
 

Calls 

Customer Service Center / Representatives 
General information/ Concerns/Complaint will be registered at the 

representative’s level 
 

Calls/concerns related to 
health insurance: 
 
• Insurance-related 

Complaints, 
• Application for authorizing 

insurance companies, 
brokers, TPAs.  

• Request of information 
about: claims, inspection, 
authorization. 

• Request of information 
about inspection: insurance 
companies, brokers, and 
TPAs   

Health Policy and 
Regulations:  
 
• Healthcare facilities licensing 

& inspection,  
• Pharmacies licensing,  
• Medical Professional 

licensing,  
• CRC,  

Walk in customers 

Complaints related to: 
 
• Quality of services, 
• Medical Services, 
• Malpractice,  
• Or against medical or/& 

medical/admin staff 
 

Registered/ closed & Customer 
informed 

Complaint will be forwarded to 
responsible employee in the Health 
System Financing Department: 

 

Healthcare facilities and pharmacies 
licensing and inspection:  
Medical Professionals: 
CEM:   
 
 

Complaint will be forwarded to 
responsible employee in the complaint 
Section: 

 

YES 

Registered/ solved. 
 
Closing summary to be 
reported back to the CSC 
Supervisor.  

Registered/ closed & 
Customer informed 

All closed concerns/complaints to be reported back to the Supervisor of CSC with description and resolution summary. 

Registered/ transferred to the 
Supervisor. 

Resolved at level of Supervisor? 

NO 

Solved at level of CSC Representative? 

Emails  

NO YES 

Registered/ solved. 
 
Closing summary to be 
reported back to the CSC 
Supervisor.  

Registered/ solved. 
 
Closing summary to be 
reported back to the CSC 
Supervisor.  


