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1. mwpKfk;  

mypahd;]; iy/g; ,d;#ud;]; yq;fh ypkpll; (MAl; fhg;GWjp) Allianz Life Insurance 

Lanka Limited (Life) kw;Wk; mypahd;]; ,d;#ud;]; yq;fh ypkpll; - nghJf; fhg;GWjp 
(Allianz Insurance Lanka Limited - General) Mfpatw;Wf;Fg; nghUe;jf; $ba       
eilKiwia ,e;j Mtzk; tptupf;fpwJ. 
 
thbf;ifahsu; Gfhu;fis epWtdnkhd;W ifahSk; tpjj;jpy; mypahd;]; 
thbf;ifahsu;fs; kw;Wk; gq;Fjhuu;fSf;F mJnjhlu;ghd gaDs;s topfhl;Ljiy 
toq;Ftjw;fhf ,e;j eilKiw tbtikf;fg;gl;Ls;sJ. thbf;ifahsu; Gfhu;fs; 
kw;Wk; mtu;fspd; fUj;Jf;fisf; ifahs;tjpy; epWtdk; epahakhdjhfTk;> 
gf;fr;rhu;gw;wjhfTk; ,Uf;Fk; epu;thfj;ij NgZtjpy; mypahd;]; epWtdk; 
cWjpAld; nraw;gl;L tUfpd;wJ.  

 

2. Nehf;fk;  

epWtdj;jhy; ngwg;gLk; Gfhu;fs; Fwpj;J cupa epu;thfj;ij Nkw;nfhs;sy; mj;Jld; 
JupjkhfTk;> gf;fr;rhu;gpd;wpAk;> epahakhd uPjpapy; jPu;Tfis ngw;Wf;nfhLj;jy; 
kw;Wk; jpwikahd tifapy; Kiwg;ghLfs; njhlu;gpyhd Kfhikj;Jtk; 
Mfpatw;iwg; guhkupf;Fk; Nehf;fj;Jld; Kiwg;ghl;L Kfhikj;Jt eilKiw 
mwpKfg;gLj;jg;gl;Ls;sJ. 
 
,e;j eilKiwahdJ ,yq;ifapd; fhg;GWjp xOq;FKiw Mizf;FOtpdhy; 
toq;fg;gl;l fhg;GWjpfs; kw;Wk; jufu;fshy; ifahsg;gLk; Kiwg;ghLfs; 
njhlu;ghd FO topfhl;Ljy;fs; kw;Wk; topfhl;Ljy;fs; epWtdj;jpd; 
nghUe;jf;$ba tpw;gid ,zf;fj; juq;fspd; mbg;gilapy; 
Vw;Wf;nfhs;sg;gl;Ls;sJ. 
 
,e;j eilKiw Allianz Lanka tpd; midj;J Copau;fSf;Fk; Kftu;fSf;Fk; 
nghUe;Jk;. 
 

 

3. tiuaiwfs;  

 

a. epWtdk; (Company) : mjhtJ mypahd;]; ,d;R+ud;]; yq;fh ypkpll; kw;Wk; 
mypahd;]; iy/g; ,d;R+ud;]; yq;fh ypkpll; (mypahd;]; yq;fh vd mi-
of;fg;gLfpwJ) 

 

b. Kiwg;ghL (Complaint) : vd;gJ epWtdj;jpdhy; toq;fg;gl;l Nritfs; kw;Wk;/ 
my;yJ epWtdj;jpy; ,lk;ngw;w Nkhrb nraw;ghLfs;> thbf;ifahsupd; 
jtizf; fl;lzq;fis jtwhfg; gad;gLj;Jjy;> fhg;gPLfs>; fhg;GWjp 
,og;gPl;L Nfhupf;if njhlu;ghd jfuhWfs;> jtwhd elj;ij kw;Wk; mjdhy; 
Vw;gLk; tpisTfs;> fhg;GWjp njhlu;ghd tpjptpyf;Ffs; kw;Wk; 
jtizf;fl;lzq;fspd; msT Nghd;w tplaq;fs; njhlu;ghd cz;ikfis 



 

 
Kiwg;ghLfis ifahSk; topKiw   Page 3 

jtwhfg; gpujpepjpj;Jtg;gLj;Jtjd; %yk; thbf;ifahsu;fis jtwhf 
topelj;JtJ Fwpj;J epWtdj;jpw;F mspf;fg;gl;l mjpUg;jpapd; ntspg;ghlhFk;. 
my;yJ juT jdpAupik> jfty; ghJfhg;G kw;Wk; ,yq;ifapy; epWtdj;jpd; 
tzpfr; nray;ghLfs; cl;gl NtW VNjDk; tp\aq;fs;. 
 

 

c. Kiwg;ghl;lhsu; (Complainant) : vd;gJ epWtdj;jpw;F Fwpj;j Kiwg;ghl;bid 

toq;fpatu;/ epWtdk;  

 

d. Employees : Copau;fs;: mypahd;]; ,d;R+ud;]; yq;fh ypkpll; kw;Wk; 
mypahd;]; iy/g; ,d;R+ud;]; yq;fh ypkpll; Mfpatw;wpd; midj;J      
Copau;fisAk; Fwpf;fpwJ  

 

 

4.  Kiwg;ghl;Lfspd; tiffs; Types of Complaints 

 

1. thbf;ifahsupd; jtizf;fl;lzj;ij jtwhfg; gad;gLj;Jjy;> 
jtizf;fl;lz Nkhrb> jtwhd elj;ij> KiwNfLfs;> xOq;F Kiwik 
kPwy;fs; kw;Wk; fhg;GWjp ed;ikfs;> tpjptpyf;Ffs; kw;Wk; 
jtizf;fl;lzj;jpd; msT> juT jdpAupik kPwy;> jfty; ghJfhg;G kw;Wk; 
tzpfk; njhlu;ghd cz;ik tpguq;fis jtwhfg; gpujpepjpj;Jtg;gLj;Jtjd; 
%yk; thbf;ifahsu;fisj; jtwhf topelj;Jjy;> mj;Jld; jfty; ghJfhg;G 
kw;Wk; ,yq;ifapy; epWtdj;jpd; tzpfr; nray;ghLfs; njhlu;ghf 
vOg;gg;gLk; Nkyjpf fUj;Jf;fs;. 
 

2. Nrit njhlu;ghd Gfhu;fs; - Kd;nkhopT> fhg;GWjp xg;ge;jj;ij toq;Fjy;> 
fhg;GWjp ,og;gPl;L Nfhupf;iff;fhd Nrit> fhg;gPl;L Nritfs;> 
jtizf;fl;lz Nrfupg;Gfs;> fpisr; Nritfs;> tpw;gid Kftu;fspd; Clhd 
Nritfs; Nghd;wit. 
 

3. jdpg;gl;l juT jdpAupik njhlu;ghd Gfhu;fs; 
 
 

5. Kiwg;ghl;L tiffs; (Complaint Category) 

 

1. re;ijg;gLj;jy; kw;Wk; tpw;gid 
2. vOj;JWjp gj;jpuk; (U/W) 
3. fhg;gPL el;l<l;Lf; Nfhupf;if (Claims) 
4. fhg;GWjp Nrit 
5. jtizf;fl;lzk; (gpuPkpak;) 
6. Nritfs; 
7. juT jdpAupik 
8. jfty; ghJfhg;G 
9. Vidait 
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6. Kiwg;ghLfis gjpT nra;jy; (Lodging of Complaints) 

Fiwe;jgl;rk;> gpd;tUk; Kiwfs; %yk; Kiwg;ghLfis gjpT nra;tjw;fhd 
trjpfs; nra;ag;gl;Ls;sd: 
 

a. tha;nkhop %ykhf 
1. njhiyNgrp %yk; 
2. fpis my;yJ jiyik mYtyfk; my;yJ thbf;ifahsu; guhkupg;G 

ikaj;ijg; mZFtjd; %yk; 
 

b. vOj;Jg;G+u;tkhf 
1. kpd;dQ;ry;/ ,izajsk; %yk; 
2. njhiyefy; %yk; 
3. fbjq;fs; %yk; 
4. r%f Clf gfpu;tpd; %yk; 
5. FWe;jfty; %yk; 
6. NtW VNjDk; njhlu;ghly; topapd; %yk;  

Fwpg;G: Kiwg;ghLfis rpq;fsk;> jkpo; my;yJ Mq;fpyj;jpy; gjpT nra;ayhk;. 
Kiwg;ghLfis mspj;jtUldhd njhlu;Gfs; midj;Jk; Gfhu; mspf;fg;gl;l 
nkhopapy; Nkw;nfhs;sg;gLk;. Kiwg;ghl;lhsu; cld; njhlu;Gnfhs;tjpy; njspthd 
kw;Wk; vspikahd nkhop gad;gLj;jg;gLk;. 

 

7. Kiwg;ghl;il ngw;Wf;nfhs;Sk; Kiwfs;  

1. thbf;ifahsupd; Neub Gfhu;fs; -  
 

(i) jiyik mYtyfk; my;yJ thbf;ifahsu; guhkupg;G ikaj;jpw;F mspf;fyhk;. 
(ii) fpis kl;lj;jpw;F mspf;fyhk;. 
(iii) jufu;/ Kftu; kl;lj;jpw;F mspf;fyhk;. 
(iv) Nkw;Fwpj;j Kiwg;ghl;il rku;g;gpg;gjpy; Nkw;Fwpg;gplg;gl;Ls;s VNjDk; xU 
topKiwapd; %yk; mspf;fyhk;. 
 

2. epWtdj;jpd; fz;lwpjy;fs; 
3. %d;whk; jug;G mwpf;if 
4. nghWg;gjpfhupia Neubahf njhlu;G nfhs;Sjy; 
 
          .            
               -                            
                                       

675 ,                                  
        09 

             

    
 

0112309813 
        

         
 
0772791954 

          ranjans@allianz.lk / info@allianz.lk  

mailto:ranjans@allianz.lk
mailto:info@allianz.lk
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8. Kiwg;ghl;il ifahSk; nrad;Kiwfs;  

8.1 Kiwg;ghnlhd;iw vt;thW Nkw;nfhs;tJ  

vq;fSila thbf;ifahsu; njhlu;G epiyaq;fspy; VNjDk; mtu;fSf;F 
toq;fg;gl;l Nritapd; jd;ik njhlu;gpy; thbf;ifahsnuhUtu; 
jpUg;jpailatpy;iy vd czu;e;jhNyh my;yJ vq;fs; fhg;GWjp cw;gj;jpfs;  
mtu;fspd; vjpu;ghu;g;ig G+u;j;jp nra;atpy;iy vd;whNyh> mJnjhlu;ghd 
Gfhu;fis ngw;Wf;nfhLg;gjw;F vq;fs; thbf;ifahsu;fSf;F gy topfs; 
Vw;gLj;jpf; nfhLf;fg;gl;Ls;sNjhL> mtw;iw KiwghLfs; ifahSk; gpuptpw;F 
toq;fpl KbAk;.  
 
Kiwg;ghLfis gjpT nra;a gpd;tUk; trjpfs; nra;ag;gl;Ls;sd.  

 
i. ,jw;Fr; nry;tjd; %yNkh my;yJ vOJtjd; %yNkh: mypahd;]; 

,d;R+ud;]; epWtd mYtyf tshfj;jpy; cs;s thbf;ifahsu; Gfhu; 
Kfhikj;Jt gpupT my;yJ VNjDk; fpis mYtyfj;jpw;Fr; nry;tjd; 
%yk; my;yJ nghuisapy; cs;s vq;fs; thbf;ifahsu; guhkupg;G 
ikaj;jpw;Fr; nry;tjd; %yk;. 

 

ii. Neub njhiyNgrp njhlu;G ,y. : 0112 309810-14  
iii. 24 kzp Neuj;jpw;Fs; Gfhu; mspf;fyhk; 

 Jupj miog;G ikak; - nghJ fhg;GWjp 0112303300 
 Jupj miog;G ikak; - MAl; fhg;GWjp 0112317988 / 0112317989 

iv. kpd;dQ;ry;: info@allianz.lk my;yJ feedback@allianz.lk kpd;dQ;ry; 
Kftup %yk; vq;fis njhlu;G nfhs;s KbAk;.  

v. ,izajsk;: thbf;ifahsu; fUj;Jf;fis toq;Ftjw;fhd gbtj;ij 
www.allianz.lk vd;w ,izajsj;jpy; ngw;Wf;nfhs;s KbAk;. 

vi. thbf;ifahsu; Gfhu;fisf; ifahSk; gpupitj; njhlu;Gnfhs;tjw;fhd 
njhiyj;njhlu;G vz;fs;/ kpd;dQ;ry;/ njhiyefy; Mfpatw;wpd; 
tpguq;fs; xt;nthU fpisfspd; mYtyf Kd;tshfj;jpy; fhzg;gLk; 
mwptpg;Gg; gyifapy; fhl;rpf;F itf;fg;gl;Ls;Sjy;. 

vii. fPNo Fwpg;gplg;gl;l Kftupf;F cq;fs; vOj;J%y Kiwg;ghLfis 
toq;fpl KbAk;.  
 

thbf;ifahsu; Kiwg;ghl;L mjpfhup 
mypahd;]; ,d;#ud;]; yq;fh ypkpll;   
,y.675> fyhepjp nldp];lu; b rpy;th khtj;ij>  
nfhOk;G 09.  
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8.1.1 tpUg;g nkhopj; njupT: thbf;ifahsu;fs; jq;fs; trjpf;F Vw;g 
rpq;fsk;> jkpo; my;yJ Mq;fpyj;jpy; jq;fs; Kiwg;ghLfis Nkw;nfhs;s 
KbAk;. mj;Jld;> Kiwg;ghL nra;jtUldhd midj;J fbjg; 
gupkhw;wq;fSk; Kiwg;ghL nra;ag;gl;l nkhopapNyNa Nkw;nfhs;sg;gLk;.   

 

8.1.2 fhg;GWjpjhu;/ fhg;GWjp nra;ag;gl;ltupdhy; toq;fg;gLk; 
Kiwg;ghLfSld; njhlu;Gila Mtzq;fs; kw;Wk; jfty;fs; ,izf;fg;gl 
Ntz;Lk;:  

 
(i) fhg;GWjpjhuupd; ngau; 
(ii) fhg;GWjp ,yf;fk; / thfd ,yf;fk; / fhg;gPl;L Nfhuy; ,yf;fk;  
(iii) njhiyNgrp ,yf;fk;/ kpd;dQ;ry; kw;Wk; jghy; Kftup Nghd;w njhlu;G 

tptuq;fs; 
(iv) Kiwg;ghl;L tplak;  
(v) Kiwg;ghL njhlu;ghd tpsf;fk; - vOj;Jg;G+u;tkhf (kpd;dQ;ry;/ fbjk;/ 

njhiyefy;/ r%f Clfk;) 
(vi) Kiwg;ghLfis cWjpnra;Ak; tifapyhd Mtzq;fs; my;yJ rhd;Wfs; 
(vii) fhg;GWjpapd; tif – MAl; fhg;GWjp > Nkhl;lhu; fhg;GWjp my;yJ Nkhl;lhu; 

my;yhj fhg;GWjp 

8.2 Kiwg;ghLfis kPsha;T nra;Ak; nrad;Kiw  

8.2.1 Kiwg;ghLfis gjpT nra;jy;  

fpisfs;/ gpupTfs;/ thbf;ifahsu; guhkupg;G ikaq;fspy; ngwg;gLk; xt;nthU 
Nrit njhlu;ghd Kiwg;ghLfSk; kpd;dQ;ry; %ykhfNth my;yJ Gfhu; 
Kfhikj;Jt mikg;G %ykhfNth Gfhu;fisf; ifahSk; mjpfhupfSf;F 
mDg;gg;gl Ntz;Lk;. 

 
 

xt;nthU Kiwg;ghLk;> Kiwg;ghl;L Kfhikj;Jt mikg;gpy; Gfhu;fis 
ifahSk; mjpfhupfshy; gjpT nra;ag;gLfpwJ. mj;Jld; Fwpj;j Kiwg;ghL 
gjpTfSld; njhlu;Gila Kf;fpakhd midj;J jfty;fSld; guhkupf;fg;gLk;.  

 
a) fhg;GWjpjhuupd; ngau; 
b) fhg;GWjp ,yf;fk; / thfd ,yf;fk; 
c) njhiyj;njhlu;G tptuq;fs;/  kpd;dQ;ry; Kftup 
d) Kiwg;ghL njhlu;ghd tpsf;fk; 
e) Kiwg;ghl;ilg; ngw;Wf;nfhz;l jpfjp 
f) fhg;GWjpapd; tif – MAl; fhg;GWjp > Nkhl;lhu; fhg;GWjp my;yJ Nkhl;lhu; 

my;yhj fhg;GWjp 
g) xg;Gjy; mspf;fg;gl;l jpfjp 
h) Kiwg;ghl;bd; epiy - jPu;f;fg;gl;lJ/ epYitapy; cs;sJ/ gFjpastpy; 

jPu;f;fg;gl;lJ 
i) Kiwg;ghL epiwTWk; jpfjp  
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j) jPu;T ngw;Wf;nfhLf;fg;gl;l jpfjp  
k) toq;fg;gl;l jPu;T Fwpj;j tpsf;fk; 

8.2.2 Kiwg;ghLfis Vw;Wf;nfhs;sy;  

 

mj;jifa Gfhu; ngwg;gl;l 3 ehl;fSf;Fs; midj;J Kiwg;ghLfSk;> 
Kiwg;ghl;L Kfhikj;Jt mikg;gpy; (CMS) gjpT nra;ag;gLfpd;wd. 
Kiwg;ghl;L Kfhikj;Jt mikg;G (CMS) vd;gJ> jPu;T milAk; tiu Ki-
wghLfis cs;splTk;> mtw;iw fz;fhzpf;fTk; cs;ehl;by; cUthf;fg;gl;l 
nrayp xd;whFk;. xt;nthU Kiwghl;Lf;Fk; xU gjpT ,yf;fk; toq;fg;gLk;. 
 

vOj;Jg;G+u;tkhf Kiwg;ghL xd;iw ngw;wjd; gpwF> mjw;fhd xg;Gjy; (3) 
Ntiy ehl;fSf;Fs; mDg;gg;gLk;. Kiwg;ghl;bd; epiyia thbf;ifahsu; 
mwpe;J nfhs;s Ntz;ba NjitapUg;gpd;> njhlu;G nfhs;s Ntz;ba egupd; 
‘Fwpg;G ,yf;fk;’ kw;Wk; ‘njhlu;G tpguq;fs;’ Mfpait xg;Gifapy; 
Fwpg;gplg;gl;bUf;Fk;. 
 

8.2.3 Kiwg;ghLfis gFg;gha;T nra;jy;  

i. xt;nthU cs;tUk; Kiwg;ghLfisAk; mjd; jd;ikiaf; mbg;gilahff; 
nfhz;L tifg;gLj;jg;gLfpd;wd. jtizf;fl;lzq;fs; tplaj;jpy; ,lk;ngw;w 
Nkhrb njhlu;ghd Gfhu;fs;> KiwNfL> jtwhd tpw;gid nraw;ghL / jtwhd 
topfhl;ly;> eilKiw tpjpfis kPwy;> KiwNfLfs;> juT jdpAupik kw;Wk; 
jfty; ghJfhg;G njhlu;ghd Kiwg;ghLfs;> NkNy Fwpg;gpl;Ls;s 2 kw;Wk; 3 
Mk; gbKiwfisg; Nghd;W> Nkyjpf tprhuizfSf;fhf tprhuizg; 
gpupTf;F mDg;gp itf;fg;gLk;.  

 

ii. cz;ikfisf; fz;lwpaTk;> Kiwg;ghLfSf;fhd jPu;Tfis 
ngw;Wf;nfhLf;fTk; thbf;ifahsu; njhlu;G Kfhikj;Jt gpupT (Customer Re-

lations Management) G+u;thq;f tprhuizia elj;j Ntz;Lk;. vt;thwhapDk;> 
Fwpg;gpl;l fhyf;nfLtpw;Fs; Kiwg;ghl;ilj; jPu;g;gJ njhlu;gpy;> mjDld; 
rk;ge;jg;gl;l Jiwj; jiytu; my;yJ fpisj; jiytu;/ gpuhe;jpa tpw;gid 
Kfhikahsu; kw;Wk; khfhz tpw;gid Kfhikahsu; MfpNahu; 
Kiwg;ghl;Lfs; njhlu;gpy; gzpahw;Wk; Kfhikj;Jt gpuptpw;F xj;Jiog;G 
toq;fNtz;Lk;.  Nkyhz;ikg; gpuptpw;F Mjutspf;f Ntz;Lk; 

 

iii. Kiwg;ghL njhlu;ghd G+u;thq;f tprhuizfspd; mbg;gilapy; NkYk; 
tprhuiz elj;jg;gl Ntz;Lk; vd Kiwg;ghLfis ifahSgtu; fUjpdhy;> 
me;je;j Jiw my;yJ HOB ,d; jiytu; mijj; njuptpf;f Ntz;Lk;. 
mjd;gb> epWtdj;jpd; Kiwg;ghLfisf; ifahSk; eilKiwapd;gb (3) 
Ntiy ehl;fSf;Fs; me;je;j CopauplkpUe;J tpsf;fk; Nfhug;gl Ntz;Lk;. 

 

a) Kiwg;ghLfis ifahSk; gpupthy; me;je;j Jiw my;yJ 
nray;ghl;L gpupTf;F Kiwg;ghLfs; njuptpf;fg;gLk;. gpd;du; 
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Kiwg;ghLfspd; epiy njhlu;gpy; thbf;ifahsUf;Fj; njuptpf;fg;gl;L 
njhu;;ghly; Nkw;nfhs;sg;gl Ntz;Lk;. 

 
b) CRM ,d; Kiwg;ghLfisf; ifahSk; gpupT kw;Wk; me;je;jj; 

Jiwfshy; Gfhu;g; gjpNtL guhkupf;fg;gl;L tplaq;fs; ifahsg;gLk;. 

 
c) Kiwg;ghLfisf; ifahSk; gpupT> tpisTfspd; Kiwg;ghl;L 

Kfhikj;Jt mikg;igg; GJg;gpf;f Ntz;Lk;. ,jw;fpilapy;> kdpjts 
mjpfhup (HR) tprhuizapd; KbTfis mbg;gilahf nfhz;L cupa 
eltbf;iffis Nkw;nfhs;s Ntz;Lk; kw;Wk; mspf;fg;gl;l jPu;T 
njhlu;ghd tpguq;fs; mlq;fpa efy;> gzpahsu;/ Kftupd; jdpg;gl;l 
Nfhg;gpy; ,izf;fg;gl Ntz;Lk;. 

 
d) tprhuizapd; KbT me;je;j Jiwj; jiytu; kw;Wk; Gydha;T gpupT 

kw;Wk; mtu;fspd; jfty; kw;Wk; gjpTfSf;fhf rl;l kw;Wk; 
,zf;fg;gl;L gpupTf;F Kiwahf mwptpf;fg;gl Ntz;Lk;. 

 
e) Gfhu;fs; gjpNtL me;je;j fpisfspy; Kiwahf guhkupf;fg;gl 

Ntz;Lk;. 

8.2.4 Kiwg;ghLfis ifahSk; kw;Wk; mjw;fhd jPu;Tfis 
ngw;Wf;nfhLg;gjw;fhd fhytiuaiw  

 

nraw;ghL  fhy tiuaiw 

Kiwg;ghLfis gjpT nra;jy; urPJ jpfjpapypUe;J 3 ehl;fSf;Fs; 

Kiwg;ghLfSf;fhd xg;Gif  urPJ jpfjpapypUe;J 2 ehl;fSf;Fs; 

Nrit njhlu;ghd KiwghLfSf;fhd 
jPu;T 

8 Ntiy ehl;fSf;Fs; 

jtizf;fl;lz KiwNfL njhlu;ghd 
KiwghLfSf;fhd jPu;T 

28 ehl;fs; - cz;ikfs; kw;Wk; 
Mjhuq;fspd; fpilf;Fk; jd;ikf;F 
cl;gl;lJ 

Kiwg;ghL njhlu;ghd jPu;khdj;ij 
thbf;ifahsUf;F njuptpg;gJ 

KbT vLf;fg;gl;l 2 ehl;fSf;Fs; 
cz;ikfs; kw;Wk; Mjhuq;fs; 
vLf;fg;gl;ld 

Nky;KiwaPl;Lf;F gjpy; mspg;gJ. 
urPJ jpfjpapypUe;J 4 
thuq;fSf;Fs; 
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                            ,                           

                                 ,                  

                  . 

  

ngau;  kq;fy gz;lhu  

gjtp epiy rpNu\;l Kfhikj;Jt mjpfhup 

tpyhrk;  mypahd;]; ,d;#ud;]; yq;fh ypkpll;>  

,y. 675> fyhepjp nldp];lu; b rpy;th 
khtj;ij> nfhOk;G 9 

Neub njhiyNgrp ,y. 0112132006 

ifalf;fj; njhiyNgrp ,y. 0772907634 

kpd;dQ;ry; info@allianz.lk 

 

9. Kiwg;ghl;L Kfhikj;Jt gpupT  

 

Kiwg;ghl;L Kfhikj;Jt gpupthdJ> Kiwg;ghLfisf; ifahSk; mYtyu; 
kw;Wk; Jiz gzpahsu;fisf; nfhz;Ls;sJ. NjitfSf;F Vw;g 
Kiwg;ghLfisf; ifahs gpuptpd; cWg;gpdu;fSf;F rpwg;G gapw;rp 
mspf;fg;gl;Ls;sJ. mtu;fs; jpwikahdtu;fshf tpsq;FtJld;> 
topfhl;Ljy;fSf;Fs; KiwghLfisf; ifahsj; Njitahd jpwd;fisf; 
nfhz;Ls;sdu;. Kiwg;ghLfisf; ifahSk; eilKiwia jpwk;gl 
epu;tfpf;fg;gLtij cWjp nra;tjw;fhf mtu;fs; rk;ge;jg;gl;l gq;Fjhuu;fs; 
kw;Wk; tzpf cupikahsu;fSld; xUq;fpize;J nraw;gLfpwhu;fs;. 
Kiwg;ghLfisf; ifahSk; gpupT ePz;l fhy tzpfk; kw;Wk; MAl; fhg;GWjp 
my;yhj fhg;GWjp Mfpa ,uz;bw;Fk; Nritfis tpupTgLj;JfpwJ. 
Kiwg;ghLfisf; ifahSk; FOthdJ> gpd;D}l;lk; kw;Wk; jPu;khdq;fs; 
njhlu;ghf Kiwg;ghl;lhsUld; njhlu;Gnfhs;Sk; nraw;ghLfis 
Nkw;nfhs;Sk;. 
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10. gpur;ridfis jPu;f;Fk; khw;W topKiwfs;  

epWtdk; toq;fpa jPu;T njhlu;gpy; thbf;ifahsu;fs; jpUg;jp milatpy;iy 
vd;why;> mtu;fspd; jq;fsJ Kiwg;ghl;bid ,yq;if fhg;GWjp xk;Gl;];Nkd; 
my;yJ ,yq;if fhg;GWjp xOq;FKiw Mizf;FOTf;F (IRCSL) 
mDg;GkhW ehq;fs; Kiwg;ghl;lhsUf;F mwpTWj;JNthk;. 

Nkw;$wpatw;iwj; jtpu> fhg;GWjp xg;ge;jj;ijg; nghWj;J njhFjp 
kw;Wk;/my;yJ fhg;GWjp xg;ge;jj;jpd; tpjpKiwfisj; jPu;khdpg;gJ njhlu;ghf 
Nkhl;lhu; kw;Wk; Nkhl;lhu; my;yhj fhg;GWjp nfhs;iffspy; kj;jpa];j 
tpjpfs; ,izf;fg;gl;Ls;sd. NkYk;> MAl; fhg;GWjpfspd; kj;jpa];j tpjpfs; 
Nru;f;fg;gltpy;iy. 

 

fhg;GWjp xk;Gl;];kd; mYtyfk; 
,y. 143A, t[puh tPjp 
nfhOk;G 5.  

 

njhiyNgrp  – +94 11 250 5542 / +94 11 250 5041  

kpd;dQ;ry; – info@insuranceombudsman.lk  

tiyjsk;  – https://insuranceombudsman.lk/  

 

tprhuizfs; gzpg;ghsu;  
,yq;if fhg;GWjp xOq;FKiw Mizf;FO 
Level 11 East Tower, World Trade Center,  

Colombo 01. 

 

njhiyNgrp  – 0112396184-9 / 0112335167 

kpd;dQ;ry; – investigation@ircsl.gov.lk / info@ircsl.gov.lk 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

mailto:info@insuranceombudsman.lk
https://insuranceombudsman.lk/
mailto:investigation@ircsl.gov.lk
mailto:info@ircsl.gov.lk
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11. Kiwg;ghLfisf; ifahSk; nrad;Kiw njhlu;ghd ntspaPL  

 

Kiwg;ghLfisf; ifahSk; nray;Kiwia vspjhfg; ghu;j;J> Gupe;Jnfhz;L 
mjw;fhd mZfiy cupa Kiwapy; toq;Fk; nghUl;L vq;fs; cs;sf 
gzpahsu;fSf;F ,iza trjpfs; toq;fg;gl;Ls;sJ. ntspthup 
thbf;ifahsu;fs; topfhl;bahfg; gad;gLj;Jtjw;fhf epWtdj;jpd; 
,izajsj;jpy; ,jw;fhd trjpfs; nra;J nfhLf;fg;gl;Ls;sJ.  

 

12. Kiwg;ghLfis gFg;gha;T nra;jy;> fz;fhzpj;jy; kw;Wk; mwpf;ifaply; 

 

a) thbf;ifahsu;fspd; Kiwg;ghLfis ifahSk; gpupthy; thbf;ifahsupd; 
fUj;J kw;Wk; Kiwg;ghLfs; mt;tg;NghJ gFg;gha;T nra;ag;gl;L> Fwpj;j 
Kiwg;;ghLfs; RUf;fkhf khjhe;j mbg;gilapy; me;je;j Jiwj; ji-
ytu;fSld; gfpu;e;J nfhs;sg;gLfpd;wd. 

 
b) Kiwg;ghLfspd; mbg;gilapy; gpur;ridf;fhd %yf; fhuzk;> VNjDk; Nrit 

,ilntspfs; kw;Wk; gpw njhlu;Gila fhuzpfisf; fz;lwptjw;fhf> 
thbf;ifahsu; Kiwg;ghLfisf; ifahSk; gpuptpdhy; epahakhfTk;> epi-
yahd KiwapYk; kw;Wk; RahjPdkhd KiwapYk; Fwpj;j gpur;rid Mokhf 
gFg;gha;T nra;tjd; %yk; Fwpj;j Kiwg;ghLfs; kjpg;gha;T nra;ag;gLfpd;wd. 
mj;Jld; mjw;F Njitahd jpUj;jq;fs; kw;Wk; jLg;G eltbf;iffSk; cupa 
Kiwapy; Nkw;nfhs;sg;gLfpd;wd. (fhyhz;L kjpg;gha;T). 

 
c) MAl; fhg;GWjp kw;Wk; nghJ fhg;GWjp gpupTfspy; ngwg;gLk; Kiwg;ghLfis  

gFg;gha;T nra;Ak; eltbf;iffs; jiyikf; FOtpdhy; fhyhz;L 
mbg;gilapy; Nkw;nfhs;sg;gLfpd;wJ. ,jw;fpilapy;> MAs; kw;Wk; nghJ 
fhg;GWjp thbf;ifahsupdhy; Kd;itf;fg;gLk; Kiwg;ghLfspd; RUf;fk; 
gpupj;njLf;fg;gl;L> xt;nthU khjKk; 10 Mk; jpfjp my;yJ mjw;F Kd; 
epu;thfj;jplk; njuptpf;fg;gLk;. 

 
d) Kiwg;ghLfisf; ifahSjy; kw;Wk; Kiwg;ghLfs; Fwpj;J epu;thfj;jpd; 

nray;jpwd; gw;wpa jfty;fs; miuahz;L mbg;gilapy; IRCSL f;F 
rku;g;gpf;fg;gLk; (xt;nthU miuahz;L fhyk; Kbtile;J 30 ehl;fSf;Fs; 
kw;Wk; jpl;lkplg;gl;l Neuk; kw;Wk; mjpfhupfshy; toq;fg;gl;l tbtj;jpd;gb 
tUlhe;j mwpf;ifaply;. 

 
e) Kiwg;ghLfs; Kfhikj;Jt nray;jpwid Nkk;gLj;Jk; nghUl;L KiwghLfs; 

fhyk; jho;j;jg;gly; kw;Wk; fhy jhkjk; njhlu;ghd gFg;gha;T  
jahupf;fg;gLfpwJ. 
 

f) Kiwg;ghLfs; njhlu;ghd jfty; kw;Wk; Mtzq;fs;> vjpu;fhyg; gjpTfs; 
kw;Wk; rl;lj; NjitfSf;fhf Kiwg;ghLfis> mjd; jd;ikapd; 
mbg;gilapy; xU epahakhd fhyj;jpw;Fg; ghJfhf;fg;gl;L> fhg;gfg;gLj;jg;gLk;. 
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,izg;G 1: Kiwg;ghL Kfhikj;Jt tpsf;fg;glk; 
Kiwg;ghLfis ifahSk; nray;Kiw Fwpj;j tpsf;fg;glk; 
 
 

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

 


