osen Dy BBusIed
SB&E Bwin B8Be®

25 3esSe303 s :<



eCd® Bedns

CCAEE DO

I8Nl SB&HE e®ewnSe® b

983033

eCI®» 3mDILS

1.0

200®® D103082 oRc3

SR De®Ten PoRS

eCAmedE 8801 / I 8 DHAB DS
e® DOBOGHN

DB NBNBEBI0, BYDED DEOBIDO -

©@IeEIDDE O RO WO Eled

Beg&h 9o053¢, BB, @DOHm® 83 ammEDN
SAlS]

82D ARIBOD D 83

2026 %8 01

B@1eEIDD DIC ®eHD

DB

8 3006 adas »OE CRBeSS

B@m0 (B o dfsen Bwi®@» i@’

e32090)

208390

908 POIBB CRI OB VD - BoOE | ©COE |
@o@t’%

303290 €n SIS

30832 €mcs 30053

O g Ema B 05 CRed

1.0

2026 ®& 29 OEmasied o(E&E

DEODIDTEn GoRB /

S YmIes




eCa®» JEmo

@2)D0¢ BICHS

B9 1
1. ©8538® 2
2. @bV 3B® 2
3. IBwen @IBBusied (B&E wBnders B8e® Bwpndemdw - emIdRTr YedIde 3
4. 510&E =Cwiens BEO wewo O Bam DI85 3
5. B&HEES »oes’ emed 4
6. SBHEE e BE GBS 1 EOHIE 4
7. S B&BHCEES 80w 928t wEg g eCAD B EDICHIT 5
8. o @&HEE c@w R0 €830 »J ¢TIy ERPes’ ®OCE 5
9. I R SBHEED OO »¥3Os 888 wIstes’ emetdc 5

10. @8wiDn ©8®eEiDn BEi8ed »HT ey ©ed®RTDI EICHT:
OC» Bec® B8RO = B&HE®T! 1 BOmO o edstes’ »®, aBwidmws
e »e Gles m edmO¢ 5

11. 8De0> Desg® BEACD @B 8800 & endstes’ 58,

Com H1S dwEs arddE Be@e® (ADR) wisiy e 6

fairfirst

SBuen RSB88wusied @®&E Dwiw BEe® wibnaesdeds -01-



1 LS00

©mwWibnEd @u3gdotd G808 (Fairfirst Insurance Limited ) Dess 30 20 918 mcwsd Beed gued e@® widles gom gd 88
83 O w» YORHEE 00 efdc wEm . a8 BRed Dvnds wY PReE D eOHEDS HIGE YA LB
B88»0Beng. gued v YROPS ©oE, iy @ CFve Bednwd o@ens 8@ § wBba DOmOES emd o ed&.
gued Cuven ¢dden OGBS ¥R GG evdBes’ OB eI Y & eORNEDS AR e REPE BB BEEED VRO
oD H(BG. A8 e BOTesd Ved B, e®OL s, YIBE Yz, Druends el DT O e¢w edD EBned aB
02 @dBEEHVES ©O® @eerm YEB FRVLBIENS’ ¥R B0 i em0dm AV wudn B8O gued Wbend.

8y co8TBed (0B8nwsied) @&E wiiden wy OO ¢uds’ BEoRN®, w@ecidmns B8O wy Jul® woSn B8O wewo
e0wnlingd 9s3gDdsid G800 B85 3mve@ms WoY CAD WD BdEw e®® BESGYEIB @&HE W BDe® mibe ©Swde
BB B . Bog @858S 00n @Re30m0, DaBewids wy DBBeWDens’ gD gued Dl B0 a8 wd
839. g ove® eEy YRS OB OBV e OB FHCY BLEE CAY td BERATD @&y i8S gpItBed D
30 O e »iB D 48 BERY. VOB ¢ddwsBE, 008 Buw vt OBE OO ©Og AL, guPumRD wy dEGS
oce Jele wofnm »d8.

OB 0Og VB eces w0 @i JO wews, emwtndd @EIgdosty BO0D @wmmE ©BRIVed® B&HEE BEOIWTH
gBe3B00 aymED OG S(BEE DEODIWOTH GorwS BOBDIeOD Y CRAB. O I B&E guPeciB, s EED w» B8

BCBCeCES’ G HYIED D wHBn BEO wewr VSHEB 5(B&HE »E@DNDIeH Gored HI0zc B8 (Officer-In-Charge of

Policyholder Complaints Management Function) eges »® ®6» c¢ SeiBewn 8853 000 SwidGe edeeas ®oy) Cred.

B o TBwen D@ e8ss3 wewd (IRCSL)SBS S »0n ¢ IBeemc@s3 wy mddncPs B85 s(@&HE »(BIBe
88r¢ @bBevlsedsn (2016) (Guidelines on Complaints Handling by Insurers and Brokers) 8c0 ammcd, ©@&Eces @g8wsd
DO emets Wim BEACD DLHEIBS0 0v eusdEE ecn e®8 eEAMB B BOB @md, HB8&E VB, gug BEWSES
©0n» ewg B8@ (escalating) e» Bew€® wepo ames O Budd @8 ¢dr .

2. g80c8®

03805 e B ddmoRs 853 ©B@&HE »iBide B88Rc @benisedn (2016) 8 ¢0ge ©cw, e@® bs ©dwds edWeds’
oD wewss eBocED® age ed:

‘o®&Ee" (Complaint) -- o88mewn, ©1ddn0EDR el Bewidnewn B8 wuwy CAD eXDDs BERACD, d8 Tumwxy e®s
DADWO e0m 988es WoY CAD §IsBOBHIDG Y BEOS.

‘1®&B»c1" (Complainant) - o$8mewn e®i »ddwoedn edn SE&HEES @t8es w0 @B yéocens.

‘TSeen PSyBBusied HB&EE mEePmmdes bwed s Be (Officer-In-Charge of Policyholder Complaints Management

Function) - dfeen S5BBuied BB&HE SEd, wden ey Bm» ece HBIDE ¢dveams 880, PEO@mwTes B8O wy
wsBm B0 wewr §E® DoBE ¢In, TPemed HO WOB C¢ eI WEONBHD BELGews.

‘2830z eciOmne BB8e® HBEdwSws' (Officer Reviewing Appeals) - ©8&E qwg 90000 ow@ S8e® (complaint
escalation) @¢oz ®000 eces WOUR WOY CAD, IPser VSHBBeTed yui{dn/aB80:8m® G0sr 0 eHoRS ¢BwIDLN
2BeseD 1 9B eces Duldd DoBD gy, IBBmwWed yim BciBse (Principal Officer) ewd B@Bm BEwi8wa (Specified
Officer)e®.

fairfirst

SBuen RSB88wusied @®&E Dwiw BEe® wibnaesdeds -02-



3. cdBmesied (@&E s8wcersn B88e® e 38w - eMSHTST He3DSw

51 RIS WSS M el
82 8090

3 ep@cs‘oamcs ase;»aoo; gﬁ@o%cs

4. 51B&E e®enued tan ®IcB0sS

& 30 & e

80890
BE8
t‘.ﬁ@@ié

»E®020
o®S

Oz @I8Ewrieod @B e@onwd® escwa, 2016 Te eIy ep Diddwardsy S82Y eiF&E e@ewwd® B¢ @bewioedn woes

Ba® 20 ¢85 @08 @8 cwm ¢ i DICB@Oewst Hozoens @,

BwdOEws

crlwen DSBBuled @G s8wienn B8e® wiknededSe

o®&CEC ci@w 20 qad §@

BE&ECE ClRG ¢ 80 910 »O» & 33 gred

BB Be38® 3w Besg® ewd Beled yegwms? B8ACO 1B&EHTT
10 88O

BE&ECE ClRG ¢ 80 01D »OD & 1423 e (Bwg®s @ egm
o3 o @&HE®O; @AW O S @S GWw)

&80 010 O

Besg® ewd yBds ¢i® ¢3 & 80 & 30 e

G 23 Beag@md SedB80 i C¢ aBmiOmEn0 ROIIS ¢8O

2Bwons e ¢o 80 &» 303 grmes

* 8&Bec eDendn eoBbes O GOSINIOEE @@ @Il Ebes Fw wym. F5L e ePedsy @@ teBbeim ¢S Sw @il ¢oJ,
deed HOo0s H@icd ey @8 RO ciER DI e¢ @»d SO w0Gd wdubeewi® Jwcy ema RO wIdHmBs I (¢(ds »0)

DIINE.

cBuen RSB8usted @&E Dwiw BBe® wibaesdeds -03-




5. B&HCEES 9gles woles’ ewee?

SBE&HE Bove, oc®¢ 00l 988 ©IdEs 9t8u we »iw. HOBEE 988u OB ¢ MBSO JO e GBI BBBeDCMB OB
cCleR.

gued Bdim ol 03005’ BERACD OB @ ¢Sy wdRBLews’ dfees AEEBBLHNO (B&E 9t8u’ BE® wewr e VBB
BBswd an B85 wem & aw. cun (Bedm D5n® ©5Bedim POWS BHed goed oy Puem VSEBE @&HE PeOmien
D€BE0BO OB S OB HE:

6538 edex 9Os 8PS0 oD B goww/ BB/ Bensd o E8»x
DOmews’ / D150
i £ODODB +94 11-2428282
ii B &e®ss guesed OObeS ii (14 O ®»E), 278/4, @Swsl evedes, eme®

02, § Go=9D. B0 g@mTD, gred Bo%® VDO @&
20 89ed u18&CE 988us we wiSe.

[
i Bexs oec feedback@fairfirst.lk
ii Decs gudwe 0O ii (14 O @»E), 278/4, @BWSS evecH, EDIEH
02, B Eow0D.
iii ®boomd https://www.fairfirst.lk/customer-complaints/

6. IBHEC e wE Yl 1 eOmIL?

Red 588G, TPeen VSEBBeed B&HE we@NBITH Fored HITIS BEw8 (Officer-In-Charge) e0m ewi§ »e¢ gmo.

JSeer DSBBnsied B8R DEO2WOH Gored 0TS BERIBOTed ny BT IS

2@ o@D Hezicaces @wmo
2290 o JEVG, aecdmom » 8ewidm aPB® g

o IBven OS88usied @&E PEONWITH Gored WITIC BERWIS
BB gudes 006 ii (14 9 @vE), 278/4, @B’ euecs, ee® 02, § Co.
enef 00 Gome +94 11-2428805

Fo®® GO Goroas

Bexed morc clementf@fairfirst.lk

7. 8&ECES w0 g88os BE g @G> ® eSS
gBeen DS5B80ennO ¢@R® ©LsEGmes (call center)wcmr D18 @&HEEH 988es we VwiBs; ewed eOHD, NB&HEES BObams

BEe®E JO aog Bue® 8 ©ww em0no; dend OBE Bewr YD BTYS eEAD/EIRTS BO® Edn HB&HCES 988ss »o» et
moed Bbede 0z Ced.

i SBeen ©S5588wed wdybes m»HE, BBxs, @y gomes ( (Policy Number) ewd &oBm wign®@osss (NIC) goms 101880 eewnsd »c
B G ©(B&E G8ws

il S OBECEO AE@F ¢ e 1B V3@ BB e BedO adD, Bug® age 8edR BERe wdEndisen Duendws.

iii B8, 8c vz’ (quotations) ew» end B8 nO@IST OB SR &g BIE® cumdm eCamOE 8w

iV goe O gdENdSBE, B § u® geiwws BERA wise.

V. oocd Dule s gdes o8 o1@&Emor 860 mom, aedEn Seg® end BEB® Bwi®ilins BEdnD ¢ gmens.

Vi o@&CeC #0udw Y ©.B0ess O ©wemdD w@Ind® B8B wides e G 83s »B @ eBebn eEIBWE ewd
©DCRJS.

fairfirst

SBuen RSB88wusied @®&E Dwiw BEe® wibnaesdeds -04-



8. 51 @3&CEES c1@en @9 6830 B A® e¢slesd WOgE

Buc® @B @ D@ »o» o 33 grem ol Bd vie @B Bwintd wd, & BEAD 680 »0 ¢m® ey Ced. 0@®
%R v O O SB&HEE wcp D» Debam gowomd (reference number) ¢ G ey aw. eSO, gce SEHBEE
20RO’ 02 8ORTY S ©B Gy BEBwWed »HO, HHPJ ¥ BORY 0 ORBE® e GES ©D.

©etd®, @&HEE @ I Wi &» 3 awmen O aope Dwuc@s R 00 B O, ® Bug® ¢ R D M® e¢ S&HDG
BB ¢B® ecy CER.

9. 988 Wi ¢ LBBHEED OO HEFOn SBis woFBesd ewetdc?

OS850 gued @@n® @U@  +94 11-2428428 @detd 0 (BE&E DEO®IDIH o/ +94 11-2428282 Rededd OB
0 05O »® O&CeE DFOT HFFOG sHedsi® i we »iBn. 80 a@mH0D, gum 5 NB DeBRBed WS’ WO g o8e,
e @&HEE 988w BBO wewr vdn BE B3O wBReDe GWows 98 yoBc e NBO wews ¢ dD BE VBG. OB BHBBOG
B8EAcD 08B, »IHO wuws A & wewr IBBmus’ B82S O @HEEO G € @B ¥Oed8 ew§ gomw 1Bn gres.

10. ‘¢8wD2n @D Heloed’ DS oY ©PASL WO ONe® e §Bm Buge® BEICO B&EDO; B0 u
@933 50 BxDneE emf pe aters m eOmOL?

B@0e® HB&HE WEPNWOH Goas/Tpwe OB5 A ¢23 88» Duc® BERCD IBEmWS wiBOPO w emOsiess »®, BYSO
‘@BwDsn w@IeEIDm BEedw’ (Officer Reviewing Appeals)edn g¢Bwidmnss gg8us g »Bw. w@1ve® yimy BELBwr ewl »HO
DO ¢ BRWIBHmI O @8 gBwiDrn B@IEeEIDD BEWIBWI, B@IVE BpE SBE&HE g BEWIBE O exg B8e® B ©00®
ecs »Ogy »O8. 8BS IBBnusied aBBD:8HE yIBn OB, B B&HE PWWBBOD v LB e Dwl® wHBn emeb.

‘#8005 BDeciDmn B8e® Scdmied' iy ©0230m eSS
F510) 0wty rd@estcdOosy @
2290 g B BED8
E8zcs e OobE ii (14 O» @»E), 278/4, @Bwsd eweds,
ee® 02, § Com0®
exef OO Gonas +94 11-2428884
Sepes e wickneswaranr@fairfirst.lk

fairfirst

SBuen RSB88wusied @®&E Dwiw BEe® wibnaesdeds -05-



11. D0 Besg® BEACO 518 &Bw0 15:80m0 o e20sles’ ), CRon Wil Bwce #odc Bwge® (ADR)n®edq

48000 FOEs adeimed s@ve B85 A e¢m adwn Jug® BERCY IBEHEE wiBEmd o emdies’ B, 8BS cHE Sele®
IwCe eGs som ¢330 a3 D@ dwEw @cya Bele® (ADR)p®edcwun 0dn emg Se®xs @8530 D@l wwmes @I ©®B HR®.

©08% Bmcs ¢ogc Be€e® (ADR)n®edewss
2®¢cs & Gomo ctwes OORDOSS (e9E29833) B o Bwes Hw®m emrdss’ 8000
B Gom Ceen @9YDSO3, gse - Sobam,
BB om. 1, eRdemet evees, 8 Comn dPven @ emBnst 5t
emiec® 05. G 11, »EeDHBS RO,
oCh edge PDLEIBXSE, emIg® 0L
LD o 011-2505542 / 011-2505041 011-2396184-9 / 011-2335167
info@insuranceombudsman.lk investigation@jircsl.gov.1k
Sepe e
info@ircsl.gov.lk
©OR ¢t insuranceombudsman.lk http://ircsl.gov.lk

fairfirst

dBuen RSB88wusied @&E Dwiw B8e® ibnaesdeds -06-


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

