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Complaint Flowchart

Member register complaint either by
Phone/email/walk in/social Media

J

Compliant officer acknowledges the
complaint within 24hrs

Complaint investigation is done by
the Medical Team

Turnaround time is 3 working days
to respond

l

If the member is happy with the

result
Yes No
Complaint is closed OfficerVEscaIate the complaint to second
level -Turnaround time is 2 days
Yes No
Request for feedback Officer will escalate to 3 Level —

Turnaround time is maximum 15days

Arbitration/Regulator
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