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1' ye¢kaùu  
 
 
w,shdkaia ,xld f,i ye¢kafjk w,shdkaia ,hs*a bkaIqjrkaia ,xld ,sïgâ ^Ôú; rlaIK& 
iy w,shdkaia bkaIqjrkaia ,xld ,sñgâ ^idudkH rlaIK& ys meñKs,s úNd. lsÍfï l%shdj,sh 
fuu f,aLkh u.ska  úia;r flf¾' 
 
iud.u úiska mdßfNda.sl meñ‚,s  l<ukdlrKh lrkq ,nk wdldrh ms<sn|j w,shdkaia ys 
mdßfNda.sl Nj;=ka iy md¾Yjlrejka fj; m%fhdackj;a jkakd jQ ud¾f.damfoaYh ,nd §u 
Wfoid fuu l%shd mßmdáh ks¾udKh lr we;' mdßfNda.sl meñ‚,s úNd. lsÍu iy Tjqkaf.a 
m%;spdrhka Wfoid idOdrK iy wmlaImd;S md,khla iys;j lghq;= lsÍug iud.u lem ù 
isáhs'     
 
 
 
2' mrud¾:h  
 
 
meñ‚,s l<ukdlrK mßmdáh y÷kajd §fï mrud¾:h jkafka iud.u fj; ,efnk 
meñ‚,s ld¾hlaIuj l<ukdlrKh lsÍu iy tu lghq;= md,kh" fõ.j;a" iudk" idOdrK 
ie,lSu hk wx.hka iys;j mj;ajdf.k hduh' 
 
fuu l%shd mßmdáh w,shdkaia iuQyfha ud¾f.damfoaYhka" yd  Y%S,xld rlaIK kshduk 
fldñIka iNdj  u.ska bÈßm;a lr we;s rlaIK iy ;e/õlrejka úiska meñ‚,s úNd. 
lsÍfï ud¾f.damfoaYhka iy iud.fï úl=Kqï wkql+,;d iïu;hkag  wkq.;j we;'   
 
fuu l%shd mßmdáh w,shdkaia ,xldys ish¨u fiajd kshqla;slhkag iy ksfhdað;hkag wod< 
fõ' 
 
 
 
3' w¾: oelaùu  
 
 
' iud.u ( w,shdkaia bkaIqjrkaia ,xld ,sñgâ iy w,shdkaia ,hs*a bkaIqjrkaia ,xld ,sñgâ 

^fmdÿfõ w,shdkaia ,xld f,i y÷kajhs'&    
 
 
' meñ‚,a, ( iud.u úiska imhkq ,enQ fiajdj iïnkaOfhka jk wi;=gqodhl nj iud.u 

fj; m%ldYkh lsÍu iy $ fyda  jxpdjka" mdßfNda.sl Nj;=ka fj;ska jdßlhka whq;= f,i 
w;a lr .ekSï" jkaÈ ysñlï ms<sn| u; fNaohka" úIudpdrhka iy m%;s,dNhka" neyer lsÍï 
yd jdßl uqof,a w.h fyda o;a; ryiH;djh" f;dr;=re wdrlaIl iy Y%S,xldfõ iud.u ;=< 
jHdmdr fufyhqïj,g wod< lreKq ksfhdackh lrñka mdßfNda.sl Nj;=ka fkdu. heùu' 
 
 
' meñ‚,slre $ meñ‚,sldßh ( iud.u fj; meñ‚,s  lrk mqoa.,hd $ wdh;kh hkqfjka 

ye¢kafõ' 
 
 
' fiajd kshqla;slhd (  w,shdkaia bkaIqjrkaia ,xld ,sñgâ iy w,shdkaia ,hs*a bkaIqjrkaia 

,xld ,sñgâ ys ish¨u fiajd kshqla;slhka'           
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4' meñ‚,s j¾.hka  
 
 
1' mdßfNda.sl Nj;=ka fj;ska jdßl uqo,a whq;= f,i w;a lr .ekSu" jdßl jxpd lsÍï" 
úIudpdrhka" wjl,al%shdjka" moaO;Ska W,a,x>kh $ w;sl%uKh lsÍï yd" m%;s,dNhka" neyer 
lsÍï yd jdßl uqof,a w.h" o;a; ryiH;d W,a,x>kh lsÍï" f;dr;=re wdrlaIl iy           
Y%S ,xldfõ iud.u ;=< jHdmdr fufyhqïj,g wod< ´kEu ld¾hhla ksfhdackh lrñka 
mdßfNda.sl Nj;=ka fkdu. heùu'                   
 
2' fiajdjkag wod< meñ‚,s - fhdackd m;%" rlaIK Tmamq ksl=;a lsÍu" rlaIK Tmamq fiajd" 
jkaÈ ysñlï fiajdjka" jdßl tl;= lsÍï" YdLd ld¾hd, fiajdjka" úl=Kqï ksfhdað;jreka $ 
ksfhdað;jßhkaf.a fiajh hkdÈh'  
 
3' mqoa., o;a; ryiH;d yd iïnkaO fyda wod< jk meñ‚,s 
 
 
5' meñ‚,s j¾.SlrKh  
 
 
1' wf,ú iy úl=Kqï - Sales and Marketing  

2' m%drlaIK - Underwriting 

3' jkaÈ ysñlï - Claims 

4' rlaIK Tmamq fiajd - Policy services 

5' jdßl uqo,a - Premiums 

6' fiajd - Services 
7' o;a; ryiH;d - Data privacy 
8' f;dr;=re wdrlaIl - Data Security 

9' fjk;a - Others   
 
 
6' meñ‚,s fhduq lsÍu  
 
 
wjuh my; oelafjk l%ufõohka ;=<ska meñ‚,s fhduq lsÍu i|yd myiqlï i,id we;' 
 

jdÑlj  
 
^ & ÿrl:k ud¾.fhka  
^ & YdLd ld¾hd,hlg fyda mdßfNda.sl fiajd uOHia:kh fj; msúiSfuka  
 

 ,sÅ;j  
 
^ & úoHq;a ;eme,a m‚jqvhla u.ska  $ fjí wvúh u.ska'      
^ & *elaia m‚jqv u.ska'  
^ & ,sms u.ska'  
^ & iudc udOH m, lsÍï ;=<ska'     
^ &  m‚jqv u.ska' 
^ & fjk;a ´kEu ikaksfõok udOHhla ;=<ska'      
 
igyka ( isxy," fou< iy bx.%Sis hk NdIdjka Ndú;d lr meñ‚,s bÈßm;a l< yelsh' 
meñ‚,a, bÈßm;a lrk NdIdj Ndú;d lr meñ‚,a, bÈßm;a  lrk md¾Yjh iu. 
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ikaksfõok lghq;= isÿ l< hq;=h' iqmeyeÈ,s ir, nila Wmfhda.S lr .ksñka meñ‚,a, 
bÈßm;a  lrk md¾Yjh iu. ikaksfõokh l< hq;=h'     
 
7' meñ‚,s ,eîfï úêl%uhka  
 
 
1' iDcq mdßfNda.sl meñ‚,s - 
 

^ & m%Odk ld¾hd,h fj; fyda mdßfNda.sl fiajd uOHia:dkh  
^ & YdLd ld¾hd, uÜgñka  
^ & ;e/õlrejka $ ksfhdað;jreka $ ksfhdað;jßhkaf.a uÜgñka  
^ &  by; olajd we;s ´kEu wdldrhlg  

 
2' wdh;ksl wkdjrKhka'  
3' f;jk md¾Yùh jd¾;d lsÍï'     
4' meñ‚,s Ndr ks,OdÍjrhd yd iDcqj iïnkaO ùu' 
 

ku tia' m;aurkacka 
;k;=r l<ukdlre - mdßfNda.sl iïnkaO;d wxYh 
,smskh w,shdkaia bkaIqjrkaia ,xld ,sñgâ' 

25-27 uy," jkaf.da,af*ia l=¨k"  
wxl 1 A" ueo mdr .d¨uqjfodr" fld<U 02' 

iDcq ÿrl:k wxl 0112309813 / 0112303300 
cx.u ÿrl:k wxl 0772791954 
úoHq;a ;eme,a ,smskh info@allianz.lk  

 
 
 
8' mdßfNda.sl meñ‚,s úNd. lsÍfï l%shdj,sh  
 
 
8'1 meñ‚,a,la isÿ lrkafka flfiao @ 
 
wmf.a fiajd ,laIHhlska ,enQ fiajdj iïnkaOfhka Tyqg fyda wehg hï wi;=gqodhl 
yeÕSula we;s jkafka kï  fyda Tjqkaf.a wfmalaIdjka wmf.a rlaIK ksIamdokhka ;=<ska bgq 
fkdjQfha kï" Tjqkg wmf.a meñ‚,s úNd. lsÍfï wxYh fj; meñ‚,s lsÍug m%fõYhka 
.Kkdjla we;'   
 
meñ‚,s bÈßm;a lsÍug my; oelafjk myiqlï mj;shs ¦   
 
^ & ,sÅ;j fhduq lsÍfuka fyda meñŒfuka (w,shdkaia bkaIqjrkaia ixia:dms; ld¾hd, mßY%h" 
YdLd ld¾hd,hla fyda fnd/,af,a msysá wm mdßfNda.sl fiajd uOHia:dkh fj; meñŒfuka'  
^ & iDcq ÿrl:k weu;=ï u.ska ( 0112309810-14  
^ & meh 24 mqrd meñ‚,s bÈßm;a lsÍug yelshdj we;' 

• weu;=ï wxl - idudkH rlaIK 0112303300 
• weu;=ï wxl - Ôú; rlaIK 0112300400 

^ & úoHq;a ;eme,a u.skao  meñ‚,s bÈßm;a l< yelsh'      
^ & fjí wvúh ;=<ska (  ys i|yka mdßfNda.sl m%;spdrhka oelaùfï myiqlu 
u.ska'  

mailto:info@allianz.lk
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^ & iEu YdLd ld¾hd,hlu m%o¾Ykh lr we;s mqjrefõ  i|yka weu;=ï wxl $ úoHq;a 
;eme,a ,smskh  Ndú;fhka mdßfNda.sl meñ‚,s úNd. lsÍfï wxYh yd iïnkaO ùfuka' 
^ & meñ‚,s ks,OdÍ fj; ,sms u.ska  meñ‚,s  fhduq  lsÍu'  
 
mdßfNda.sl meñ‚,s ks,OdÍ  
w,shdkaia bkaIqjrkaia ,xld ,sñgâ' 
25-27 uy," jkaf.da,af*ia l=¨k"  
wxl 1 A" ueo mdr .d¨uqjfodr" fld<U 02' 
 
 
8'1'1 NdId wNsreÑh - mdßfNda.sl Nj;=kag myiq mßÈ  isxy," fou< fyda bx.%Sis hk NdId 
Ndú;d lrñka wod< ,shú,so iys;j mdßfNda.sl meñ‚,s bÈßm;a l< yelsh' tys§ meñ‚,a, 
bÈßm;a lrk NdIdj Ndú;d lrñka wod< meñ‚,slre  $ meñ‚,sldßh iu. lghq;= 
flfrkq we;' 
 
8'1' 2 rlaIs;hd $ Tmamq ysñhd fyda ysñldßh úiska meñ‚,a, iu. wod< ,shlshú,s bÈßm;a 
l< hq;=h'  
 
^ & Tmamq ysñhdf.a ku' 
^ & Tmamq wxlh $ jdyk wxlh $ jkaÈ ysñlï wxlh' 
^ & mdßfNda.slhd iïnkaO lr .; yels f;dr;=re ^ÿrl:k wxlh 'úoHq;a ;eme,a ,smskh" 
;eme,a ,smskh&' 
^ & meñ‚,a, l=ula wrnhdo hkak@     
^ & meñ‚,a, ms<sn| úia;rd;aul meyeÈ,s lsÍu' ,sÅ;j ,nd .ekSu iqÿiqh' ^úoHq;a ;eme,a" 
,sms" *elaia" iudc udOHh& 
^ &meñ‚,a,g wod< ,shlshú,s fyda idlaIs  
^ & rlaIK j¾.h - Ôú;" fudag¾ r: fyda fudag¾ r: fkdjk'    
 
 
8'2 meñ‚,s iudf,dapk l%shdj,sh  
 
 
8'2'1 meñ‚,s ,shdmÈxÑ lsÍu $ igyka lsÍu  
YdLd ld¾hd, $ wxY - fomd¾;fïka;= $ mdßfNda.sl fiajd uOHia:dkh fj; ,efnk 
mdßfNda.sl meñ‚,s ish,a, mdßfNda.sl meñ‚,s úNd. lrk ks<OdÍka fj; úoHq;a ;eme,a 
m‚jqv u.ska fyda meñ‚,s l<ukdlrK moaO;sh yryd fhduq l< hq;=h'  
 
,efnk iEu meñ‚,a,lau meñ‚,s l<ukdlrK moaO;sh fj; we;=<;a lsÍu meñ‚,s 
yiqrjk $ úNd. lrk ks<OdÍka úiska isÿ l< hq;=h' tu moaO;sh ;=< my; i|yka w;HjYH 
f;dr;=re iys;j mdßfNda.sl meñ‚,s igyka mj;ajdf.k hd hq;=h' 
 

Tmamq ysñhdf.a ku  
Tmamq wxlh $ jdyk wxlh  
;eme,a  ,smskh $ ÿrl:k wxl $ úoHq;a ;eme,a ,smskh  
meñ‚,a, ms<sn| úia;rh &  
meñ‚,a, ,enqkq Èkh'  
rlaIK j¾.h - Ôú;" fudag¾  r: fyda fudag¾ r: fkdjk   
oekqï §fï Èkh'  
meñ‚,af,a ;;a;ajh - úi£ we; $ úi£ fkdue; $ w¾O jYfhka úi£ we;'   
meñ‚,a, úiª Èkh & 
úi÷u ,nd ÿka Èkh'  
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úi÷u ms<sn| úia;rh'   
 
 
8'2'2 meñ‚,s i|yd ms<soekqï §u  
 
meñ‚,a,la ,eî Èk folla ^2& we;=<; iEu meñ‚,a,lau meñ‚,s l<ukdlrK moaO;sh 
fj; we;=<;a l< hq;=h' meñ‚,s l<ukdlrK moaO;sh ^ & hkq iud.u úiska meñ‚,s 
we;=<;a lsÍfï isg th úi÷u olajd .uka lsÍu ksÍlaIKh lsÍu i|yd ilia l< fhojqula 
fõ' iEu meñ‚,a,la i|ydu jk ms< soekqï §u iu. wkq wxlhlao ,nd §u isÿfõ' 
 
meñ‚,a,la ,sÅ;j ,eî Èk folla ^2 we;=<; ms<soekqï ,smshla fhduq l< hq;=h' tu 
ms<soekqï ,smsfha zzwkq wxlhlazz iy meñ‚,af,a  j¾;udk ;;a;ajh ms<sn|j f;dr;=re 
oek.ekSu i|yd iïnkaO úh yels ks,Odßfhl= $ ks,Odßkshlf.a ÿrl:k wxlh i|ykaj 
;sìh hq;=h'  
 
 
8'2'3 meñ‚,s úYaf,aIKh lsÍu  
 
' meñ‚,af,a iajNdjh wkqj ,efnk iEu meñ‚,a,lau j¾.SlrKhlg ,la fõ' tu 
meñ‚,s jdßl jxpdjka" whq;= f,i w;a lr .ekSu" idjoH f;dr;=re ,nd § úl=Kqï lsÍu" 
mßmdàh W,a,x>kh lsÍï" wl%ñl;d" o;a; ryiH;dj iy f;dr;=re wdrlaIdj iïnkaO 
meñ‚,s jkafka kï tu meñ‚,s wNHka;r úu¾Yk wxYh fj; úu¾Ykh i|yd fhduq l< 
hq;=h'         
 
' lreKq fidhd meñ‚,a, úi£u i|yd" mdßfNda.sl iïnkaO;d wxYh úiska uQ,sl úu¾Yk 

lghq;= isÿ l< hq;= w;r flfia jqjo" wod< j.lsj hq;= wxY $ fomd¾;fïka;= m%OdkS fyda 
YdLd m%OdkS l,dmSh úl=Kqï l<ukdlre iy m<d;a úl=Kqï l<ukdlrejka ,nd § we;s ld, 
isudfõ§  meñ‚,s úi£u i|yd meñ‚,s l<ukdlrK tallhg iyfhda.h ,nd Èh hq;=h'               
 
' uQ,sl úu¾Ykhkag wkqj meñ‚,a, úNd. lrk ks,Odßhd $ ks,Odßkshf.a lreKq fidhd 

.ekSï iy woyia wkqj ;j ÿrg;a tu meñ‚,a, ms<sn|j lghq;= lsÍug wjYH jkafka kï ta 
ms<sn|j wod< wxY $ fomd¾;fïka;= m%Odkshd fyda YdLd m%Odkshd oekqj;a l< hq;=h' tfukau 
wod< j.lsj hq;= fiajd kshqla;slhd fj;ska Èk ;=kla ^3& we;=<; Tyqf.a fyda wehf.a 
ksoyig lreKq $ meyeÈ,s lsÍï wdh;k l%shd mßmdáhg wkqj f.kajd .; hq;=h'  
 
 
mdßfNda.sl meñKs,s úNd. lsÍfï wxYfha ld¾hh 
 
& meñ‚,a, wod< wxYh $ fomd¾;fïka;=j fyda fufyhqï tallh fj; meñ‚,s úNd. 

lsÍfï $ yeisrùfï tallh úiska  fhduq l< hq;=h' meñ‚,af,a ;;a;ajh ms<sn|j 
mdßfNda.slhd fj; oekaùuo isÿ l< hq;=h' 
 
& meñ‚,s i|yka f,aLkhla meñ‚,s úNd. lsÍfï $ yeisrùfï tallh iy wod< 

fomd¾;fïka;= úiska mj;ajdf.k hd hq;=h' 
 
&  meñ‚,s úNd. lsÍfï $ yeisrùfï tallh úiska mdßfNda.sl meñ‚,sj, m%;sM,hka u. ska 

meñ‚,s l<ukdlrK moaO;sh hdj;ald,Sk l< hq;=h' meñ‚,a,g wkqj l< úu¾Yk iy 
tys fidhd .ekSï wkqj udkj iïm;a l<ukdlrK wxYh úiska wod< fiajd kshqla;slhdg $ 
ksfhdað;hdg tfrysj wod< mshjr .; hq;= w;ru tu ;SrKhka i|yka msgm;la wod< fiajd 
kshqla;slhdf.a $ ksfhdað;hdf.a mqoa.,sl ,sms f.dkqj fj; we;=<;a l< hq;=h'               
 
& meñ‚,af,a wjika m%;sM,h wod< wxY m%OdkS" wNHka;r úu¾Yk tallh iy kS;s iy 

wkql=,d;d wxYh fj; Tjqkaf.a jd¾;d i|yd fhduq l< hq;=h' 
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& wod< YdLd ld¾hd,hka úiskao meñ‚,s i|yka f,aLkhla mj;ajdf.k hd hq;=h'    
 
8'2'4 meñ‚,s úNd. lsÍfï $ yeisrùfï iy úi÷u ikaksfõokh lsÍfï ld, ;Srej' 
 
 

ld¾hmámdáh ld, ;Srej 

meñ‚,a, igyka lsÍu'  meñ‚,a, ,eî Èk ;=kla ^3& we;=<;' 

meñ‚,a, i|yd ms<soekqï lsÍu' meñ‚,a, ,eî Èk folla ^2& we;=<;'   

fiajd iïnkaO meñ‚,s i|yd úi÷ï ,nd 
§u' 

Èk wgla ^8& we;=<;'  

jdßl whq;= w;a lr .ekSu iïnkaO 
meñ‚,s i|yd úi÷ï ,nd §u'  

Èk 28 - idlaIs iy wfkl=;a 
lreKqj, WmfhdacH;dj wkqj' 

mdßfNda.sl Nj;=ka fj; úi÷u 
ikaksfõokh lsÍu' 

mj;sk lreKq iy  idlaIs u; Èk Èk 
;=kla ^3& ;=< ;SrKh .; hq;=h' 

wNshdpkd i|yd m%;spdr oelaùu'  wNshdpkh ,eî i;s y;rla ^4& ;=<'  

 
 

meñ‚,slre $ meñ‚,s ldßh" ;u meñ‚,a, i|yd ,enqkq úi÷u iïnkaOfhka iEySulg 
m;a fkdjkafka kï Tyq fyda wehg my; i|yka ks<Odßhd iu. iïnkaO úh yelsh' 

 

ku liqka hgjr 
;k;=r m%OdkS - wf,ú l<ukdlrK wxYh 
,smskh w,shdkaia bkaIqjrkaia ,xld ,sñgâ' 

25-27 uy," jkaf.da,af*ia l=¨k"  
wxl 1 A" ueo mdr .d¨uqjfodr" fld<U 02' 

cx.u ÿrl:k wxl 0775144972 
úoHq;a ;eme,a ,smskh info@allianz.lk 

 

9' meñ‚,s l<ukdlrK tallh  

meñ‚,s l<ukdlrK tallh meñ‚,s úNd. lsÍfï ks,Odßl=f.ka iy iyhl ld¾hh 
uKav,hlska hqla; fõ' tallfha isák idudðl idudðldjka wjYH;djhkag iß,k mßÈ 
meñ‚,s úNd. lsÍfï úfYaIs; mqyqKqjla ,nd we;' ,nd § we;s ud¾.iQplhka wkqj meñ‚,s 
úNd. lsÍfï yelshdjka iy l=i,;djhka Tjqka i;=j we;' Tjqka wod< md¾Yjlrejka iy 
jHdmdr ysñlrejka iu. iïnkaëlrKh isÿ lrñka meñ‚,s úNd. lsÍfï l%shd mßmdáh 
ld¾hlaIu whqßka l<ukdlrKh lsÍug iy;sl fõ' §¾> ld,Sk jHdmdrhka iy Ôú; 
fkdjk wxYhka olajd  meñ‚,s úNd. lsÍfï tallh l%shd;aul fõ'  meñ‚,slre $ 
meñ‚,sldßh fj; m%;spdr iy  úi÷u ms<sn|j ikaksfõokh lsÍu meñ‚,s úNd. lsÍfï  
tallfha j.lSula fõ'   
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10' úl,am wdrjq,a úi£fï hdka;%Kh 

iud.u úiska fokq ,enQ úi÷u iïnkaOfhka mdßfNda.sl Nj;=ka iEySulg m;a fkdjk 
wjia:djl Tjqkaf.a meñ‚,a, rlaIK ´ïnqÜiaukajrhd fj; fyda Y%S,xld rlaIK kshduk 

fldñIka iNdj ^ & fj; oekqï fok f,i wm Tjqka oekqj;a lrkafkuq'  

by; i|yka lreKqj,g wu;rj" Tmamq kshuhka $ úúla;sh ;SrKh lsÍu i|yd fudag¾ r: 
iy fudag¾ r: fkdjk rlaIK Tmamq i|yd ;SrlslrK wka;¾jdlHhka jHjia:d.; lr we;'   

 

rlaIK Tïnqâiauka ld¾hd,h  
wxl 143$A" jðr mdr" 
fld<U 05'   
 
ÿrl:k wxl  - +94 11 250 5542 / +94 11 250 5041 
úoHq;a ;eme,a ,smskh - info@insuranceombudsman.lk  
fjí wvúh  - https://insuranceombudsman.lk/  
 
 
wOHlaIl - úu¾Yk  
Y%S ,xld rlaIK kshduk fldñIka iNdj   
11 wÈhr" kef.kysr l=̈ k" 
f,dal fj<| uOHia:kh" 
fld<U 01' 
 
ÿrl:k wxl   - 0112396184-9 / 0112335167 

úoHq;a ;eme,a ,smskh  - investigation@ircsl.gov.lk $ info@ircsl.gov.lk  
 

11' meñ‚,s yeisrùu $ úNd. lsÍfï  l%shd mßmdáh m%ldYkh lsÍu' 
 
wmf.a fiajd kshqla;slhka yg fuu ld¾hdj,sh myiqfjka jgyd .ekSug yels jk f,i iy 
wOHhkh lsÍug myiq jk f,i meñ‚,s úNd. lsÍfï l%shd mßmdáh iud.ï wNHka;r fjí 
wvúh ;=< olajd we;' ndysr mdßfNda.sl Nj;=kaf.a  m%fhdackh iy ud¾f.damfoaYkh i|yd 
th iud.ï ks, fjí wvúh ;=<o olajd we;'   
 
 
12' meñ‚,s úYaf,aIKh" wëlaIKh iy jd¾;d lsÍu     
 
& ta ta wod< ld, mßÉfþohka ys mdßfNda.sl meñ‚,s úNd. lsÍfï tallh úiska 

mdßfNda.sl m%;spdrhka iy meñ‚,s úfYaf,aIKh lr tu f;dr;=re meñ‚,s idrdxYhla 
f,i wod< j.lsj hq;= wxY $ fomd¾;fïka;= m%OdkSka fj; fhduq  lrkq ,efí' 
 
& uQ, fya;+ka y÷kd .ekSu" fiajd mr;rhka iy w;HjYH ksjerÈ lsÍfï iy je<laùfï 

l%shdjka u.ska meñ‚,s ;=,Hudk l< yels wod< idOlhka y÷kd .ekSu ms‚i mdßfNda.sl 
meñ‚,s úNd. lsÍfï tallh úiska  tu .eg¨ idOdrK yd ixia:dhS ffY,shla ;=<ska iy 
iajdëkj meñ‚,s ;=,kSlaIs; lr .eUqßka úYaf,aIKh lrkq ,efí ^ff;%%udisl 
iudf,dapkh&' 
 
& Ôú; rlaIK iy idudkH rlaIK meñ‚,s úYaf,aIKh úOdhl lñgqj fj; ffk %udislj  

bÈßm;a flf¾' ta w;ru Ôú; rlaIK iy idudkH rlaIK i|yd jk mdßfNda.sl meñ‚,s 

mailto:info@insuranceombudsman.lk
https://insuranceombudsman.lk/
mailto:investigation@ircsl.gov.lk
mailto:info@ircsl.gov.lk
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idrdxYh f.k tys iúia;rd;aul f;dr;=re l<ukdldß;ajh fj; ó<Õ udifha 10 jk 
Èkg fmr jd¾;d flf¾'      
 
& mdßfNda.sl meñ‚,s"  meñ‚,s úNd. lsÍu iy meñ‚,s l<ukdlrK ld¾hidOl;ajh 

ms<sn| f;dr;=re Y%S,xld rlaIK kshduk fldñIka iNdj ^ & fj; w¾O jd¾Islj fhduq 
l< hq;=h' ^n,OdÍka úiska ,nd § we;s wdlD;sh iy kshñ; ld,h wkqj wod< w¾O jd¾Isl 
ld, mßÉfþoh wjikaj Èk 30 l ld,hla we;=<; fuh isÿ l< hq;=h'&   
 
& meñ‚,s l<ukdlrKfha ld¾hidOl;ajh ixj¾Okh Wfoid ld, wejEug ,la jk iy 

l,a blau jQ meñ‚,s iïnkaOfhkao úYaf,aIKhlao  isÿ flf¾'         
 
& meñ‚,sj,g iïnkaO f;dr;=re" ,shlshú,s wdÈh meñ‚,af,a iajNdjh wkqj fukau 
wkd.; wjYH;d iy kS;suh lghq;= Wfoid ie,lsh hq;= ld,hla iqrlaIs;j wêf,aÅ;j ;nd 
.kq we;'            
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hdlrh 1 ( meñ‚,s l<ukdlrK m%jdy igyk 
 
 

meñ‚,s yeisrùu $ úNd. lsÍfï ld¾hdj,s m%jdy igyk 
 
 

Customer Complaint 

Receiving Stage

Telephone

Email

Direct Visit

Letters

Branch

Via Intermediaries

Web

Acknowledgement to 

Complainant

All the acknowledgement with Complaint Ref No and 

contact person.

If Letter – Within 3 days

If SMS/Web/Email – within 8 hours from receiving 

point

Complaint is analysed and 

recorded in the CMS

If this resolvable at 

Preliminary Level

Solution within 

Reasonable Time 

Further investigation by 

Investigation Unit considering the 

nature of complaint and severity

Communicating Final Decision 

via email, telephone or letter 

to customer and action, as 

appropriate

Informing customer regarding 

the extended time lines 

required  to conclude the 

complaint

Once Investigation is 

concluded and decision is 

arrived inform customer, 

as appropriate

Yes

Complaint Handling officer 

liasing with respective branch /

dept/unit and find solution

No

Take appropriate 

Action against the 

Sales Agent/ 

Represenative/

Employee internally

Customer is happy/Satisfied 

with decision

Advise Customer to 

refer Ombudsman/

IRCSL

No

Solution is provided 

& complaint is 

Closed

Yes

End of Process

Maximum timeline to 

close complaint 14 

Days

Customer provides 

more evidence and 

statement to 

Investigation unit

 

Manager – Customer 

Relations liaising with 

respective branch / dept / 

unit and find solution. 


