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qr.F1.5. 886 (31).—=wfaa™ Maw &1 M feried w=a, S5 e g AT Afaame i T
TTFErRToT Sferfaas, 1999 (1999 FT 41) ¥ &T=T 24 T Y& ARRAT T TAN FId U AT A (9
giaarT f==H, 1988 &1 39 aTql & (oA AfeawaT Fed gu, S UH sAtesmaor & q& foram 737 8 37 et &7
AT f3haT 79T 8, ST T TS FAT g, TAETETr it S & forg yerfer Rt smar € e sew
TATT g &l §9TaET 8 5 3% a8 T & St g 6 3% wrew et uw, S| are &, e =
STTEEET ATl T o TSI T TIAFT STAATL T T STASH FT &1 SATAT &, TATATE [a T rafer r qemre
T AT I8 AT A= o o

watE fafatase sty & e S#a et % g9y § Gl =3t & area ey a1 qamEt 0w F@7
TR g1 o= o o

AT AT AT, AT IS 2, w1 qr=, FHed w=rer, Bedia fard samr, o qo, stam d e,
HEg AT, 72 f3eeft-110001 FT ST ST HHT |

&y fFw
1. wferey A 3f . —(1) == i & |@fera v ST s S A, 2016 71
(2) T I TSTIA | SATAH TR AT AT &l 9T g |
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2. AN geT— T s |+t fmreatst o 39 Statatet &1 SaT fF JafEFas G, a95g S
TTTCT TR, UaheT T 3% F&H ITHAT 0 AT 0T T AT raat f ot forawradi & daer § aR g

3. gfewTaTd- (1) =9 =i 8, St a% o g & sreram srutera 7 2v,-
() “arferfaorT ” & AT AR g w16 % srefie e sttty sty g ;

(@) “faca a9 ¥ 1 AT FT AT G ATAT AT 31 AT FT AT 1 ATAT ST TTH T FrATATE
Ff T g ;

() “FET ahwg” | T Afafae, 1938 (1938 FT 4) FT a1 647 & Fefia wiea Sftraw AT 7wy
S wrermeor AT aftog wfeE

() ‘TS TRug” 7 AT 4 F e wieq wrEaTers aug STteud §
(%) “FAT AR & W 6 % 7l erfud ST v At 8 ;

(@) “srEaETuee” ¥ $1u7 AT s e arferewor srferfeem, 1999 &t ey 3 % stefi wumiua
IR IR EIERIG LI R EEAR RN PE AU IEI R G

() “Sireggeri” & 7 Frawit 3 st AT e e 3 R FE st At
(<) “Fafaen it 7 saftash erwar  «ff T2 77 <1 9 A1E A7 wrferet afwoT 7 ;

() “FHg AT T A(Tahi F AT T8 a0 A1 ar BT [ a1 s=rem uwe qfaar § adi
FferyTeg 9T Faw At T E

(3T) “Ther TCA” F HTE AT FATE Area g Soraerr B3fees =7 & 5o st &t g afeqeg 781 €
TAT AT 3T THATT =TS T FafFas s Faeft & o §

(2) “G&H SUAA H G&H, Y ¥ AT IUHT AaE ATSHaw7, 2006 (2006 FT 27) & 42T 2 F @
(ST) & FATaTeATIoT qEH IThT AT |

(2) |+t sT=r 9rex 3T UR, ST = AT H wyFd & fohq afearioa a2 2, 7 w9 agr o7 g, S ST
AT srfarf==w, 1938 i ST AfFamF =i A e sfafaae, 1999/ 21

4, FTAqTAH TREG, -
(1) TF FTIUTAT TRUE R, ST oTeqef qiRd A7 qaaedi & fHawe a9t |
(2) FTETeE TEE F Tee AefertEd § F gi—

()  Sha= dmmEraren &1 SfafAfaa & a9 21 g, e e $fimr ahug g
aratafise fBFam s ;

(i) UFe ey duTERaret ¥ fOe T Sftaw fmrwate w1 wfatafaca w3 arer a1 safE,
ST ATETOT ST TRUE T ATA A ase fohaT ST ;

(i) UHT TETEA HHTHRATSAl F AT FA ATAT U AT, ST aramer SH7 aiug
T ArafAfase BT ST
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(iv) e i R s e arfaeor w1 o gttt

(v) o waTer ® facdi faro o & faers & 3 o o177 F9rT G #i7 UF qiaEier

(vi)  Sftas e R sfaf@am, 1956 (1956 &1 31) & Jeie w1 AT Straw 97 =
T AT AT FTYTOT THT FILATE (Trearawor) srfarfa=am, 1972 (1972 &1 57) & 37

TAT ATET AT (ATEST = &) SrArehar & (Sarsfiuan) #7 deqe, wiq a8 &
g FTAITAT TRUE F AT % €T § H1F 7 F @1 2l |

. (3) AT Strat AT FA-T 7 areeq A7 ST UHT FT e8] THTTHH H FTATTAT TG T AT
|
(4) FTAITF T F TLAE ST TIEAT T TR ITh TIATE TgOT LA 6l qrrg & T a5 gi |
(5) FTUTeS qfug F AA{AGeET w1 IAF q1 a9 § v 5 oft w7 ffaq oo 2@, e W oo oft
T T, T foham st |
(6) FEITAF TRUF FT FIT TIET 3% T8 7 L@ Al AG & qF a9 6l Hrarare & o =
ATHTAET &7 9T A5l g
T A & T8 IUMAH AR (2) F B (iv) 3T G (v) & AT AATEe sTeqer I1 qae ] Al a0
T B |
5. FTAqTeE TRUG & Fd—
(1) FraaTers afug, ardiT far BT siv fwm st (@rEsmdiuss) F @ aqare
T U grtedtE Frgia s wat, e s, s arar & Ay, -t F vamee F o

gteraT, FETET FHATREE, AaraT YO EE STaae=TdqT oY ITh FAH F Jaiad o
afsres aftafoa €

(2) FEITAF TRUg UHT FETAIT 7 To7 F Tt /AT arg) fFerasar f agraar yrea #7
TR, ST a8 IUFH (1) § fAfdse artest frgiat w1 a9 #39 F o sraeas awsr |

6. ST S adT—

(1) T &= strferpTiar & forw forsrTard area e o forg siw = Rt o srefi=r orforeft et
FTET &1 e F3 & o IaAr 9ear # 4T Aeaad 6l TITIAT il SATUT STHT S aTas Teug
fafafde wv |

(2) SFgEaaT F 77 AR, AEa #qar, veowmEE Far a1 =JrtdE 9§ qqEd w@d
el | & T ST |
(3) AFEEAT FT FIF UF A AHTT G121 AT SO, ST Aefertaa & ferse aefi—
(F) STEATITTTS T A&, ST T2 FIATT F7 372787 2R |

(@) FTEITAF TRUE § F ST STHT TG ST AT AT THG THF FHT T TTA w1 —
qaeT |

(1) forea waTerT § ot 4ar AT § S3Fd atea A1 q99qed IF § 7T AT G
T Fiafafer — g3 |
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(4) 9T AT | | e WG Fd §C UFH GoAl AHAT % WeAq F FHAqrers g UF
Fer JATT FEO [T T4 TOHRAT F1T AT g1 Taeq §9med § sifow &9 f{u 0 =99 qee &
FETT AT |

(5) AT FiT AFHFT THTEITYE Tahdl SATIqrd S et Jiesa Ffees & FfErar
ITLFTAT o TLAT T SITUIAT |

7. ST ST H qETafg—

e it Mg 9 v & for £t STusft & ag = g &1 ame g

i Fre At aget are gl & gur § Gus af it g F gewnq she =Rl & gar § awv
Y T AT F TAT AFLSAHT T T T AT FT |

8. ST LA &l IT & FEHT—

AFISHAT FT S TETETS & I THT FFATT & AN I A1+ {0 T0 g8 [AHtase qae1g
TR & T99T T F FETAT ST FHT, AT -

(F)  FEITEAF TOE ATEEET T AT AT AL, T2 RIS BF F A=l 7 59 G
ST T AT ATEL &I HeA & TLATG TAT HT

(@) FEITEE TRUE S AT AFTF I, UH SATAd T SATFAAT - ST AFSTHAT F
e =TT U St A = e F forw g w

(M) ST F T F U FEATAS TR T I G A ate At = 6 e iy
TETIT AFISHAT AT STUTUT FHT, ST AAAT feoafori a7 Il 1 faffds a7 F fiaw &= qa
T |

() FEATAF TG T AeFeT Teo ot AT Tl f STfeq 9% T IR Hrararer s
FHTTCT 9T ST AT, Saferq AT SAFqEaa i Feial &l HradTerd T 6l R & arey
AEATITAE FT SR FT |

(3)  arEsmeESiuers et ST segeada F fawg 6t s vt Fears, 7t 7 8, w7
s F0T 3T U8 @AfFET ¥ FEOEE 9Ug F G HA, ST AR Uas &
o= #r FAtfead Fai |

(F) ASARSITAE S ag AFTF THA, T F AT SAF2aqdq & fawg = s
FT TR ST UET FT | 9 FAITAT TRUG HI FIAATRAT LA FA HT ST HIMT 30T
FETAF TG 39 AT § SATAHIAT AT 6 ST ST FIA 6 (o707 SRELT R |

9. ST TSR T AT CATHE sfa—

(1) AT AT AT T AT T HT 2T AT SATATT 63T ST S Ford, oraewr ag F:dra
HYFHTL AT TS FLHRTE AT Tt ST TS AT AT H gHaW 8, Fl IHb I & e forgr Srus |

(2) TIITEIT A ST 7T Tl ST TATSETT ol STAAAT A G, ST I TLHTL FILT ATLTA i
ST |
10. ST A it &= ATARTRAT—

(1) FHT AFISEHAT FT FITAT UH ITHT T AGTEAT T AT AT &0 Arerahriear ag g, S
FHITAS THE FIT GHI-H87 ¢ fafafase & 5o |
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(2) FTEHITAF TUE TAF AFGSHAT 1 &3 17 ATEHRTILAT T A5 FHAAT |

(3) ArFEHa fTAaT #T ofterar & Auer w2 & forg sraet stferpriar & & & «faw At et
¥ 5% AT HT THT |

11, FEYTAF TR AT AT AFETAT F FATAT—

(1) T AR F 9T IqT AT FHATGS g, o= wrures afug gy areansiuss &
TF AR & JqgTa o 7 |

(2) ST AFISHAT AEATAT F FHATGS Hl G A9, T A TRATGAT TAT TATET % qaeg |
ST a4t =, S sata FrTers 9Rug g1 3Ud 2 AT 8, F S{ia JHT 91ug, i qremeer 4T

TRUE ERT 39 AT | FHIT STTUAT, ST FEATTAF TG GRT AR ITAE F 09 ATHIET o aTEmor I1
oo saer & == Afaeq a9a-wwg = fafga R s

(3) AT sTFgEHET sTHT e ad F forw wow A 31 SAHadr aF AT AT TS SAraLTFHAT il
FEAITAF TG H TET HAT ST FIEITAT TG AT % A & Fo7e FI dfaq & 907 07 sfra
FAT TRg TAT qTETROT FAT TG FT AAT AEEHAT F HAHT FEATAAT B AIEAT safed wA FT
TITEeT T

(4) Tt T AT & FTATAT AT (AT AT FLeA AT HIAATAF TTE HT AT SATTT R |

12, ST AFEEAT & FAoT T Fd—
(1) strgeeaa Meferiaa & gafaa farmat/BEaTat wF ared F3 #6737 7 = Far—

(F) st fur R e fFwm ateser sfaf=aw, 1999 F srefim o= diwr
= i B steseor (arfert ameent = At &1 "@veqr) fafeaw, 2002 # AfAfEs aa@g
T I¥ qEl & AoeE ¥ B

(@) FeT Straw d\TRat ; 2 Sfia SmmRar 31 T SraTRdr g1 JTdl FT A9 AT 0
IGREZUIE

() =T arfert F eyt § gec 97 97 fiffaw o o ;

(%) OTTerHT FFATaST AT ITordT |iaaT § aTferdT fAeret oiie ordt 1 et a0 gedaaer ;

(%) 9T arterterT F7 vEr fEfes Feee, et 3o g &

() AT AT F TE=TE H HAAT FTAAT, SEETE, TATRT AL A HTA

() FATHRAT i T WAttt F g arfert i anfier & "@atea forwmd ;

(ST) Stra= AT arferedt, |Temeor SAT arfer, e siasta waresy FHT arfert €, A ST
FTAT, ST TEATEF G TET THATT % ATET A5l 2 ;

(=7) Straer AT i "Temer ST, e st ey fim g, F oo fiftey i writa *
TLATA ATHT AT ST T AT ; 37

(=) T srferfae, 1938, FHT-a97 U rEASusTs grer St A, afvos, antast®
THEidl T THT-H9T I AT AR AT IIHT Si6aT & Hagat o odi, S 9% a8 @< (F) ¥ @€
(=) ® afiTa qai & gafea §, F7 Soaed |
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(2) srvgEadT Sutaaw (1) #§ aftia Aot g & afy fFare % gawrd ® = i ggata g, ar
FTSHAT 3T TeTF o & § FTA AT |

(3) FumfRurta, ¥ g A7 sreaeuars T off g suftew (1) ¥ AR §ur Bog
Tatera feft forrmaa a7 fFare it 8T drgeaay & [Afdse #7 Fa o vHT e a1 fare & fimr
AFSHAT FTT T TRAT SITUAT @7 39 AT UH SA1gTe AT SITUST /T a8 H9| 13 % ofefi| it 1%
IREIRCRA

13. 9g 4f, A e f st 8—
(1) ®1E =t et B Somear & ST Fe T 8, 98 T9 97 o9 &t Scaariaawin,

ATATAGIATTAT AT FHITATTAT & qTeqH & forfaa § S97 g aae &, fSreeht &= AfgwTar & aw 39
FTHTRAT T TG AT FIATAT AT g, Torereh aeg fwraa it St 8, Fehrad & 76 |

(2) forrr forfea & grft T forraasar a1 sow fAfes Scaafesmto, amtaareat o
AT F wTeaH ¥ AT ATOIAT ST I9H Tt ®q F fOwraasdar w1 a7 oY 94, 39 STl SrEw
freg o it S7 @ |, T omET T AT AT FEATAT FT A, 98 927 o T sere gt |, v
FEqTAST T FH i, forrraaswat wr #1ha Twar i i shw afimrn, S drgeade & Sftaa aaa
T TITE FUI T |

(3) ST AFIZHHT Fl T TF TS (AFHTAT Tl T SATUIAT, T TH—

() forwradear ferwrad & arfi Sarwar 1 i srvaraee T8 39T § siv—
(iy =T AT SATRAT 7 forRTI v e Fw R T
(i) TorTaasdal  dAATHAT FTET ITRT AFATIARA TS FlA H TF TTE il HIATATE 6 T

T TTTT TS el [T AT ; AT

(jii)  ForFTaraat SraTRat ZT R T Teged? & TEHa T8 g ;

(@) R feferfed & uw ad & sfiae i € g—
(i) STHTRAT G AT ST¥ATAET il SAEATHT FHTA & Q9T o TLAT ; AT
(i) SrwTRat & Efre= & wriea F qeaTq, S fOFawar w1 quEThT T8l g g ;

(i) T sreamees &t aa § UF 719 & FAEid S GEieq & 999 S ATHd
FATFRAT fAFTITHRAT T T AL TEIT FIA | STHEHA TgaT & |

(4) AT AFLZEHT K HHE s (A ST FATT-T8 T2 TOoiT q21 2rt, o a7 Bt e
IYATFAT HH AT T F THE FTAATAT Afad 2 |

14, ST AFEHAT TR ATT Tdh ST A qH=arg@s Hird HaT—

(1) STFgEHa, AT i a0 qT foare & Tl Al ATSE=a FeT & TeATq frwraaswdt & frwraa
2 & forw fAem 13 % 3afeem (1) 77 3afAaw (2) F stefta whwar & foe afrar sifter w2 & o s
T HHT |

(2) AFSHAT T HATHT TAFTL il I GaTad Al & T § FATAFT FEqTAST Teqd FA % (0
Fgd @ afad gRM oY & off ag % a9, AT AATERdT & 9 fFare ¥ gafaq e gEer w7
TR T TR 3T UHY F=AT T FATIT TAFT HT ST FLT HHAT |
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(3) =f% AT &1 ver & forw sraem® gr, a1 Areeaay SFaarad st i T AT w7
AT |

(4) AIETRT AT F TAFT FT G ST HT IFTIFT STTEL TG HA & 97 (w1 #7 FoerT
LT |
15. AT Mg gRT At T Rrwra—

(1) stet Faw 12 % ufFaw (2) & i fosrraa &1 Mo wersar % Ay F frar ST g,
AFISHAT UHT WeAFqT o [olT TEqa (oad At i Yo f qrerE o UF HI6 & $iqe UET frer
AT, ST ATH i gRfRafaat & stea auer siv ferfer 6 gfa=i v gatea formaesat a= darwat
ST |

(2) e formTashal T SAFGEEaHT Sl [T T 2l v a8 THhRTier it grreq & 15 f&HT % fia<w
T fad Fe=aT 9o, SFd Tt ®7 § I8 FAF g 6 a8 Hae™ & 9 37 ffaq & &9 § S
FLATE |

(3) ArEHAT ATHTHAT 1 fAFITRAT & TToq TAHIA T F AT AU FHRTer Fi 9fq Fom 37
FIATHRAT T T, g UHT TERTTeer &f a1fed & 15 & % q999Tq Tal, et & Faedi w7 STqares Ha

ST SAFEEHT T I STTATAAT & Fiad H |
16. srfarfAvia —

(1) ST=t F=\ 15 % T HeqaFar g0 fUEw=d &7 [oee 981 gav & a1 agi AFgsadd ArHa=d siv
TG U ATT T | F AT I U FTATA0T T e |

(2) wfarfaots forfea & grm |

(3) STet sAfafAvr forsTaashal & uer § g agf a8 fOwraasndl &l sTqacd THH FT HAT FHT

T ST fAFTIaEAr w1 FTF gqF & TAe TUTHEasT g0 THaTT § T8 Tiase a1 a9 arg
w0 (S ST T =2 €, AR 7S 2, T & S o w9 2, & oF forh ww ware € we |

(4) e o+ fAewuT F7 sffaw &7 &7 i fema ureq g i qE & S 7 6wy 5
o< srfarfaets arfia @)
(5) srtarfaotr &t v gfa forsrraraerat i forsrrara # ATf9a SfrAThat T st STusty |

(6) SrHTERAT ATATATT T WA *F Trag (& & A A= T ST HT ST AT &l
AT SATATAAT Al FEHLAAT <7 |

(7) ferrraashat, AT ST AfRaTE i B artesrr sfafeaw, 1999 & srefiw = arar
= sfiw e wrfereor (arferdT gt & f=at &1 |@weorn) &fF=m, 2002 # FameafafEs o o 33
Bt & o1t 39 1 Mer 3 &t aHE § Ageaad g7 Y& 6 T8 W6 % §a7d 6 aig ah
gfqad =TT T gHaT 20,

(8) AT AFIZHAT T AT FHTHATSA TL ATEAFHT AT |

(9) FHTERAT gIRT IUAH (6) § AT awa & fiaw afafaviT &1 JquraT F3 § 9% g T
AT &l HIAATAT T H IHH T STLFT FHET AT ATAT FEATS e o forw [Afde o s |
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17. AT SAEEAT & FEFATIT FHT TS A [ohef—

(1) SAFgEaAT T AfeRTar & srefia fomer o a¥ & W U 0 Fwamt § = 39 g0
S@TAl T FEaTor &Y FE 7 EIT AT H U qUH e T3 FE 3T IH FEIAT T0g H,
ASATITTATE T ITHT T I F T, TAF a9 30 7 TF T FT |

(2) FrEaTEE TRug Tt AT SAFgSHAT & arus Rt fF witg 7 e A v F e b
ATLZHAT F FAFATIAN FT TF GTT [ASATHA eiqfate Fed gu v Fare e UH st T, S 39
ZIRT SA9TF THAT ST, FG T LR Fl ST AEARSTUSAE HT 30 [ 6 TAT e AT g7 g T a9
30 forda & srae=Tq Teqa H |

(3) AEATLUE IUFTH (1) F Al =0 Th Teqa artas el sfw Sutew (2) ¥ wefie
FETAF IO 6 ROE 02 A= S0 37 39% g7 IUYFT 3T AEeTT GHH AT AT qHAT FEH
ST |

18. gATgRR AfAfa—

(1) Tt "fufa, s 9= & smtdeF fHeara safaaat & fese ot i Sed vs F0T avwe #i1
ATHIARTAAT ST, T STEASITATS FIT ST AFLSEHT % H1H (HOIEA T THI-HHT T [ATAATHRT FA 6
foro e fraT ST

(2) AEARSNUATE AHI-HHT TL HATGHTL AT o0l SSHT 6 THA, TITT AT TG AT (A FL=T BT |

(3) TR AIATT AEATTTAE T AR ST TAT AATF THAT T ATeAT 37T FTLATS F7A 5
forw syt RaTE s T |

19. FET gL FT RwETRO—

AEASTUSATS, FTAATAS UG 6 T &, FHh T AL Bl AT ALSHAT 6 FIEGIT § T AT
F foro ywarat Y fRrewrfrer w2 79

[®T. . 14019/22/2010-19T 1]
ue. sfifeare e, st garga™

MINISTRY OF FINANCE
(Department of Financial Services)
(INSURANCE DIVISION)
NOTIFICATION
New Delhi, the 15th September, 2016

G.S.R. 886(E).—Fhe following draft of certain rules which the CexhtGovernment proposes to
make, in exercise of powers conferred by sectionf2#he Insurance Regulatory and Development Auihor
Act, 1999(41 of 1999) and in supersession of thdr&esal of Public Grievances Rules, 1998, except as
respects things done or omitted to be done befark supersession, is hereby published for the nméition
of all persons likely to be affected thereby, antiae is hereby given that the said draft rules bd taken
into consideration after the expiry of a periodfoity-five days from the date on which the copiéghe
Gazette of India in which the notification is puhled are made available to the public;

Any objections or suggestions which may be receivech any person with respect to the said draft
rules within the period specified above will be simiered by the Central Government;
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Objections or suggestions, if any, may be address#dte Secretary, Ministry of Finance, Department
of Financial Services, Third Floor, Jeevan Deegddiog, Parliament Street, New Delhi-110001.

Draft Rules

1. Short title and commencement.—{1) These rules may be called the Insurance OmbamidRules,
2016.

(2) They shall come into force from the date ofrtfieal publication in the Official Gazette.

2. Application.—These rules shall apply to all insurers and thepresentatives in respect of complaints
of all personal lines of insurance, group insurgoakcies, policies issued to sole proprietorshig a
micro enterprises.

3. Definitions.—(1) In these rules, unless the context otherwiseires,—
(a) “award” means an award passed by the Insur@ndeudsman under rule 16;

(b) “financial year” means a period of twelve mantommencing on the*Hay of April and ending
on the 3% day of March;

(c) “Insurance Council” means the Life Insuranceu@wl and the General Insurance Council
constituted under section 64 C of the Insurance 2238 (4 of 1938);

(d) “Executive Council” means the Executive Courcihstituted under rule 4;
(e) “Insurance Ombudsman” means the Insurance @smban established under rule 6;

(f) “IRDAI" means the Insurance Regulatory and Diepenent Authority of India established under
section 3 of the Insurance Regulatory and Developriathority Act, 1999;

(g) “Ombudsman” means a person appointed as anaimsel Ombudsman under these rules;
(h) “personal lines” means an insurance policy tategiven in an individual capacity;

(i) “Group insurance” means insurance cover obthibg a group of individuals, either through an
employer or otherwise, under a single contract;

(j) “sole proprietorship” means a business thatllgghas no separate existence from its owner and
the income and losses are taxed on the individpal'sonal income tax return;

(k) "micro enterprise” means the micro enterpeses defined in clause (h) of section 2 of therdlic
Small and Medium Enterprises Development Act, 2@160f 2006).

(2) All other words and expressions used in thedesrbut not defined shall have the meanings
respectively assigned to them in the Insurance A&38 and the Insurance Regulatory and
Development Authority Act, 1999.

4. Executive Council.—
(1) There shall be an Executive Council consistihgine members including the Chairperson.
(2) The members of the Executive Council shall pose of—
(i) two persons representing life insurers to be notadhhy the Life Insurance Council ;

(i) two persons representing non-life insurers othan thtand-alone health insurers to be
nominated by the General Insurance Council;

(i) one person representing stand-alone health instoetse nominated by the General
Insurance Council;

(iv) one representative of the IRDAI; and

(v) one representative of the Central Government in Nfieistry of Finance from the
Department of Financial Services not below the m@inRirector;

(vi) the Chairman, Life Insurance Corporation of Indi#C( of India) established under the
Life Insurance Corporation Act, 1956 (31 of 1956)tlee Chairman, General Insurers’
(Public Sector) Association of India (GIPSA) esistisbd under the General Insurance
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Business (Nationalisation) Act, 1972 (57 of 1972pvyided they are not acting as
Chairman of the Executive Council.

3) The Chairperson of the Executive Council shelkither the Chairman of the LIC of India or
the Chairman of the GIPSA by rotation.

4) The term of the Chairperson and members oEttexutive Council shall be three years from
the date of assumption of charge.

(5) The nominations to the Executive Council st&lrevised every three years or as and when the
vacancy arises, whichever is earlier.

(6) A member of the Executive Council shall notdbgible for re-nomination for a period of three
years from the date he ceases to be a member:

Provided that this sub-rule shall not apply te hairperson or to the members nominated under
clause (iv) and clause (v) of sub-rule (2).

Functions of the Executive Council. —

(1) The Executive Council shall, with the prior apyal of the IRDAI, issue such guidelines,
including, inter-alia, relating to the procedure for the day to day adstiation, secretariat staffing,
secretariat administrative infrastructure, and satbler related aspect of its functioning.

(2) The Executive Council may constitute such cottees and/or obtain the assistance of outside
expertise as deemed necessary for preparing thelmés referred to in sub-rule (1).

Insurance Ombudsman. —

(1) There shall be established such number ofrémsie Ombudsman for such territorial jurisdiction
as the Executive Council may specify, for receiviognplaints and for the settlement of claims of the
policy holders under these rules.

(2) An Ombudsman shall be selected from amongsiops having experience of the industry, civil
service, administrative service or judicial service

(3) An Ombudsman shall be selected by a Sele@mnmittee comprising of—
(a) Chairperson of the IRDAI, who shall be the igberson of the Selection Committee;

(b) one representative each of the Life Insurang@nCil and the General Insurance Council from the
Executive Council - members

(c) A representative of the Government of Indialpelbw the rank of Joint Secretary or equivalent in
the Ministry of Finance from the Department of Fio@l Services—member.

(4) The Executive Council shall prepare a pansdugh an open process by inviting applications
from amongst the eligible candidates and the delegbrocess shall be in accordance with the
selection criteria finalised by the Central Goveemtnin the Ministry of Finance.

(5) An Ombudsman shall be appointed after satiafgcvigilance clearance and medical fithess
report from an authorised doctor.

Term of office of Insurance Ombudsman. —
An Ombudsman shall be appointed for a term of thesgs and shall be eligible for re-appointment:

Provided that no person shall hold office as an Qusinan after he has attained the age of sixty-
five years in case of appointment for the firsteiand seventy years in case of re-appointment.

Removal from office of Insurance Ombudsman. —

An Ombudsman may be removed from office on thengdoof gross misconduct during his term of
office, after following due procedure specifiedussler, namely:-

(a) The Executive Council shall draw up articleclofrge or charges if any, on the Ombudsman after
giving him a reasonable opportunity of being heard;
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(b) The Executive Council shall, as and when deenmesbssary, appoint such person or persons to
inquire into the allegations levelled against theurance Ombudsman;

(c) Upon conclusion of the inquiry, the Executiveu@cil or the person nominated by it shall forward
the inquiry report to the concerned Ombudsman whnl submit his comments or submissions
within a specified time;

(d) Upon receipt of the comments or submissiongfter the expiry of the stipulated period, the
Chairman of the Executive Council shall forward ithguiry report, the submissions of the concerned
Insurance Ombudsman along with the recommendatibtiee Executive Council to the IRDAI,

(e) The IRDAI shall decide upon the action to bketa if any, against the concerned Insurance
Ombudsman and shall communicate such decisioret&tlecutive Council who shall implement the
decision of the IRDAI.

(f) The IRDAI may, wherever it considers necessanytiate an inquiry suo moto against any
Insurance Ombudsman and in such case, it shallestqgine Executive Council to initiate the
proceedings and the Executive Council shall procesti the inquiry in accordance with the
procedure laid down in this rule.

Remuneration, etc., of Insurance Ombudsman. —

(1) The Ombudsman shall be allowed a fixed paighty thousand rupees per month and any
pension to which he is entitled from the Centrav&ament or a State Government or any other
organisation or institution shall be deducted fivisisalary.

(2) The revised pay and admissibility of other wlmces and perquisites shall be such as may be
determined by the Central Government.

Territorial jurisdiction of Insurance Ombudsma—

(1) The office of the Insurance Ombudsman shalldeated at such places and shall have such
territorial jurisdiction as may be specified by theecutive Council from time to time.

(2) The Executive Council shall specify the temigbjurisdiction of each Ombudsman.

(3) The Ombudsman may hold sitting at various @aséhin his area of jurisdiction in order to
expedite disposal of complaints.

Offices of Executive Council and Insurance Qdgman. —

(1) The Insurance Ombudsman shall have such seefetdaff as may be determined by the
Executive Council with the prior approval of theDRlI.

(2) The salary, allowances and perquisites payabléhe staff of the Insurance Ombudsman
secretariat and all expenses incurred in connectidh administration, including expenses to be
incurred by the Executive Council shall be bornethy Life Insurance Council and the General
insurance Council in such proportion as the ExgeuBouncil may with the prior approval of IRDAI,
by a general or special order specify, from timértee, in this behalf.

(3) The Insurance Ombudsman shall submit its anbudget requirements for the ensuing financial
year by the 3% January every year to the Executive Council aedBkecutive Council shall finalise
the budget in consultation with the Ombudsman ahdsa the Life Insurance Council and General
Insurance Council to allocate the funds to theeesype offices of Insurance Ombudsman.

(4) The decision of the Executive Council on adliben of fund to an office of Insurance Ombudsman
shall be final.

Duties and functions of Insurance Ombudsman. —
(1) The Ombudsman shall receive and consider cantplalisputes relating to—

(a) delay in settlement of claims, beyond the tigpecified under the Insurance Regulatory and
Development Authority (Protection of Policyholdetsterests) Regulations, 2002 framed under the
Insurance Regulatory and Development Authoritynolid Act, 1999;

(b) any partial or total repudiation of claimsth life insurer; non- life insurer or health insur
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(c) disputes over premium paid or payable in tesfriasurance policy;

(d) misrepresentation of policy terms and condgi@t any time in the policy document or policy
contract;

(e) legal construction of insurance policies giviigg to the grievance;

(f) forgery, tampering, misrepresentation and otheconduct relating to the proposal for insurance
policy;

(9) policy servicing related grievances againstiiass and their representatives;

(h) issuance of life insurance policy, general iasge policy including health insurance policy whic
is not in conformity with the proposal form subradtby the proposer;

(i) non-issuance of insurance policy after receippremium in life insurance and general insurance
including health insurance; and

(i) any other matter resulting from the violatiohpsovisions of the Insurance Act, 1938, regulasion
circulars, guidelines or instructions issued by tR®AI  from time to time or the terms and
conditions of the policy contract in so far as thelate to issues mentioned at clauses (a) to (g) .

(2) The Ombudsman shall act as counsellor and reedielating to matters specified in sub-rule (1)
provided there is written consent of the partiegheodispute.

(3) The Central Government or as the case mathbdRDAI may, at any time refer any complaint
or dispute relating to insurance matters speciiiredub-rule (1), to the Insurance Ombudsman and
such complaint or dispute shall be entertainechbylhsurance Ombudsman and be dealt with as if it
is a complaint made under rule 13.

Manner in which complaint to be made. —

(1) Any person who has a grievance against an énsunay himself or through his legal heirs,
nominee or assignee, make a complaint in writingth® Insurance Ombudsman within whose
territorial jurisdiction the branch or office ofelinsurer complained against is located.

(2) The complaint shall be in writing, duly signegt the complainant or through his legal heirs,
nominee or assignee and shall state clearly theereard address of the complainant, the name of the
branch or office of the insurer against whom thenplaint is made, the facts giving rise to the
complaint, supported by documents, the nature atehtof the loss caused to the complainant and
the relief sought from the Insurance Ombudsman.

(3) No complaint to the Insurance Ombudsman slealihless—
(a) the complainant makes a written representatiaghe insurer named in the complaint and—
(i) either the insurer had rejected the complaint;

(i) the complainant had not received any replymivita period of one month after the insurer reative
his representation; or

(iif) the complainant is not satisfied with the kegpgiven to him by the insurer;

(b) The complaint is made within one year—

(i) after the order of the insurer rejecting tepnesentation is received; or

(ii) after receipt of decision of the insurer whismot to the satisfaction of the complainant;

(iii) after expiry of a period of one month frometldate of written representation if the insurer edm
fails to furnish reply to the complainant .

(4) No complaint before the Insurance Ombudsmati bhamaintainable on the same subject matter
on which proceedings are pending before any couwbasumer forum or arbitrator.
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Insurance Ombudsman to act fairly and equitably

(1) The Ombudsman may, if he deems fit, allow tbenglainant to adopt a procedure other than
under sub-rule (1) or sub-rule (2) of rule 13 feaikimg a complaint, after notifying the parties he t
dispute.

(2) The Ombudsman shall have the power to ask #ineep concerned for additional documents in
support of their respective contentions and wheréveonsiders it necessary, the Ombudsman may
collect factual information relating to the dispateailable with the insurer and may make available
such information to the parties concerned.

(3) The Ombudsman may obtain the opinion of pradesd experts, if the disposal of a case warrants
it.

(4) The Ombudsman shall dispose of a complaint gfiténg the parties to the dispute a reasonable
opportunity of being heard.

Recommendations made by the Insurance Ombudsman

(1) Where a complaint is settled through mediatioder sub-rule (2) of rule 12, the Ombudsman
shall make a recommendation which it thinks faitha circumstances of the case, within one month
of the date of receipt of mutual written consent fuch mediation and the copies of the
recommendation shall be sent to the complainantt@mdhsurer concerned.

(2) If the recommendation of the Ombudsman is ptadde to the complainant, he shall send a
communication in writing within fifteen days of m@pt of the recommendation, stating clearly that he
accepts the settlement as full and final.

(3) The Ombudsman shall send to the insurer, a adpjts recommendation, along with the
acceptance letter received from the complainanttaedinsurer shall, thereupon, comply with the
terms of the recommendation immediately but nogrlahan fifteen days of the receipt of such
recommendation, and inform the Ombudsman of itspti@amce.

Award. —

(1) Where the complaint is not settled by way ofilagon under rule 15, the Ombudsman shall pass
an award, based on the pleadings and evidencelitrongecord.

(2) The award shall be in writing.

(3) Where the award is in favour of the complaindhtshall state the amount granted to the
complainant:

Provided that the Ombudsman shall not award ampemsation in excess of the loss suffered by the
complainant as a direct consequence of cause iohactr for an amount not exceeding rupees thirty
lakhs (including relevant expenses, if any), whighés less.

(4) The Ombudsman shall finalise its findings aadgan award within a period of three months of
the receipt of the complaint.

(5) A copy of the award shall be sent to the complat and the insurer named in the complaint.

(6) The insurer shall comply with the award witHifteen days of the receipt of the award and
intimate compliance of the same to the Ombudsman.

(7) The complainant shall be entitled to such edeat a rate per annum as specified in the Insaran
Regulatory and Development Authority (Protection Riflicyholders’ Interest) Regulations, 2002
framed under the Insurance Regulatory and Develapwethority of India Act, 1999 from the date

the claim ought to have been settled as per thitregulations till the date of payment of the antoun
awarded by the Ombudsman.

(8) The award of Insurance Ombudsman shall baifgnon the insurers.

(9) In case an insurer fails to comply with the edvavithin the time specified in sub-rule (6), the
matter shall be referred to the Executive Courmiltéking action as it deems appropriate.
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Review of activities of Insurance Ombudsman. —

(1) The Ombudsman shall prepare an annual repadsilidg the activities undertaken during the
previous financial year under their jurisdictiontatement of accounts and any other relevant
information and submit to the Executive Counciltwit copy to the IRDAI by the 80June every
year.

(2) The Executive Council shall on receipt of arlmaports of all Insurance Ombudsman, furnish a
report containing a general review of the actigited Insurance Ombudsman during the preceding
financial year and such other information as maycbasidered necessary by it, to the Central
government and to the IRDAI which shall be furnislaemy time after the 30June but not later than
the 3" September every year.

(3) The IRDAI shall consider the annual reportdismished under sub-rule (1) and the report of the
Executive Council under sub-rule (2) and take blétateps as it deems fit and necessary.

Advisory Committee. —

(1) An Advisory Committee consisting efminent persons not exceeding five and including on
Central Government nominee shall be constitutedhieyIRDAI to review the performance of the
Insurance Ombudsman from time to time.

(2)The IRDAI shall decide the time, venue and guoof the meeting of the Advisory Committee.

(3)The Advisory Committee shall submit its reptortthe IRDAI for review and further action as
deemed necessary.

Recommendations to Central Government—

The IRDAI, in consultation with the Executive Coilnmay recommend to the Central Government,
proposals for effecting improvements in the funmiing of the Insurance Ombudsman.

[F. No. 14019/22/2010-Ins.II]
N. SRINIVASA RAO, Economic Advisor
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