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CUSTOMER COMPLAINTS
	1.0 Purpose

	To ensure all customer complaints are reported through the proper channels and immediate action is taken to resolve the issue.

	2.0 Scope

	This policy and procedure applies to all complaints made by customers, including formal written inquiries from the Insurance Division.

	3.0 Policy

	One of Atlas’ core values is delivering “superior service”.  When customer complaints occur it must be immediately addressed and resolved.  If immediate action is not taken, a minor situation may become more problematic and create unnecessary animosity.
Written responses to all Insurance Division inquiries, complaints and investigation must be done within 15 working days or sooner, as outlined in the letter.

	4.0 Procedures

	Customer Complaints

1. When a customer complaint cannot be resolved by an employee within 5 working days, he/she must immediately advise his/her unit manager.  
2. The unit manager will then either provide the employee with suggested steps to take, or if necessary, will talk directly with the customer.

3. If the unit manager is unable to resolve the issue, or if he/she feels that the situation requires intervention at a more senior level, it will be brought to the attention of the Department Manager who will try to resolve the issue.  

4. All discussions and actions taken must be documented.  Documentation should include the date of any conversation or action, persons involved, allegations and steps taken for resolution.

Any issue involving accusations of fraud, harassment, or a criminal act must be immediately reported to the President or Executive Vice President.  

Insurance Division Complaints, Inquiries, Investigations

1. All Insurance Department Complaints, Inquiries or Investigations must be given to the relevant Department Manager immediately upon receipt.
2. A copy will be provided to the President and the Executive Vice President and an action plan developed to investigate and respond to the complaint within the timeframe outlined in the complaint.
3. The President / Executive Vice President must review the written response prior to submission to the Insurance Division.
4. Copies of the written complaint, written response and any other relevant documentation will be kept in the Management Folder of the network “O” drive under “Insurance Division” by year and subject of complaint.

	5.0 Exemptions

	No exemptions.

	6.0 Effective Date

	Immediately.

	7.0 Policy Revisions

	Atlas retains the right to make revisions and changes to this policy at any time.
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