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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 as a Daman member. 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 40 healthcare providers in the UAE.
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Your Plan. Your Benefits.
Understand your Schedule of Benefits (SOB)

As a member, you are enrolled in one of our health insurance plans, covering you
for a range of medical services and benefits. 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. For any required clarification, you

can contact our Customer Service center through the phone number mentioned on
Daman website.

damanhealth.ae Member Guide — Insurance Plans | Public 8



https://www.damanhealth.ae/opencms/opencms/Daman/en/home/index.html

Your Schedule of Benefits

Plan Name Ziyarah Plan

Visitors as per Ministerial Decision No.

Eligibility 322/2008
40, 70, 100 or 190 days

Coverage Period (as mentioned on your Health
Insurance Certificate of Coverage)
Emergency "“In Patient” Medical

T Conditions only
Limit per person AED 150,000 for the coverage period.

Territorial Limit United Arab Emirates

Visitors Plan Network

Not Covered

(AR (L L VAR T o I [ [ ]l (Acute exacerbation of pre-existing
Conditions and chronic medical conditions will be
covered in Emergency Room only)

Accommodation Type-Shared Room 100% covered

Hospital Accommodation & Services 100% covered

Consultant’s, Surgeon’s &

0,
Anesthetist’s Fees and other fee 100% covered

Ambula_nce 1{e] an emergency leading 100% covered
to hospital confinement only

Pharmaceuticals during hospitalization
only

Physiotherapy & other Rehabilitation
therapy during inpatient treatment gEEvliEGRLAVTET:
only

100% covered

Post-Traumatic dental treatment (due
to accidents during the coverage RGN0
period within UAE only)

Treatment out of Network (in case of
medical emergency)

100% covered
Hospitalization for Covid-19* 100% covered

Dental/ Maternity/ Optical Not covered

damanhealth.ae
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*Covid-19 coverage, subject to:

e Member should mandatorily conduct the PCR test for COVID 19 within 96 hours of the
flight along with subsequent medical report confirming negative results

e Excluded (1) Case not requiring Hospitalization (2) Any Quarantine (3) Any outpatient
treatment and outpatient pharmaceuticals, (4) All types of testing related to Covid-19.

e Other Policy terms and conditions applicable

(Quarantine - means to isolate, separate and restrict the movement of member who are
asymptomatic or exhibit only mild symptoms for disease, in any designated quarantine
facility such as but not limited to hospital, institutional facility, home isolation, etc. Also,
includes mandatory requirement of quarantine applicable in different countries for
passengers traveling in or out of the country)

- damanhealth.ae
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General Exclusion

1. Healthcare Services, which are not medically necessary.

2. All elective and/or non-emergency medical conditions.

3. Any Health Services that are received as Out of Hospital benefits.

4, All pre-existing and/or Chronic Medical Conditions.

5. All expenses relating to dental treatment, dental prostheses, and orthodontic
treatments.

6. Custodial care includes
. Non-medical treatment services; or
" Health related services which do not seek to improve or which do not

result in a change in the medical condition of the patient.

7. Services which do not require continuous administration by specialized
medical personnel.

8. Personal comfort and convenience items (television, barber or beauty service,
guest service and similar incidental services and supplies).

9. Healthcare Services that are not performed by Authorised Healthcare Service

Providers, apart from Healthcare Services rendered in a Medical Emergency.

10. Prosthetic devices and consumed medical equipment, unless approved by the
insurance company.

11. Treatments and services arising as a result of hazardous activities, including
but not limited to, any form of aerial flight, any kind of power vehicle race,
watersports, horse-riding activities, mountaineering activities, violent sports
such as judo, boxing, and wrestling, bungee jumping and any professional
sports activities

12. Costs associated with hearing tests, vision corrections, prosthetic devices or
hearing and vision aids.

13. Mental Health diseases, inpatient treatments, unless the condition is a
transient mental disorder or an acute reaction to stress.

14. Patient treatment supplies (including elastic stockings, ace bandages, gauze,
syringes, diabetic test strips, and like products; non prescription drugs and
treatments, excluding such supplies required as a result of Healthcare Services
rendered during a Medical Emergency).

15. Services rendered by any medical provider relevant of a patient for example
the insured person and the insured member’s family, including spouse,
brother, sister, parent or child.

16. All Healthcare Services & Treatments for in-vitro fertilization (IVF), embryo
transport, ovum and male sperm transport.

17. Treatments and services related to viral hepatitis and associated
complications, except for treatment and services related to Hepatitis A.

18. Air or Terrestrial Medical evacuation except for Emergency cases or
unauthorised transportation services.

19. Health services and associated expenses for organ and tissue transplants,
irrespective of whether the Insured Person is a donor or recipient.

20. Injuries or illnesses suffered by the Insured Person as a result of military
operations of whatever type.
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21. Injuries or illnesses suffered by the Insured Person as a result of wars or acts
of terror of whatever type.

22. Healthcare services for injuries and accidents arising from nuclear or chemical
contamination.

23. Injuries resulting from natural disasters (including but not limited to)
earthquakes, tornados and any other type of natural disaster.

24. Injuries resulting from criminal acts or resisting authority by the Insured
Person.

25. Healthcare services for patients suffering from AIDS and its complications.

26. Healthcare services for work illnesses and injuries as per Federal Law No. 8 of
1980 concerning the Regulation of Work Relations, as amended, and
applicable laws in this respect.

27. All cases resulting from the use of alcohol, drugs and hallucinatory substances.

28. Any test or treatment not prescribed by a doctor.

29. Injuries resulting from attempted suicide or self-inflicted injuries.

30. Diagnosis and treatment services for complications of exempted illnesses.

31. All healthcare services for internationally and locally recognised epidemics.

32. Venereal sexually transmitted diseases. A list with respect thereto will be set
out by the General Authority of Health Services.
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Need medical help, find in our network
Daman’s Medical Service Providers Network

You are important to us and so is the quality and delivery of medical care that you
receive. That is why we established and continuously work towards establishing
relationships with reputable medical facilities to provide you with the best medical
treatment available.

We have carefully selected the network providers to offer comprehensive geographic
access nearest to you. 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.

Cashless treatment
Direct Billing at Network Providers

As a Daman member you are entitled to be treated without the need to pay at your
plan’s network of medical service providers (Network Providers). Some treatments
and services are excluded, please check your plan’s General Exclusions.

Direct billing adds extra convenience where you do not have to worry about paying
your eligible medical expenses up front.

To benefit from direct billing services, you just have to follow the below mentioned
steps:
1. Present your Health Insurance Certificate of Coverage at the Network
Provider’s reception
2. Comply with the Network Provider’s administrative procedures for availing
direct billing. Network providers will explain and help you in completing the
necessary administrative procedures.

Want to find a network provider?

Our provider directories are continuously updated as we establish new agreements with healthcare facilities.
Please check on the participation status of any provider with Daman before you visit the facility.

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

- damanhealth.ae
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In an emergency, we are always here!

Yl

1

We are committed to ensure that you receive the best health care services.

In the event of a medical emergency within the geographical limits of your policy,
you can avail health services at the nearest available health service provider.
Emergency services are covered in network and non-network health service
providers.

When availing services at Network providers

If the nearest available health service provider is within your plan’s network
providers, then you do not have to pay for the availed health services as benefits
offered are on direct billing basis.

For emergency services, we have waived the requirement of pre-authorization.
However, the network health service provider must notify Daman within 24 hours
from admission.

When availing services at non-Network providers:

If the nearest available health service provider is not within our list of Network
providers; then you would need to pay for the service and claim the amount via
reimbursement. Simply fill in the claims reimbursement form available at
www.damanhealth.ae, attach all necessary documents and send it to us. For any
assistance with our reimbursements process, please call the phone number
mentioned on Daman website.

- damanhealth.ae Member Guide — Insurance Plans | Public 16
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Reimbursement your treatment’s cost
Visit any provider you want

If you would like to receive medical treatment or service outside of your plan’s
network of medical service providers, or if you have forgotten your Health Insurance
Certificate of Coverage, 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 treatment’s cost, if the availed services are covered under
your health plan and reimbursement is available in your policy. You can apply for
reimbursement of a claim through the following methods:
= 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 done during Inpatient
or Day Treatment only 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 (diagnhosis) or description of the symptoms by the doctor done during
Inpatient or Day Treatment only.

» Prescription(s) for medications prescribed by your doctor during Inpatient or
Day Treatment only.

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.

» 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.
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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: @DamanInsurance
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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 either the CBUAE
Ombudsman Unit or the appropriate insurance regulator as indicated below. Kindly
quote your Daman complaint reference number to the concerned.

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

CBUAE Ombudsman Unit
“Sanadak” website: www.sanadak.gov.ae
Tel: 800SANADAK (800 72 623 25)
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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 plan and services
including but not limited to health insurance plan benefits, exclusions, policy
terms and conditions, details of network providers 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 or any other grievance.

= Be provided, upon request, with information about your plan's benefits
including limitations and exclusions applicable.

= 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 and limitations.

» To present your Health Insurance Certificate of Coverage when accessing
covered health services from our Network Providers.

» To know how to access covered health services you are entitled to as part of
your health insurance plan benefits.

= To demonstrate mutual respect and courtesy towards providers 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.

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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https://www.damanhealth.ae/opencms/opencms/Daman/en/home/index.html
https://www.damanhealth.ae/wp-content/uploads/2024/01/DAMAN_ONBOARDING-BROCHURE_EN.pdf
https://www.damanhealth.ae/wp-content/uploads/2024/01/DAMAN_ONBOARDING-BROCHURE_EN.pdf
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