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1'  ye¢kaùu  

f*hd¾*iaÜ bkaIqjrkaia ,sñgâ (Fairfirst Insurance Limited ) jir 30 lg jeä ld,hla ;siafia wmf.a fuu mdrd§i ¥m; mqrd úisÍ 

isák jHdmdr iy mqoa.,hka fj; fiajh i,id we;' wms  Tnf.a jHdmdrh iy Tnf.a j;alï fjkqfjka mq¿,a wdjrK m%;sm;a;s  

msßkukafkuq' wmf.a rlaIK m%;sm;a;s ir," iDcq fukau rlaIK lafIa;%hg muKla iSud jQ ixlS¾K jpkj,ska f;dr tajd fjhs' 

wmf.a rlaIK wdjrK uÕska Tn uqo,a f.jkafka l=uk fohlgo iy ta fjkqfjka Tng ,efnkafka l=ulao hkak meyeÈ,sj Tng 

oek.; yelsh' Tn rlaIKh lrkafka Tfí ksji" fudag¾ r:h" iqr;,a i;=ka" jHdmdrh fyda fjk;a hï fohla fõjd Ôú;fha we;s 

jk wúksYaÑ;;djhka iuÕ meñfKk uQ,H w,dNhkaf.ka Tn mSvdjg m;a fkdjk nj iy;sl lsÍu wmf.a ld¾hhhs' 

Tmamq ,dNSkaf.a ^rlaIs;hkaf.a& meñ‚,s idOdrK iy läkï whqßka ms<s.ekSu" iudf,dapkh lsÍu iy úi£u iy;sl lsÍu i|yd 

f*hd¾*iaÜ bkaIqjrkaia ,sñgâ úiska wkq.ukh lrkq ,nk iïu; l%shdj,sh fuu Tmamq,dNS meñ‚,s yeisrùfï ld¾h mámdáh 

uÕska olajd we;' ish¨u Tmamq,dNSka fj; wLKav;dj" jD;a;ShNdjh iy úksúoNdjfhka hq;=j wmf.a fiajdjka iemhSug wms lemù 

isáuq' wm by<u fiajd m%ñ;Ska mj;ajd .ekSug W;aidy lrk w;ru imhkq ,nk fiajdj ms<sn|j  Tmamq ,dNSka w;Dma;shg m;ajk 

wjia:d u;= úh yels nj wms ms<s.ksuq' tjeks wjia:djkays§" fuu l%shd mámdáh uÕska tu .eg¨ läkñka" wmlaImd;Sj iy M,odhS 

f,i úi£u iy;sl lrhs' 

tjeks .eg¨ M,odhS f,i úi£ug iydh ùu i|yd" f*hd¾*iaÜ bkaIqjrkaia ,sñgâ wdh;kh iud.fï meñ‚,s l<ukdlrK 

m%;sm;a;shg wkql+,j mq¿,a meñ‚,s l<ukdlrK wxYhla mj;ajdf.k hkq ,nhs' tla tla meñ‚,s wmlaImd;Sj" meyeÈ,sj iy ksis 

ie,ls,af,ka hq;=j yiqrejk nj iy;sl lsÍu i|yd —Tmamq,dNS meñ‚,s l<ukdlrK wxYfha Ndrldr ks,OdÍ˜ (Officer-In-Charge of 

Policyholder Complaints Management Function) f,i kï lrk ,o ks,Odßfhl= úiska fuu l%shdj,sh wëlaIKh lrkq ,efí' 

Y%S ,xld rlaIK kshduk fldñIka iNdj (IRCSL)úiska ksl=;a lrk ,o" rlaIKlrejka iy ;e/õlrejka úiska meñ‚,s yeisrùu 

ms<sn| ud¾f.damfoaY (2016) (Guidelines on Complaints Handling by Insurers and Brokers) j,g wkql+,j" meñ‚,a,la bÈßm;a 

lrkafka flfiao hkak ms<sn|j Tmamq,dNSkag uÕ fmkaùula f,i fuu f,aLkh l%shd lrk w;r" meñ‚,s yeisrùu" by< ks,OdÍka 

fj; fhduq lsÍu (escalating& iy úi£u i|yd we;=<;a jk mshjr fuys olajd we;' 

2'  w¾:oelaùï 

rlaIs;hka iy ;e/õlrejka úiska meñ‚,s yeisrùu ms<sn| ud¾f.damfoaY ^2016& ys wruqKq i|yd" fuu ld¾h mámdáh fjkqfjka 
my; i|yka w¾:oelaùï wod< fõ( 

zmeñ‚,a,z (Complaint) -- rlaIslfhl=" ;e/õlrefjl= fyda ksfhdað;fhl= úiska imhkq ,nk fiajdjka ms<sn|j" tu rlaIlhd fyda 
;e/õlre fj; bÈßm;a lrkq ,nk w;Dma;su;aNdjh m%ldY lsÍuls' 

zmeñ‚,slrez (Complainant) - rlaIslfhl= fyda ;e/õlrefjl= fj; meñ‚,a,la bÈßm;a lr we;s mqoa.,fhls' 

zrlaIK Tmamqysñhkaf.a meñ‚,s l<ukdlrK ld¾hfha Ndr ks, (Officer-In-Charge of Policyholder Complaints Management 

Function)  - rlaIK Tmamqysñhkaf.a meñ‚,s M,odhS" idOdrK iy ld,Sk f,i yeisrùu wëlaIKh lsÍu" l<ukdlrKh lsÍu iy 
iy;sl lsÍu i|yd uQ,sl j.lSu ork" rlaIlhdf.a kï lrk ,o fcHIaG l<ukdldÍ;aj ks,Odßfhls'  

zwNshdpkd iudf,dapkh lsÍfï ks,Odßhdz (Officer Reviewing Appeals)  - meñ‚,s by< uÜgulg fhduq lsÍfï (complaint 

escalation) fojk uÜgu f,i lghq;= lrkq ,nk" rlaIK Tmamqysñhkaf.a iqNisoaêh$whs;sjdislï wdrlaId lrk w;r;=r wNshdpkd 

ld¾hlaIuj yd M,odhS f,i úi£ug j.lsj hq;=" rlaIslhdf.a m%Odk ks,Odßhd (Principal Officer) fyda ksYaÑ; ks,Odßhd (Specified 

Officer)fõ' 
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3. rlaIs;hkaf.a meñ‚,s mßyrKh lsÍfï ld¾h mámdáh - f;dr;=re m%ia:drh  

 

4' meñ‚,s fufyhùfï o¾Yl ld,iSudjka  

rlaIK Tmamqysñhkaf.a meñ‚,s fufyhùu i|yd" 2016 rlaIKlrejka iy ;e/õlrejka úiska meñ‚,s fufyhùu ms<sn| ud¾f.damfoaY hgf;a 
kshu lr we;s wju m%ñ;Ska my; olajd we;s ld,iSudjkaf.ka ksrEmKh fõ'  

l%shdj,sh rlaIK Tmamqysñhkaf.a meñ‚,s mßyrKh lsÍfï ld¾hmámdáh 

meñ‚,a, ,enqKq nj oekqï §u meñ‚,a, ,enqKq Èk isg jev lrk Èk 3la we;=<; 

meñ‚,a, úi£u iy úi÷u fyda úi£fï m%udohka ms<sn|j meñ‚,slre 
oekqj;a lsÍu 

meñ‚,a, ,enqKq Èk isg jev lrk Èk 14la we;=<; ^úi÷ula ,nd fok 
f;la meñ‚,slre wLKavj oekqj;a lr ;eìh hq;=h& 

wNshdpkd Ndr .ekSu úi÷u fyda m%;spdrh oekqï ÿka Èk isg Èk 30la we;=<; 

,nd ÿka úi÷ulg tfrysj lrk ,o wNshdpkhlg m%;spdr oelaùu wNshdpkh ,enqKq Èk isg Èk 30la we;=<; 

³ meñ‚,af,a iajNdjh ixlS¾K jk wjia:dj,§ fuu ld,iSudjka §¾> úh yel' úúO idOl fya;=fjka fujeks ixlS¾K;d we;s úh yels w;r" 
tfia jqjfyd;a m%udohg fya;= wms Tng meyeÈ,s lr fok w;r tu .eg¨j iïmQ¾Kfhkau úi|k f;la Tnj hdj;ald,Sk lr ^oekqj;a lr& 
;nkafkuq'

rlaIs;hd $ rlaIK 
Tmamqysñhd 

 

   rlaIKlre 

 

meñ‚,a,la f.dkq lsÍu 

jev lrk Èk 03 la we;=<; - 

meñ‚,a, Ndr.;a nj ;yjqre 
lsÍu&  

 

meñ‚,a, Ndr.;a nj ;yjqre lsÍu&- 

meñ‚,a, Ndr.;a nj ;yjqre lsÍu&  

 

ia:dkNdr 
ks,OdÍ - 
meñ‚,s 
l<ukdlrK 
wxYh 

 

jev lrk Èk 14 la we;=<;  

  úi÷u ,nd§u iy ta ms<sn|j oekqï §u 

meñ‚,a, Ndr.;a nj ;yjqre lsÍu&  

 Èk 30 la we;=<; 

 
wNshdpk m%;spdrh 
ms<sn|jo iEySulg 
m;a fkdjkafka kï 

 

wNshdpkhla 
bÈßm;a lsÍu 

 

wNshdpkd 
mÍlaIK 
ks,OdÍ 

 
Èk 30 la we;=<; 

 
wNshdpkh i|yd m%;spdrh  

 wNshdpk m%;spdrh 
ms<sn|j iEySulg m;a 
fkdùu 

 

úl,am wdrjq,a úi£fï l%ufõo (ADR) fj; fhduq lsÍu 

 

• IRCSL ^Y%S ,xld rlaIK 
kshduk fldñIka 
iNdj& 

• ^rlaIK 
Tïnqâiaukajrhd& 
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5' meñ‚,a,la bÈßm;a lrkafka flfiao@ 

meñ‚,s isxy," fou< fyda bx.%Sis NdIdj,ska bÈßm;a l< yel' meñ‚,a, bÈßm;a lrk ,o NdIdfjkau Bg wod< m%;spdr ikaksfõokh lrkq 
,efí' 

wmf.a ksIamdok fyda fiajdjka ms<sn|j mj;sk hï w;Dma;shla iïnkaOfhka rlaIK Tmamqysñhkag meñ‚,s bÈßm;a lsÍu i|yd myiq udOHhka 
lsysmhla wm úiska i,id § we;' my; oelafjk ´kEu ikaksfõok l%uhla Tiafia wmf.a lemjQ rlaIK Tmamqysñ meñ‚,s l<ukdlrK 
lKavdhu iïnkaO lr .; yel( 

ikaksfõok l%uh iïnkaO lr.; yels wxlh$ ,smskh$ úoHq;a ;eme,a ,smskh 
jpkfhka $ jdÑlj  

i ÿrl:kh  ¬94 11-2428282 +94 11-2428282 
ii     meñŒfuka welaiia gj¾ia ¸¸ ^14 jk uy,&" 278$4" hQkshka fmfoi" fld<U 

02" Y%S ,xldj' óg wu;rj" wmf.a ´kEu YdLdjlg meñŒfukao 
Tng Tnf.a meñ‚,a, bÈßm;a l< yelsh' 

,sÅ;j  
i úoHq;a ;emE, feedback@fairfirst.lk 
ii ;emEf,ka  welaiia gj¾ia ¸¸ ^14 jk uy,&" 278$4" hQkshka fmfoi" fld<U 

02" Y%S ,xldj'  
iii ud¾..;j https://www.fairfirst.lk/customer-complaints/ 

 

6' meñ‚,a, fhduq l< hq;af;a ld fj;go@ 

Tnf.a meñ‚,s" rlaIK Tmamqysñhkaf.a meñ‚,s l<ukdlrK wxYfha Ndrldr ks,OdÍ (Officer-In-Charge) fj; fhduq l< hq;=h' 

rlaIK Tmamqysñhkaf.a meñ‚,s l<ukdlrK wxYfha Ndrldr ks,OdÍjrhdf.a Rcq iïnkaO;d f;dr;=re 

ku laf,ukaÜ m%kdkaÿmq,af,a uy;d 

;k;=r ² äðg,a" wf,úlrK iy mdßfNda.sl w;aoelSï m%OdkS 
² rlaIK Tmamqysñhkaf.a meñ‚,s l<ukdlrK wxYfha Ndrldr ks,OdÍ 

,smskh welaiia gj¾ia ¸¸ ^14 jk uy,&" 278$4" hQkshka fmfoi" fld<U 02" Y%S ,xldj' 

Rcq ÿrl:k wxlh +94 11-2428805 

cx.u ÿrl:k wxlh  

úoHq;a ;emE, clementf@fairfirst.lk 
 

7' meñ‚,a,la iuÕ bÈßm;a l< hq;= f,aLk iy f;dr;=re 

rlaIK Tmamqysñfhl=g weu;=ï uOHia:dkh (call center)yryd jdÑlj meñ‚,a,la bÈßm;a l< yelsh¦ flfia fj;;a" meñ‚,a,la úu¾Ykh 

lsÍfï§ Bg wod< ish¨u idlaIs iy f;dr;=re /ialr .ekSu i|yd my; i|yka f,aLk$f;dr;=re iuÕ ,sÅ; meñ‚,a,la bÈßm;a lrk f,i 

;rfha ks¾foaY lrkq ,efí' 

 

i rlaIK Tmamqysñhdf.a iïmQ¾K ku" ,smskh" Tmamq wxlh ^ (Policy Number) fyda cd;sl ye÷kqïm;a ^NIC) wxlh meyeÈ,sj i|yka lr 

we;s ,sÅ; meñ‚,s ,smshla 

ii meñ‚,a,g n,mEula we;s l< yels ´kEu ;;a;ajhla fyda isÿùula we;=¿j" ish¨u wod< isÿùï ms<sn| iúia;rd;aul úia;rhla' 

iii ,sms" ñ, .Kka (quotations) iy fmr ,sms yqjudre jeks lreKg wod< ish¨u Wmldrl f,aLkj, msgm;a' 

iv wod< jk wjia:djkays§" isÿ jQ hï w,dNhla ms<sn| idlaIs' 

v .eg¨j úi£u i|yd wjYH hehs meñ‚,slre úYajdi lrk" wfmalaIs; úi÷u fyda ms<shï l%shdud¾.h ksYaÑ;j olajk m%ldYhla' 

vi meñ‚,af,a iajNdjh iy ixlS¾K;ajh u; mokïj iud.u úiska idOdrK f,i b,a,d isáh yels ´kEu w;sf¾l f,aLkhla fyda 

f;dr;=rla' 
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8' meñ‚,a,la ,enqKq nj iaÓr lr oekqï fokafka ljodo 

 

ish¨u meñ‚,s ,eî jev lrk Èk 3la we;=<; fyda úoHq;a ;emE,  uÕska ,shdmÈxÑ lr" ta ms<sn|j iaÓr lr oekqï fokq ,efí' fuu 

oekqï§u iuÕ tla tla meñ‚,a, i|yd jk úu¾Yk wxlhla (reference number) o ,nd fokq we;' tfukau" wod< meñ‚,a, 

iïnkaOfhka Tn iïnkaO lr .; hq;= ks,Odßhdf.a ku" ;k;=r iy iïnkaO lr .ekSfï f;dr;=re we;=<;a fõ' 

 

tfiau" meñ‚,a, ,eî jev lrk Èk 3la we;=<; Bg wod< úi÷ula ,nd §ug yels kï" tu úi÷u o ,enqKq nj oekqï fok m‚úvh 

iuÕu oekqï fokq ,efí' 

 

9' bÈßm;a lrk ,o meñ‚,a,l j;auka ;;a;ajh mÍlaId lrkafka flfiao@ 

rlaIs;hkag wmf.a weu;=ï uOHia:dkh  ¬94 11-2428428 Tiafia fyda meñ‚,s l<ukdlrK wxYh$tallh ¬94 11-2428282 Tiafia iïnkaO 

lr .ksñka ;u meñ‚,af,a j;auka ;;a;ajh myiqfjkau mÍlaId l< yelsh' óg wu;rj" by; 5 jeks j.ka;sfha i|yka lr we;s mßÈ" 

meñ‚,a, bÈßm;a lsÍu i|yd Ndú; l< ´kEu ikaksfõok ud¾.hla tys m%.;sh fidhd ne,Su i|yd o Ndú; l< yelsh' j;auka ;;a;ajh 

ms<sn|j úuiSfï§" läkï iyhla ,nd §u i|yd rlaIs;hka úiska ;u meñ‚,a,g ,nd § we;s iqúfYaIS fhduq wxlh iemhsh hq;=h' 

 

10' zwNshdpkd iudf,dapk ks,Odßhdf.az ;k;=r iy iïnkaO lr .ekSfï f;dr;=re( uQ,sl úi÷u ms<sn|j meñ‚,slre iEySulg m;a 

fkdjkafka kï wNshdpkhla fhduq l< hq;af;a ld fj;go@ 

iud.fï meñ‚,s l<ukdlrK wxYh$tallh uÕska ,nd ÿka uQ,sl úi÷u ms<sn|j rlaIs;hka iEySulg m;a fkdjkafka kï" Tjqkag 

zwNshdpkd iudf,dapk ks,Odßhdz (Officer Reviewing Appeals)fj; wNshdpkhla bÈßm;a l< yelsh' iud.fï m%Odk ks,Odßhd fyda kï 

lrk ,o ks,Odßhd jk fuu wNshdpkd iudf,dapk ks,Odßhd" iud.u ;=< meñ‚,s by< ks,OdÍka fj; fhduq lsÍfï fojeks uÜgu 

f,i lghq;= lrhs' tuÕska rlaIs;hkaf.a whs;sjdislï iqrlaIs; lrñka" meñ‚,s ld¾hlaIuj yd M,odhS f,i úi£u iy;sl flf¾' 

 

zwNshdpkd iudf,dapkh lsÍfï ks,Odßhdf.az Rcq iïnkaO;d f;dr;=re 

ku rúYxl¾ úlafkaYajrka uy;d 
;k;=r m%Odk úOdhl ks,OdÍ  

,smskh welaiia gj¾ia ¸¸ ^14 jk uy,&" 278$4" hQkshka fmfoi" 
fld<U 02" Y%S ,xldj 

Rcq ÿrl:k wxlh +94 11-2428884 
úoHq;a ;emE, wickneswaranr@fairfirst.lk  
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11' wjidk úi÷u ms<sn|j meñ‚,slre iEySulg m;a fkdjkafka kï" ,nd.; yels úl,am wdrjq,a úi£fï (ADR)l%ufõo 
 
 
wNshdpkd l%shdj,sh wjidkfha iud.u úiska ,nd fok wjidk úi÷u ms<sn|j rlaIs;hka iEySulg m;a fkdjkafka kï" ndysr wdrjq,a úi£fï 
úl,am f,i my; olajd we;s ´kEu úl,am wdrjq,a úi£fï (ADR)l%ufõohla fj; fhduq ùfuka Tjqkag jeäÿr iykhla ,nd .; yelsh' 

 

mj;sk úl,am wdrjq,a úi£fï (ADR)l%ufõohka 

l%ufõoh Y%S ,xld rlaIK Tïnqâiauka ^md,ljrhd& Y%S ,xld rlaIK kshduk fldñIka iNdj 

,smskh 

Y%S ,xld rlaIK Tïnqâiauka" 
fkd' 1" fnf;iavd fmfoi" 
fld<U 05' 

wOHlaI - úu¾Yk" 
Y%S ,xld rlaIK kshduk fldñIka iNdj 
uy, 11" kef.kysr l=¿K" 
f,dal fj<| uOHia:dkh" fld<U 01' 

ÿrl:k wxlh 011-2505542 / 011-2505041 011-2396184-9 / 011-2335167 

úoHq;a ;emE, 
info@insuranceombudsman.lk investigation@ircsl.gov.lk 

info@ircsl.gov.lk 

fjí wvúh insuranceombudsman.lk http://ircsl.gov.lk 

mailto:investigation@ircsl.gov.lk
http://ircsl.gov.lk/

