurewithpetra.com Second escalation

Ms. Shoma Roshan sroshan@insurewithpetra.com Third escalation

FUTURE PROOF WITH CLARITY
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