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G. S. R 670(E).—In exercise of the powers conferred | by sub-section (1) ol'bcc:iou 114
of 1938) the Central Government hereby frames the following Rulcs, namely :— :
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(Department of Econpmic Affairy)
(Insurance Division)
NOTIFICATION
Necw Delhi, the 1 1th November, 1993

1. Short title.—Thcse Rules may be called the Redressal of Public Gricvances Rules, 1998,

2. Application.—Thesc Rules shall apply 10 all the insurance companics operating in general insurance busincss and

in lifc insurance business :

Provided that the Central Govemment may cxcmpt an insurauice compmy from the provisions of these Rules, if it is
satisficd that an insurance company has already a gricvance redressal machmcq which fulfills the requircments of these
Rules.

3. The objects of these Rules are to resolve all complaints relating to scttlement of clamn on the part of insurance

companics in cost cffective, cfTicient and impartial manner.

of the Insurance Act, 1938 (4
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4, Definition.—In these rules unless the context otherwisc requires (—
£5) " Adt” means lnsurance Act, 1938
) "commiuee means an advisory committee referred to in Rule 19 ;
((c) *financial year” means period of twelve months commencing from the Ist day of April of any ycar 1nd endingon.
- 315t day of March of the succeeding year ;

(d) “General Insurance Corporation of India" mecans a government company formed under sub-scction (1) of section
9 of the General Insurance Busine's (Nationalisation) Act, 1972 and shall include a subsidiary company of such
company |

((c) “governing body™ means govcrmng body of the Insurance Council consututed under sub-rule (1) of rule 5 ;

(0 “Insurance Council” means the Life Insurance Councll and the General Insurance Council referred 1o in section
: 64C of the Act ;

(g) *Insurance Regulatory Authority™ means a body cstablished by Govemment of India vide Rcsoluuon No. 172y

V. 94 Ins.V dated 23-01-1 996 to moiitor the orderly growth of insurance industry ;,

) ~“Insurance Company means the Lifc Insurance Corporation of India, the General Insurance Corporation ol'
' India and ; any other company which has been given a licence to carry on busmcss ‘of lifc insurance or of the
general insurance, as the casc may be;

(i) “insurcd person™ means an individual by whom or on yvhosc bohall an insurance policy has been taken on
personal lines;

(j) *Lifc Insurance Corporatmn of India™ mcans the Lifc Insurance Corporation ol‘lndlxa established under the Lile
[nsuranicc Corporation Act, 1956,

(k) “Personal lines™ means an insurance policy laken or gwcn in an individual capacity;

5. .Governing body of Insurance Council.—(1) There shall be a Governing Body of the Insurance Conncil which
shall consist of onc representative from cach of the insurnce compauics.

(2) “The representatives of an m'cunm.c company shall ordinanily be-Chairman or Managing Dircctor or any onc of
the Directuts of such company.
(3) The Goveming Dody shall formulate its own procedure for conducting its business including the clection of the
. Chairman.
_  Provided that the, Chairman of the Life Insurance Corporation of lndia shall act as the first Chairman of the govern-
ing body.
Il.h 6. Ombudsman.—{1) Thec goveming body shall appoint onc or niore persons as ombudsman for the purpose of
csc rules.

) The Ombudsman sclected may be drawn from a wider circle including l!losc who hnvc ctpmcncc or have been
exposcd to the industry, civil service, administrative service, ete. in addition (o those drawn frdm judicial scrvice.

- (3) An Ombudsman shall be appointed by the Goveming Body from a pancl prepared by the Committce consisting of _—
(a) Chairman of In$urance P.cgulatory Audsgmy —Chairman
(b) Two representatives of Insurance Council —Mcmber
including onc cach from the Life Insurance
Business and from General Insurance Busincss
respectively. ' :
(c) Onc rcpmm(atlvc of the Central Govcmmml o —Member:
7. Term pl_‘ Ol'ﬁcc.—An Ombudsman shall be appointed for alerm of Uiree years and shall be cligible for rezappointment

Provided that no person shall hold office as such Ombudsman afigr he has attained the agé of 65 ycars.
: 8. Removal from Office—(1) An Ombudsman may be remaved from service for gross misconduct commitied by
' himdunpglustam of office,
* «2) The Governing Body rnay appoint such pcrson as it thinks ﬁt to conduct enquiry in rclation to misconduct of the
Ombudstaan. '
.(3) All enquirics on musconduct will be sent to ln.m:mcc Regulatory Authority which may lakc a deds:on as to the
proposcd action to be taken against the Ombudsman,

(4) On recommendations of the Insurance Rcsulntory Autherity il the Govemning Body is of opinion that thc Om-
budsman is guilty of misconduct, it inay terminate his scrvices.
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9. Remuneration etc. of Ombudsman.—(1) There shall be paid to Ombudsman a salary which is equal to t
salary of the Judge of a High Court. ' P

(2) The other allowances and perquisites of the Ombudsman shall be such be such as may be specificd by the Central
Govemment. ' - '

10., Territorial Jurisdiction of Ombudsman.—(1) The office of the Ombudsman shall belocated at such place as
may be spesificd by the Insurance Council from time to time. ;

(27 ‘The Goveming Body shall specify the temitorial jurisdiction of cach Ombudsman. |
(3) “The Ombudsman may hold sitting at various places within his arca of jurisdiction in order to cxpeditc disposal of
complaints. . - ' .

" 11, Staff.—(1) The Ombudsman shall have such secretarial stafl as may be provided to him by the Insurance Coun-
cil after having consultation wim the Ombudsmiut.

(2) The Ombudsman may engage the services of professional expert with a view to assist him in discharging his
functions. - ) ; ’ ' '

 (3) Thesalary, ﬂ[m and perquisites payable to Ombudsinan, the salary, allowances and other benefits payable
lo the staff of the seéretariat and all expenscs incurred for the purposes of these rules shall be bome by the Insurance council,

, (4) The Ombudsman shall prepare the budget indicating the requircment of funds before the beginning of cvery
financial ycar. : ) ,
(5) The budget of the office of Ombudsman will be sent to the Governing Body.

(6) The Governing Body will finalisc the budget in consultation with the Ombudsman and shall allocate the funds tc .
the office-of Ombudsifian. - . )

' (7) The total expecnses on Ombud.smnn,and his stafT shall be incurred by the insurance comoanics who are members
of the insurance council in such proportion as may be decided by the Governing Body {rom time to time: g
Provided that till a decision is taken by te Goverming Body, the entire expenditure shall be shared cqually between
the insurance companies in the lifc insurance husiness and general insurance business in equal proportion. b
_ (8) The sharc of expenditure which is 1o be incurred by cach insurance company shall be in the ratio of premium
income for the previoug year of such company. _
Explanation :—For tic purposc of this sub-rule “premium incomg™” means the gross dircct premium income of the
insurer without taking into account from {ime to time income on rcinsurance accepted by the insurance company.
12. _l"ow::r of Ombudsman.—(1) The Ombudsman may receive and consider (—
(a) Complaints under rule 13;
(b) any partial or total repudiation of claims by an insurcr; .
(c) any dispute in rcgard to premium paid or payable in terms of the policy;
- (d) any dispute on the legal construction of the policics in so far as such disputes relate lo claims;
(¢) delay in settlement of claims;
(N non-issuc of any insurance docunicnl 10 customers after receipt of premium.
(2) The Ombudsman shall act as counsellor and mediator in matters which are within his terms of reference and, il
 requested to do so in writing by mutual agrecment by the insured person and insurance company. 1
(3) The Ombudsman’s decision whether the complaint is fit and proper for being considered by it or not shall be
final. '
13. Manner in which complaint is to be made :—{1) Any person who has a gricvance against an insurcr, may

himself or through his lcgal heirs make a complaint in writing to the-Ombudsman within whosc jurisdiction the branch or
office of the insnrer complaint against is located. ’ . '

(2) The complaint shall be in writing duly signed by the complainant or trough his legal hcirs and shall state clearly
the name and address of the complainant, the name of the branch or office of the insurer against which the complaint is made,
the fact giving risc o complaint supported by documents, ifany, relicd on by the complainant, the naturc and extent of the lass
caused 1o the complaistant and the relicf sought from the Ombudsman. ' ' .

(3) No complaint to the Ombudsman shall lic unless :— . |
(a) the complainants had before making 2 complaint to the Ombudsman made a written representation to the insures
named in the complaint and cither insurcr had rejected the complaint or the complainant had not received any reply within a

period of onc month afier the insurer concerned reccived his representation or the complainant is not satisficd-with the reply
given to him by (he insurer; ' :
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() the camplaint is made not later (han one year after the insurcr had rejected the representation or sent his final
reply on the represcutation of the complainant; and '

(c) the complaint is not orf the same subject matter, for which any proceedings before any court, or Consumer Fonim,
or arbitrator is pending or were so carlicr. _ _ .

" 14. Ombudsman to act fairly and cquitably : (1) The Ombudsman may, if he deems fit, adopt a procedure other
than mentioned in sub-rule (1) and (2) of Rule 13 for dealing with a claim : C

Provided that the Ombudsman may ask the partics for necessary papers in support of their respective claims and
where he considers necessary, he may collect factual information available with the insurance company.

(2) The Ombudsman shall disposc of a complaint fairly and cqui'lnhl_v.

15. Rccmumr,ndaliohs made by the Ombudsman : (1) When a complaint is settled, through mediation of the
Ombudsman, underiaken by him in pursuance of request made in writing by complainant and insurcr through mutual agree-
‘ment, the Ombudsman shall make a recommendation which he thiugs fair in the circumstances of the casc. The copics of the
recommendation shall be sent to the complainant and the insurance company concerned. Such recommendation shall be made
not later than onc nonth from the date of the reccipt of the complaint.

(2) If a complainant accepls the recommendation of the Ombudsnian, he will sent a communication in writing within

15 days of the datc of reccipt of the recommendation. He will confirm his acceptance to Ombudsman and state clearly that the
scitlement reached is acceptable to him, in totally, in terms of recommendations made by the Ombudsman in full and final
:ment of complaint. .

(3). The On:budsman shall scat to the insurance company a copy of the recommendation along with the acceptance
letter received from the complainant. The insurer shall thereupon comply with the terins of the recommendations iminediately
not later than 15 days of the receipt of such recommendation and the insucer shall inform the Ombudsman ol its cmnpli:mcé_

16. Award : (1) Where the complaint is not scttled by agreement uader Rule 15, the Ombudsman shall pass an
awied which he thinks fair in the facts and circumstances of a-claim.

(2) ‘An award shall be in writing and shall state the amount awarded to the complainant

Provided that Ombudsiman shall not award any compensation in cxcess of which is necessary to cover the loss
suffcred by the complainant as a dircct consequence of the insured peril, or for an amount not excecding rupeces twenty lakhs
(including cx-gratia and other cxpenscs), whichever is lower.

(3) The Owbudsman shall pass an award within a period of three months from the receipt of the complaint.

(4) A copy of the award shall be scnt to the complainnant and the insurer named in the complaint.

(5) The complainant shall fumish to the insurcr within a period of onc month from the date of recgipt of the award,
a letter of acceptance that the award is in full and final scttlement of his claim.

(6) The idisurer shall comply with the award within 15 days of the receipt of the acceplance letter under sub-rulc (5
and it shall intimgtc the compliance to the Ombudsnian. -
17. Conscquences of non-acceptanceof award : Il the complainant docs not intimate the acceptance under sub-rule
of rule 16, the award may not be implemented by the insurance company. ' . ;
\ 18. Power to make Ex-gratia payment : [[ thc Ombudsman deeems fit, he may award an Ex-gratia payment,

MISCELLANEOUS PROVISIONS :

19. Advisory Committce : An Advisory Committce consisting of not cxceeding five-eminent persons shall be noti-
ficd by the Government (o assist the Insurance Regulatory Authority (o review the performance of the Ombudsman from time
o time. The Insurance Regulatory Authority shall decide the time, venue and quorum of such meéting. The authority, after
discussing thematter with the Gov'cming Body, nay recommend to Govemment appropriate proposals for cffecting improve-

meats in the functioning of Ombudsman. In the light of recommendations made by the Insurance regulatory Authority, the
Government may carry out such amendments to these rules as they may deem fit. ‘

" 20. The Ombudsman shali furmnish a report cvery year containing a general review of the activitics of the office of the
Ombudsinan during preceding financial ycar to the Central Government and such other information as may be considered
necessary by it. In the Annual Report, the Ombudsman will make an annual review of the quality of services rendered by the
insurer and make recommendations to improve these services.

41. Recommendation of the Insurance Council : Fhe Insumnce Council may suggest to the Ombudsman such
recommendations as it deems fit and which in its opinion will enhenee the utility of the annual report and also so that the
objectives of the rules are clearly analysed in terms of the activitics in the ycar undgr review. Suggestion for long term

improvement of insurance scctor will be incorporated by the Dmbudsman in his report.

[F. No. 56/32/97-Ins. 1]
D.C. SRIVASTAVA, Dircctor

Printed hy the Mamsger, Govt. of India Press, Ring Road, Mavapuri, New Delhi-110064
and Published by the Cantroller of Publications, Dethi-110034 — 1998,
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MINISTRY OF FINANCE
(Department of Economic Alfairy)
(Insurance Divisinn)
NOTIFICATION
New Delhi, the [18th December, 1998

CLS.R TS2(E).- =In exercise af the powars contained
Uy Sub-section (1) of Scction 14 of the Insurance Act, 1938
(-1 of 1'3%) the Central Govermment herchy: frames the fol-
lowing Rules. namely..--

1. Short title and commencement -- .
(1) The Rules may be called the Redressal of Pub-
lic Gricvances (Amendment) Rules, 1998,
(2) - This shall be deemed to have come info foice
"~ " from the date of Publication.

2. In Rule 4(F) of the Redressal of Public Gnicvances
Rules, 1998, the lollowing shall be substituted, namcly -

(1) Insurance Council will consist of Life Insutance Cor-

poration of India. Geueral Insurance Corporation ol Indis
and its four subsidiarics and other Insurance Companies which

- will be permitted 1o do insurance business in fitture,

|15, No. S6/32/7-1us, 1]
C. S. RAQ. . Sexy.

Foot Note :—The Principal rules were published under
Natification No. GSR o70(E) dt 11-11-1998,

Printed by the Manager, Govt ol Didea Press, Ring Rosd, Mayapun, New Delhi-1 10064
: and Published by the Conteoller of Publications, Delliu-1100%45 .. 1998,



. g

- GNGR iv B TEP-32004/57

RECHD. HO. 1)1, 33004

The @azette of Fudia

LXTRAO RDINARY.

HIT 1 —WVE 3—3Iq-WUE (i)
PART II—Scction 3—Sub-section (i)

uifuw ¥ walsm
= PUBLISHED BY AUTHORITY
e —————————————————— e — ——
€. 307) i (ol WA, 573 21, 1999/ 31, 1921
307) NEW DELIIIL, MONDAY, JUNFE 21, IY99/IYAISTIIA 31, 1921
i Haera
( aufddw =id favm )
( Atm-mm )
il

73 feewll, 21 37, 1999

L. &1 P 448( 31 ). —3m sfufrm, 1938 (1938 T 4) F MU 114 T IV (1) TR0 VER ARRGA # wiln @ o
¥ WHER GG e 11 Ta=1, 1998 F ¥Ra GO &9 faeen wen 670(3) ¥ Prafafas tavw s . —

1. faamm Yu 7 M wg; ik wF wr W fesfafon @ yhrenfia 5t —

‘7. wratea ) Fafu—E @ sTagwi F Prafe 9 ad 5 ety ¥ fag sem wurd 71 sy ae wd 2 T,
¥H W !ﬂvﬁﬁ,%@wﬂmlyfﬁﬁuﬂﬁﬂqﬁ?ﬁt[“

2. e Y 9(1) W wa; ok v WA W Frefafa 9 xfeaf 5 -

9. ArEEEI F AW AW R—(1) FTEATFI B W AR T ¥ F Ao 3 2t saheeiig
TEX A T TER A e o= drevaen R fred ot 7 ol ¥, ﬁmnqrmﬂi\m
¥ QA wz #i wrgft

3. ¥w16(1) ¥ ' gresn #t Mn'nmvhmﬁmﬁiranﬂﬂmnﬁaﬁ:-
“ﬁmmﬂﬂ'mmumﬂmmmml“
[T%. 9. 56(32)r97-dm-:

H.OUR MW, SR T

1%44 G99 (]



L GAZETTE OF INDIA : EXTRAORDINARY [Pas; HemSuc WO
—_———— —

—

MINISTRY OF FINANCE
(Department of Economic Affairy)
(INSURANCE. DIVISION)
NOTIFICATION
Nesw Delhi, 215t June, 1999

G.S.R. 448(E).—In exercisc of the powers conferred by sub-section (1) of Section H4 of the Insurance Act 938 (4
of 1938) tho Central Government hereby makes the following amendments in the Notification of the Governme - of india

No. GSR 67(E) dated the 11th Novcmber, 1998 :— .
1. Delete eitisti.ng para 7; and substitutc the, following in its place :— .
- 7. Term of Office—An Ombudsman shall be appointed for a term of three years or Ul the incumbent att~
the age of sixty five ycars, whichever is carlicr. Re-appointment is not permitted.”
2. Delete existing pariyaph 9(1); and substitute the following in its place :—

“9. Pay and Allowances of Ombudsman—(1) The Ombudsman shall be allowed a fixed pay of rup: > bwenty
~six thousand per month. Any pension to which he is entitled from the Central Governinent or a Statc Gover: .t 0y
other orgsanisation/institution shall be deducted from his salary. =

3. lupara 16(1), Delete the words “an award” and substitute the following words in their place . —
“a spcaking award with detailcd reasoning'

[F. No. 56(3%
C.S. RAQ, Jt. wcty.
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