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Purpose

This Standard Operating Procedure (SOP) defines how Najm for Insurance Services
contact-centre representatives handle inbound calls from drivers involved in motor
accidents, callers following up on existing reports, and callers raising complaints about
Najm services. It applies to all inbound channels routed through the Avaya telephony
platform, including the 920000560 hotline, the Najm app call-back queue and
escalated WhatsApp voice notes.

The SOP exists to ensure that every caller is kept safe, that accident information is
captured accurately and completely the first time, that surveyor dispatch is triggered
without avoidable delay, and that every interaction reflects Najm's service values:
safety, accuracy, empathy, transparency and accountability.

Compliance with this SOP is measured by the Conversation Intelligence platform and
by human Quality Assurance reviewers. Every numbered step below is an auditable
control. Representatives are expected to follow the steps in order unless a safety
exception in Section 4 applies.

1. Scope and definitions

Caller: any person contacting Najm by voice. The caller may be the driver, a
passenger, the vehicle owner, a relative, a fleet manager or a witness.

Complainant / reporting party: the caller who is reporting the accident or raising the
complaint. Where two parties are on the line, the party who initiated the call is the
reporting party and the other is the counter-party.

Counter-party: the other driver(s) involved in the accident.
Representative (Agent): the Najm contact-centre employee handling the call.
Surveyor (,uulwll): the Najm field officer dispatched to the accident scene.

Report reference: the Najm case number generated in Najmm CMS once mandatory
fields are captured.

Najm Self-Report (wl> »as5): the app-based process for minor accidents without
injuries where both parties agree.

Out of scope: claims payment disputes handled by insurers, traffic violations handled
by Muroor, and accidents involving fatalities, which are handed to Red Crescent and
Muroor immediately.

2. Roles and responsibilities
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Representative: follows this SOP, captures data in Najm CMS in real time,
communicates honestly about ETAs, and escalates when required.

Team Leader: monitors queue health, approves escalations, handles caller requests to
speak to a supervisor within 3 minutes.

Dispatch Desk: assigns surveyors, maintains live ETA data visible to representatives.

Quality Assurance: samples calls weekly, reviews Al-flagged calls, delivers coaching
within 5 working days.

Compliance Officer: owns alignment of this SOP with SAMA, Muroor, PDPL and Najm
regulations described in NJM-CMP-REG-007.

3. Call opening (Steps 1-3)

Step 1 — Branded greeting

Answer within 3 rings after the IVR handover. Use the approved greeting in the caller's
language: "Slossl 5381 casS [ pwll] Hso «prolill wlorz) pxi (Uguws Uai" or "Welcome to
Najm Insurance Services, this is [name], how may | help you?". The representative's
first name must be stated.

Step 2 — Language and dialect alignment

Mirror the caller's language. For Saudi dialect callers respond in clear white-dialect
Arabic; avoid heavy formal MSA that may feel distant. Switch to English, Urdu or Hindi
via the language line if needed within 30 seconds.

Step 3 — Purpose identification

Within the first 30 seconds determine whether the call is (a) a new accident, (b) a
follow-up on an existing report, (c) a complaint, or (d) a general enquiry. Repeat the
purpose back to the caller to confirm.

4. Safety first (Steps 4-5)

Step 4 — Injury check

Before collecting any other information on a new accident, ask whether anyone is
injured: "Swbllo] §i a9 Ja caoludl (Je all aaxdI". If yes, instruct the caller to call 997
(Red Crescent) and transfer via warm conference if the caller cannot. Log 'Injury
reported’ in CMS. Do not continue routine intake until emergency help is confirmed.

Step 5 — Scene safety

Ask whether the vehicles are in a safe place and whether the hazard lights are on.
Advise moving vehicles to the shoulder only if there are no injuries and vehicles are
drivable, after photographing their positions. Remind the caller to stand behind the
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barrier, not between vehicles.

Safety exception: if the caller reports fire, fuel leak, a trapped person, a child alone in a
vehicle or a hostile counter-party, escalate to 911/999 immediately and inform the
Team Leader. Normal step order is suspended.

5. Identity verification (Step 6)

Step 6 — Verify the caller

Capture full name, mobile number (confirm it is the number calling), and the last 4
digits of the National ID or Igama. For follow-up calls also capture the report reference.
Never read personal data back in full; confirm only the last 4 digits.

If the caller refuses identification, explain that verification protects their data under the
Personal Data Protection Law, and offer to continue with general information only.

If the caller is not the driver, capture their relationship to the driver and the driver's
name.

6. Accident intake (Steps 7-11)

Step 7 — Location

Capture city, road name, direction of travel, nearest exit or landmark, and whether the
caller can share live location via the Najm app SMS link. Example: Riyadh, King Fahd
Road northbound, near Al Urubah exit.

Step 8 — Time
Capture the approximate time of the accident and how long the caller has been
waiting.

Step 9 — Vehicles and parties

For each vehicle capture make, model, colour, plate number (Arabic letters and digits),
and insurer if known. Confirm whether the counter-party is present at the scene and
cooperative.

Step 10 — Accident description

Ask an open question: "Senll e S J caogi pSes. Then clarify: movement of each
vehicle, traffic signal state, lane, points of impact, visible damage. Record the caller's
words neutrally; do not suggest fault.

Step 11 — Evidence

Ask the caller to photograph both vehicles, plates, the road and any dashcam footage,
and to upload through the Najm app link. Do not promise any liability outcome based
on evidence.
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7. Report creation and dispatch (Steps 12-13)

Step 12 — Create the report in Najm CMS while on the call

Mandatory fields: caller identity, location, time, both plates, injury status, description.
The system will generate a report reference; read it to the caller slowly and send it by
SMS.

Step 13 — Dispatch and ETA

Request surveyor dispatch and read the live ETA from the dispatch panel. State the
ETA as a range (e.g. 25-35 minutes). If no ETA is available, say so transparently,
explain why, and commit to an SMS update within 10 minutes. Never say 'soon'
without a time range.

Self-Report eligibility: if there are no injuries, both vehicles are drivable and both
parties agree, offer Najm Self-Report via the app as a faster alternative, explaining it is
optional.

8. Follow-up calls and delay handling (Steps 14-15)

Step 14 — Status check

For callers asking 'when will the surveyor arrive', retrieve the report using the
reference or mobile number, read the current status and live ETA, and state the reason
for any delay (traffic, high volume, weather).

Step 15 — Delay escalation

If the caller has waited more than 30 minutes beyond the original ETA, raise a priority
escalation to Dispatch Desk, tell the caller the escalation number, and give a new ETA
range. Offer a call-back. Apologise sincerely using the caller's name.

Do not close a delay call with only 'you will receive a notification' — the caller must
leave with a time range or a defined next update time.

9. Complaint handling (Steps 16-17)

Step 16 — Acknowledge and log

Let the caller finish without interruption. Acknowledge feelings: "cwio ,UauUl ¢] p«-"’is
clesUl Gle o Jwi". Log the complaint category (delay, surveyor conduct, report
error, app issue, other) and a neutral summary.

Step 17 — Resolve or route

Resolve on the call if possible. Otherwise create a complaint ticket, give the ticket
number and the SLA (initial response 24 hours, resolution 5 working days), and explain
that the caller may escalate to SAMA Consumer Protection if unsatisfied after the SLA.
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10. Call closing (Steps 18-20)

Step 18 — Recap

Summarise the key details: report reference, location, plates, injury status, ETA or next
update time, and any actions the caller must take.

Step 19 — Check understanding

Ask: "Sapd loas J,\éi il s aw9 Ja" and confirm the caller has no outstanding
questions.

Step 20 — Closing and survey

Close warmly with the Najm closing line and inform the caller of the post-call
satisfaction survey by SMS: "asluwdl U iniig «lowsi (sioii juad Oluiwl dog ¢l (ox 2o
ol S,

11. Hold, transfer and silence rules

Ask permission before any hold and state the expected duration. Holds must not
exceed 30 seconds without returning to the caller; total hold time must not exceed 2
minutes per call.

Use warm transfers only: introduce the caller and the reason to the receiving team
before connecting.

Dead air longer than 10 seconds should be avoided; narrate what you are doing in CMS
("LJLILLLJI I i I III).
12. Language, tone and prohibited behaviour

Use the caller's name at least twice. Use empathy statements at the start of the
accident description and on any delay.

Prohibited: assigning or hinting at fault, quoting liability percentages, promising
compensation amounts, criticising insurers or Muroor, using slang that may be
disrespectful, arguing with the caller, ending a call while the caller is still speaking.

Gender-sensitive service: address female callers as 'awUl] ezl]' or 's3luwl’ and male
callers as 'owUl] ¢l]' or 'stuwl’; never comment on the caller's driving based on gender
or nationality.

13. Data protection during the call

Only collect data required for the report. Do not ask for full ID numbers verbally if the
app link can capture them.
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Do not record personal data in free-text notes beyond what the field requires.
Recordings are retained for 24 months per NJM-CMP-REG-007 Section 6.

14. Performance targets

Average speed of answer = 20 seconds; first-call resolution = 85%; average handle
time for new accidents 4-6 minutes; QA score = 85; CSAT = 4.3/5; surveyor dispatch
within 2 minutes of report creation.

15. Document control

Owner: Head of Customer Care. Reviewer: Compliance Officer. Review cycle: every 6
months or after any regulatory change. Related documents: NJM-QA-CHK-009 (QA

checklist), NJM-CMP-REG-007 (Regulations & compliance).

Appendix A — Approved phrase bank (Saudi dialect /

English)

Greeting

Empathy on accident

Injury check

Scene safety

Identity

Location

Description

Plates

Evidence

ETA

No ETA available

Selossl sl S [ awll] elso «uolill
loas) azi Ugws Unl

alll s o] orxis s Jusiw U vaollwdl
e all sl
Seblo] ol ad Ub oriab s ol

canaw ) appsmill ol Lol Jik §epol
0l 9 wllal Jo

Saolsll o aygell o plol &)l 5T

Sas

Tme wudls ol sl 3o,k
Slvall eolal gdgo (g

Tenll jlo caS W o HSon

Sl coLlall 6)luwg by la) a> gl
e85, OSeo

Aloss Ul Ll e lgasls ublls
wlosllly Huladl )50

Ly e a8i8> Y0 J] YO JUs dlogy
bl

85 1 JUs &l cus Aloss
saic b
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Welcome to Najm Insurance
Services, this is [name], how can |
help?

Thank God you are safe, don't
worry, we will help you.

First, is anyone injured?

Are the vehicles safe? Please
switch on hazard lights.

May | have the last four digits of
your ID or lgama?

Where exactly is the accident:
road, direction, nearest exit?

Could you describe how the
accident happened?

May | have your plate and the
other party's plate?

Photograph both cars, plates and
road and upload via the link.

The surveyor will arrive in about
25-35 minutes.

| don't have an exact time due to

high volume; you'll get an SMS
update within 10 minutes.
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Delay apology iy iling [08)] @80 Jumai wand,)

oWl ole [awll] ool dio s

Hold SeWl &> oo 28Tl auli ¥ L Uasll Gle
Recap o 38T Lils: W1 ob, [ ]edsoll

[Jebsl . [1JUs iballs . [..]

Further help Sard loasl J;_‘éi il s a9 o

Closing + survey dolluwdl ' Giotig wad Oluiwl dlogu
o go dbolsd 1S

I'm sorry for the delay, I've raised
escalation [no.] and will follow up
personally.

May | place you on hold for 30
seconds to check the report?

Let me confirm: report [..],
location [..], plates [..], surveyor
within [..].

Is there anything else | can help
with?

Thank you for contacting Najm; a
short survey will follow. Stay safe.

Appendix B — Prohibited phrases and compliant

alternatives

ST aule Lalall Assigns fault

alll el ol w8 No time range

oy lei] dlogy No commitment

13 liogu wiﬂl Promises compensation
[P @wi Jﬁi L Dismissive

JolS ivgd 08, ilne Data minimisation

aiglrall a2y ddggamnall daxy I 92
ilall

Ly y85 a848> Y0 J| Yo JU>

B> V- JUs cuoxi dlogug umai
MJ

)J\).&;leu?wulas).wo.))ou

vasgsill
ol J> Jiasl U Gl ils

iS5 ol6,] gl 5T

Appendix C — Worked example: delayed surveyor

follow-up

Caller: )JMI aad> V- J lo Apologise with name; retrieve
report

Agent retrieves report Read status and live ETA

ETA exceeded Raise priority escalation, give
number

Caller has appointment Offer call-back, give new ETA
range
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Before closing Recap reference, ETA, next 18
update time

Close Further help, Najm closing line, 19-20
survey

Appendix D — Call-type decision matrix

Injury / fatality 997 + Muroor, warm conference Immediate
Fire / fuel leak / trapped 911/999 + Team Leader Immediate
Minor, no injury, both agree Offer Najm Self-Report <4 min
Minor, dispute or counter-party Full intake + surveyor dispatch 4-6 min
absent

Follow-up on delay Status, escalation if > 30 min late = 3 min
Complaint Log, ticket, SLA, SAMA right < 6 min
General enquiry Answer or FAQ SMS < 2 min
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