
COMPLAINTS’ HANDLING PROCEDURE FLOWCHART

Customer contact ACE Gallagher 
to raise complaint using various 

sources of contact (letter, walk-in, 
phone, fax, email, website)

Complaint registered and 
acknowledgment dispatched 

within 3 working days

Final Response to be 
sent to the customer

Option to escalate the 
complaint to the GM*

GM investigate and 
writes back to the 
customer within 5 

working days

Option given to escalate 
to the regulator (DHA & 

Insurance Authority)*

SATISFIED

Explanation; indicating reason for 
not providing final response and 

specifying a deadline responding 
(within 2 additional weeks)

Final Response to the Customer

WITHIN 2 WEEKS

WITHIN 2 ADDITIONAL WEEKS

NO

NO

*The customer always have the option to escalate the matter internally to the GM or externally to the regulator at any point 
in time.

Complaint Closed

YES

YES

Y
E

S

SATISFIED
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