Version 1.0



Document Details

Policyholder Complaints Handling Procedure

Document Version 1.0

Originating Business Function Complaints Management Function

Document Owner /Custodian and M Shaheer Rasooldeen / Assistant General Manager —
Responsible for Maintenance Operations (Business Processes) & Relationship

Management Unit

Reviewed and Approved By Rushdi Zarook / Head of Legal, Risk & Compliance

Version E ective Date

Review Frequency Annually

Procedure Required By Regulator (Insurance Regulatory Commission of Sri Lanka)

Language Available in three languages - Sinhala | Tamil | English

Version Control

Version Notes Approval Date Issued By

1.0 Policyholder Complaints
: Management Division/ Unit




Table of Contents

Document Details 1
Table of Contents 2
Introduction 3
De nitions 3
Policyholder complaints handling procedure - Infographic 4
Indicative complaint handling timelines 4
How to make a complaint 5
To whom to address the complaint 5
Documents and information to be produced along with a complaint 6
When the complaint will be acknowledged 6
How to check the present status with regard to a complaint made 6

Designation and contact details of the ‘O cer Reviewing Appeals’:
To whom an appeal to be referred to if the complainant is not satis ed with the initial resolution 7

Alternative Dispute Resolution (ADR) mechanisms available, if the
complainant is not satis ed with the nal resolution 7



1. Introduction

This Policyholder Complaints Handling Procedure outlines the standard approach followed by Amana Takaful PLC to
ensure that policyholder complaints are acknowledged, reviewed, and resolved in a fair and timely manner. We are
committed to delivering our services with integrity, professionalism, and transparency to all policyholders. While we
strive to maintain the highest standards of service, we recognize that situations may arise where policyholders may
be dissatis ed with the service provided. In such instances, this procedure ensures that concerns are addressed

promptly, impartially, and e ectively.

To support e ective resolution of such concerns, Amana Takaful PLC maintains a comprehensive Complaints
Management Function in accordance with the Company’s Complaints Management Policy. A designated complaint
handling o cer named “O cer-In-Charge of Policyholder Complaints Management Function” oversees the process

to ensure that each complaint is handled with impartiality, clarity, and due care.

This document serves as a guide for policyholders on how to lodge a complaint and outlines the steps involved in
handling, escalating, and resolving complaints, in compliance with the Guidelines on Complaints Handling by Insurers

and Brokers (2016) issued by the Insurance Regulatory Commission of Sri Lanka (IRCSL).

2. De nitions
For the purpose of the Guidelines on Complaints Handling by Insurers and Brokers (2016), following de nitions are

applicable for this procedure:

‘Complaint’ - An expression of dissatisfaction made to an insurer or broker about the services provided by such

insurer, broker or an agent.

‘Complainant’ - A person who has made a complaint to an insurer or a broker.

‘O cer-In-Charge of Policyholder Complaints Management Function’ - Designated senior managerial personnel of
the insurer who holds primary responsibility for overseeing, managing, and ensuring the e ective, fair, and timely

handling of policyholder complaints.

‘O cer Reviewing Appeals’ - The Principal O cer or Specied O cer of the insurer serving as the second level of
complaint escalation, responsible for resolving appeals e ciently and e ectively while safeguarding policyholder

interests.
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4. Indicative complaint handling timelines

The timelines provided below represent the minimum standards prescribed under the Guidelines on Complaints
Handling by Insurers and Brokers, 2016 for handling policyholder complaints.

Process Turnaround Time (TAT)
Acknowledgement of the complaint Within 3 working days from the date of receipt
Resolution of complaint and communication Within 14 working days from the date of receipt
to the complainant on the resolution or (Complainant shall be kept informed on a continuous
any delays in resolution basis until a resolution is provided)

Acceptance of appeals Within _30 days from date of communicating the

resolution or response
Response to an appeal made - .
against a resolution provided Within 30 days from the date of receipt of the appeal

* These timelines may be extended in situations where the complaint is complex in nature. Such complexity may

arise due to various factors and if this occurs, we will explain the reasons for the delay and keep you updated until
the matter is fully resolved.




5. How to make a complaint

Complaints may be submitted in Sinhala, Tamil, or English. Responses will be communicated in the same language in
which the complaint is made.

We provide multiple convenient channels for policyholders to submit complaints regarding any dissatisfaction with
our products or services. Our dedicated Policyholder Complaints Management Team can be contacted through any of
the communication methods listed below:

Mode of Communication Contact Number/ Address/ E-mail Address

Verbally

i.Telephone Direct Line - +94117501000
Mobile - +94775478828

660 1/1, Galle Road, Colombo 03 In addition, you can
lodge your complaint by reaching out to any of our branches.

ii.Visiting

i. Email customercare@takaful.lk

ii. Fax +94112597429

iii. Post 660 1/1, Galle Road, Colombo 03
iv. Online https:/iwww.takaful.Ik/

6. To whom to address the complaint

Your complaints should be directed to the O cer-In-Charge of the Policyholder Complaints Management Function.

Direct Contact of O cer-In-Charge of Policyholder Complaints Management Function

Name M Shaheer Rasooldeen

Designation Assistant General Manager — Operations
(Business Processes) & Relationship Management Unit

Address 660 1/1, Galle Road, Colombo 03
Direct Line +94117501000
Mobile +94775478828
Fax +94112597429

E-mail customercare @takaful.lk




7. Documents and information to be produced along with a complaint
A policyholder may lodge a verbal complaint through the call center; however, it is strongly recommended to submit
a written complaint along with the following documents/information to gather all relevant evidence and information

in investigating a complaint.

i. A written complaint letter, clearly stating the Policyholder’s full name, address, Policy Number, or
the National Identity Card (NIC) number.

ii. A detailed outline of all relevant events, including any circumstances or occurrences that may have
a bearing on the complaint.

iii. Copies of all supporting documents related to the matter, such as letters,

quotations, and previous correspondence.

iv. Proof of any losses sustained, where applicable.

v. A statement specifying the expected resolution or remedial action the complainant believes is
necessary to address the issue.

vi. Any additional documents or information that the Company may reasonably request based

on the nature and complexity of the complaint.

8. When the complaint will be acknowledged
All complaints will be registered and acknowledged within 3 working days of receipt via a [SMS/ Letter/ Email]. A
reference number for each complaint will be provided along with the acknowledgement. The acknowledgement

contains the name, designation, and contact details of the o cer to be contacted by you in relation to the complaint.

Further, if a resolution can be provided to a complaint within 3 working days, the resolution will also be

communicated along with the acknowledgement.

9. How to check the present status with regard to a complaint made

Policyholders can simply check the present status of the complaint by contacting our Call Center on +94117501000 or
Complaint Management Division/Unit on +94775478828. In addition, any communication channel used to lodge the

complaint, as mentioned in Section No. 5 above, may also be used to track its progress. When making a status inquiry,
policyholders are required to provide the unique reference number assigned to their complaint to facilitate prompt

assistance.

10. Designation and contact details of the ‘O cer Reviewing Appeals’: To
whom an appeal to be referred to if the complainant is not satis ed with
the initial resolution

Policyholders may submit an appeal to the ‘O cer Reviewing Appeals’ if they are not satis ed with the initial
resolution provided by the Company’s Complaints Management Division/Unit. The O cer Reviewing Appeals who is
the Principal O cer or Speci ed O cer of the Company serves as the second level of complaint escalation within the

Company, ensuring that complaints are resolved e ciently and e ectively while safeguarding policyholder interests.



Direct Contact of the ‘O cer Reviewing Appeals’

Name Siva Karthigun

Designation &IJKGH (ZGEWVKXG 2\EGT
Address 660 1/1, Galle Road, Colombo 03
Direct Line +94117501000

Mobile -

Mobile -

Fax +94112597429

E-mail karthigun@takaful.lk

11.Alternative Dispute Resolution (ADR) mechanisms available, if the
complainant is not satis ed with the nal resolution

If policyholders are not satis ed with the nal resolution provided by the Company upon completion of the appeal
process, they may seek further redress by pursuing any of the Alternative Dispute Resolution (ADR) mechanisms listed
below, which are available as external dispute resolution options.

ADR Mechanisms Available

Mechanism The Sri Lanka Insurance Ombudsman Insurance Regulatory Commission of Sri Lanka
Address ) ) o
The Sri Lanka Insurance Ombudsman Director - Investigation
No 1, Bethesda Place Insurance Regulatory Commission of Sri Lanka
Colombo 05 Level 11, East Tower
World Trade Centre
Colombo 01
Contact 011-2505542/ 011-2505041 011-2396184-9/ 011-2335167
Number
Email info@insuranceombudsman.lk investigation@ircsl.gov.lk info@ircsl.gov.lk
Website insuranceombudsman. Ikhttp://ircsl.gov.lk
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1ye oskauu

fuu rlalk Tmamq ysfihkaf.a mefiKs,s fufyhufi [%shdmamdah uOska rlalk Tmamq ysfihkaf.a mefiKs,s idOdrK iy laki whgRka
ms<s.ekSu" iudf,dapkh Isiu iy Gifu iy;sl Isiu ilyd wudkd :;ld*q,a mSt,aiS iud.u Giska wkq.ukh Irkq ,nk iiu;

m%fdYh olajd we;' ish"u rlalK Tmamgq ysfihka fik wLKav;dj" jD;a;Sh Ndjh iy Ukstuo Ndjthka hq;=j wmf.a fiajdjka
iemhSug wms lemu isauq' by<u fiajd m%fi;Ska mj;ajd .ekSug wm W;aidy Irk w;ru" imhkq ,nk fiajdj ms<snl|j rlalk Tmamq
ysfihka ;:Dma;shg m;a fkdjk wjia:d u;= Gh yels nj wms ms<s.ksuq' tjeks wijia:djkays§" fuu I%shdmamdah uOska tIS .eg”

lakfka" wmlalmd;Sj iy M,odhS f,i Gi£u iy;sl Irhs.

tieks .eg” M,odhS f,i Gi£ug iydh tu ilyd" wudkd kld*g,a mSt,aiS iud.u" iud.fi mefiKs,s I<ukdirK m%;sm;a;shg
wkql+,j mage,a mefiKs,s I<ukd IrK Id%hhla mj;ajd f.k hhs' iEu mefiKs,a,lau wmlalmd;Sj" meyeE,sj iy ksis ie,ls,af ka
ha;=j yigrejk nj iy;sl Isiu ilyd ~ rlalk Tmamq ysfihkaf.a mefiKs,s I<ukd IrK Id¥%hh Ndr ks,OdRhd~ f,i ki Irk

,0 mefiKs,s fufyhufi ks,0dRfhl= fuu 1%shdj,sh wélalKh Irhs'

fuu f,aLkh rlalk Tmamgq ysfihkag mefiKs,a,la bERm:;a Irkafka flfiao hkak ms<sn| u. fmkatula f,i 1%shd Irk w;r"* Y%S ,xId
rlalK kshduk fldfilka iNdj tiska ksl=;a Irk ,0 rlalK Irejka iy ;e/dlrejka tGiska mefiKs,s fufyhuu ms<sn|

ud¥sf.damfoaYhkag ~2016& wkql+,j mefiKs,s yeisruu" by< ks,Odika fj; frduq Isiu iy Gifu iinkaO mshjrhka olajhs.

2. W% oelaui
rlalK Irejka iy ;e/dlrejka tiska mefiKs,s fufyhtu ms<sn| ud¥f.damfoaYhka ~2016& ys wrugK ilyd" fuu 1%shdmamdah

fikgfika my; ilyka w¥a: oelaui wod< f6:

‘mefKs,a; - rlalKlrefjl=" ;e/dlrefjl= fyda ksfhdad;fhl= tviska imhkq ,nk fiajdjka ms<sn|j tIS rlalKlre
ke/dlre fyda ksfhdad; fj; m%ldY Irk ,0 w;Dma;su;a Ndjhls.

‘mefKs,slre’ - rlalKlrefjl= fyda ;e/8lrefjl= fj; mefiKs,a,la bERm;a Irk ,0 ;eke;a;d

‘rlalKk Tmamgq ysiihkaf.a mefKs,s I<ukdIrK Id¥hh Ndr ks,OdR - rlalK Tmamq ysfihkaf.a mefiKs,s M,odhS"
idOdrK iy 1&ki f,i yeisrau wélalKh Isifi" I<ukd Irkh Isifi* iy iyksl Isifi uQ,sl j.ISu ork rlalK Ire
Giska ki Irk ,o rlalKlref.a fcHIaG I<ukdldi;ajfha ks,0dRfhls

‘wNshdpkd iudf,dapkh Isifi ks,0dR - rlalk Tmamq ysfihkaf.a wjYH;d igrlals; Irk w;ru" wNshdpkd Id¥%hlaluj
iy M,odhS f,i Gifu ilyd j.Ishkq ,nk" mefiKs,s by< ks,Odika fj; fhduq Isifi fojk uUgu f,i 1%shd Irk
rlalKlref.a m%0Odk ks,0dRhd fyda ksYaN; ks,0dRhd



3. rlalKk Tmamq ysiihkaf.a mefiKs,s fufyhufi [%shdmamdah ms,sn| m%ia:df|
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4. mefKs,s fufyhuu ilyd jk 034YI Id,iSudjka

my; olajd we;s Id, iSudjka" rlalK Tmamq ysfihkaf.a mefiKs,s fufyhtu ilyd * rlalKlrejka iy ke/Blrejka tiska mefikKs,s
fufyhuu ms<sn| ud¥f.damfoaY" 2016'hgf;a kshu Ir we;s wju m%fi;Ska ksrEmKh Irhs.

1%shdj,sh m%;spdr oelaufi Id,h
mefiKs,a, Ndr.;a nj oekqigu mefiKs,a, ,engKq Ek isg jev Irk Ek 3 la we;=<;
mefiKs,a, Uifu iy Gi+u fyda GiEfi mefiKs,a, ,enqKq Ek isg jev Irk Ek 14 la we;=<; “ji+ula ,nd
m%udohka ms<sn|j mefiKs,slre fj; oekqigu fok f;la mefiKs,slre wLKavj oekgj;a Ir ;eih hg;=h
wNshdpkd Ndr .ekSu ti+u fyda m%;spdrh oekqi yka Ek isg Ek 30la we;=<;
,nd yka Gi+ulg tfrysj Irk ,0 S a .
wNshdpkhlg m%:spdr oelatiu wNshdpkh ,engKq Ek isg Ek 30 la we;=<;

* mefiKs,a, iajNdjfhkau ixIS¥K jk wijia:djkays§ fuu Id,iSudjka §¥.> Gh yel' GUO idOl fya;=fika tjeks ixIS¥aKNdjhla
we;s Uh yels w;r" tfia isy jgjfyd;a" m%udohg fya;= wms meyeE,s Ir fok w;r .eg’j iimQ¥zKfhka uilk f;la ta iinkaOfhka
Tnj hdj;ald,Sk fldg ;nkafkug.



5. mefiKs,a,la bERm:a Irkafka flfiao@

mefiKs,s isxy," fou< fyda bx.%Sis Ndld j,ska bERm;a I< yel' mefiKs,a, bERm;a Irk ,0 Ndldfjkau m%:;spdr o ikaksfGokh
Irkq we;.

wmf.a kslamdok fyda fiajdjka ms<sn|j mj;sk Isishi w;Dma;su;a Ndjhla iinkaOfhka rlalk Tmamq ysfihkag mefiKs,s bERm;a
Isiu ilyd wms myiq 1%u Isysmhla ,nd fokafkuq' ta ilydu lem jQ wmf.a rlalk Tmamq ysfihkaf.a mefiKs,s I<ukdIrK IKavdhu
my; ,ehsia;=.; Ir we;s "kEu ikaksfdok 1%uhla yryd iinkaO Ir .; yel:

ikaksfook 1%uh yrl:k wxlh ,smskh GoHg;a ;eme,a ,smskh

jdNI ikaksfGokh

i.yri:k yri:k wxlh - +94117501000
cx.u yrl:k wxlh - +94775478828
ii.mefiK yuqui 660 1/1, .d" mdr" fld<U 03 6g wu;rj" wmf.a "kEu YdLdjla

yd iinkaO tfukao Tng mefiKs,a, bERm;a I< yel'

sA: ikaksféokh

i. UoHq;a ;emE, customercare@takaful.lk
ii. Fax +94112597429

iii. ;emE, 660 1/1, .d” mdr" fld<U 03
iv. ud¥a..; https://www.takaful.lk/

6. menkKs,a, fhduq I< hg;af;a Id fj;go@

Tnf.a mefiKs,s rlalk Tmamgq ysfihkaf.a mefiKs,s I<ukdIrK Id¥shh Ndr ks,0dRhd fj; fhduq I< hqg;=h'

Tmamq ysfihkaf.a mefiKs,s I<ukdIrK Id%hh Ndr ks,OdR3hdf.a iDcq iinkaO;d f;dr;=re

ku ti" iyS%a riQ8ka

K;=r iyldr idudkHdéld - fufyhqi AjHdmdRI [%shdj,s& iy in|;d
I<ukd IrK tallh

,smskh 660 1/1,.d" mdr" fld<U 03

yri:k wxlh +94117501000

cx.u yrl:kh +94775478828

*elaia +94112597429

GoHg;a ;emE, customercare @takaful.lk




7. mefiKs,a,la iud® bERm:a I< hq;=f,aLk iy f;dr;=re

rlalk Tmamgq ysfifhl=g weu;=i uOHia:dkh yryd jdNI mefiKs,a,la isy I< yel! flfia fj;;a" mefiKs,a,la Gu¥aYkh Isifi§
wod< ish"u idlals iy f:dr;=re /ialr .ekSu ilyd my: ilyka f,aLk f;dr;=re iu® ,sA; mefiKs,a,la bERmKka Isiu" ;rfha
ks¥foaY Irkq ,efi.

i. rlalk Tmamq ysfihdf.a iimg¥%K ku" ,smskh" Tmamq wxlh fyda cd;sl ye+kgim;a wxlh meyeE,sj ilyka I< ,sA; mefiKs,s

,smshla.

i. mefiKs,a,g n,mEula we;s I< yels "kEu ;;a;ajhla fyda isyuula we;=¢" wod< ish¢, isyui ms<sn| ilia;rd;aul o< igykla.

ii. ,sms" fi, .Kka iy fmr ,sms yqjudre jeks mefiKs,a,g wod< ish"u wdOdrl f,aLkj, msgm;a.

z

. wod< jk wjia:d },8" isy jQ hi w,dNhka ms<sn| idlals.

<

.eg’j Uifu ilyd wjYH hehs mefiKs,slre GYajdi Irk wimalals; Gi+u fyda ms<shi 1%shdud¥.h olajk m%ldYhla.
vi. mefiKs,af,a iajNdjh iy ixIS¥K;ajh u; mokij iud.u Giska idOdrK f,i b,a,d isah yels "kEu w;sf¥l f,aLkhla fyda

f:dr;=rla.

8. mefiKs,a, Ndr.;a nj okajkq ,nkafka ljodo@

ish'u mefiKs,s ,ef jev Irk Ek 3 la we;=<;  fla mKsjqv ,sms UoHg;a ;emE,& yryd ,shdmExN Ir Ndr.;a nj oekqji fokgq
.efi' Ndr.;a njg Irk oekgi 8u iud tla tla mefiKs,a, ilyd fhdug wxlhla ,nd fokq we;' fuu oekqi §fi" mefiKs,a,
iinkaOfhka Tn diska iinkaO Ir .; hqg;= ks,0dRhdf.a ku" ;k;=r iy iinkaO;d Gia;r we;=<;a f0

;j0" jev Irk Ek 3la we;=<; mefiKs,a,lg ti+ula ,nd Eh yels ki" tu Gi+u o Ndr.;a nj oekgi §u iuOu ikaksféokh

Irkq we;'

9. isy I< mefiKs,a,l j;auka ;;a;ajh milald Irkafka flfiao@

rlalk Tmamgq ysfihkag wmf.a weu;=i uOH ia:dkh =94117501000 Tiafia fyda mefiKs,s I<ukd IrK wxYh$tallh 94775478828
Tiafia iinkaO Ir .ekSfuka mefiKs,af,a j;auka ;;a;ajh milald I< yel' 6g wu;rj" mefiKs,af,a m%.;sh ksilalKh Isiu ilyd

by; wxl 5 ys ilyka Ir we;s mefiKs,a, bERm;a Isiug Ndu;d Irk ,0 "kEu ikaksfook kd,sldjlao Ndu;d I< yel' ;;a;ajh

ms<sn| GuiSul§" ta iinkaOfhka l&ki iydhla ,nd §ug myig tu ilyd rlalKk Tmamgq ysfihka ;u mefiKs,a,g wod< iqufyalS

fhdug wxlh ,nd Eh hg;=h.

10. wNshdpkd iudf,dapk ks,OdRRhdf.a ;k;=r iy iinkaO Ir.; yels wdldrh

uQ,sl Gi+~u ms<sn|j mefkKs,slre iEySulg m;a fkdjkafka ki wNshdpkhla fhduq
I< hg;af;a ld fj;go@

iud.fi mefiKs,s I<ukd IrK wxYh tallh tiska ,nd fok ,0 uQ,sl Gi~u ms<sn|j rlalk Tmamq ysfihka iEySulg m;a

fkdjkafka ki" Tjgkag .wNshdpkd iudf,dapk ks,0dRhd. fj; wNshdpkhla bERm;a I< yel' iud.fi m%Odk ks,Odrfhl= fyda
ksYaN; ks,0dRfhI= jk wNshdpkd iudf,dapk ks,0dRhd" rlalk Tmamq ysfihkaf.a wjYH:d igrlals; Irk w;ru mefiKs,s
ld¥%hlaluj iy M,odhS f,i Gifu iy;sl Irfika" iud.u ;=< mefiKs,s by< ks,Odika fj; fhduq Isifi fojk uUgu f,i

[%shd Irhs'



‘wNshdpkd iudf,dapk ks,OdRhdf.a’iDcq iinkaO;d

ku isj 1d%4;s.ka

k;=r m%0Odk uOdhl ks,Odi
,smskh 660 1/1, .d" mdr" fld<U 03
yrl:k wxlh +94117501000

cx.u yrl:kh -

*elaia +94112597429

UoHg;a ;emE, karthigun@takaful.lk

11lwijika Gi+u ms,sn| meiiKs,slre ;Dma;su;a tkdfd ki Ndu; I< yels wdrjq,a
GIEfi ul,am hdka;%Khka

wNshdpkd 1%shdj,sh wjidkfha iud.u tiska ,nd fok ,0 wjidk Gi+u ms<sn|j rlalk Tmamq ysfihka iEySulg m;a fkdjkafka ki"
Tijgkag ndysr wdrjg,a GiEfi al,am f,i my; ,ehsia;=.; Ir we;s "kEu wdrjg,a Gi£fi Gl,am hdka;%Khla wkq.ukh Isifuka
jeayr iykhla ,nd .; yel'

NdU; I< yels wdrjq,a Gi£fi tl,am hdka;%Khka

hdka;%Kh Y%S ,xld rlalK Tingaiauka Y%S ,xld rlalK kshduk fldfilka iNd]

,smskh .
Y%S ,xld rlalK Tingaiauka" wxl 1' wOHIal - Gu3YK" Y%S ,xId rlalK kshduk fldfilka
fnf;iavd fmfoi" fld<U 05 iNdj" 11 jk uy," kef.kysr I=¢ K" f,dal fi<|

uOHia:dkh" fld<U 01

zvf)'d'; 011-2505542/ 011-2505041 011-2396184-9/ 011-2335167
UoHg;a ;emE, info@insuranceombudsman.lk investigation@ircsl.gov.lk info@ircsl.gov.lk

fji wvih insuranceombudsman. Ikhttp://ircsl.gov.lk




ANDROID APP ON Available on the

P Google Play App Store



1.0,izg; gjpg;G



Mtzk; gw;wpa tpguk;

Mtzj;jpd; ngau;: fhg;GWjpjhuu;fspd; Kiwg;ghLfis
ifahs;tjw;thd eilKiw

Mtz ,izg; gjpg;G: 1.0

Mtzj;ij jahupj;j tpahghug; gpupT: Kiwg;ghLfis Kfhik nra;Ak; gpupT

vk;.r'Pu; u#y;jPd; / cjtpg; nghJKfhikahsu;-
eltbf;iffs; (tpahghu eilKiw) kw;Wk; njhlu;Gfs;
Kfhikj;Jt myF

Mtzj;jpd; cupikahsu;/nghWg;ghsu;
kw;Wk; guhkupg;Gg; nghWg;ghsu;:

kPsha;T nra;J mq;fPfhukspj;jJ: Rushdi Zarook / Head of Legal, Risk &
Compliance

€3] ,izg; gipg;G mKyhFk; jpfip: 1205/ 2026

kPsha;T nra;AKk; jlitfs;: tUlhe;jk;

I ) ) xOdq;FWj;Jif epWtdk; (,yq;if fhg;GWijp
eilKiw mtrpag;gLtJ: xOq:FgLjijy; Mizf;FO)

nkhop: rpg;fsk;  |ikpo; |Maq;fpyk; Mfpa %d;W nkhopfspy;

Jizg; gjpg;G fl;Lg;ghL

mDKkjpf;fg;al;! jpfip gpwg;gpjijtu;

Fwpj;j myF / gpupTf;F fhg; GWipjhuu;fspd; Kiwg;ghLfis
gupkhw;wg:gl:1J 12/5/2026 Kfhik nra;Ak; gpupT / myF




cs;slf:fk;

Mtzk; gw;wpa tpguk;

izg; gipg;G fl;Lg;ghL

cs;slf;fk;

mwpKfk;

nghUs; tpsf;fk;

fhg;GWijpjhuu;fspd; Kiwg;ghLfis ifahSk; eilKiw gw;wpa tpsf;fg; glk;
TTeoeee|'WET wifefoe%o~..cewe®~e~—wetwoew—|’

Kiwg;ghnlhd;iw Kd;itg;gJ vg;gb?.

Kiwg;ghl;il ahuplk; rku;g;gpf;f Ntz;Lk;?.

Kiwg;ghl;LId; rku;g;gpf;fg;gl Ntz;ba Mtzq;fs; kw;WKk; jfty;fs;

Kiwg;ghl;il nghWg;Ngw;wjhf mwptpg;gJ vg;NghJ?.

Kd;itf;fg;gl;| Kiwg;ghl;bd; jw;Nghija epiyia guPl;rpg;gJ vg;gh?

Nkd;KiwaPI;L kPsha; T mjpfhupapd; gjtp kw;Wk; njhlu;Gnfhs;sf; $ba topKiw:
Muk;gj; jPu;T gw;wp Kiwg;ghl;lhsu; jpUg;jpnths;stpy;iy vdpy;>Kiwg;ghl;lhsu;
ahuplk; Nkd;KiwaPL nra;a Ntz;Lk;?.

Wijpj; jPu;T njhlu;gpy; Kiwg;ghl;lhsu; jpUg;jpailahj gl;rj;jpy; gad;gLj;jf;$ha
gpzf;Fj; jPu;T khw;W topKiwfs;



1.mwpKifk;

e fhg;GWjpjhuu;fspd; Kiwg;ghLfisf; ifahSk; eilKiwapd; %yk; fhg;GWjpjhuu;fspd;
Kiwg;ghLfs; epahakhd kw;Wk; tpiuthd Kiwapy; ngwg;gl;L> Kjpg;gha;T nra;ag;gl;L> jPu;f;fg;gLtij
cWip nra;tjiw;fhf mkhdh jthGy; iy#/g; gpvy;rp gpd;gw;WK; epiyahd mZFKiwia tptupf;fpwd.

midj;J  fhg;GWijpjhuu;fSf,Fk;  Neu;ik>  njhopy;Kiw  kw;WkK;  ntspg;gilj;jd;ikAld;  va;fs;
Nritfis toq;f ehq;fs; flikg;gl;Ls;Nshk;. ehq;fs; kpf cau;e;j Nritj; juj;ijg; guhkupf;f
Kad;whYk;> ehq;fs; toq;Fk; Nritapy; fhg;GWjpjhuu;fs; mjpUg;jp milAk; re;ju;g;ga;fs; Vw;glyhk;
vd;gij ehqg;fs; czu;fpNwhk;. mjjifa re;ju;g;9q;fspy;> ,e;jg; gpur;rpidfs; cldbahfTk;>
ghugl;rkpd;wpAk;> jpwk;glTk; jPu;f;fg;gLtij ,e;j eilKiw cWjp nra;fpwd.

JNghd;w  rpfifyifis);  jpwk;alj;  jPu;g;giw;F  cjTtjw;thf> mkhdh jthGy; iy#/g; gpvy;rp>
epWtdj;jpd; Kiwg;ghl;L Kfhikj;Jtf; nfhs;iff;F ,zq;f xU tpupthd Kiwg;ghl;L Kfhikj;Jtg;

gpupitg; guhkupf;fpwd. xt;nthU  Kiwg;ghLk; ghuglrkpd;wp> njspthf kw;Wk; cupa ftdj;Jld;
ifahsg;gLtij cWijp nrastjw;thf> ,e;jr; nray;Kiw "fhg;GWijpjhuu;fspd; Kiwg;ghLfis
Kfhiknra;Ak; gzpf,Fg; nghWg;ghd mjpfthup” vd epakpf;fg;gl;l Kiwg;ghLfis ifahSjy;
mjpfhupahy; Nkw;ghu;itaplg;gLfpwd.

yq;if fhg;GWijp xOq;FgLj;jy; Mizf;FOtpdhy; ntspaplg;gl;l fhg;GWijpjhuu;fs; kw;WKk; jufu;fspd,;
Kiwg;ghLfisf; ifahSjy; njhlu;ghd topfhliLjy;fs; (2016) f;F ,zqg;f> Kiwg;ghl;il vt;thw

gipT nra;td vd;gJ Fwpj;Jd fhg;GWijpjhuu;fSf;thd topfhl;bahf ,e;j Mtzk; tpsq;Ffpwd. NkYk;>
Kiwg;ghLfisf; ifahSjy;> cau; mjpfhupfSf;,F Mw;Wg;gLj;Jjy; kw;Wk; jPu;g;gjpy; cs;s
gbepiyfisAk; ,J tptupf;fpwd.

2. nghUs; tpsf;fk;
fhg;GWjpjhu;fs; kw;Wk; jufu;fshy; Kiwg;ghLfisf; ifahs;tdJ Fwpj;j topfhl;Ljy;fs; (2016),d;
Nehf;fj;jpw;thf> ,e;j eilKiwapd; Nehf;fq;fSf;fhfg; gpd;tUk; nghUs; tpsf;fq;fs; nghUe;Jk;:

‘Kiwg;ghL ' - xU fhg;GWijpjhuu;> jufu; my;yJ Kiftu; tog;Fk; Nritfs; Fwpj;J me;j fhg;GWijpjhuu;>
jufu; my;yJ KftUf;F ntspg;gLj;Jk; mjpUg;jp epiyahFk;.

‘Kiwg;ghl;lhsu; "~ xU thg;GWjpjhuUf;F my:;yJ jufnuhUtUf;F Kiwg;ghl;il Kd:itj;j egu:;.



3. fhg;GWjpjhuu;fspd; Kiwg;ghLfis ifahSk; eilKiw gw;wpa
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Re Appeal / wNshdpkh / Nkd;KiwaPL

4. Kiwg;ghLfis ifahs;tjw;fhd cj;Njr fhyf;nfL

fPNo nfhLf;fg;gl;Ls;s thyf;nfLthdJ> fhg; GWijpjhuu;fsplkpUe;J tUk; Kiwg;ghLfisf; ifahs;tjw;f-
hf> ‘thg;GWijp epWitdq;fs; kw;Wk; jufu;fshy; Kiwg;ghLfisf; ifahs;tjw;fhd topfhl;Ljy;fs;>
2016"-,d; fPo; epu;zapf;fg;gl| Fiwe;jgl:r juepiyfisf; Fwpf;fpwJ

eilKiw gipyspf;Fk; fhyk;

Kiwg;ghl;il nghWg;Ngw;wjhf Kiwg;ghL fp|lf;fg;ngw;w ehs; njhlf;fk; Ntiy

mwptpj;jy nra;Ak; 3 ehl;fSf;Fs;

Kiwg;ghl;il jPu;j;jy; kw;,Wk; jPu;Tfs; Kiwg;ghL fpilf;fg;ngw;w ehs; njhlf;fk; 14 Ntiy
my;yJ jPu;g;gjd; jhkjq;fs; Fwpj;J ehl;fSf;Fs;. (jPu;T toq;fg;gLk; tiu Kiwg;ghl;lhsiu
Kiwg;ghl;IhsUf;F njupag;glj;jy;. njhlu;e;J njspTgLj;jp tu Ntz;Lk;.)

Nkd:KiwaPLil nghWg;Ngw;wy:. jPu;T my;yJ gjpy; mwptpf;fg;gl;| ehs;njhlf;fk; 30

ehl;fSf;Fs;
toq;fg;gl;l jPu; Tf;F vjpuhf nra;ag;gl;l Nkd;KiwapL fpilf;fg;ngw;w ehs; Kjy; 30
Nkd:KiwaPLLf;F gipyspi;jy- ehlfSfFs;

* Kiwg;ghl;bd; jd;ik rpf;fyhdjhf ,Uf;Fk; Neuq;fspy; ,e;jf; thyf;nfL ePl;bf;fg;glyhk;. gy;NtW
fhuzq;fshy; ,j;jifa rpf;fy; Vw;glyhk;> mt;thW Neu;e;jhy;> jhkjj;jpw;fhd fhuzq;fis ehqg;fs;
tpsf;fp> gpur;rpid KOikahfj; jPu;f;fg;gLk; tiu cq;fSf;Fj; jfty; njuptpg;Nghk;



5. Kiwg;ghl;il rku;g;gpg;gJ vg;gb?

Kiwg;ghLfis rpg;fsk;> jkpo;> my;yJ mq;fpy nkhopfspy;
g;gl;1 nkhopapNyNa gjpyspg;Gk; toq;fg;gLk;.

rku;g;gpf;f KbAk;. Kiwg;ghLfs; rku;g;gpf;f-

vkJ cw;gj;jpfs; my;yJd Nritfs; njhlu;ghf VNjDk; mjpUg;jpepiy fhzg;gLkhapd; fhg;GWijpjhuu;fS
f;F Kiwg;ghLfis rku;g;gpg;gjw;F ehk; ,yFthd topKiwfs; rpytw;iw Kd;itf;fpd;Nwhk;. mjw;fhf

mu;g;9zpg;Gld; nrayhw;Wk; vkJ fhg;GWijpjhuu;fspd;

njhlu;ghly; Kiw

tha;%ykhd njhlu;ghly;

i.njhiyNgrp

njhiyNgrp; ,yf;fk;/

Kiwg;ghl;L Kfhikj;Jtf; FOit ,q;F fPNo

Kftup;/

njhiyNgrp ,yf;fk;- +
ifalf;f njhiyNgrp ,y- +

94117501000
94775478828

ii.tUif je;J resjpjiiy;

vOj;J%y njhlu;ghly;

660 1/1, fhyp tPjp> nfhOk;G 03 ,tw;Wf;F Nkyjpfkhf
vkJ VnjDnkhU fpisAld; njhlu;G nfhs;tjd;
%ykhfTk; cq;fSf;F Kiwg;ghLfis rku;g;gpf;f KbAk;.

i. kpd;dQ;ry; customercare @takaful.lk

ii. ngf;]; +94112597429

iii. jghy; 660 1/1, fhyp tPjp> nfhOk;G 03
iv. epfo;epiy https://www.takaful.lk/

6. Kiwg;ghl;il ahuplk; rku;g;gpf;f Ntz;Lk;?

cq;fsJ Kiwg;ghLfis fhg;GWijpjhuu;fsd Kiwg;ghLfis Kfhiknra;Ak; tplaj;jpw;Fg; nghWg;ghd

mjpfhupaplk; rku;g;gpj;jy; Ntz;Lk;.

fhg;GWijpjhuu;fsd Kiwg;ghLfis Kfhiknra;Ak; tplaj;jpw;Fg; nghWg;ghd

mjpfhupapd; Neub njhlu;ghly; jfty;

ngau; vk;. r'Pu; u#y;jPd;

gjtp cjtpg; nghJKfhikahsu; eltbf;iffs; (tpahghu
eltbf;iffs;) kw;WKk; njhlu;Gfs; Kfhikj;Jt myF

Kftup 660 1/1, thyp tPjp> nfhOk;G 03

njhiyNgrp ,yf;fk; +94117501000

ifalf;fj; njhiyNgrp ,yf;fk;

+94775478828

ngf];

+94112597429

kpd;dQ;ry;

customercare @takaful.lk

kpd;dQ;ry; Kftup




7. Kiwg;ghl;LId; rku;g;gpf;f Ntz;ba Mtzq;fs; kw;WKk; jfty;fs;
fhg;GWjpjhuu; xUtUf;F miog;G ikaj;jpD}Ihf tha;nkhopahf Kiwg;ghl;il mspf;fyhk;.. ,Ug;gpDk;>
xU  Kiwg;ghl;il  tprhupf,Fk;NghJ  njhlu;Gila  midj;J  Mjhug;fisAk;  jfty;fisAk;
Nrfupg;gjw;fhf>  gpd;tUk; Mtzq;fs;/jfty;fSId;  Kiwg;ghl;ilr;  rku;g;gpf;FkhW  td;ikahfg;
gupe;Jiuf;fg;gLfpwd

i. fhg;GWijpjhuupd; KOikahd ngau;> Kftup> thg;GWijp ,yf;fk; my;yJ Njrpa milahs ml;il
Y njspthf Fwpg;gpl;l vOj;J%ykhd Kiwg;ghl;Lf; fbjk;

ii. Kiwg;ghl;bw;F jhf;fj;ij Vw;gLj;jf;$ba ve;jnthU epiyikNah my;yJ rk;gtk; cs;slq;fyhf
njhlu;Gila midj;J rk;gtq;fs; njhlu;ghf tpupthd tiuginkhd; W

iii. fhjq;fs;> tpiyfs; kw;Wk; Kd;id fbjg; gupkhw;wq;fs; Nghd;w Kiwg;ghl;LId; njhlu;Gila
midj;J cjtp Mtzq;fspdJk; gpujpfs;

iv. njhlu;GgLk; re;ju;g;gq;fspy; ,Ik;ngw;w VNjDK; el;lg;fs; Fwpj;j rhl;rpfs;

v. gpzf;if jPu;g;gjw;F mtrpak; vd;gjhf Kiwg;ghl;lhsu; ek;Gfpd;w vjpu;ghu;f;fg;gl;l jPu;Tfs; my;yJ
jahu; eltbf;iffis Fwpf;Fk; mwptpg;G

vi. Kiwg;ghl;bd; jd;ik kw;Wk; rpf;fy; epiyapd; mbg;gilapy; epWtdk; epahakhd Kiwapy;
NfhUtjw;F KbAkhd VNjDnkhU Nkyjp Mtzk; my;yJ jfty;

8. Kiwg;ghl;il nghWg;Ngw;wjhf mwptpg;gJ vg;NghJ?
midj;Jg; Kiwg;ghLfSk; ngwg;gl;l 3 Ntiy ehl;fSf;Fs; gjpT nra;ag;gl;L> fbjk;/kpd;dQ;ry; %yk;

nghWg;Ngw;wjhf mwptpf;fg;gLk;. xt;nthU Kiwg;ghl;Lf;Fk;> mJ ngwg;gl;ljw;fhd mwptpj;jYld;> xU
njhlu;G ,yf;fk; toq;fg;gLk;. ,e;j mwptpj;jypy; Kiwg;ghL njhlu;ghf ePq;fs; njhlu;G nfhs;s Ntz;ba
mjpfhupapd; ngau;> gjtp kw;WKk; njhlu;G tptug;fs; miq;fpapUf;Fk

NkYk;> 3 Ntiy ehl;fSf;Fs; Kiwg;ghL njhlu;gpy; jPu;tpidg; ngw;Wf;nfhLf;f KbAkhdhy;> me;jj;
jPu;tpidAk; nghWg;Ngw;wjhf nra;ag;gLk; mwptpj;jNyhL njhlu;ghly; nra;ag;gLk;

9. Kd;itf;fg;gl;l Kiwg;ghl;bd; jw;Nghija epiyia guPl;rpg;gJ
vg;gb

fhg;GWijpjhuUf;F  vkJ njhiyNgrp miog;G ikaj;jpd; 94117501000 ,yf;fj;jpD}hf my;yd
Kiwg;ghl;L  Kfhikj;Jtg;  gpupT#/myfpd; 994117501000 ,yf;fj;jpD}hf  njhlu;Gnfhz;L
Kiwg;ghl;bd;  jw;Nghija epiyia guPlrpf;f  KbAk;. NkYk;> NkNy 5-Mk; yfifjipy;
Fwpg;gplg;gliLs;sgb> Kiwg;ghliilr; rku;g;gpfifg; gad;gLj;jg;gLk; jfty; njhlu;G topfspy; VNjDk;
xd;iw> Kiwg;ghl;bd; Kd;Ndw;wij;ijf; fz;fhzpf;fTk; gad;gLj;jyhk;. epiy Fwpj;j tprhuizapd;

NghJ> ,J njhlu;ghf cldb cjtpiag; ngWtjw;F VJthf> fhg;GWjpjhuu;fs; ja;fs; Kiwg;ghL
njhlu;ghd jdpj;Jtkhd njhlu;G ,yf;fj;ij toq;f Niz;Lk;.

10. Nkd;KiwaPI;L kPsha;T mjpfhupapd, ajtp kw;WK;
njhlu;Gnfhs;sf; $ba topKiw: Muk;qj; JPu;T gw;wp
Kiwg;ghl;lhsu; jpUg;jpnfhs;stpy;iy vdpy;>Kiwg;ghl;Ihsu;
ahuplk; Nkd;KiwaPL nra;a Ntz;Lk;?

epWtdj;jpd; Kiwg;ghLfis Kfhik nra;Ak; gpupT/myF toq;Fk; Muk;gj; jPu;tpy; fthg;GWipjhuu;fs;



jpUg;jpailatpy;iy vd;why;> mtu;fs; 'Nkd;KiwaPl;L kPsha; T mjpfhupaplk;" Nkd;KiwaPL nra;ayhk;.
epWtdj;jpd; gpujhd mjpfhup my;yJ epakpf;fg;gl;l mjpfhupahd Nkd;KiwaPI;L kPsha;T mjpfhup>
fhg;GWijpjhuu;fspd; eyd;fisg; ghJfhf;Fk; mNj Ntisapy;> Kiwg;ghLfs; tpidjpwdhfTk;

jpwk;glITk; jPu;f;fg;gLtij cWjpnra;J> epWtdj;jpw;Fs; cs;s cau; mjpfhupfSf;F Kiwg;ghLfis

mLj;j fl;lj;jpw;F vLj;Jdr; nry;YK; ,uz;Ihtd gbahfr; nray;gLfpwhu;

Nkd;KiwaPI;L kPsha;T mjpfhupapd;" Neubj; njhlu;Gfs;

ngau; rptfhu;jpfd,;

gjtp gpujk epiwNtw;W mjpfhup

Kftup 660 1/1, fhyp tPjp> nfhOk;G 03
njhiyNgrp ,yf;fk; +94117501000

ifalf;f njhiyNgrp ,yf;fk; -

ngf;]; +94112597429

kpd;dQ;ry; karthigun@takaful.lk

11.,Wijpj; jPu;T njhlu;gpy; Kiwg;ghlilhsu; jpUg;jpailahj gl;rj;jpy;
gad;gLj;jf;$ba gpzf;Fj; jPu; T khw;W topKiwfs

Nkd;KiwaPl;L nray;Kiwapd; Kbtpy; epWtdk; toq;Fk; ,Wijpj; jPu;T Fwpj;J fhg;GWijpjhuu;fs; jpUg;-
jpailatpy;iy vd;why;> ntspg;Gw gpzf;Fj; jPu;T khw;wPLfshff; fPNo gl;bayplg;gl;Ls;s khw;Wg; gpzf;Fj;
jPu;T topKiwfspy; VNjDk; xd;iwg; gpd;gw;Wtjd; %yk; mtu;fs; NkYk; epthuzk; ngwyhk;.

gad;gLj;jf;$ba gpzf;Ffisj; jPu;f;Fk; khw;Wg; nghwpKiwfs;

nghwpKiw ,yq;if fhg;GWijp FiwNfs; r AW Enl iy Migfe
mipfhup (<k:G+::kd") ,ya;if fhg;GWijp xOq;FgLj;jy; Mizf;FO

Kitup O;if fhg:GWijp FiwNfs: 9zpg;ghsu; tprhuiz> yg;if fhg;GWjp
mijpfhup> ,yf:fk: 1>ngnj:lh xOq;FaLjjy; Mlzf;FO>_l_l_ Mk; khb>
gpNs]:> nfhOk;G 05 fpof;F NfhGuk;, cyf tu;j;jf ikak;>
nfhOk;G 01
njhiyNgrp 011-2505542/ 011-2505041 011-2396184-9/ 011-2335167
YEK;
kpd:dQ:ry; info@insuranceombudsman.lk investigation@ircsl.gov.lk info@ircsl.gov.lk

http://ircsl.gov.lk

Jizajsk; insTranceombudsman.
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