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COMPLAINT RECEIVED 

VIA VARIOUS 

CHANNELS 

When received through 

Client/Internal 

Dept/Email/Regulator 

(IA/DHA) 

When received through calls 

by CS Team, from TPA or 

broker side 

Complaint 

reference is 

created then 

initiate the 

complaint 

ticket 

Start Complaint 

Analysis 

Complaint will be 

analyzed/investigated

/categorized based on 

Root Cause of the 

complaint 

All complaints are 

routed through 

Operation Support 

team.  OS Team first 

check the system 

before escalation 

Escalate to the 

Concerned 

Department 

Further checking of concerned 
team on Justifications/ 
Data/RFIs/Documents 

Identify GAP Provide Complete Resolution Check Upheld Status 

FULLY Upheld 
(DubaiCare Fault) 

Partially Upheld 
(TPA/ Provider 
Error) 

Not Substantiated 
(No One’s Fault) 

Root Cause Analysis 

Send Feedback to 

the party who 

initiated the 

complaint 

Fully Upheld against Department: 
Provide Corrective Action Plan 

Notify CS Team to outreach the member 

to educate and provide outcome of the 

complaint 

Complete resolution with Action Plan 

provided 

Complete 

resolution with 

Action Plan 

provided 

COMPLAINT 

CLOSED 


