
Complaint Handling Flowchart 
 
 
 
 
 
 
 

Complaints received by 

phone, email, online 

and visit 
 
 
 
 
 
 

 
 
 
 

Simple Complaint 
(To be resolved within 

seven (7) working days) 

FOP update JdV 

complaints log system & 

selects category 

 

FOP assigns the 

complaint to the 

concerned person 

(CSO/OM/TM/SS) 
 
 
 

 
CSO/SS enters details of 

the complaint in the log 

system 
 
 
 
 

CSO/SS update the 

client within 72 hrs 
 
 
 
 
 
 

Resolution 

by CSO/SS 

 

Yes Close the case in 

Complaints log and 

acknowledge the client 
 
 

No 
 
 

Escalation to OM/TM 

 
Yes 

 
 
Update the client 

within 72 hrs 

 
Close the case in 

Complaints log and 

acknowledge the client 
 
 
 

Complex Complaint 
(To be resolved within 

30 working days) 

No 
 
 
Escalated externally 
Insurance Cos./TPAs 

 
 
 
Yes 

 
 
 
Update the client 

within 72 hrs 

 
 

Close the case in 

Complaints log and 

acknowledge the client 
 

 
 
 
 
 
 

Resolution/ 

Case Closed 
End 

 
 
 
 
 

FOP – Front Office Personal CSO – Client Service Officer SS – Sales Support OM – Operations Manager TM – Technical Manager CEO – Chief Executive Officer 
 

For senior management escalations:  Complaints@jdvinsurance.ae 
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