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Daman.

Welcome to Daman
Member Guide

As your health insurance specialists, we are here to make sure that you have access
to the best of medical services, whenever you need it.

Within this guide, you will find valuable information on the benefits and services

available to you. Please go through this document to help you understand and use
your benefits better.
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About Us

Member Guide

The National Health Insurance Company - Daman - PJSC is the UAE's leading health
insurer providing comprehensive health insurance solutions to 2.8 million members in
the UAE.

Daman is part of PureHealth, the UAE's largest integrated healthcare platform with an
ecosystem that changes lifespans and reimagines healthspans with 28+ hospitals, 100+
clinics, multiple diagnostic centres, insurance solutions, pharmacies, health tech,
procurement, investments and more.

Daman, a pioneer in health care insurance, drives innovation through a combination of
state-of-the-art technology and healthcare-related expertise offered by a highly skilled
and knowledgeable workforce. Members benefit from added value through unique
offerings such as the Disease Management Programmes. Daman provides a 24/7
customer call centre and medical services authorisation team who are in direct contact
with Daman’s network of over 3,000 medical facilities. The company also provides a
diverse range of digital services that are unmatched in the UAE.

Daman has set high standards in the health insurance industry and has been awarded

a number of internationally recognised awards and quality-focused certifications in a
relatively short span of time.
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Our Values
Member Guide

Excellence We set the standard with our exceptional service through the
creation and use of internationally recognised best-practices.

Pioneering We are pioneers in health insurance and continue to introduce
innovative solutions as part of our vision to become the most
trusted partner in health for the UAE community.

Team-spirit We communicate openly and transparently and our departments
and joint ventures collaborate seamlessly to unite as one
organisation.

Responsibility We support our people in enabling them to exceed the
expectations of our members and stakeholders.

Achievement We are motivated by an aspiration to achieve, which we channel

both individually and collectively, into providing an unparalleled
level of service to make our members happy.
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Key Benefits Summary
Member Guide

Our Core Services

= Phone Number 600 5 32626 (600 5 DAMAN)
Answers members’ queries and concerns through a 24 hour call centre staffed
by bi-lingual representatives.

» 24-Hour Medical Authorization
Approves requests for medical treatments that require pre-authorization.

= In-house Claims Processing
Processes reimbursement of claims within 7 working days.

Direct Billing
= Offering direct billing facility at over 900 healthcare providers in the Emirate

of Abu Dhabi.

Unmatched Online Services:
= Access to www.damanhealth.ae for members to submit and track
endorsements and claims, search for healthcare providers and many more
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Your Plan. Your Benefits.
Understand your Schedule of Benefits (SOB)

llj
-

Basic (Abu Dhabi) Plan is an optimal health insurance plan, covering benefits like
hospital stays, treatments, and medicines within the Emirate of Abu Dhabi; as well
as coverage for emergency services in UAE. This plan offers you health insurance
cover of AED 250,000 per person annually. You can use your health insurance card
(Emirates ID , digital insurance card or Daman card) to get direct billing facility at
health service providers across our plan’s Network which includes hospitals, clinics,
pharmacies and diagnostic centres.

Your policy clearly states the medical services or treatments that are covered for
you. These covered services or treatments are listed in your Schedule of Benefits.
You can read your specific Schedule of Benefit on our website or contact our
Customer Service center through the phone number mentioned on Daman website,
digital app or Daman card.

Steps to access your Schedule of Benefits

1. Visit http://www.damanhealth.ae
2. Click ‘Sign in’
3. Fill in your Username and Password
4. Click the 'Sign in’ button to open your Policy Information page
5. On the Policy Information page, click the tab on ‘Benefits’
6. Read through the ‘Schedule of Benefits (SOB)’ document to know more about
the covered services under your policy
damanhealth.ae Member Guide — Insurance Plans Public 8
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Need medical help, find a medical provider

Within Daman’s Network:

You will have direct billing access to the network providers which comprises of
different medical facilities such as hospitals, pharmacies, specialty centers,
polyclinics and more. Specific health services may be covered in specific network
providers as per your policy terms and conditions.

You can visit any of our network providers to enjoy a cashless treatment via direct
billing where your bills will be settled directly by Daman. All you need is to present
your health insurance card (Emirates ID, digital insurance card or Daman card) at
the Network Provider’s reception to avail the service. Some treatments and services
are excluded, please check your Policy. You may, however, have to share a small
portion of the bill according to deductibles or co-insurance charges (as specified in
your Schedule of Benefits) for certain services offered under your health insurance
plan (such as consultations, medicines, etc.). Such charges will be clearly mentioned
on your Schedule of Benefits and will be due and payable to the provider on the
date that the service is provided.

Outside Daman’s Network: Get your bills reimbursed (incase of Emergency
only)

If you go to a Health Services provider that is not part of Daman’s Provider Network,
you will have to pay directly for the services provided. Only in case it is a medical
emergency you will be eligible to reimburse the cost of the health service from
Daman.

For reimbursement, you have to submit a claim form, along with the documents like
original itemized bills, medical or investigational reports, etc. The claim form and
details of our reimbursement requirements are available on our website. These
documents must be submitted to Daman within 180 days from the date of service
received. You can apply for reimbursement through our website or by visiting any
of our branches or service points.

Coverage for Emergencies

We are committed to provide you the best coverage for health care services, especially when it matters the
most. In case of a medical emergency within the United Arab emirates, you will be eligible to get coverage
for your medical bills, whether you were treated at a Network or Non-network Provider. Prior approval is not
required in case of emergency or services. However, you must notify us within 24 hours of the services
received so that we can help you with the claims process. You can reach us on the Customer Service phone
number mentioned on Daman website, digital app or Daman card in case you need further information.

To find out more about our network providers or to locate any provider nearest to you, please use the
Provider Search on our website or contact us.

Phone Number: 600 5 32626 (600 5 DAMAN)
Email Address: customerinfo@damanhealth.ae
Website: www.damanhealth.ae
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Pre-authorization

A pre-authorization is a prior approval given by Daman to the Network Providers,
before certain health services are provided. Daman requests this approval for certain
health services to support your Network Provider’s choice and to ensure that the
Network Provider has appropriate information on services covered under your health
plan.

The Network Provider will inform you if the requested or prescribed procedure
requires pre-authorization and if required, the Network Provider will then carry out
the necessary procedures to obtain the pre-authorization for the health service that
will be offered.

This pre-authorisation review is mainly to help the member:
A. Understand their medical care choices
B. Avoid unneeded hospital stays and surgery
C. Receive maximum Benefits from the plan
D. Find Network Providers.

The Healthcare Services requiring pre-authorisation by Daman are specified in the
Schedule of Benefits.

Emergency cases that are followed by a hospital admission do not require pre-
authorization from Daman. However, once member admitted, the Network health
service provider must notify Daman within 24 hours as specified in your Schedule
of Benefits.

Daman’s Authorization team operates 24 hours, 7 days a week. It includes doctors,
paramedics and specialized coordinators, and is fully equipped technologically for
Network Providers to get in touch with them through multiple channels.

Coverage for Specific Conditions

Your policy covers below listed conditions after a waiting period for 6 months. The
waiting period applies to Inpatient treatment only for the following medical
conditions:

Diabetes mellitus, Arterial diseases, COPD (Chronic Obstructive Pulmonary
Disease), all cancer cases, Neurosurgery, Cerebro Vascular Diseases all delivery
cases (Maternity).

The waiting period is not applicable if you were continuously covered without any
break for atleast 6 months under a health insurance plan approved by Department
of Health (DOH).
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Reimbursement of your treatment’s cost

In case you received the Emergency medical treatment or service outside of your
plan’s network of medical service providers, you will be able to claim the amount
via reimbursement.

In such cases, as a Daman insured member you have the option to apply for a
reimbursement of your Emergency treatment’'s cost. You can apply for
reimbursement of a claim through the following methods:
= On-line submission through our website www.damanhealth.ae. In certain
cases of on-line submissions we may ask you to submit the original documents
to process the reimbursement.
= By visiting any of our branches and service points.
= Through Sales Administration staff, Sales Representatives, Health Insurance
Specialists or Customer Support Agents (CSA).

Required Documents

» The following documents are required to be submitted with the
Reimbursement Claim Form:

= Invoices/bills with a breakdown of each medical service and its unit cost. It
must show a confirmation of payment or a corresponding receipt.

= Complete Medical Report/ discharge summary or a precise identification of the
illness (diagnosis) or description of the symptoms by the doctor.

»= Prescription(s) for medications and medical appliances.

Important to Note

Validity of reimbursement requests:

* You must submit your reimbursement form to Daman within 180 days from
the last treatment date for services availed within UAE.

» Resubmission/Appeal of Reimbursement Claims - in case you disagree with a
partially paid or rejected reimbursement claim, you have the right to appeal
the decision. You can resubmit your claim with the supporting
document(s)/justification(s) within 180 calendar days from the date of
notification of partial payment or rejection.

damanhealth.ae Member Guide — Insurance Plans Public 13
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We are here to help you
Daman Customer Service Centre

Our Customer Service Centre was set up to serve as your first point of contact with
Daman. We serve members around the clock over the phone and online through
email or social media, and have put in place a quality assurance team to ensure
members receive the best service possible.

Customer Call Support

Our call support team operates 24 hours a day, 7 days a week and is staffed with
bi-lingual representatives. You can call on our phone numbers for any queries,
concerns or complaints that you may have about the benefits and services included
in your policy. This team is responsible to handle your requests within Daman and
in the process, coordinating with different teams across the company on your behalf.
The team from time to time may call you to check your satisfaction with Daman and
take any comments you may have.

Online Support

This team will log your email enquiries and answer you within a promised maximum
of two working days. They are also responsible to record suggestions and answer
enquiries made through our website and social media channels.

Quality Assurance

This team ensures that everyone in the Customer Service Centre works in
accordance with our policies that guarantees you are served as best as possible.

Contact Us

Phone Number: 600 5 32626 (600 5 DAMAN)

Email Address: customerinfo@damanhealth.ae
WhatsApp: +971 2 4184200

Social Media: Twitter: @Damancares Facebook and Instagram: @Damanlnsurance

- damanhealth.ae
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Cur mobile app 1s evolving

DA iLaass

Daman has always been committed to bringing you the best in innovation and digital
convenience. We offer various services through Daman Website and Daman Mobile

App.

These electronic services are being added to and developed continuously in our
endeavour to remain at the cutting edge of digital customer experience, and we are
proud of the awards we have collected at both local and international events.

With a user-friendly interface, it is extremely secure and all medical and personal
data is dealt with in utmost confidentiality.

Daman Mobile App

Daman mobile App offer instant support and information to members whenever and
wherever needed. This means that users can instantly access key information on
their mobile device at the click of a button. Daman app makes it easier for the
members to develop more interactive ways to engage with their content. Rather
than reading blocks of text, or looking at static images. Daman mobile app can
integrate features which enable members to interact with components to manage
their health, track your requests, and see everything in one place. It's that simple.
Use the app to easily:

= View your digital insurance card as well as your family’s
» Find doctors

= Submit claims

= View your benefits

» Track your authorization requests

- damanhealth.ae
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Daman Website

Daman offers online services on our website www.damanhealth.ae. These give
members access to an easy-to-use portal with a wide range of services to enhance
their health insurance experience.
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The features you can benefit from include:

Know your plan - a quick way to browse through your plan’s benefits and
other details.

Search for medical service providers - use this to search for hospitals,
pharmacies and other medical facilities.

Submit a reimbursement request - submit a reimbursement request
online. Just fill the online claim form, upload all required documents, input
your bank account details and submit the claim online. The claim amount is
directly credited to your bank account when approved.

Track your claims - track the status of your claims conveniently from your
My Daman account.

Download forms - download important forms and guidelines from our
website.

Get new quotes - use our Premium Calculator on the website to receive
indicative rates for health insurance policies.

Callback and feedback - should you wish to speak to one of our Customer
Service Representatives, you can submit a request and our team will call you
at the time and date specified by you. You can also use our feedback form to
share suggestions or report fraud.

And many more...
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Your concerns are important to us
Member Guide

Resolving Customer Complaints
Do you have a feedback or complaint? We have different channels to hear from you:

Phone: 600 5 32626 (600 5 DAMAN)
Email: customerinfo@damanhealth.ae

Website: visit www.damanhealth.ae and go talk to us. We have several ways to
hear from you

Fax number: +971 2 614 9787

Post: Customer Service Department
Customer Communication and Complaint Management Unit
National Health Insurance Company - Daman
P.O Box 128888, Abu Dhabi, United Arab Emirates

To report Fraud and Abuse, please call Daman at 02-6145544.

If you have raised a complaint, our team will acknowledge it within two working
days by sending you an SMS or an email with the complaint number. We will then
proceed with a thorough investigation into your issue and get back to you within 15
working days. Please be assured that your complaint will be dealt with seriously,
diligently and confidentially.

To investigate your complaint thoroughly, please provide us with any supporting
documents and ask us the questions you would like us to answer.
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Are you not satisfied with our response?

We aim to meet, and even exceed our members’ expectations and provide them
with solutions to their complaints. In case you are not satisfied with our response,
you may contact us again via customerinfo@damanhealth.ae and providing us with
your original complaint reference number. A Customer Service Supervisor will
acknowledge your complaint and will proceed to investigate your case further before
responding to you.

In the unfortunate event where we are unable to reach a satisfactory agreement
with you, you have the right to refer your complaint to the insurance regulator as
indicated below. Kindly quote your Daman complaint reference number to the
insurance regulator.

Department of Health (DOH)
Abu Dhabi, United Arab Emirates
P.O. Box 5674

Tel: +971 2 449 3333

Fax: +971 2 444 9822

Email: contact@abudhabi.ae

Insurance Authority if you are working or residing in other Emirates.

Abu Dhabi, United Arab Emirates

P.O. Box113332

Tel.: +971 2 499 0111

Fax: +971 2 557 2111

Email: contactus@ia.go.ae

Or alternatively you may visit the Insurance Authority website to log an anonymous
complaint via the below provided link: https://eservices.ia.gov.ae

- damanhealth.ae Member Guide — Insurance Plans Public 19
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Your Rights and Responsibilities
Member Guide

As a Daman member you have the Right to

= Receive information about Daman’s health insurance plans and services
including but not limited to health insurance plan benefits, exclusions, policy
terms and conditions, Pharmacy Benefit Management (PBM) services, details
of network providers (including hospital, pharmacy, dental clinic etc.), online
services, list of medications covered under your health insurance plan (Drug
List) and your Rights and Responsibilities.

= Be treated with respect and dignity and have the right to privacy.

= Preserve the confidentiality of your treatment records to the extent protected
by Federal and Emirate laws in the UAE. You are also entitled to receive an
explanation regarding exceptions to confidentiality.

= Voice complaints or to appeal to Daman on benefits offered, claim settlement,
services offered, PBM services or any other grievance.

= Be provided, upon request, with information about your plan's benefits
including limitations and exclusions applicable and details related to your
health plan Drug List.

= Receive services in English and Arabic when contacting Daman Customer
Service.

» Make suggestions and give comments on ways Daman can improve its
services.

= Exercise your rights in accordance with the applicable Health Insurance Law
of the Emirate of Abu Dhabi.

As a Daman member your Responsibilities are

= To read your insurance policies for the details of benefits, exclusions, other
terms and conditions applicable under your health insurance plan. If you do
not understand the information, you should contact Daman Customer Service
for explanations on the covered benefits, limitations and authorization
procedures.

= To present your health insurance card (Emirates ID, digital insurance card or
Daman card) when accessing covered health services from our Network
Providers.

= To know how to access covered health services and pharmacy benefit you are
entitled to as part of your health insurance plan benefits.

= To pay applicable co-insurance and deductible, if any, at the time of availing
a health service.

= To demonstrate mutual respect and courtesy towards providers (including
hospitals, pharmacies, dental clinics etc.) and Daman personnel.
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Need Help? Contact Us

Member Guide

Need some information? Have a suggestion? Got some feedback? We're
eager to know. Feel free to reach out to us via any of the channels below.

Member onboarding kit

For more info about the Online Registration Process, Understanding your Insurance
Coverage, Services for Medical Treatment and more, please download the Member
Onboarding Kit.

Message us on social media
We're quite social, so you can always find us on Facebook or Twitter channels. For
more info on all channels, visit our Social Care page.

Write us an email
We're listening at customerinfo@damanhealth.ae.

Find a branch
Easily locate the nearest branch or service point on a map with our branch locator.

Visit our head office
All you need to know about our location and how to get there.

Share your feedback
We take it personally. Pen us your thoughts using this form.

Talk to us
600 5 32626 (600 5 DAMAN), +971 2 614 9555

Connect through
WhatsApp: +971 2 4184200

Send us a letter
PO Box 128888, Abu Dhabi, United Arab Emirates

Visit our website
www.damanhealth.ae

Important Note

This document is for information purposes only and does not form part of the Policy. The complete list of benefits, definitions,
exclusions, terms and conditions are set out in the Policy. While every effort is made to ensure the accuracy of the content,
Daman cannot be held liable for any typographical errors, errors of fact or any other error or inconsistency found in this
document.
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Member onboarding kit

For more info about the Online Registration Process, Understanding your Insurance
Coverage, Services for Medical Treatment and more, please download the Member
Onboarding Kit.

Message us on social media
We're quite social, so you can always find us on Facebook or Twitter channels. For
more info on all channels, visit our Social Care page.

Write us an email
We're listening at customerinfo@damanhealth.ae.

Find a branch
Easily locate the nearest branch or service point on a map with our branch
locator.

Visit our head office
All you need to know about our location and how to get there.

Share your feedback
We take it personally. Pen us your thoughts using this form.

Talk to us
600 5 32626 (600 5 DAMAN), +971 2 614 9555

Connect through
WhatsApp: +971 2 4184200

Send us a letter
PO Box 128888, Abu Dhabi, United Arab Emirates

Visit our website
www.damanhealth.ae
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