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AlA CUSTOMER COMPLAINTS HANDLING PROCEDURE

1) OBJECTIVE OF THIS PROCEDURE

At AlA Sri Lanka, we want to make sure your experience with us is professional and positive.
However, we know that things can and do go wrong and, if they do, we want to ensure to
rectify it promptly.

The objective of this procedure is to ensure:

* You are aware of our complaint lodgement and handling processes.
* Your complaint is investigated impartially with a balanced view of all information or
evidence.

» We take reasonable steps to actively protect your personal information.
2) HOW A COMPLAINT CAN BE MADE

By writing to us addressed to Officer In Charge of Customer complaint Management function
(including claim disputes)

Surani De Alwis

Head - Business Acquisition & Call Center

AlA Insurance Lanka Limited

No 92,

Dharmapala Mawatha,

Colombo 07

Tel: +94 (0)11 231 0309 Email: Surani.DeAlwis@aia.com

* By telephoning us on 011 2 310 310

* By emailing us on Ik.info@aia.com

By completing the complaint submission form on our website www.aialife.com.lk
* In person by speaking to your AIA Wealth Planner/ Financial Planning Executive
* By visiting the nearest AlA Insurance branch

* Through the AIA customer portal
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[AIA - PUBLIC]

3) THE INFORMATION YOU WILL NEED TO TELL US

When we are investigating your complaint, we will be relying on information provided by you
and information we may already be holding. To help us investigate your complaint quickly
and efficiently we will ask you for the following information:

* Your hame, contact details and life insurance policy numbers

* The name and code of the individual you wish to make the complaint against

* A clear and concise summary of the complaint including dates of all relevant events.

* Details of any steps you have already taken to resolve the complaint,

+ Evidence which supports the complaint submitted. Evidence will vary from case to case but
is likely to include copies of correspondence, printed copies of emails and any other
documentation that is relevant to the complaint.

* The desired outcome of the complaint.

4) OUR COMPLAINT-HANDLING PROCESS

We acknowledge:

We will acknowledge the complaint either by phone, by post or by email within 3 working
days from the date of receipt of the complaint.

We review:

* We undertake an initial review of your complaint and determine whether any additional
information or documentation may be required to complete an investigation. We may need to
contact you to clarify details or request additional information during the investigation
process, where necessary.

» We will endeavour to resolve your complaint within 14 days from the date of the complaint
received unless there is a need for further investigation.

« If you complain about a Wealth Planner/Financial Planning Executive, we will treat your
complaint confidentially and impartially giving equal treatment to all parties, and solve it
within 3 months from the receipt of the complaint.

* You have the right to make enquiries about the current status of your complaint at any time
by contacting us through our hotline 011 2 310 310

* We respond:

Following our investigation, we will notify you of our findings, outcome and any actions we

may have taken regards to your complaint.
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5) OUR COMPLAINT ESCALATION PROCESS

If you are dissatisfied with the initial resolution of the Officer—In—Charge, you can escalate
the concerns within 30 days from the receipt of our decision in writing addressing to,

Suresh Edirisinghe Director — Operations/ Specified Officer AIA Insurance Lanka Limited No
92, Dharmapala Mawatha, Colombo 07 Tel: +94 (0) 112310378 Email:
suresh.edirisinghe@aia.com

You can also refer your complaint to alternative dispute resolution -

The Sri Lanka Insurance Ombudsman

No 143A, Vajira Road, Colombo 05, Sri Lanka.
Tel : 011 2505542 / 011 2505041
Email: info@insuranceombudsman.lk

* » Insurance Regulatory Commission of Sri Lanka (IRCSL)

Director Investigations
Level 11 East Tower, World Trade Centre, Colombo 01
Tel : 011 2396184-9/ 011 2335167

Email : investigation@ircsl.gov.lk / info@ircsl.gov.lk
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AJA 2:800wiBm e1830wE w8c8e® Hwa 8303w

1. 0®® Fwo 8380306 aByw

D g OB WHNDO® 5w DaryBw ©OVe® e RO CA OB wwBm BEO AIA § -8
gued a85wd. Y 0® gdE B dw deid B¢ 0O D a8 ¢BY. DI, BBw®
g0EOmE ©W® auvymDwr 8g HOow D® dw B0 BBO® »wHc; HBO gued
3OOSHIOBE.

0®® Hwr 830 0w aByw 8HD B BOITVewsT D MO HIDW BHWYS BBOG.

o 3 O&HFEeH 928ur Ble® nOediw 3w OF Fwo 8303w

¢ 3ed 5 @HEE ©wOITVewsy D DO guewsBO Y EmMORT; ewd 8
200D ddeCsens S 8¢ O DO

¢ Q3ed esedOE® ©mI0T DE Cwess WwIDw dBOD g BT O OB DO

2. 290 v ®@&wEen 928us wme vie eweede?

o =03ewifm 58wE BEONWO®m el Y BEICHW 0dn svn EB8x»wed E8ws
0wd B3O OB (BO®® @IBTD ¢CHEE HRECT D)
00 8 g5
YR - 50 D20200 BE & ORBO v OO VWL
AlA 9x¥g0osved Gomo E80D
goz» 92
DOEsIE @0
exme® 07
OO gom: +94 (0)11 231 0309
ey mes@: Surani.DeAlwis@aia.com

e 0112310310 w» 0O gome Vededd gued 8wl Bm et @uedtimw ¢ @Be®sy
o 300F smddwn [k.info@aia.com ws 8es miE EB»wO 0w BBe®xy

o good edd gddewd (Www.aialife.com.lk) @B 3w E 9e8u BBe® eudd®wv 868e®xsy
o RRed eOCEH S8 D0w 0wl YE 81CH® Swm Swm HOBeOsY

¢ cv® 883 AlA 953800 e 0dn 585he®sY

o AJA 280w d8m dDasw Howo

Page 10of 3

[AIA - INTERNAL]


mailto:Surani.DeAlwis@aia.com
mailto:lk.info@aia.com
http://www.aialife.com.lk/

[AIA - INTERNAL]

. 0 B8 g @D A 8w Yr) @SR

RPed 318aER 8@aTVews D BOaEmwsT 8¢ BO® wewo g 8nd B0 8OBD 8
R 857 988e WOom EIB O ddeFvenwy BELO B¢ 0. ©18s5T DO@E® oW
OO ww DBOHD 8¢ BIO® wewo e DB5Y 5D 0T Ve®sY DB 1D .

RRed 5O, WO WS OB VB ORI, OBBERDT &

RPed 5@wFED @R Bowldned »H® wy Bewddn gmae

5@GBEC BEAC 18 € ww w-i388m em0n Ty, 8OO g 85 Dy efnd

518 wE e e B30 e®ds O @a 88T 1v® Bwdd evny a¥m® & BEDE @m0ns
RRed 5 BwEE »¥Hc BB BB wnd §1B w8, 0082 ¥ B8 9e8un mEWn w8
518 wEeE B09Dw On 0dme O amd o 88 nD®IciDm BOu, Ses m1eiE 8€wdd)
900 BOesnf owd e5(@wEFEO ¢E 00 BuwBwdE Bw wim.

8¢ @M EE 8¢ ABe0sY R0 AReedn D5 yBIE®

. gved 518&mE N BBe® Fuwr 838036

8 &BEeE BEoR® :
518 REE 28edn @ @B 0 D@ Wo» &5 RBW PE IWODW OB owd § e®F
800w 085y ond B8w ©8xsT J 90 81 P oy ard.

8 BEE 8®ecEidmae:

Red 5 @aEc ©8®axTVews’ YB® w@iecidmwsy 8¢ BBed®s amrnd® Seadma
e DS 3OO DB EmORT vy CBuBwdB BEAcD Boemw mox) am. & and
3OS oWy SOREM W 8¢ emE0D) MIEW® DEE ©I0RT BHYT W0 VB0 end ¢®mHS
@m0 CRIOIBR® sewn g S8BT DO @I HOW ad.

ed 518wEe 8 14 nE Sl viB ©1® cFwwweO gu B85 vy EIB and
08¢0 DOREm W 5O DOO B¢eHDewr 8@ e®® woew &b @d.

Red 5BDEE 0DEs B8 Ddewn ewnd Swem Pnenmn) el BeITTVeLsT HO
5@&EE 8¢ e emed 8O cud® ®w 3m W B8OWO WOBD HBLEeEH
0w gdems 888 8wd ndDwsO @O BE™ guend Sadmws
8¢ w0 98 adwsy BEnT ADedn 0w WOT C1ed.

Red 5 8hFe ©8®ITVewsY dVabmnw 8g emedm e 880 nEe 0 OF

0581 B FOG ¢ OBV ¢BBwi @B gm0 & we&wr 0112 310310 wm gOOD Gomes
Rededd g 8O® 8OIBTR B wi®.

Page 2 of 3



[AIA - INTERNAL]

gued yBde:
BOndm mOyn adwsy Ble®xsy amncD 988 ewuwinx mre, yBOC® ©y 18wERE
@IV ewsY g D85Y W@ Bwdd evm gim® J 8Eae dend 8a (0 emedy) am.

. qued HBOI0WD &gy Bwo 83e503w®

518 EB ©0 BES 88s5T ERoesy §E» Swc® B8EAcd 3 w800 o5 050dsTesy 5H®
gued Boemwe R 00 18 eved 80 &» 30 ne & BEICD sun E88mw vwiw g
SO WE OD.

gedd 0258w

aduem - 0OewE®/BEDm BE3

AlA 959g005ved Gomn B®O8

goz 92

DOEsIE @D

eme® 07

om0 gom: +94 (0)11 231 0205

Beyry me@: suresh.edirisinghe@aia.com

»0¢ Red 8L EE vvn dImED WoHE Bomdenw BABe® grwmm edme @wi® WG
D).

& Comn oFven DOYRLEOSY @

enn: 143A

D8G &350

ome® 058 @omo

OO gozm: 011 2505542 / 011 2505041
Bey me@: info@insuranceombudsman.lk

& o Oeen Bwo®n emduwsy wwd (IRCSL)

ase D0nss

ocI® edge OsEimdw

11 9 @»E, EODHSC OB

eme® 01

OO gom: 011 2396184-9 / 011 2335167

Bexst e @: investigation@ircsl.gov.lk / info@ircsl.gov.lk

Page 3 of 3


mailto:suresh.edirisinghe@aia.com
https://insuranceombudsman.lk/contact/info@insuranceombudsman.lk
mailto:investigation@ircsl.gov.lk
mailto:info@ircsl.gov.lk

AlA aurgSenSWITen] (WPenMUT(HEEEN  eNSWITEHID HENL (LPEDM

1) @b BeoL(popula Gerésd

AlA @evmenasullgieTen EID, AESELLATE £ mSeT Sigiualb OpTflspenm LMHmMID

Brjwsmmwreng seumg 2 FiuBss alEbySBonrn. assurnTuligid, Fleo BamiseT [mLESMD
LoHmId Seumisen QFuIwLeTD sTeiUsN® HrEssT HNGaTD, DisusuTm QFUIBHTEH, Dieng  FFuITen

Brurgdlev FflGFwsims 2 miFlGsuw afwyfBmmio.

Ans BaL(wamnulsr Brrasw Heumpusaunsnn 2 mig GFulsusTGLd:

o g WopuTBEsT USn LHDID DELTEND BELWEEsT U s SPGB

* o mmen (PepmUT(HEET DINENBH HHEUND DISVSVGEI DLBTTEISNG DiQLLIEHLUTED
Flodleneownen urjenaiLen urgulsiflel elenflssiuBGEng.

* o mselen FAUULL Ssaieme FalFlorsl UTHSTHS BIRIGST BuwITWLTET
BLRHMBHMET 61(HSHSBMTLD.

2) ssuaunm (Weompun(®B @suiwusomid

aUTgSHSWTeN] (Wemmun(hset (parenbgigiel Grweouriyng (2_flenwBsryed sfFmesst 2 LuL)
Gummiiuren SiPFETfEE IBHIOIBE CpsILD -
&rmefl g ojcveilev
H0eV /| SWSILMRSH6V IDMHMID HempLlil| emlowid
AlA @eniggeanerd eumsT WSGLL, @ev. 92, Hflbursv loTaugems, Gsmigwy 07
GaremeoBudl @ +94 (0)11 231 0309
Beremghasd : Surani.DeAlwis@aia.com
o 011 2 310 310 Qwaspder vaLTe aEBMETS GBTLILGSTaTUBET (ool
e lkinfo@aia.com (paauflullen o ns emSELSEE WaemEhasd DIEDINLOIBET (LPEILD
o  www.aialife.com.lk sretim erogy PenemuBHBH (WPermuuT(H FLFUESGL LRSS
yisd Geuweugen ¢psold
* o msen AlA Gsusog Wemmeny /B Fluifiied dysurduiiip Bmflsv Guamisen
o omdlgienen AlA Qenggeen denens@ elguid GFuIaIBST (LPEVLD
e AlA surypsenswneny GumyLed 2dm msH
o _msen (pommutLyenen [/ ystflmen mrmuser elenflea@n Gurg, frssT alpmdll SH6a0 LOOHMID
IS gnamBal malsHmEEGL SsamaBu sTInAmMuGUTD. £ MST (LEDHUTLIPENT

alengaursajd @doenwwrsa|r asrfles arsEnsE 2o, SaampL SHalns 2 mseiLLD
Basm(mEBmLD.

o o msen Quwy, GpTLiy elugmiset oML et sTUSLH GsTetms BevHsLD.

¢« grsa oputh Geuw eobyb sufis GuuF LHDIL EGBUG

* Q@pILIYMLW DmaHH Depasaie Hogeet 2 Lul (papurlgear Gefleursn LMD
F(HESBOTeN alenHasD

[AIA — INTERNAL]


mailto:Surani.DeAlwis@aia.com

* Egeen Fres frsa gosmBo afs@enen aBH@ID mLanpSmssaisT LoHmID
Bemssiurfsafls elurrisar,

o Fiofoilssiul L (pamniuTlgmen SLEfSE0 ETTRSET Womh FTLPURISET apsHEHSE
allp&® amiufo. aatgio, sgsn Ordse, Waamgsaosaiar oiFfLOULL Toasem
hmih ysmhEGs Geriiymiw n oyaenmsat oLSuemal oI B,

*  (IpmUUT QAT S TE SHTUTTSGLD (pgs] Dsosog STomsn

4) o @pepurGast Lfe) LHTID MEUTED EL oD
* Emp goms GarerdlsBuomo :

GgrensuBudl fpeolorsBair, sured dapsorsBair olisbsug Warsmghest fpeoorsBair (penmum(fser
Gumiu L srefledmes 3 Galenso BT sEwSEsT (penmurfsener gndlsnBmmid.
o Erp wHiunie GeddBorb:

* o M (penmurligss oLrbu wEiurwene simsst GonGstarEBonmd whmin
ellFTrenameny (pyss gOS@ID SafFH60 HHas0 osvog asmmsst Bgsnaiufors
EAmsgor aeumgs SionalsAGnrn. alstrmenulsn Burg elurmssnerg
Gpaflaufsmnsig g FEHS0 SEassmens BsTmaDnE EIESE & HISMTS
GzTLTy Gsrerem GsusmmpuimsEsorin.

* Buads dstgmen Gmsnalulns vl siHs, (waonuTHsea goulr  srefelEphg 14
ETLSEHSEGeN & BS6 UETers S75s (LpwundiBums.

* g Gamg dmrery/ flf Al h o oifsnfl Bm frser (Wweomurl GeOSTE, L RS
ysreny Srsdwiors Gusnl, umgul sifsml sienenss srodsmpaeo sowrsn (weanmuls
grey dmLsEo susnswlisn yerf Guminn' L 3 reEsensEeT Gre) efliBumb.

s aiz Onpgdpn emseflsn mufls Saosswren 011 2 310 310 wm ns SESHTS

GETLIyGsTeTaEa dpaold & Esat ysrflsr snturansw fama @illgm dlsrflss
L EISEEEE o fleln L smemgl.

o mrmsst udeoefsafBmnmib:
AISST slFTrenamenug GETLIEg, smsetor sanBUlpiysear, (pgsseT onmIb & wSeT
wpenounh GETLIUTS EIRSST ShSs ELapSmssst Ghsa & msensEs osfaloBumb.
Gurmiindsrfullsr oyroug groranss frsa os@npod sLBsR, (pye) Guniuly Hellmns
0 mrlsegsgen  Gewsurigsr Gurmiiurenflln  sqpE@lyialors @Bhs LGSl ASSendk
Gflalsssomb.

w8yap agfifits

BuwsgaT - @rwsourfsar. . @il oyfElsmf
AlA Benggeman eomst allfiGL

e 92, @&flounsy LOTALGHDE,

Gamgloy 07

GpransuBud : +94 (0)11 231 0378

Bamesmghso - suresh.edirisinghe@aia.com

[AIA - INTERNAL]



£ _mS6eT (PenouTlgenen rmml Sreln@ld Krset FoFllsseomo.

Aeomems EaiRyaTen gLyl sroBGLosT

e 143A, euglly &ifl, Ganugoy 05, @evEims.
GzprensuBudl - 011 2505542 . 011 2505041
WWsiismehaeo: info@insuranceombudsman.lk

Beomsnaulan stuynd eWEIGILmD imemsEle (IRCSL)
ussiiouneny - eleTyenewassT

dlensv 11 dpsE Bsrys, 2 ws afEss enbwb, Gsmigoy 01
GzreneoBudl - 011 23961849 . 011 2335167

Wenemghaso: tprhuiz@ircsl.gov.lk / info@ircsl.gov.lk

[AIA — INTERNAL]



	CCP_English_5_5_25
	CCP_Sinhala_5_5_25
	CCP_Tamil_5_5_25

