
























Mr Viraf Dhun Dinshaw

v/s

UC of India .........................Respondent

coMPtArNT NO: BHp-L-029-2223-Or77 ORDER NO: tOlBHplA,lLtl 12022-23

1. Name & Address of the
Complainant

Mr Viraf Dhun Dinshaw
Vill- Nirdhari, Po- Pipalia Karadia
Dist- Mandsaur

2. Policy No:
Type of Policy
Duration of policy/Policy period

34XXX1500
UC Bima Gold
28,02.2006

3. Name of the insured
Name of the policyholder

Mr Viraf Dhun Dinshaw
Mr Viraf Dhun Dinshaw

4. Name of the insurer LIC of lndia
J. Date of Repudiation/ Rejection 05.o4.2022
6. Reason for Repudiation/ Rejection Demanding Penal interest @L2.25% instead 6.25
7. Date of receipt of the Complaint 22.05.2022
8. Nature of complaint Demanding Penal interest @t2.25% instead 6.25
9. Amount of Claim
10. Date of Partial Settlement 04.0L.2022
11. Amount of relief sought After the calculation and discussion part

payment of interest received from LIC

12. Complaint registered under Rule Rule No. 13(1)(a) Ins. Ombudsman Rule 2017
13. Date of hearing/place 17.06.2022 at OlO, Bhopal
L4. Representation at the hearing

a) For the Complainant Mr Berjish Dinshaw, Brother of the complainant
under authority over GoTo Meet App

b) For the insurer Mr Rakesh Shukla, A.O. CRM, Indore D.O. over
GoTo Meet App

15. Complaint how disposed Dismissed
16. Date of Award/Order 30.06.2022

17. Mr Viraf Dhun Dinshaw (Complainant) has filed a complaint against LtC of India

(Respondent) alleging less payment of Penal interest.

18. Brief facts of the Case -
a) Contention of the complainant - The complainant has stated that he received a call

from LIC claim department in the month of December to provide claim form dully signed & to

complete all the compliance for the policy getting matured on 28tn Feb 2022. Simultaneously

he was also informed by LIC claim department that a Money Back policy which was due in the
,/1
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year ZOL4 is also there, so kindly provide the claim form dully signed for the same also. He

was really shocked after hearing that his money back amount of Rs. 2,25,000/- was brought to

his notice in the year 2022. He visited the branch where he spoke to the officer & provided

the claim forms & asked them why they had not informed the same in year 2014. He was

shocked to hear from LIC officer that they must have done the correspondence by sending

the covering letter & claim form to his address. He submitted that if they had sent the claim

form he would had deposited the claim form & would have got money back of Rs. 2,25,000/-

& requested them to provide him the communication receipt of speed post or by whichever

means they had done the correspondence & told them to check the record. But he was told

its is a very back dated matter & they do not keep such records. Now the issue arises that the

money was left with LIC of India for 9 years & no one took the pain to call him. Had he kept

the same hard earned money in bank it might have doubled & had he invested in Equity

Market or Mutual Fund his money would have multiplied ten folds. He therefore requested

them to look into the matter very seriously & provide him interest on Rs. 2,25,000/-

(compounding) for last 9 years. After that he received letter dated 27.0t.2022 from LtC

informing that his policy lapsed due to non payment of premium and that's why he had

deposited the claim form on 04.07.2022 and money was given on the same day. Then all of

a sudden on 3t.O3.2O22 the interest amount was credited in his saving account & after seeing

the same he visited LIC office to know that the amount credited and under which head. He

was informed by the officer that the amount credited for interest. He then enquired at what

interest rate & for how much tenure the interest is calculated. The officer had replied vaguery

that it is an in house calculation. He then received a letter dated 05.04.2022 putting a manual

calculation as system does not generate any such type of vouchers or report. Interest was

calculated on Rs.2,25,000/- @ 6.25% for the period of 07 years 10 months, which is not

acceptable to him. He then submitted that had respondent company given back his money in

2014 he would have got interest @ 9.25 to L0.zso/o that too compounding & hence

demanded e.'lrc.a 2yo of penalty as per IRDA law due to failure & ignorance of Insurance

company. He therefore appealed that interest should be calculated by IZ.2S% compounding.

lf the same money he would have invested in Equity Market & Mutual fund his money hao

been in ten folds. Secondly he needs to know when his policy stopped & after paying the

lr!



19.

27.

-5-
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premium when it again came in existence. He had requested to GRO that his policy matured

on 26.02.2022 and he received Rs. 10,26,000/- on the maturity, he failed to understand the

amount received from LIC & premium paid by him after receiving the three money back of Rs.

2.20 (Rs.5.60 Lakhs) the Pay Off earned to Rs.1,60,864/- after paying premium for last 16

years, so some miss calculation has been occurred. He had also asked the GRO to orovide him

Benefit illustration of the policy which he needed as he had not received with the policy.

b) Contention of the respondent - The respondent in their SCN have stated that

complainant was well informed in 2014 for survival benefit claim but communication in this

regard was not complete and postal department does not keep very old record. After

complainant approached our Branch Office in 2022 we received discharge form from him to

settle maturity claim along with missed survival payment installment. Company has paid

Maturity Claim of Rs. tO,27,648/- on 07.O2.2O22 and Rs.2,25,000 /- on O4.OL.ZOZ2 as missed

survival benefit claim which have been credited to his bank account. Policv Holder demanded

interest on Survival Benefit Claim which was paid to him amountingto Rs,!,07,977/- as penal

;nterest @ 6.25% as prescribed by LIC vide circular Actuarial/26.O4.ZOZI as per RBI rate from

which TDS was also deducted Rs. 10,788.00. They further submitted that penal Interest has

been paid for 2800 days and that Interest calculation was done purely in-house and generated

by computer system and it is encrypted also. Although interest calculation was manual, the

same was provided to Mr Dinshaw on official letter head. They further submitted that

complaint of complainant is not true and infact the penal interest demanded by him @

t2.25% does not match with RBI rate.

The complainant has filed complaint letter, Annex. Vl A and correspondence with respondent,

while respondent have filed SCN with enclosures.

I have heard both the parties over GoTo Meet App at length and perused papers filed on

behalf of the complainant as well as the Insurance Company.

Observation and Conclusion - During hearing the representative of the complainant

submitted that his above policy got matured in February, 2022 and he stated that he receiveo

a call from the Claims Department in December 2021 asking him to submit duly signed clatm

form so as to enable them process the maturity payment. At this time, he was also informeo

that a money
rfl

ll'rt-.t 
u

back which was due in the year 2014 was also due to be paid to him. He got



shocked on hearing this that an amount of Rs.2,25,000/- due to be paid to him in the year

2014 is being brought to his notice in the year 2o2r. He stated that this big amount of
Rs.2,25,000/- was lying with the respondent company for 9 long years and no body took pains

to call him and inform him. He stated that had he invested this money in any Mutual Fund or

in any bank this amount would have multiplied many folds. He therefore wrote to the

respondent company to pay him compounding interest on Rs.2,25,ooo/- and in response he

received a letter dated 27.or.2022 from respondent company informing him that the poricy

had got lapsed due to non payment of premium and that's why he had deposited claim form

on o4.o7.2o22 and money back was given on the same day. Then suddenly on 31.03.2022 his

bank account was credited with some interest. Thereafter vide letter dated 05.04.2022 he

was informed that interest was calcutated on Rs.2,25,000/- @ 6.25% for the period of 07

years 10 months. This was not acceptable to him. He then submitted that had respondent

company given back his money in 20L4 he would have got interest @ 9.25 to 10.25% thar

too compounding & hence demanded extra 2o/o of penalty as per |RDA law due to failure &
ignorance of Insurance company. He therefore appealed that interest should be calculated ov

12.25% compounding.

on their turn the respondent company submitted that complainant was well informed in 20i.4

for survival benefit claim and thereafter when complainant approached our Branch office rn

2022 and on receipt of discharge form to settle maturity claim along with missed survival

payment installment, Company paid Maturity Claim of Rs. L0,2f,648/- on O7.02.2022 ano

Rs.2,25,000/- on o4.o7.2o22 as missed survival benefit claim which have been credited to his

bank account. Policy Holder demanded interest on survival Benefit claim which was oaid to
him amounting to Rs.!,o7 ,877 /- as penal interest @ 6.2s% as prescribed by Llc vide circurar

Actuarial/26.o4.2021 as per RBI rate from which TDS was also deducted Rs. 10,7gg.00. They

further submitted that penal Interest has been paid for 2g00 days and that Interesr

calculation was done purely in-house and generated by computer system and it is encrypted

also. Although interest calculation was manual, the same was provided to complainant on

official letter head.

I have heard both the parties and carefully gone through the documents available on the file.

It rved that policy matured on 28.02.2022. In Dec 2021 Llc officials had contacted

I
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complainant for filling forms of maturity and informed complainant that a payment due in

2014 is still unpaid. Respondent company had paid sB due amount of Rs.2,25,000/- on

O4.OL.2O22on the same day of submission of discharge form by the complainant. Respondent

company had thereafter also paid penal interest due to delayed payment of survival Benefit

claim for 7 years and 10 months @ 6.25% as per rules laid down by IRDA (Protection of

poticvholders Interest) Regulations, 2002. In view of foregoing, complaint is liable to be

dismissed.

AWARD

The complaint filed by Mr Viraf Dhun Dinshaw stands dismissed herewith'

23. Let copies of the order be given to both the parties.

Place : Bhopal

Date:30.06.2022 INSURANCE OMBUDSMAN
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OMBUDSMAN -RAVINDRA MOHAN SINGH

Mr B L Ahirwar ......... Complainant

vls
SBI Life Insurance Co. Limited ,...,.....Respondent

COMPIAINT NO: BHP-t-041-2223-0191 oRDER NO: tOIBHP/AlLtl 12022_23

Mr B L Ahirwar (complainant) has filed a complaint against sBl Life Insurance co. Limited

(Respondent) alleging Less payment of Maturiyt Claim.

Brief facts of the Case -
al contention of the complainant (Facts of the complaintl - The complainant has

stated that in March 2015 prior to taking policy, an agent of SBI Life Mr Vivek Agrawal came

along with 2 options of Mty claim, with l't option to get pension upto 15 years and secono

option a Lump sum Amount. He was also informed by the agent that if option of pension rs

18.

l. Name & Address of the
Complainant

Mr B L Ahirwar
C-39, Sainath Nagar
Kolar Road
Bhopal

2. Policy No:
Type of Policy
Duration of policy/Policy period

tBxxxxx2909
SBI life - Smart lncome protect policy
31.03.2015

3, Name of the insured
Name of the policyholder

Mr BL Ahirwar
Mr BL Ahirwar

4. Name of the insurer SBI Life Insurance Co. Limited
J. Date of Repudiation/ Rejection
5. Reason for Repudiation/ Rejection
7. Date of receipt of the Complaint 23.05.2022
L Natqre of complaint Less Payment of Maturity Claim
9. Amount of Claim
10. Date of Partial Settlement
Lt. Amount of relief sought Less payment of maturity claim
12. Complaint registered under Rule Rule No. 13(lXb) Ins. Ombudsman Rule 2017
13.

74,
Date of hearing/place 29.O6,2O22 at OlO, Bhopal
Representation at the hearing

a) For the Complainant Mr B L Ahirwar over whatsapp video call on his
mobile number

b) For the insurer Mr Amit Bhargava, AVP & Head CRM & CE

over whatsapp video call on his mobile
number

15. Complaint how disposed Dismissed
16, Date of Award/Order 29,06.2022

-) l)
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not exercised then automatically lump sum amount of Rs. 14,25,000/- shall be paid. But

payment of Maturity claim of only Rs. 11,35,687/- has been done inspite of full premium

payment of 7 years amounting to Rs.10,45,500/-, in this way he has been cheated. lt is stated

that the same complaint had been lodged to the company on 05.04.2022 and 22.04.2022 but
could not get any response. He has requested to the forum for redressal of hs grievance.

b) contention of the respondent (Facts of the scN)- The respondent in their scN have

stated that the complainant is alleging receipt of less maturity amount. The company has paid

the maturity benefits as per the terms and conditions of the policy. As per terms and

conditions vested reversionary bonus along with terminal bonus amounting to
Rs.11,35,585.75 was paid at the Maturity. lt is humbly submitted that the policy was issueo

based on the duly filled and signed proposal form submitted by the complainant. The product

features under the policy were duly approved by IRDA. The policy has matured on 31.03.2022

and the company intimated to submit documents to process maturity amount under the

policy vide letter dated 03.09.2021 followed by reminder. But the documents were not

submitted by the complainant. The company paid an amount of Rs.11,35,6g5.75 towards the

maturity amount payable as per the terms and conditions of the policy which is just and legar.

It is humbly submitted that the complainant Mr. B.L. Ahirwar had applied for sBt Life smart

Income Protect Policy was issued with Doc 31.03.2015 with an initial proposal deposit of

Rs.1,50,000/. Based on duly filled and signed proposal form the above policy was issued with

DoC as 31.03.2015 for basic sum assured Rs.838o0o/-for a premium paying and policy term of

7 years was issued. As per terms and conditions of the policy under maturity benefit 3.3.2 if
you have chosen to receive maturity benefit in a lump sum: g.3.z.r if your policy is inforce on

the date of maturity then we will pay guaranteed sum assured at maturity plus vested simple

reversionary bonus plus terminal bonus, if any Guaranteed sum assured at maturity is equal

to rro% of basic sum assured. 3.3.2.2 if your policy is in paid up state on the date of maturity

of policy then we will pay 110% of paid -sum assured plus vested simple reversionary bonus

plus terminal bonus, if any. The sum assured under the poticy is Rs.8,38,000/_. The

guaranteed sum assured is Rs.g,21,800/- which is Lro% of basic sum assured. Net maturitv

amount payable is arrived at by adding gross maturity amount payable (before TDs)

amounting to Rs.9,21,800/- plus vested bonus of Rs.I,69,276/- and terminal bonus of

,1 I
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Rs.50,782.80 and after deducting TDS @ 5% amounting to Rs.6,173.05 net maturity amounr

payable works out to Rs.11,35,685.75. Thedateof maturity of the policy was 31.03.2022. SBI

Life had sent maturity intimation letter dated 03.09.2021 and maturitv intimation reminoers

dated 17.10.202t, t6.I2.2O27, L5.Of.2027, L4.O2.2O22 and 16.03.2022 to the comolainanr.

Thus company has paid an amount of Rs.11,35,685.75 on 01.04.2021 through direct credit to

bank account no. 63xxxxx9412 held in sBl and receipt of the same has been acknowledgeo

by the complainant in his complaint. The said payment was intimated to complainant vide

letter dated 03.04.222. company had sent maturity intimation letters and the complainant did

not submit any documents. Hence with the intention of paying the maturity value to the

complainant without any delay, the company paid the amount to the complainant. The

company has not assured any benefits other than what is stated in the policy document. lt is

specifically denied that the complainant was assured for payment of an amount of

Rs.14,25,000/- towards lump sum maturity benefit. All the allegations made by the

complainant against the company are denied in toto. The maturity amount has been paid as

per terms and conditions of the policy and nothing more is payable.

The complainant has filed complaint letter, Annex. Vl A and correspondence with respondenr,

i,vhile respondent have filed SCN with enclosures.

I have heard both the parties over whatsapp video call at length and perused papers filed on

behalf of the complainant as well as the Insurance Company.

observation and conclusion - During hearing the complainant submitted that he had tar<en

above policy from respondent company on 31.03.2015 and had been timely making the

regular annual premium payment of Rs.1,50,000/- for the past 7 years. policy matured on

37.03.2022 and he received maturity payment of Rs.11,35,687/- which is very less as

compared to the maturity amount of Rs.14,25,000/- assured to him by Mr Vivek Agrawal at

the time of purchase of policy in 2015. He had written to the respondent company on

05.04.2022 and 22.04.2022 but did not get any response from them. He therefore appealeo to

this forum for redressal of his grievance.

On their turn the respondent company submitted that the policy taken by the complainant is a

traditional plan for a Sum Assured of Rs.8,38,000/- They further submitted that the

complainant had opted to receive maturity payment in lumpsum and accordingly guaranteed

-t /l
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sum assured at maturity which is equal to !!o% of Basis sum assured along with vested simple

reversionary bonus and terminal bonus has been paid. In the instant case guaranteed sum

assured is Rs.9,21,800/- which is rro% of basis sum assured. Net maturity amount payable is

arrived at by adding gross maturity amount payable (before TDS) amounting to Rs.9,21,g00/-

plus vested bonus of Rs.L,69,276/- and terminal bonus of Rs.50,782.80 and after deducting

TDS @ 5% amounting to Rs.6,U3.05 net maturity amount payable works out to
Rs.11,35,685.75 and this amount was credited to the Bank Account No. G3XXXXX9412 of

complainant held in sBl on or.o4.2o2! and duly acknowledged by the complainant.

Respondent company submitted that the maturity payment made to the complainant is as per

the terms and conditions of the policy and hence nothing more is payable under the policy.

lhave heard both the parties and carefully gone through the documents available on tne

file. on perusal of documents available in the file, it is observed that the respondent company

has made of maturity claim as per the terms and conditions of the policy and hence tne

complaint is liable to be dismissed.

AWARD

The complaint filed by Mr B L Ahirwar stands dismissed herewith.

23. Let copies of the order be given to both the parties.

Place : Bhopal
Datei 29.06.2022

t/, /,'----c
(RAVINDRA MOHAN STNGH)

INSURANCE OMBUDSMAN















































PROCEEDINGS BEFORE
THE INSURANCE OMBUDSMAN, STATE OF ASSAM MEGHALAYA, MANIPUR, MIZORAM, ARUNACHAL

PRADESH, NAGALAND AND TRIPURA
(UNDER RULE No: l6(1)/17 of THE INSURANCE OMBUDSMAN RULES, 2ot7)

OMBUDSMAN - SHRI SOMNATH GHOSH

NT
AWARD NO: IO/GUWA/LU 12022-2023

17)
lClcl Prudential Life lnsurance Com

. Complainant's argument ln point No. 17, it is mentioned categorically.

. lnsurers' argument : As per SCN received from the insurer

i) That, the above Policy was purchased by him on 04.03.2010 for 1O years term with a payment of Rs 5OOOO/
per year. The policy got matured on 04.03.2020. The premiums were fully paid up and maturity proceeds
were again invested further period of 2 years from 04.03.2020. Apart from issue of fund stjtement on
'19.06.2020, the complainant was not informed any confirmation of the vesting and under the circumstances il
was presumed by him that he will have intimate the office if he wants to withdraw the maturity amount on or
befote 04.03.2022.

ii) That, He had visited Guwahati office in the month of early February 2022 to enquire about the fund status
and the maturity date but he was told that the system was down and could not get any information. He
informed the officials that he needed to withdraw the policy proceeds.

iii) That the complainant again visited on 01.03.2022, andhe was told same thing as System down, and he could
not get any information. But next day on 02.03.2022 he was informed over telephone that the policy in
question had already matured on 27.02.2022 and had gone in to annuity and he was entifled to partial
paymenl only and pensions as per option chosen.

iv) Subsequently, he made various discussion and correspondence with the insurer for withdraw of hls maturity
amount in full but the company is not giving any importance to his request instead the Company is again
sending him request letter to send options for annuity.
Being dissatisfiad with the insurer the complainant has now approached this forum for
redressa/ of hr:s grievance.

18) Cause of Complaint: Refund ofLump Sum payment maturity amount under pension policy..

Name & Address of the Complainant Mr. Pankaj Bharadwaj
H/No-'12, Promotesh Barua Road ,

Rehabari Guwahati Assam-78'1008
Mobile 9435345104

2. Policy No:
Policv Tvpe/Duration/Period

13495't99
DETAILS ARE IN THE TABLE

3. Name of the lnsured/LA
Name of the proposer

Mr. Pankaj Bharadwaj
Self

4. Name of the insurer lClCl Prudential Life lnsurance Company Lirrited
5. Date of ReDudiation Not Applicable
6. Reason for repudiation Not Applicable
7. Date of receipt of the ComDlaint 24.O5.2022
8. Nature of complaint Dispute with regard non payment of full maturity

amount
9. Amount of Claim Not applicable

10.
Date of Partial Settlement Not applicable

Amount of relief souqht Not known
12. Complaint registered under

lnsurance Ombudsman Rules' 2017
13 (1Xe)

13. Date of hearing/place 30.06.2022 At O/O lnsurance Ombudsman Guwah
14. )resentation at the hearinql\E

. For the Complainant rytrqqnkaj Bharadwaj (Personal appearance). For the insurer Ms. Nitu Singh& Ms.Shahin Shaikh (On line aooearance)
l5 Complaint how disposed BY CONDUCTING HEARING
t6 Date of Award/Order 30.06.2022
Brief Facts of

Pol No L.A. PLAN DOC Premium
(vrv)

Term
IPP.|-

Remarks

13495199 Mr. Pankaj
Bharadwaj

lclcl Pru Life stage
Pension Ad

04.03.2010 52,2511 '10/10 yrs Matured on
04.03.2020 ,

Again vested for
2 vears

The complainant has alleqed



/
A) That, the based on the information provided in the application form, the Company issued the mentioned

policy and accordingly the policy.document along with the copy of proposal iormwas sent to the registered
communication address of the policy holder.

B) Thal the lnsurance Company stated that they have received regular renewal premium for lhe said policy for
10 years through cheque payment. The vesting date was on 28.O2.202O, hence prior to the vesting date
pro active annuity communication were senl to the Policy holder's registered email from Septemb; 1S,
2019 to February 08.2020 informing about the.various annuity option available on policy maturity.c) At the request of Policy horder, the company had processed and poricy got postponed'fir Feb, iz,zo22.
Hence prior to the vesting the Company has sent multiple emails to thepalicy hoiders email addreis from
August 2021 lo January 2022.

D) lt is stated by the lnsurance Company that the above policy was opted by the policy holder is a pension
plan and basis objective of the plan is to provide pensions once the policy attain veiting stage. ihe said
policy got matured on 28.o2.2022 as per terms and condition and total vesting amountlcculmulated was
Rs 9,06,287.49.As per their record they have not received any request for suirender/cancellation of the
policy before the policy vesting date.

E) ln view of above facts and as per the terms and condition of the policy, the Company is unable to consider
the request for 100% refund for the poticy bearing Number 13495.199.

19 )Reason for Registration of complainl].- Dispute for non receipt of fult matuity amount.- 13 (1) (e)
Scope of the IOR 2017:

20) The following documents were placed for perusal.
i) Complaint letter
iii) Proposal papers

ii) P - form
iv) SCN

21) Result of hearing with both parties (Observations & Conclusion)

The hearing was scheduled on 30.06,2022 through Go To Meeting app. and both parties were informed
accordingly in advance. The complainant Mr. Pankaj Bharadwaj attended hearing personally and
representative of insurer Ms. Nitu singh & Ms.shahin shaikh appeared on the online platform for
hearing. ln the beginning both the parties were asked for any scope of mediation under sec 16(1) of the
lnsurance ombudsman Rules, 2017. Both of them declined for mediation offered by the forum. Hence the hearing
started for passing a suitable awaro.

OBSERVATIONS/RECOMMENDATIONS

During the course of the Hearing, the Complainant stated that his Policy which was due to malure on O 4.OI.2O2O
after a 10 year term was extended by him for anolher two years as per option provided by the Respondent
lnsurer' Hence the extended maturity dale would be 04.03.2022. Before such maturity date and because he was
in need of funds, he approached the Rl office for exercising the option of full refund of maturity amount and also
submltted a request letter to that effect on 03.03.2022. The Rl office was not cooperative with him and linally
informed him that his Policy had matured on 27.02.2022 and in the absence of clear inslructions from him blfore
that date, the fund value has been vested in Annuity as per Policy Terms and Conditions. The Complainant
disputed such contention since the Maturity date has to be 04.03.2022 considering two years extension from the
maturity date of the original Policy. He has applied before that date. Hence he appealed for allowing him full
refund of fund value.

The representative of the Respondent lnsurer staled thal the Complainant had opted for two year extension of
the Policy on 27.02.2020 and hence the maturity date of his extension was fixed on 27.02.2022 on and from that
date. Accordingly the Complainant was intimated of the impending maturity but he did not respond. Therefore,
this being a Pension Plan and as per Policy Terms and Conditions, after the maturjty date o127.02.2022 the fund
value of Rs 906287 was invested in Annuity. Hence their actions have been properly taken.

This Forum was of the opinion that the extension period on the original Policy should normally be calculated from
the expiry date of the original Policy. The complainant cannot be faulted to assume in these lines and
accordingly has submitted his option for full refund of fund value before 04.03.2022 which is two years from
expiry date of the original Policy and hence appears to be in order. The representative ofthe Rl agreed to
reconsider the matter basis such arguments. Hence the Complaint is considered to be set ed on MEDIATION
basis.

AWARD

-This Forum has gone through the submitted documents and the submissions made during the Hearing by the
Contestlng parties.



The Respondent lnsurer is Directed to give full refund of the Fund Value to the Complainant.
Hence, the complaint is treated as closed.

22) The attention of the Complainant and the lnsurer is hereby invited to the following provisions of lnsurance
Ombudsman Rule 2017.

As per Rule 17(6) of the said rules the lnsurer shall comply with the Award within 30 days of the receipt of the
award and shall intimate the compliance to the Ombudsman.

It is particularly infomed that in case the award is not agreeable to the complainant, it would be open for
him/her, if he or she so decides to move any other forumrcourt as he/she may consider
the Law of Land against the insurer

Dated at Guwahati 3Os Day ofJune 2022.

Copy to:
INSURANC

l) Complainant : Mr. Pankaj Bharadwaj

2 ) Company : lclcl Prudential Life lnsurance Company Limited

l











































CHN-L-000-2122-0648                                                                                Page 1 of 8 

PROCEEDINGS BEFORE 
THE INSURANCE OMBUDSMAN,  
(States of Tamil Nadu & Puducherry) 

(UNDER RULE NO: 17(1) OF THE INSURANCE OMBUDSMAN RULES, 2017.) 
OMBUDSMAN – Mr Segar Sampathkumar 

Case of: Mr O.V.Rajendran Vs Canara HSBC OBC Life Insurance Co., Ltd 

Ref No: CHN-L-010-2122-0648 

Award No: IO/CHN/A/LI/0012/2022-2023 

 

1. Name & Address of the 
Complainant 

Mr O.V.Rajendran  

No.20, Velumani Nagar, Main Road, Gobi, 

Erode District, 

Tamil Nadu –  638452. 

2. Policy No 

Date of Commencement of risk 

Plan 

 

Sum Assured (SA) 

Sum Assured on Death 

Instalment Premium/Mode  

Term  

0026520412 

14.07.2011 

Canara HSBC Oriental Bank of Commerce 

Life Insurance Insure Smart  

Rs 500,000 

Rs 500,000 

Rs 50,000 / Annual premium 

10 years   

3. Name of the Life assured (LA) 
 

Mr. O.V.Rajendran 

 

4. Name of the Insurer Canara HSBC OBC Life Insurance Co. Ltd 

5. Date of receipt of the complaint 03.02.2022 

6. Date of Maturity 14-07-2021 

7. Nature of complaint  Part Settlement of  Maturity claim  

8. Amount  of  (admissible) Claim - 

9. Date of Partial Settlement - 

10. Amount of relief sought Full settlement of Maturity Claim  

11. Complaint registered under  Rule No.13 (1) (b) of  the Insurance 

Ombudsman Rules, 2017 

12. Date of hearing & Place of hearing 24-06-2022 : Video Conferencing 

 
13. 

Representation at the hearing  

a) For the complainant Mr O.V.Rajendran   

b) For the Insurer Mr Arindam Mishra 

14. Complaint how disposed By  Award 

15. Date of Award 29-06-2022 
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16. Brief Facts of the Case:  

Mr O.V.Rajendran, hereinafter - the complainant /Life Assured had subscribed for 

a policy numbered 0026520412 under the - Canara HSBC Oriental Bank of 

Commerce Life Insurance Insure Smart plan  issued by Canara HSBC OBC Life 

Insurance Co. Ltd from hereinafter - the Insurer.  

 

17. Contention of the complainant: 

The complainant stated that he had taken a Life Insurance Policy under plan Canara 

HSBC OBC Life Insurance Insure Smart from the Insurer in the year 2011. The 

Policy commenced on 14-07-2011 with a term of 10 years and the premium paying 

period of 5 years. Premium: Rs.50,000, Mode :Yearly. 

The complainant contended that he had paid yearly premium of Rs.50,000/- for 5 

years from the year 2011 to 2016.  The Insurer at the time of taking the policy had 

guaranteed that the complainant would get 5 lakhs after 10 years term.  However the 

Insurer settled Rs.2,63,603/- only towards maturity claim. 

The complainant alleged that without his knowledge, the Insurer invested the money 

in the share market and the action of the Insurer is painful and termed it as 

irresponsible action by the Insurer.  

The complainant approached the Insurer for redress of his grievance that without the 

knowledge of Complainant, his premium amount was invested in Share Market. 

However no action has been taken by the Insurer.  Hence filed complaint before  the 

Insurance Ombudsman for settlement of balance amount of maturity claim. 

 

18. Contention of the Respondent Insurer: 

The Insurer contended that the said complaint filed by the Complainant is devoid of 

merits and liable to be set aside.  Further all the pleas, averments, allegations and 

contentions raised in the complaint are wrong and denied and northing shall be 

deemed to be true and correct unless specifically admitted hereunder. 
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The Insurer submitted that the complainant’s main averment is that the Insurer had 

invested the premiums received from the complainant in share market and the 

surrender value received by him at the end of policy term is less than what  was 

assured to him at the time of sale. 

The Insurer submitted that the subject policy was issued after receipt of duly signed 

and filled proposal submitted by the complainant. Complainant had applied for 

issuance of a unit linked plan. 

It was clearly articulated in all policy literatures (policy application form, policy 

schedule, sales illustration, etc) that the policy was market linked, the investment risk 

was borne by the policyholder and the returns were indicative and not guaranteed. 

Complainant was also provided with a Sales Illustration which the complainant had 

understood and validated the contents of the same by affixing his signature on the 

same. 

The surrender value paid by the Insurer to the complainant to the tune of 

Rs.2,63,603.58 is completely justifiable as the said surrender matches with the 

projected return stipulated in the  sales illustration document. 

The Complainant did not raise any concerns about the policy features and benefits 

during the free look cancellation period or even thereafter.  Last premium was paid in 

2015 and no concerns were raised then as well and therefore the present complaint 

deserves dismissal on this ground alone, since the complainant has preferred the 

present complaint at this belated stage, which is also getting barred by limitation. 

The Insurer submitted that post evaluation of the aforesaid complaint dated 13-12-

2021 vide e-mail, the Insurer had duly communicated to the complainant vide 

resolution letter dated 22-12-2021 stating inter alia that the policy was issued on 

signed proposal received from the complainant, no concerns were raised during the 

free look cancellation period.  

Policy document was duly delivered to the complainant and that the policy was a unit 

linked insurance cum investment policy, where the performance of the fund 

depended upon the fund option, which was directly related to the performance of the 

market and daily fluctuation of Net Asset Value (NAV) among other things. 
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The Insurer stated that they had duly evaluated the value paid to the complainant 

and there are no discrepancies found. Further, the premium was invested in the 

funds as opted by the complainant while availing the policy and therefore the 

complainant’s allegation that the premium money was invested in market without his 

consent or knowledge does not hold truth and devoid of merits. 

The Insurer contended that the life assured/Complainant had also enjoyed the 

insurance coverage under the policy for almost ten years and the complainant did 

not suffer any loss on the monetary as being alleged.   

The Insurer reiterated that they had maintained complete transparency with respect 

to policy contract at all the stages by disclosing all the necessary details to the 

complainant and therefore the present complaint is liable to be dismissed.  

 

19. Documents submitted to the Forum: 

 Complaint letter dated 01-02-2022 addressed to the Forum  

 Annexure VI-A (consent) dated 01-03-2022 submitted by the complainant 

 Self-Contained Note (SCN) dated 08-04-2022 of the Insurer  

 Proposal form dated 30-06-2011 

 Policy schedule no.  0026520412 

 Benefit Illustration dated 14-07-2011 

 Correspondence between the complainant & the insurer regarding settlement of 

maturity claim under the policy. 

 

 

20. Result of hearing (Observations and Conclusion):  

During the Hearing, the complainant reiterated what was stated in his complaint that 

he had taken a Life Insurance Policy under plan Canara HSBC OBC Life Insurance 

Insure Smart from the Insurer in the year 2011. The Policy commenced on 14-07-

2011 with a term of 10 years and the premium paying period of 5 years. Premium: 

Rs. 50,000/-, Mode : Yearly. 
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The complainant contended that he had paid yearly premium of Rs. 50,000/- for 5 

years from the year 2011 to 2016.  The Insurer at the time of taking the policy had 

guaranteed that the complainant would get 5 lakhs after 10 years term.  However the 

Insurer settled Rs. 2,63,603/-  only towards maturity claim. 

The complainant alleged that without his knowledge, the Insurer invested the money 

in the share market and the action of the Insurer is painful and termed it as 

irresponsible action by the Insurer.  

The complainant approached the Insurer for redress of his grievance that without the 

knowledge of Complainant, his premium amount was invested in Share Market. 

However no action has been taken by the Insurer.  Hence, filed complaint before the 

Insurance  Ombudsman  for settlement of balance amount of maturity claim. 

The Insurer maintained their stand as stated in their Self Contained Note that the 

said complaint filed by the Complainant is devoid of merits and liable to be set aside.  

Further all the pleas, averments, allegations and contentions raised in the complaint 

are wrong and denied and northing shall be deemed to be true and correct unless 

specifically admitted hereunder. 

The Insurer submitted that the complainant’s main averment is that the Insurer had 

invested the premiums received from the complainant in share market and the 

surrender value received by him at the end of policy term is less than was assured to 

him at the time of sale. 

The Insurer submitted that the subject policy was issued after receipt of duly signed 

and filled proposal submitted by the complainant. Complainant had applied for 

issuance of a unit linked plan. 

It was clearly articulated in all policy literatures (policy application form, policy 

schedule, sales illustration, etc) that the policy was market linked, the investment risk 

was borne by the policyholder and the returns were indicative and not guaranteed. 

Complainant was also provided with a Sales Illustration which the complainant had 

understood and validated the contents of the same by affixing his signature on the 

same. 
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The surrender value paid by the Insurer to the complainant to the tune of Rupees.  

2,63,603.58 is completely justifiable as the said surrender matches with the 

projected return stipulated in the  sales illustration document. 

The Complainant did not raise any concerns about the policy features and benefits 

during the free look cancellation period or even thereafter.  Last premium was paid in 

2015 and no concerns were raised then as well and therefore the present complaint 

deserves dismissal on this ground alone, since the complainant has preferred the 

present complaint at this belated stage, which is also getting barred by limitation. 

The Insurer submitted that post evaluation of the aforesaid complaint dated 13-12-

2021 vide e-mail, the Insurer had duly communicated to the complainant vide 

resolution letters dated 22-12-2021 stating inter alia that the policy was issued on 

signed proposal received from the complainant, no concerns were raised during the 

free look cancellation period.  

Policy document was duly delivered to the complainant and that the policy was a unit 

linked insurance cum investment policy, where the performance of the fund 

depended upon the fund option, which was directly related to the performance of the 

market and daily fluctuation of Net Asset Value (NAV) among other things. 

The Insurer stated that they had duly evaluated the value paid to the complainant 

and there are no discrepancies found. Further, the premium was invested in the 

funds as opted by the complainant while availing the policy and therefore the 

complainant’s allegation that the premium money was invested in market without his 

consent or knowledge does not hold truth and devoid of merits. 

The Insurer contended that the life assured/Complainant had also enjoyed the 

insurance coverage under the policy for almost ten years and the complainant did 

not suffer any loss on the monetary as being alleged.   

The Insurer reiterated that they had maintained complete transparency with respect 

to policy contract at all the stages by disclosing all the necessary details to the 

complainant and therefore the present complaint is liable to be dismissed.  
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It is observed that the subject policy was taken by the complainant after duly 

satisfying the terms and conditions of the policy.  The complainant is fully aware that 

the subject policy is Unit linked life insurance policy. 

The complainant had not utilised the opportunity of free-look period cancellation and 

kept his policy till the term is over which indicates that he was fully satisfied with 

terms and conditions of the subject policy. 

The complainant’s main grievance is that without his knowledge, the Insurer invested 

the premium amount wrongly. Thereby he suffered loss which has been fully 

addressed by the Insurer by stating that the premium was invested in the fund as 

opted by the complainant at the time of policy issue. 

It is also noted that the Insurer has evaluated the settlement of Rs.2,63,603.58 and 

found that the amount has been arrived based on the Net Asset Value (NAV) of 

Guaranteed Fund on the date of maturity as chosen by the complainant. 

In view of the above, there is no merit to the complainant’s contention that his 

premium was invested wrongly and thereby he suffered loss.   Therefore the 

compliant is liable to be dismissed. 

 

AWARD 

Considering the facts and circumstances of the case and the submissions 

made by both parties, there is no scope for this Forum to interfere the 

settlement of maturity amount of Rs.2,63,603.58 to the complainant by the 

Insurer under Policy No. 0026520412. 

The complaint is therefore, not allowed.  
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21. In the event the complainant disagrees with the Award, he may, if deemed 

fit and proper, move a fresh application at any other Forum/Court that may be 

considered by him  as appropriate against the insurer. 

 

Dated at Chennai on this 29th day of June, 2022. 

 

                                                                                        

                Segar Sampathkumar         
(INSURANCE OMBUDSMAN) 

         STATE OF TAMIL NADU & PUDUCHERRY 
 
 
 
 
Copy to: 
 

       1.  Mr O.V.Rajendran  

            No.20, Velumani Nagar,  

            Main Road, Gobichettipalayam,  

            Erode District, 

 Tamil Nadu –  638452. 

 

 

2. Canara HSBC Oriental Bank of Commerce Life Insurance Co. Ltd., 

139 P, Sector 44,  

Gurgaon – 122 003, 

Haryana.                         



















PROCEEDINGS BEFORE THE lNsuRANcE OMBUDSMAN, Kolkata
(States of West Bengal, Sikkimand UnionTerritories of Andaman& Nicobar lslands)

(UNDER RULE No.16/17 oF THE lNsuRANcE oMBUDSMAN RULES, zoLTl
Ombudsman Name: SHRI P.K. RATH

CASEOF COMPLAINANT- RANJIT KUMAR SIKDAR
VS

RESPONDENT: LIFE lNsuRANcE coRPoRATtoN oF tNDtA (KMDo-t)
COM PLAINT RE F: NO : KOL-L-029-2223-0115

AWARD No:lolKollAlLtl l2oz2-zozg

7.. : Name & Address Of The Complainant
RANJIT KUMAR SIKDAR
50, l't Bye Lane,
Nityananda Nagar, Bakultala,
Howrah -7LLt}g, West Bengal.
Mobile No. 92303 3tZ7B

Type Of Policy: Life (Unit Linked plan)

Policy Details: LtC's ENDOWMENT PLUS

PolicyNumber SumAssured From Date To Date DOC Premium PolicyTerm PayingTerm
xxxxx1322 2,20,O00 15-Mar-2012 t5-Mar-2O22 1,5-Mar-20L2 20,000.00 10/Yearlv 10

4- 
, 
Name of the insurer. 

i 
Life lnsurance Corporation of lndia (KMDO-|)

5. : Nature of complaint i 
Less p.vr"ni ;i rn.ilriiv pio.;;d;

8. i Date of Partial Settlement i Not appticable

9. :Amount of.relief sought : Rs.20,000/- as per Annex-Vl-A

10. . Complaint registered under lnsurance
:Ombudsman Rules ZOLT
I

11 Date of hearing--' Place of hearing

12. : Representation at the hearing

1 alFor the Complainant

'-13. ,ComRlaint 
how disposed

14. 
, 
Date of Aw"ld

: Rule 13(LXb)- any partiat or totjiiiAtu;iriio;;i
: claims by an insurer

,2L-Jun-2022
:Online hearing from Kolkata Office

r Mr. Ranjit Kumar Sikdar

, Ms. Asima Biswas
i.

: By conducting online hearing| "'
,3O-Jun-2O22
I

Brief Facts of the Case:

i) The Complainan! Mr. Ranjit Kumar sikdar, purchased one unit linked policy (Endowment plus T-802)
beaiing no. xxxxx1322 on his own life from Life lnsurance corporation of l;dia, c'rty Branctroifice 5 under
KMDo-|, on 15.03,2012 with yearly premium of Rs. 2o,ooo/- for both term & premium paying term of 10
years,
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ii) lt is alleged that the policy was sold as a single premium policy with an assurance that the investedamount would be doubled on maturity of the policy.
iii) But on visiting the Branch office of.the insurer iew days before the date of maturity, the complainantcame to know that he wourd be receiving a partry amountas maturity proceed. ,na", iii" pori.v.
iv) The complainant filed his complaint to the insurer through rndL post on oT.br.iotiiegarding lesspayment of maturity proceeds under the policy but the insurance company did not pay heed to hisconcern.
v) The complainant approached the office of the lnsurance ombudsman on 2l.o4.zo22for settlement ofhis maturity claim by the insurer in a justified manner.

Contention of the complainant:

i) That the complainant was forced-to purchase this policy on 15.03.2012 just after his retirement throughcontinuous nagging by the Agent of LIC of lndia.
ii) That he was told that he had to pay one time premium and he would get double the invested amounton rnaturity of the policy.
iii) That policy got matured on 75.03.2022, but when he visited the branch office of Llc of lndia ono4'o3'2o22' he was aggrieved to know that he would be receiving a trifle amouniaiir," ."trritv p,.o.""aunder the policy.
iv) That the Branch office refused to accept his complaint in this regard and so he lodged his complaintthrough lndia Post on 07.03.2022.
v) That he preaded for refund of his invested amount of Rs.2,,ooo/- under the poricy.

Mr' Ranjit Kumar sikdar, the complainant, attended the online hearing from office of the tnsuranceombudsman on 2r.06.2022. He said that he had decided to purchase tn" "p"ii.v 
*ir:r, ir.io,oool- art", r,i,retirement considering the money wourd be doubred after i0 y".r, ., promised by the A8ent. But whenhe contacted the office after maturity of the policy, he came to know that rre wouiJ be-ieceiving onlyaround Rs'1,000/- as maturitv proceeds. He feels thit he has been .t'".t"a .t 

"tt"i-i,irJiing 
tt" ,on"yfor 10 years, he got to know that the entire money is lost,

:'-
Contention of the Respondent: .,*n

The contention of the lnsurance company as per their Self-contained Note (scN) dated 03.06.2022 is asfollows:

Policy Details:

Sum Assured: 2,20,000

Plan/term/PpT: 8OZl LO/!O

DOC:75/O3/2012

FUP:03/2013

Mode: Yearly

Last A/C date: tSlO3/zOI2

That the above poricy is not erigibre for Maturity craim. onry one premium was paid on 15/03/2012, hencethe poliry has been foreclosed.
Ms' Asima Biswas represented Life lnsurance corporation of lndia (KMDo-l) in the online hearing. sheexplained that it is a regurar premium unit linked poricy. The complainint paid o"rv 

"r" 
pr.rl, under thispolicy' The sum assured ofthe policy is Rs.2,2Q0oo/- in this case and mortality charges were ieducted from
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the balance units before the policy was foreclosed in 2016 as per terms and condition of the policy. Thebalance units were 6.236 at the time the policy was foreclosed.

Observation and conclusions:

i) The complainant purchased this unit linked policy in March 2orz. ftis a regular premium policy withannual premium of Rs.2O,OOO/- wjth both policy term & premium paying term ot-fO years.
ii) The comprainant paid onry the subscription premium under the poricy. The poii.y got matured onL5.O3.2022 but the policy was foreclosed before the date of maturity due to non-payment of premium.iii) Age at entry of the Life Assured is 60 ye?rs and the sum assured of the poricy is Rs.2,2o,o0o/_. Hencethe yearly mortality charges per thousand sum Assured are on the higher side.
iv) As it is a unit Linked Policy, the periodical deduction of mortality charges & other charges under thepolicy consumed the allotted units of subscription premium and no units were added thereafter due tonon-payment of regular premium and the policy was foreclosed as per rule.
The complainant did not avail.the free look cancellation option on receipt of the policy document, if theterms and conditions ofthe policy were found to be unacceptable to him.

AWARD

Taking into account the facts & circumstances of the case, the submissions made by both the partiesduring the course of hearing and after going through the documents on record it is observed that thesubject unit rinked poricy was forecrosed by the rnsurer due to non-payment of premium as per policyterms ard conditions.
As such, the compraint is dismissed without providing any rerief to the comprainant, However, thelnsurance company is directed to pay the forecrosed amount, if any, under p.ri.v l""ii"c'"". xxxx1322to the complainant with interest from date of foreclosure of the poiicy to ttre a# 

"iiii.l 
payment asper Insurance Ombudsman rules,zo17. 

:. -
Hence the complaint is treated as disposed of, "tun

r the decision is not acceptdble to the comprainont, he is ot tiberty to opproach any other Forum / courtas per Ldw of the Lond against the Respondent tnsuret.

The attention of the complainant and the lnsurer is hereby invited to the following provisions oflnsurance Ombudsman Rule 2017.
As per Rule 17(6) of the said rules the lnsurer shall comply with the Award within 30 days of the receipt ofthe acceptance retter of the comprainant and snal intimate ttre compriance to the ombudsman.

Dated at Kolkata on 30th Day of June ZOZL

Copy to: 1) Complainant: Mr. Ranjit Kumar Sikdar
2) company: Life lnsurance corporation of lndia (KMDo-l)

INSURANCE OMBUDSMAN
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Proceedings of 

THE INSURANCE OMBUDSMAN 
KERALA, LAKSHADWEEP & MAHE 

 
[Under Rule No.13 1(b) Read with Rule 14 of the Insurance Ombudsman Rules, 2017] 

 
 

Present: Mr Girish Radhakrishnan 
Insurance Ombudsman 

 
 
 
 
 
 

Complaint No. KOC-L-029-2122-0390 
 
 

Complainant :  Ms. Marykutty Abraham 
 

Respondent Insurer :   Life Insurance Corporation of India 
 
 

AWARD 
 

 
1. Address of the Complainant 

 
: Ambalakuzhiyil Chengalam South 

Kottayam 
2. Policy Number : 394276556 
3. Name of the Insured : Ms. Marykutty Abraham 
4. Type of Policy : LIFE (Jeevan Saral) 
5.  Date of receipt of complaint : 10.12.2021 
6. Nature of complaint : Short payment of Maturity claim  
7. Date of Hearing : 11.05.2022 
8. Present at the Hearing for  Complainant  : Ms. Marykutty Abraham 
9. Present at the Hearing for the Insurer : Mr. Shani Mathew 
 

Award No. IO/KOC/A/LI/0027/2022-23 

This is a complaint filed under Rule 13 (1)b read with Rule 14 of the Insurance Ombudsman 

Rules, 2017.  The complaint is regarding alleged short payment of Maturity Benefit in a 

Jeevan Saral policy issued by the Respondent Insurer (RI).  The Complainant, Ms. Marykutty 

Abraham is the policyholder.     
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1. Complainant’s Averments 

The averments, contentions and submissions in the complaint are summarized as 

follows: 

(1) Complainant bought a Jeevan Saral Policy with yearly premium Rs. 72,000/- for a 

term of 13 years. 

(2) After paying for 13 years, Maturity value received was Rs. 5,76,384/-. 

(3) She and her family members are having policies only with LIC of India and except for 

Jeevan Saral Policy, experience with LIC was excellent and stood up as the most 

trusted way to invest the hard earned money.  She trusted the brand name and 

knew that this policy had high risk coverage.  But other policies which had 

reasonable coverage gave a good return.   

(4) Life Insurance value of Rs. 15,00,000/- and refund of premium was the option 

chosen.  Even if the premium for a term deposit is deducted from the premium, 

loyalty addition should have been reasonable. 

(5) She lost nearly Rs. 3,59,616/- from the savings and without earning any interest. 

(6) She is approaching this Forum to decide favourably as the savings of an average 

Indian woman is being robbed like this.  LIC is the most common source of 

investment available for the middle and low income group.  

2. Respondent Insurer’s  contentions  

The RI entered appearance and filed a Self Contained Note (SCN).  The averments, 

contentions and submissions in the   SCN are summarized as follows: 

(1) Smt. Marykutty Abraham, the Complainant, is a policy holder of LIC of India Branch 

Office I, Kottayam under Divisional Office, Kottayam.  LIC of India has issued her a 

policy bearing no.394276556 under Jeevan Saral plan (plan 165) for a Death Benefit 

Sum Assured of Rs.15,00,000/- with Date of Commencement of risk 21.08.2008 and 
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term 13 years and Maturity date 21.08.2021. The LA had paid all the premiums due 

under the policy without any default. 

(2) For Jeevan Saral policy Death Benefit Sum Assured and Maturity Sum Assured are 

distinctly defined. Death Benefit Sum Assured is payable only on death of the policy 

holder during the term of the policy, while Maturity Sum Assured is payable on the 

date of Maturity. Maturity sum assured is clearly printed on the policy bond.  

Maturity Sum Assured & Death Benefit Sum Assured are distinctively printed on the 

policy bond as Rs. 3,60,240/- and Rs. 15,00,000/- respectively. 

(3) Jeevan Saral policy was introduced to cover high death benefit at low premium 

irrespective of age at entry and term. But the Maturity Sum Assured will be different 

and dependant on the entry ages and term of the policy. The Maturity Sum Assured 

has been computed by our actuaries based on several factors like Mortality, 

expenses etc and hence it decreases with increase in age at entry. The Maturity 

value is less than the premium paid in respect of Jeevan Saral Policy, in case the 

policy is taken at higher ages. 

(4) The policy holder is eligible for Maturity Sum Assured of Rs.3,60,240/- and Loyalty 

Addition of Rs.2,16,144/- on the date of Maturity- 21.08.2021 (total Rs. 5,76,384/-). 

This amount was paid to the party on 21.08.2021 by NEFT. The complainant is not 

eligible for any of the reliefs claimed. 

(5) Life Insurance Corporation is a public limited undertaking constituted as per statute 

to render policies for the welfare of the citizens, and is only the custodian of public 

funds.  Payment of amounts higher than that envisaged by the policy conditions will 

be a drain on the public fund and no one is authorized to make any payment which is 

not in conformity with the rules and guidelines issued by the corporation. 

(6) Benefits of Jeevan Saral Policy 

(1) Benefit on Death – Death Sum Assured + Refund of premiums excluding extra 

premium and first year premium + Loyalty Addition, if any. Death Benefit Sum 

Assured is 250 times monthly basic premium. 

(2) Benefits on Maturity-Maturity Sum Assured + Loyalty Addition, if any 
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(3) Auto cover- If at least 3 full years’ premiums have been paid under the policy, 

Insurance Cover for the Death Sum Assured will continue for 12 months, even if 

subsequent premiums are not paid. 

(4) Partial Surrender –The plan will allow partial surrender from the 4th year 

onwards, subject to certain conditions. 

(5) Loan – Loan is available under the policy after payment of premium for 3 years. 

(6) LIC offers a wide range of products catering to different needs of all customer 

segments. For Life Insurance policies, Sum Assured will not be equal to the 

total premiums paid. For Term Assurance policies in which risk cover is more 

and savings element is negligible, total premiums paid will be much lower than 

the Sum Assured. 

(7) For Endowment type of policies where savings element is also important, total 

premiums can be more than the Sum Assured depending on the age at entry of 

the Life Assured. For policies where additional benefits/ features are included, 

premiums will be much more than Sum Assured. 

(8) The cited policy was taken by the complainant at age 57 and it offers Death 

Sum Assured for Rs.15,00,000/- while the total premiums paid is only Rs. 

9,36,000/- (excluding Accident Benefit Premium). 

3. I heard the Complainant represented by her husband and the Respondent Insurer at a 

Hearing on 11.05.2022 

The Complainant stated that the present Jeevan Saral Policy was availed in 2008 with a 

term of 13 years.  They have paid Rs. 9,36,000 towards premium over the 13 year term.  

On Maturity, the return was only Rs. 5,76,384 which was received on 21.8.2008.  The 

policy was availed when the agent and official from LIC had canvassed the plan as a very 

good plan.  Their family’s experience with other policies of LIC was very good and  hence 

they placed great trust in LIC.  She has not much knowledge about these and could not 

understand English. Since she has studied only upto 12th standard, could not understand 

much about the policy or the reasons cited by the Corporation for the loss to the tune of 

Rs. 3,59,616.  She has various health issues now due to old age. There was no other 

savings option other than LIC.  Investment in LIC policy was done so as to be independent 
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in old age.  LIC officials have not revealed that the returns on Maturity will be less in this 

policy. 

The Respondent Insurer stated that this Jeevan Saral Policy envisages Death Sum Assured 

of Rs. 15,00,000 and Maturity Sum Assured of Rs. 3,60,240.  In this case, after the 13 year 

term, Maturity benefit of Rs. 3,60,240 along with Loyalty addition Rs. 2,16,144, total 

amount of Rs. 5,76,384 was transferred to the account of the Life Assured on 21.8.2021.  

Rs. 15,00,000 is the Death sum assured, which would have been paid to the nominee 

along with return of premium, if death occurred during the 13 year term. This is clearly 

mentioned in the policy document.  Thus, LIC has covered the life of the complainant 

from the age 57 to 70 years for Rs. 15,00,000 for a nominal premium of Rs. 9,36,000.  All 

payments have been paid as per the policy conditions.   

4. Having heard both the sides and having perused all the documents submitted in detail, I   

find as under:- 

(1) The Complainant at the age of 57 years, purchased the policy styled “LIC Jeevan Saral 

(With Profits)” on 21.08.2008. The premium payable was Rs. 18,000 on quarterly 

basis.  All premiums have been paid in a timely fashion. The date of Maturity of the 

policy was 21.08.2021. 

(2)  The dispute in the matter is regarding how much is the benefit due to the 

Complainant/Life Assured upon Maturity of the policy and the dispute has arisen 

when the Complainant received the Maturity Amount Rs. 5,76,384. The Complainant 

would have it that the policy ought to pay the Sum Assured promised to her by the 

Agent ie, Rs. 15,00,000 or at least the amount of premium she paid, namely Rs. 

9,36,000.  The RI contends that the policy having matured, they can only pay what 

the policy allows as the Maturity Benefit which is Rs. 3,60,240 plus the Loyalty 

Additions accrued to the Complainant amounting to Rs.2,16,144, in all a total of 

Rs.5,76,384. 

(3)  The policy in question is a Jeevan Saral policy which has a Death Benefit component 

and a Maturity Benefit component, the latter being dependent on the returns the 

Insurer can earn by investing that part of the premium that has been set aside for 
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the investment purpose. The RI has taken pains to explain how Jeevan Saral is 

markedly different from conventional life products. 

(4)   Based on the RI’s explanation and from my own reading of the policy, it is found that 

(a) in a Jeevan Saral policy, the insurer is committed to pay a Death Benefit of 250 

times the monthly premium amount; (b) the premium amount is divided into two 

parts: the first one, the Death Benefit premium is worked out presumably on the 

basis of approved actuarial tables depending on the age of the life-assured; and the 

balance premium is allocated to the Maturity Benefit, which benefit the Insurer has 

to generate over the policy term period by investing that portion of the premium.  

It is significant to note here that the premium is worked out based on the age of the 

proposer and that it is allocated between Death Benefit premium and Maturity 

Benefit premium.  It of course natural that this premium split will incline more 

towards Death Benefit premium in case of older persons.  In respect of a younger 

person, Death Benefit premium will be lower and more money will be available 

towards premium for Maturity Benefit.  Ergo, because the Death Benefit is pre-fixed 

at policy commencement (in this case, Rs.15,00,000 based on the proposer’s 

request), the Maturity Benefit will “suffer” in case of an older person.  The younger 

the policy buyer is, the narrower the gap between the Death Benefit and Maturity 

Benefit.  For a very young man, the Maturity Benefit would be a higher amount than 

the Death Benefit – for the simple reason that very little portion of the premium 

amount is needed for paying the Death Benefit and consequently, more premium is 

available for investment. 

(5) The Complainant would have it that the details of the policy were not explained to 

her and that she was only told that at the end of the policy period she would get 

Rs.15 Lakh.  Jeevan Saral is certainly a complex and sophisticated product compared 

to a standard endowment, money-back or term policy and a reasonable, 

unprejudiced observer would definitely want to consider whether the policy holder 

knew what he/she was buying. What is most striking when one considers this aspect 

is the fact that the Complainant is only having education upto SSLC.  She does not 

understand English.  At the hearing, even to articulate her complaint in Malayalam, 
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she had to take her husband’s help and he too came across as someone completely 

at sea when it comes to discussing anything about even the very basics of how 

insurance works.   It is difficult for any reasonable person to accept that she 

purchased an insurance product of this level of complexity with even the slightest 

awareness of what she was buying.  The common perception among even educated 

people of life insurance is that one pays a periodic premium and if the buyer survives 

at the end of the policy period, he/she is paid an attractive lumpsum.  I cannot 

accept that this Complainant would knowingly and willingly buy an insurance 

product that is basically a term insurance with a tiny investment-based padding.  She 

had no idea what she was buying.   

 

(6) I am therefore of the firm view that a clear case of mis-selling has occurred here.  I 

do not believe that an organization with the proven credentials of LIC would 

normally even allow, let alone encourage the kind of predatory and opportunistic 

selling that the Agent concerned has effected in this case and I would prefer to 

assume that this is a rare unfortunate occurrence; suffice it to say that the 

Complainant is not a fit customer for this product.   

 

(7) Even assuming that this was an aberration occurring at the level of an Agent and a 

junior underwriter – which it may well have been – the fact remains that a gross mis-

selling has occurred and it is only fair and reasonable that the RI as a responsible 

entity compensate the Complainant.  Though a case may be made out for 

compensation for mental agony, I am constrained by the limited remit that the 

Insurance Ombudsman Rules 2017 impose on me and hence shall confine myself to 

ordering refund of the premiums paid by the Complainant in full. 

 

5. Award  

In the result, I hereby order as under:  

The Respondent Insurer shall refund to the Complainant in full, the total premium 

amount of Rs. 9,36,000 remitted by her under policy no. 394276556.  If any payment has 
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been received by the Complainant as on date, the same may be set off from the amount 

due to her per this Order.   

As prescribed in Rule 17(6) of Insurance Ombudsman Rules, 2017, the Insurer shall 

comply with the award within 30 days of receipt of the award and intimate compliance of 

the same to the Ombudsman. 

Dated this the 22nd  day of  June,  2022 

           Sd/- 
            Girish Radhakrishnan 

INSURANCE OMBUDSMAN 
 

Copies to : 
 
 
Ms. Marykutty Abraham, 
Ambalakuzhiyil, 
Chengalam South 
Kottayam. 
 
 
The Sr. Divisional Manager, 
L.I.C. of India, 
Divisional Office, 
'Jeevan Prakash', 
Nagampadom, 
Kottayam – 686 001. 
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Proceedings of 
THE INSURANCE OMBUDSMAN 

KERALA, LAKSHADWEEP & MAHE 
 

[Under Rule No.13 1(b) Read with Rule 14 of the Insurance Ombudsman Rules, 2017] 
 
 

Present: Mr Girish Radhakrishnan 
Insurance Ombudsman 

 
 
 
 
 
 

Complaint No. KOC-L-029-2122-0422 
 
 

Complainant :  Mr. B Anandan 
 

Respondent Insurer :   Life Insurance  Corporation of India 
 
 

AWARD 
 

1. Address of the Complainant 
 

: Ananda Bhavanam, Arukalikkal West 
Vayala P O Parakode, 691554 

2. Policy Number : 395352054 
3. Name of the Insured : Mr. B Anandan 
4. Type of Policy : LIFE (Jeevan Saral) 
5.  Date of receipt of complaint : 24.12.2021 
6. Nature of complaint : Short payment of Maturity claim  
7. Date of Hearing : 14.06.2022 
8. Present at the Hearing for  Complainant  : Mr.B Anandan  
9. Present at the Hearing for the Insurer : Mr.Shani Mathew 
 

Award No. IO/KOC/A/LI/0030/2022-23 

This is a complaint filed under Rule 13 (1)b read with Rule 14 of the Insurance Ombudsman 

Rules, 2017.  The complaint is regarding alleged short payment of Maturity Benefit under a 

Jeevan Saral policy issued by the Respondent Insurer.  The Complainant, Mr. B Anandan is the 

policyholder.     
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1. Complainant’s Averments 

The averments, contentions and submissions in the complaint are summarized as follows: 

(1) Policy no.                          395352054  

       Date of commencement 19.10.2011 

       Maturity date                    19.10.2021    

(2) The Complainant paid Rs.1225 quarterly  for 10 years amounting  to Rs.49,000 

(3) Maturity amount received was only Rs.28,116 

(4) He has requested for refund of balance amount   with interest. 

2. Respondent Insurer’s  contentions  

The Respondent Insurer (RI) entered appearance and filed a Self Contained Note (SCN).  The 

averments, contentions and submissions in the   SCN are summarized as follows: 

(1) RI has issued a policy bearing no.395352054 on the life of Shri. B Anandan under Jeevan 

Saral plan (plan 165) for a Death Benefit Sum Assured of Rs.1,00,000/- with Date of 

Commencement of risk 27.10.2011 and term 10 years & maturity  date 19.10.2021. The 

Complainant  had paid all the premiums due under the policy without any default 

(2) This is a Jeevan Saral policy, for which Death Benefit Sum Assured and Maturity Sum 

Assured are distinctly defined. Death Benefit Sum Assured is payable only on  death of 

the policy holder during the term of the policy ,while Maturity Sum Assured is payable 

on the date of maturity. Maturity sum assured & Death Benefit Sum Assured are 

distinctively printed on the policy bond as Rs.21,628/- & Rs.1,00,000/- respectively.  

(3) Jeevan Saral policy was introduced to cover high death benefit at low premium 

irrespective of age at entry and term. But the Maturity Sum Assured will be different 

and dependant on the entry ages and term of the policy. The Maturity Sum Assured has 

been computed  by our actuaries  based on several factors like  Mortality, expenses etc 

and hence it decreases with increase in age at entry. The maturity value is less than the 
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premium paid in respect of Jeevan Saral Policy, in case the policy is taken at  higher 

ages. 

(4) As per Proposal records, Complainant is an Electrician, having an annual income of 

Rs.50,000/- , has the education qualification of SSLC and was 57 years old at the time of 

procuring this policy. In page No.3 of the Proposal, as answer to Qn. No. 15: Whether 

the Terms & Conditions of the Proposed Plan have been explained to you by the Agent?, 

the Complainant  had furnished the reply “Yes”. Further as answer to Qn. No. 16: Have 

you understood fully the Terms & Conditions of the Plan you propose to take ?, he had 

mentioned the reply “Yes”. Thus the proponent had clearly stated that the terms and 

conditions of the policy he was about to take were explained to him by the agent and 

that he had understood them.  

(5) The Complainant  is eligible for Maturity Sum Assured of Rs.21,628/- and Loyalty 

Addition of Rs.6,488/- on the date of Maturity – 19/10/21. The total payout to the party 

will be Rs.28,116/- (Rs.21,628/- + Rs.6,488/-). This amount of Rs.28,116/- was paid to 

the Complainant  on 19/10/2021 and he has received the same. Hence the Complainant 

is not eligible for any of the reliefs claimed.  

(6) RI is a public limited undertaking constituted as per statute to render policies for the 

welfare of the citizens, and is only the custodian of public funds. Payment of amounts 

higher than that envisaged by the policy conditions will be a drain on the public fund 

and no one is authorized to make any payment which is not in conformity with the rules 

and guidelines issued by the Corporation. 

(7) Benefits of Jeevan Saral Policy 

a. Benefit on Death – Death Sum Assured + Refund of premium excluding extra 
premium and  first year premium + Loyalty Addition, if any. Death Benefit Sum 
Assured is 250 times monthly basic premium. 

b. Benefits on Maturity-Maturity Sum Assured + Loyalty Addition, if any. 

c. Auto cover- If at least 3 full years’ premiums have been paid under the policy , 
Insurance Cover    for  the Death Sum Assured  will continue   for   12 months, even 
if subsequent premiums are not paid     
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d. Partial Surrender –The plan will allow partial surrender from the 4th year onwards 
subject to certain conditions. 

e. Loan – Loan  is  available under the policy after payment of premium for 3 years 

(8) RI offers a wide range of products catering to different needs of all customer segments. 

For   Life Insurance policies Sum Assured will not be equal to total premiums paid. For 

Term Assurance policies in which risk cover is more and savings element is negligible, 

total premiums paid will be much lower than the Sum Assured. For Endowment type of 

policies where savings element is also important total premiums can be more than the 

Sum Assured depending on the age at entry of the Life Assured. For policies where 

additional benefits/ features are included premiums will be much more than Sum 

Assured. 

(9) The cited policy  was taken by the Complainant at age 57 and it offers  Death Sum 

Assured of Rs.1,00,000/- while the total premiums paid is only Rs.48,000/-(excluding 

Accident Benefit Premium).  

3. I heard the Complainant and the Respondent Insurer at a Hearing on 14.06.2022. 

The Complainant reiterated that he has received only Rs.28,116 as maturity benefit as 

against total premium paid of Rs.49,000.He is an electrician’s assistant doing wiring etc, a 

trade that he learnt by himself over the years. The policy was taken without any knowledge 

about the policy and he did not understand the terms and conditions set out in the policy 

document because he does not know English.  He can only read and write Malayalam and 

that too in a limited way. 

The Respondent Insurer reiterated the points mentioned in the SCN and further stated that 

maturity claim is settled as per the policy conditions. .  All the terms and conditions of the 

Jeevan Saral policy and the various benefits and limits are clearly mentioned in the policy 

document.   

4. Having heard both the sides and having carefully perused all the documents submitted in 

detail, I   find as under:-             
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(1) Complainant purchased a Jeevan Saral policy from the RI with date of commencement   

19.10.2011 for 10 years. Premiums were paid in quarterly installments totaling to 

Rs.49,000. The said policy was matured on 19.10.2021 and RI has settled the maturity 

amount of Rs.28,116 on 19.10.2021.  

(2) The above essential facts are uncontested.  The dispute in this matter is regarding how 

much is the benefit due to the Complainant/Life Assured upon maturity of the policy 

and the cause of the dispute is the Complainant’s receipt from the RI of Rs.28,116 

towards the purported Maturity Benefit under the policy.  The Complainant affirmed at 

the Hearing to being shocked at receiving just half the money he paid as premiums to 

the RI which he felt, is unjust and cruel.  The RI contends that   they have paid what the 

policy allows as the Maturity Benefit which is Rs. 21,628 plus the Loyalty addition of 

Rs.6488, thus totaling to Rs. 28,116.   

 

(3) I note that the policy in question, styled “Jeevan Saral”, has a Death Benefit component 

and a Maturity Benefit component, the latter being dependent on the returns the 

Insurer can earn over the policy terms by investing that part of the premium that has 

been set aside for the investment purpose. The RI has taken pains in the SCN to explain 

how Jeevan Saral is markedly different from conventional life products. 

 
(4) I have supplemented the inputs from the RI’s SCN with my own reading of the policy 

wording and find that (a) in a Jeevan Saral policy, the Insurer is committed to pay a 

Death Benefit of 250 times the monthly premium amount; (b) the premium amount is 

divided into two parts: the first one, the Death Benefit premium is worked out 

presumably on the basis of approved actuarial tables depending on the age of the life-

Assured; and the balance premium is allocated to the Maturity Benefit, which Benefit 

the Insurer has to generate over the policy term period by investing that portion of the 

premium.  

 

(5) What – to me – marks a striking departure from the typical premium calculation 

technique in Jeevan Saral is that here, the premium for a pre-agreed Death Benefit is 
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worked out by applying RI’s standard actuarial calculation on a pre-agreed gross 

premium amount.  Then, what remains in the gross premium amount after allocating 

such a Death Benefit premium is allocated towards Maturity Benefit premium.  It of 

course natural that this premium allocation will incline more towards Death Benefit 

premium in case of older persons.  In respect of a younger person, Death Benefit 

premium will be lower and more money will be available towards premium for Maturity 

Benefit.  Ergo, because the Death Benefit is pre-fixed at policy commencement (in this 

case, Rs.100,000 based on the proposer’s request), the Maturity Benefit will “suffer” in 

case of an older person.  The younger the policy buyer is, the narrower the gap between 

the Death Benefit and Maturity Benefit.  For a very young man, the Maturity Benefit 

would be higher amount than the Death Benefit – for the simple reason that very little 

portion of the premium amount is needed for paying the Death Benefit premium and 

consequently, more premium is available for investment. 

(6) The Complainant would have it that (a) He is not literate enough or aware enough to 

read and understand the policy and (b) the details of the policy were not explained to 

him and that he was given to understand that at the end of the policy period he would 

get Rs.1 Lakh.  Jeevan Saral is certainly a complex and sophisticated product compared 

to a standard endowment, moneyback or term policy and a reasonable, unprejudiced 

observer would definitely want to consider whether the policy-holder knew what 

he/she was buying. When considering this aspect, my attention is drawn to the fact that 

the Complainant is just about literate, having studied only upto SSLC (10th class) and is 

an electrician’s assistant.   At the hearing, he came across as a person not aware of even 

the very basics of insurance.  It is difficult for any reasonable person to accept that a 

person of his education, awareness and profession purchased an insurance product of 

this level of complexity with even the slightest awareness of what he was buying.  The 

common perception among even educated people of life insurance is that one pays a 

periodic premium and if the buyer survives at the end of the policy period, he/she is 

paid an attractive lumpsum.  I cannot accept that someone barely literate, and that too 

only in Malayalam and who earns his living as an electrician’s assistant would knowingly 

and willingly buy an insurance product that is basically a term insurance with a tiny 
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investment-based padding.  Clearly, not only did he have no idea what kind of policy he 

was buying, but he also had no knowledge or even the required reading and 

comprehending skills to study the policy document and decipher it.  It emphatically 

indicates a clear case of mis-selling.   

(7) It follows from the above that the RI as a responsible entity must compensate the 

Complainant who is the victim of a mis-selling.  This compensation, at the very least, 

must take the form of a full refund of the total premiums of Rs.49,000 paid by the 

Complainant less the amount of maturity claim of Rs.28,116 already paid.   

5. Award  

In the result, I hereby order as under: 

The Respondent Insurer is directed to refund the entire amount of Rs.49,000 paid as 

premium by the Complainant under policy 395352054 and to this end, pay an amount of 

Rs.20,884 being the difference between the premium amount of Rs.49,000 due and the 

Rs.28,116 already paid to him.  

     Dated this the 27th day of  June   2022 

          Sd/-   
                            Girish Radhakrishnan 

                                                                                       INSURANCE OMBUDSMAN 
Copies to : 
 
Mr. B Anandan, 
Ananda Bhavanam 
Arukalikkal West  
Vayala P O 
Parakode 691554. 
 
The Sr. Divisional Manager, 
L.I.C. of India, 
Divisional Office, 
'Jeevan Prakash', 
Nagampadom, 
Kottayam – 686 001. 
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PROCEEDINGS BEFORE 

THE INSURANCE OMBUDSMAN, STATES OF BIHAR & JHARKHAND 
(UNDER RULE NO: 16/17 of THE INSURANCE OMBUDSMAN RULES, 2017) 

 

OMBUDSMAN –SHRI NAGENDRA KUMAR SINGH 

CASE OF (Name of Complainant) : Mrs. Nilima Gupta Vs. Life Insurance Cor. of India 

COMPLAINT REF: NO: PAT-L-029-2223-0135 

AWARD NO: IO/PAT/A/LI/00024/2022-23 

1. Name & Address of the 

Complainant 

Mrs. Nilima Gupta  

W/o Ramesh kumar 

AT : Bijupara, P.O.: Tanger 

Distt- Ranchi (Jharkhand) 

PIN-835214 

 

Mobile : 9608369368 

Email : rkcarahul@gmail.com 

2. Policy No: 

Type of Policy 

Duration of policy/Policy period 

551246223 

LIC’s Jeevan Sneh 

28.01.2001 (DOC) 

3. Name of the insured 

Name of the policyholder 

Mrs. Nilima Gupta  

Mrs. Nilima Gupta 

4. Name of the insurer Life Insurance Corporation of India 

5. Date of Repudiation/Rejection N/a 

6. Reason for repudiation/rejection N/a 

7. Date of receipt of the Complaint 26th May 2021        

8. Nature of complaint Wrong settlement of Maturity Claim 

9. Amount of Claim Rs.89991 

10.  Date of Partial Settlement Rs.49991 

11. Amount of relief sought 1. Rs.40000+Interst  

2. Compensation Rs.10lacs,  

3. Action against responsible employees 

4. Action against Agent 
12.  Complaint registered under Rule no: 

of Insurance Ombudsman Rules,2017 
13(2) 

13. Date of hearing/place 17/06/2022 (Online hearing through GoToMeeting 

App) 
14. Representation at the hearing  

 a) For the Complainant Mrs. Nilima Gupta 

 b) For the insurer Manager (CRM) & Marketing Manager LIC  of India 

15. Complaint how disposed Award 

16. Date of Award/ Recommendation 21th June 2022 
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17) Brief Facts of the Case: 
The complaint pertains to wrong settlement of Maturity Claim:- 

a. The complainant received a massage from LIC that she will get Rs.89991 as Maturity claim. But 

on 30th Dec 2021 she received only Rs.24716 in her bank account. 

b. After her complaint she was informed by officials of LIC that she will be paid Maturity Claim 

amount very soon. She Complaint again and her complaint was closed without crediting 

Maturity claim in her  bank account.  

c. On 11.03.2022, when the complainant visited the B.O. she was informed that she has taken a 

new policy from part of her claim amount. 

d. The Insurance Company has submitted that LIC Agent has fraudulently converted her claim 

amount into a new policy in the name of his son. The Agent has accepted his fault and 

deposited the amount with interest. LIC has also paid the amount from to the Policyholder. 
 

Cause of Complaint: 

18) Complainants’ argument:  

 The Complainant has submitted that she could get her Maturity Claim amount very late.  

19) Respondent’s Contention:  
The Insurance Company has submitted that LIC Agent has fraudulently converted her claim amount 

into a new policy in the name of his son. The Agent has accepted his fault and deposited the amount 

with interest. LIC has also paid the amount from to the Policyholder on 15.06.2022. 

20) Reason for Registration of Complaint: 

Rule-13(2) of Insurance Ombudsman Rules 2017. 
 

21) The following documents were placed for perusal. 

a) Copy of Complaint  

b) Defence of Respondent Insurer 

d) Copy of proposal form       

e) Copy of RTI and Reply  

f) Copy of Payment vouchers 

g) Internal Notes for decision of Claim 
 

22) Result of hearing with both parties (Observations & Conclusion):-  

The hearing was scheduled for 17th June 2022 through GoToMeeting app as per the instructions of COI 

and both parties were informed accordingly in advance. The complainant in person and Manager (CRM), 

the representative of the insurer appeared on the online platform for hearing. In the beginning both 

parties were asked for any scope of mediation under section 16(1) of The Insurance Ombudsman Rules, 

2017. Both of them declined for mediation by the forum. Hence, the hearing started for passing a 

suitable award.  

During course of hearing the complainant reiterated the content of the written complaint submitted by 

her. She submitted that she was not able to remember issues so she was praying to allow her son Mr 

Rahul to present the case on her behalf. She contended that Maturity Claim of one of her policy was 

due in the month of Dec 2021 for that she was informed by SMS that policy holder will receive Rs.89991 

from LIC. But she did not receive full claim amount in time. She had to lodge complaint again and again 

to receive the complaint. She also filed RTI for the same. In response to one of the complaint she was 

informed that Rs. 61950 has been paid through NEFT. But no such payment has been made to her. He 

also submitted that prayers of the complainant are as follows:- 

a) Payment of Maturity Claim amount involved along with interest.  

b) Compensation of Rs. 10 lacs. 

c) Action against employee involved. 

d) Action against Agent involved. 
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The representative of the insurer submitted that the Insurance Company has paid the balance 

claim amount with penal interest on 15th June 2022. The Agent has admitted his mistake and also 

deposited the amount. The LIC will take strong action against the Agent preferable termination of 

Agency with forfeiture of future commission. They have also initiated enquiry against the concerned 

employees. Suitable action would be taken in accordance with the Rules.  

 

In view of the above contentions of both parties and the documents submitted by them, following facts 

are observed: 

i) Respondent Insurance Company did not pay the claim in time and subsequently paid penal interest 

@4.25 % only for the period 28th Dec 2021 to 14th Dec 2021. That rate is less than the rate specified 

in IRDA’s policy holder protection Act (2% over and above the Bank rate applicable on 1st Jan of the 

year in which claim falling due). 

ii) An Agent of respondent Insurance Company has diverted Rs. 40000 from the Maturity Claim 

amount towards insurance policy of his son. Subsequently he admitted his fault and deposited the 

amount to LIC. 

iii) After receipt of the amount the Insurance Company has settled the claim in favour of the 

complainant. 

iv) The Insurance Company should have paid long back, but it has been paid yesterday only after filing 

of the complaint with the forum. 

v) The Insurance Company should have informed in response to RTI that they are taking action 

against involved employees and Agent. 

vi) The respondent Insurer has neither worked promptly on the complaint nor did they tool action 

against erring agent and employee/s involved in the fraud against an insured. The action of the 

respondent was delayed, not up to the expectation of the complainant and payment of amount so 

defrauded was done a day before the date of hearing. This speaks volume on the functioning of 

the respondent’s office.  
 

Hence following is the order:  

AWARD 

In view of the facts & circumstances of the matter narrated herein before the 

respondent is directed to pay the interest on the unpaid amount strictly in 

accordance with IRDA Regulations and take action against as per Rule against the 

erring Agent & employee/s.  
 

Let this order be placed before the Zonal Manager, LIC for his information and 

perusal and needful.   
 

 

The complaint is hereby disposed off. 

 23) The attention of the Complainant and the Insurer is hereby invited to the following 

provisions of Insurance Ombudsman Rules 2017:- 

It is particularly informed that in case the award is not agreeable to the complainant, it would be 

open for him/her, if he/she so decides to move any other Forum/Court as he/she may consider 

appropriate under the Laws of the Land against the Respondent Insurer.   
 

Dated at Patna on 24th June, 2022. 

 

INSURANCE OMBUDSMAN 

       FOR THE STATE OF BIHAR & JHARKHAND 
Copy to: 1) Complainant 

                2) Company. 



Mrs.Farzana Khatoon. Complainant
vls

Kotak Mahindra life Ins. Co. ltd....... ...............Respondent

t. Name & Address of the Compt.in*t-

-

PolicyNo: 

-

Type of Policy
Duration of policv/DOC/Rprrival

Ms. Farzana Khatoon
5t7 /2tB / tA/ tt3 Karamat Ki Chowki
Kareli, Allahabad, Up

2.
vzxx5 /66
Kotak Surakshit Jeevan
25.02.2011.

Ms. Farzana Khatoon
Ms. Farzana Khatoon

3. Name of the life insured
Name of the policyholder

4. Name of the insurer
5.

\uLdK tvtantnora Ltte lns. Co. Ltd.

-

2o.r2)D1 

-

uate of Repudiation/Rejection
6. Keason tor repudiation/Reiection
7. Date of receipt of the Complar'nt
B. Nature of comolaint I

9. Amount of Claim
Date of partial SettlEm"ni-
Amount of retiet-ought 

-

-

Complaint regn-*"O rnO", nut"

rur rry [.rdtq

10.

RuleNo. 13(1xbm
2077

11

12.

13. uare or nearing/place

-

14.
zL.vo.zvzz at ulu Bhopal

-

Absent

-

MsNiveditaBrrm
President Legal Department over GoTo
Meet App
Dismissed 

-

Kepresentation at the hpari
a) For the Comolainant
b) For the insurer

-

Complaint how disposedL5.

16. Date of Award/Order

-

21.06.2022

t7.

18.

Ms' Farzana Khatoon (complainant) has filed a complaint against Kotak Mahindra Life lns.
co' (Respondent) alleging ress payment of her poricy on maturity.
Brief Facts of the case: ' Ms. Farzana Khatoon has filed a complaint before this Forum
alleging that less maturity amount was paid of her policy on maturity by Kotak Mahindra

r{
q.)

)kI



I

Life Insurance Co. Ltd. The complainant has stated that she has purchased the policy

no.02xx5786 from RlC. As per letter of company Rs.4,33,069.56 was payable to her for

her matured policy but only Rs.1,59,915/= was credited in her bank account. She had sent

two letter of complaint but solution was not provided by them. Being aggrieved, the

complainant approached this forum for the redressal of her grievance.

In their SCN/Replv: -ln their SCN/written reply, the RIC has stated that the client is an

educated person and after understanding the nature of the plan had applied for life cover

under Kotak Surakshit Jeevan through proposal form and benefit illustration duly signed

and accepted by the complainant. Policy was issued to the customer on 22.Q3.2011. In

the proposal form the sum assured available under the policy is clearly mentioned and

the same was accepted by the proposal form. The policy document was dispatched on

23.O3.20LL through speed post. In welcome letter in the policy document clearly

-mentioned that there was a period of L5 days for the customer to return the policy under

free-look period. No complaint was received from the customer during the said period. All

the premiums have been regularly paid by the client. The company has also kept the

client updated regularly about the bonuses which have been accrued and payable on

maturity. When the policy was matured, the same was automatically processed and

maturity payout of Rs. 1,59,615.25 was released vide NEFT and maturity payout letter

dated 12.O4.2O2t was released to the complainant. As per terms and conditions of the

policy, the amount payable is the Basic Sum Assured+ Non guaranteed benefits if any. The

complainant was provided a detailed breakup of the amount paid. ln this letter there was

a technical error pawi.ng to which although the payment details were correctly provided,

the final payout in the bifurcation was incorrectly captured as Rs.4,33,069. lt is evident

that this was a typographical error. ln response to the same, the client has been informed

multiple times that the same was an error, the complainant did not consider the same.

The payment is correct and is in accordance with the policy contract. The company had

even informed of the error committed. The correct amount can be verified by simple

addition. The complaint should be dismissed on these grounds. N
cl
bo



20.

2L.

19. The complainant has filed a complaint letter, Ann VIA and correspondence with

respondent while respondent has filed SCN with enclosures.

I have heard the respondent company over GoTo Meet App at length and perused papers

filed on behalf of the complainant as weil as the Insurance company.

observation and Conclusion - During hearing the complainant could not be present

and this forum tried to contact over her mobile number but was not successful in getting

through.

on their turn the respondent company informed that policy No.02xx57g6 was issued to

the complainant on 22.O3.2OLL with date of commencement as 25.02.2011 with policy

term of 10 years. The policy matured on 25.O2.2O2L. They further submitted in their
letter dated L2.o4.2O21 issued to the complainant informing therein that the policy

matured on 25.O2.202L and the maturity payout of Rs.1,59,615.25 is processed through

NEFT in their SBI Account Ending with 5801 on 22.O2.2O2!. She further submitted that

the totaling of the bifurcation has been wrongly totalled as Rs.4,33,069.56 due to human

error. She also informed that the company had even apologized to the complainant in

writing for this human error in communicating the wrong amount. She submitted that

the maturity payout of Rs.1,59,615.25 made to complainant is in order and as per terms

and conditions of contract and nothing more is payable.

I have carefully gone through the documents available on the file. lt is observed that the

respondent company has rightly calculated the maturity payout as per

conditions of the policy and made payment to the complainant. Hence the

liable to be d

23. Let copies of the order be given to both the parties.

terms and

complaint is

22.

Place : Bhopal
Date: 2L.O6.2022

t/, /;JL
(RAVTNDRA MOHAN SINGH) co

bo

AWARD

The complaint filed by Ms Farzana Khatoon stands dismissed herewith.

INSURANCE OMBU
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PROCEEDINGS BEFORE - THE INSURANCE OMBUDSMAN. STATE OF M.P. & C.G.
(UNDER RULE NO: 16(1I/17 OF THE INSURANCE OMBUDSMAN RUtE 2017)

OMBUDSMAN - Justice (Retd.) Anil Kumar Srivastava

Mr Laxman Khedia ..... Complainant

vls
PNB MetLife Insurance Co. Ltd ........Respondent

COMPTAINTNO: BHP-L-033-2223-OL75 ORDERNO:lOlBHPlRlLll 12022-2023

Mr Laxman Khedia (Complainant) has filed a complaint against PNB Met Life Insurance Co.

Ltd. (Respondent) alleging mis-selling.

Brief facts of the Case -
a) ," Contention of the complainant - The complainant has stated that he is a resident of

Bilaspur, Chhattisgarh and that in October 2020 he received a call from Mr Kushwant Singh

)llr / lltwx

1. Name & Address of the
Complainant

Mr Laxman Khedia
Hari Kunj, Vikas Nagar
27, Kholi, Bilaspur
Chattisgarh

2. Policy No:
Type of Policy

Duration of policv/Policv period

23xx59 4 6, 23xx7 4 L2x 2 3 xx3 6 08
PNB Metlife Guaranteed Income Plan, PNB

MetLife Guaranteed Income Plan, PNB Metlife
Super Saver Plan
3L.L2.2020, LO.L2.2020, 27 .O2,202L

3. Name of the insured

Name of the policyholder

Mr Laxman Khedia, Mrs Amita Khedia,
Mr Somesh Khedia
Mr Laxman Khedia, Mrs AMita Khedia,
Mr SOmesh Khedia

4. Name of the insurer PNB Metlife Insurance Co. Ltd

5. Date of Repudiation/ Rejection L5.LL.202L, 30.Lt.202L
5. Reason for Repudiation/ Rejection Bevond free look period

7. Date of receipt of the Complaint LO.O5.2022

8. Nature of complaint Mis-selling
9. Amount of Claim

10. Date of Partial Settlement
11. Amount of relief sought Rs.410,650/-

L2. Complaint registered under Rule Rule No. 13(1Xd) Ins. Ombudsman Rule 2017

13. Date of hearins/place 2L.06.2022
L4, Representation at the hearing

a) For the Complainant Mr Laxman Khedia and Ms Nikita Khedia,
Daughter of complainant over GoTo Meet App

b) For the insurer Ms Priya Dwivedi, Dy Manager Legal over GoTo
Meet App

15. Complaint how disposed Recommendation
16. Date of Award/Order 2L.06.2022

18.



who introduced himsetf as the Dy Manager of Reliance communication and proposed that his
company wants to install 5G towers in the city and was on the lookout for feasible land
options for the same' The caller offered to rent my various properties for installation of
tower and agreed to pay rent of Rs.70,000/- per month and in return asked him to insure the
said transaction by buying an insurance poticy which would later be cancelled after signing the
formal contract' He further informed that he has tie ups with all major insurance companies
and will send the payment link for the same and after making payment he wirr receive the
insurance policy via courier' They assured to install 14 towers therefore sold him 4 policies of
Bharti Axa' 4 poilicies of shriram Life Insurance and 3 poricies of pNB Metlife. shriram Life
Insurance have refunded the complete amount of 4 policies and he had filed complaint
No'BHP-L-008-2L22-1221 against Bharti Axa with this forum and Bharti Axa refunded the
complete amount within 15 days' when he later reatized that this is a scam he rushed to the
lgcal office of respondent company at Raipur on 25.06.2021 wherein the manager informed
him that these policies have been fraudulently sold to him and the manager further accepted
that the policies were sold to him wrongly. The Branch Manager informed that the right way
to sell policies is via an agent who explains the details of the policy offline and online and theni policy is sold' But in the instant case, complainant informed that he never met any agent.
on understanding his case the Manager of the respondent company registered his comptaint
on 02'07'202L and assured that he will be communicated by respondent company. on
27'08'2027 he received a call from respondent company and the company without
conducting fair investigation and due diligence and with utter ignorance to the genuiness of
his complaint replied him vide email on 75.11.202! stating that free look of 15 days has
expired and therefore they cannot cancel his above policy Nos.23xx5g 43,23>a74L2 and they
are yet to receive any reply related to policy No.23xx360gHe has therefore requested this
forum to initiate the refund and compensation for causing grave physical and mental
narassment.

b) contention of the respondent - The respondent in their scN have denied each
averment, allegation and contention mentioned in the
company has evaluated the complaint and in pursuance

compliant. They further stated that
of its customer centric philosophies,

tul



19.

20.

21,.

company is ready to cancel the policy from inception and refund the premium paid in all the

three policies.

The complainant has filed complaint letter, Annex. Vl A and correspondence with respondent,

while respondent have filed SCN with enclosures.

I have heard both the parties over GoTo Meet App at length and perused papers filed on

behalf of the complainant as well as the Insurance Company.

Observation and Conclusion - During hearing the respondent company submitted that the

company has evaluated the complaint and in pursuance of its customer centric philosophies,

company is ready to cancel the policy from inception and refund the premium paid in all the

three policies. Company requested the complainant to send them through mail copy of

cancelled cheque of policy owners under each policy so as to enable them process the refund.

Complainant accepted the offer of respondent company and agreed to send the copy of

cancelled cheques by mail today itself to the respondent company. Thus, the complaint is

resolved by mutual agreement between both the parties.

AWARD

The matter between parties has been resolved mutually, hence the complaint is

decided in terms of mediation/mutual agreement with directions to the respondent

to cancel Policy Nos. 23xx5946, 23xx74L2, 23xx3608 and refund the premium

received under the policies to the respective policy owner within 30 days from the

date of receipt of this Award.

22.

23. Let copies of the

Forum.

Place : Bhopal
Date:21.06.2022

order be given to both the parties. Compliance shall be intimated to this

.r
th. rL; -/L(RAV|NDRA MOHAN STNGH)

INSURANCE OMBUDSMAN
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Proceedings of 

THE INSURANCE OMBUDSMAN 
KERALA, LAKSHADWEEP & MAHE 

 
[Under Rule No.13 1(b) Read with Rule 14 of the Insurance Ombudsman Rules, 2017] 

 
Present: Mr Girish Radhakrishnan 

Insurance Ombudsman 
 
 
 
 

Complaint No. KOC-L-029-2122-0319 
 
 
 

Complainant :  Mr. Kunhabdulla K P    
Respondent Insurer :   Life Insurance Corporation of India 

 

AWARD 
 

 
1. Address of the Complainant 

 
: Ayisha Mansil Avadukka P O Kozhikode 

673528 
2. Policy Number : 794882271 
3. Name of the Insured : Mr. Kunhabdulla K P 
4. Type of Policy : LIFE 
5.  Date of receipt of Complaint : 11.11.2021 
6. Nature of complaint : Shortfall in Maturity claim 
7. Date of Hearing : 22.03.2022 
8. Present at the Hearing for the 

Complainant  
: Mr. Kunhabdulla K P 

9. Present at the Hearing for the 
Respondent Insurer (RI) 

: Ms. Subha 

 
 

Award No. IO/KOC/A/LI/0025/2022-23 

 

This is a complaint filed under Rule 13 (1)b read with Rule 14 of the Insurance Ombudsman 

Rules, 2017.  The complaint is regarding alleged shortfall in maturity claim under a Life 

policy issued by the Respondent Insurer.  The Complainant, Mr. Kunhabdulla K P is the 

policyholder.     
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1. Complainant’s Averments 

The averments, contentions and submissions in the complaint are summarized as 

follows: 

(1) Jeevan Surabhi Policy No. 794882271 was availed in the year 2006 when visited on 

leave from Gulf.  It was projected as a policy with better returns and added 

insurance cover.   

(2) Half yearly premium @ Rs. 7666/- was remitted for 12 years without fail.  

Guaranteed bonus was payable at the end of the 15 year term.   

(3) Total premium remitted under is the policy is Rs. 183984/-.  The return under the 

policy is Rs. 55860/- as bonus and Rs. 105000/- as survival benefit every 3 years; i.e. 

Rs. 160860/-.  Rs. 23124 is loss on maturity of the policy.   

(4) LIC is cheating the general public by saying that death benefit is beneficial to the 

family. 

(5) Approaching this Honourable Forum to direct the Insurer to return the remitted 

amount with 9% interest. 

2. Respondent Insurer’s Contentions 

The Respondent Insurer entered appearance and filed a Self Contained Note (SCN). The 

averments, contentions and submissions in the SCN are summarized as under:- 

(1) Policy Number 794882271 on the life of Shri Kunjhabdulla K P was taken with the 

following details from Perambra branch under plan 106(Jeevan Surabhi) ,with profit 

plan.   

Date of Commencement 28/06/2006 
Plan/Term 106/15/12 
First Unpaid Premium 28/06/2018 
Mode Hly 
Instalment premium Rs.7666/- 
Age at entry 54 yrs 
Status policy matured 
Dt of maturity 28/06/2021 
Sum Assured 1,05,000/- 
Accident benefit opted 
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(2) This is a with profit  limited premium paying term, money back policy providing 

survival benefits in every four years from the date of commencement of policy @ 

30% of sum assured on 4th and 8th year and 40% on 12th year. The life assured has 

taken the policy for 15 years policy term and premium paying term for 12 years only. 

This plan provides an additional death cover, increasing after every 5 years from the 

date of commencement of policy without any increase in premium.  Accident benefit 

cover will be available during premium paying term by remitting an additional 

premium @Rs. 1/- for 1000 sum assured.   

(3) In all traditional life insurance policies, premium increases as one’s age increases. 

Here, the Life assured has taken this policy in his advanced age for term 15 yrs.   ie, 

The basic coverage + extended coverage are upto  his age  69 yrs.  

(4) In this policy, total premium remitted   is  7613*2*12=1,82,712/-.(excluding Accident 

benefit extra) 

(5) We have settled survival benefits @ 30% of sum assured two times on 28/06/2010 , 

28/06/2014 and 40% on 12th year, at the end of premium paying term . ie, on 

28/06/2018.  

(6) Total paid towards Survival benefit= 31500+31500+42000= Rs. 1,05,000/- 

(7) Here full sum assured has been paid within the premium paying term 12 yrs as given 

above.  

(8) The total benefits payable under this policy is 

i. Maturity benefit:-  As per policy condition mentioned on the first page of 

policy bond, if all premiums have been paid during premium paying term and 

full sum assured have been also paid by way of survival benefit during 

premium paying term, then on the date of maturity , only vested bonus  is 

payable as maturity claim.  

ii. Death benefit:- Provided policy is in full force/ or premiums for premium 

paying term have been paid fully or policy in force under claim concessions 

and death of life assured takes place before date of maturity, then full sum 

assured + additional death cover as shown below + vested bonus is payable. 
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(9) Survival benefit paid prior to death will not be deducted from the claim amount. 

Additional risk or death cover is payable over and above basic sum assured. The 

percentage depends on duration of death from date of commencement to date of 

death. 

(10) In addition to the basic sum assured, the following additional benefit is also payable 

if the policy is inforce at the time of death of life assured, without any increase in 

premium or any recovery of already paid survival benefits.  If the death is an 

accidental death s per policy condition, again one more sum assured along with this 

benefit is payable.  

This is printed on the last page of the policy bond.  

Duration of policy             Additional death coverage 

6th to 10th  policy year   Half of sum assured stipulated in the policy  
without bonus 

11th to 15th policy year   sum assured stipulated in the policy  
without bonus 

16th  to 20th  policy year   One and half times the sum assured 
stipulated in the policy without bonus 

 21st   to 25th   policy year  Twice the sum assured stipulated in the 
policy without bonus 

 

(11) This Insurance policy is designed to give higher death coverage to policy holders 

other than any endowment policy, by increasing an additional sum assured by 50% 

over the basic sum assured in every five years with same level premium. Moreover 

the survival benefits (money back amount) which also help the policy holder to meet 

his time to time financial needs. These benefits start fro the fourth year and then 

every 4 years till the end of premium paying term.         

 
(12) Total maturity amount  payable under this policy is  

Vested bonus              -  Rs. 53,760 

Final additional bonus-  Rs.   2,100 

                                     ------------------------------- 
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                    Total      =     Rs. 55,860/- 

                                    =============   

(13) This policy is matured on 28/06/2021. But we have not received requirements till 

date. We will settle the maturity claim under the policy, immediately after getting all 

requirements. 

(14) The benefits, both maturity and death are clearly printed on the policy bond. In the 

last para of third page of policy bond, it is clearly mentioned that if the policy holder 

has any complaints /grievance, he can approach the grievance redressal officer and 

the address of Marketing Manager is readily available on it. But no complaint has 

been received from his side prior to this.  

(15) The calculation of maturity claim amount Rs. 55,860/-, payable under this policy is 

purely as per policy condition, printed on the first page of policy.  It is already 

informed by our maturity intimation letter. Nothing more is payable as per policy 

condition.    

(16) So we would pray before the Honourable Ombudsman to set aside the complaint 

and uphold our stand as the maturity amount payable under this policy is purely 

based on policy condition, printed on the first page of policy bond.  

3. I heard the Complainant and the Respondent Insurer at a Hearing on 22.03.2022. 

The Complainant stated that the policy was commenced on 28.6.2006. Total amount 

remitted as premium under this policy is Rs. 1,83,984.  The policy matured on 28.6.2021.  

Total amount returned under the policy is Rs. 1,60,860, which is less by Rs. 23,124.  This 

is injustice. 

The Respondent Insurer stated that the policy under issue is a Jeevan Surabhi Policy 

which has money back features.  Every fourth year part of the sum assured is returned in 

the ratio 30%: 30%:40%.   This is provided in the policy schedule itself.  Thus the sum 

assured of Rs. 1,05,000/- is returned to the policy holder in 2010, 2014 and 2018 as 

31500/, 31500/- and 42000/-.  The policy when matured for payment on 28.6.2021, Rs. 

53760/- and Rs. 2100/- is the vested bonus and Final Additional Bonus added to the 

policy.  As the policy holder has not submitted the claim requirements, maturity claim 
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payment is not done.  The half yearly premium under the policy is Rs. 7666/- which is 

inclusive of Accident Benefit Premium charged @ Re.1 per 1000 sum assured.  Thus when 

the policyholder remits 4 years premium of Rs. 60908/, the Corporation returns Rs. 

31500/-(30% of Sum Assured Rs. 105000/-) to the policy holder.  In addition to this, the 

risk coverage increases every 5th year of the policy, without increase in the premium.  

Though the balance sum assured rested with the Corporation after payment of survival 

benefit every fourth year is limited, the premium remitted by the policyholder, is utilized 

for increasing risk cover keeping the premium constant.  The Complainant has taken the 

policy at 54 years of age, when the premium allocation towards risk is high.   The risk 

cover is for a period of 15 years,i.e., upto his age 69.  Hence, the perceived return under 

the policy seems less than the total premiums paid. 

4. Having heard both the sides and having perused all the documents submitted in detail, I 

find as under:- 

(1) The Complainant had a Jeevan Surabhi policy issued by the RI.  The policy expired 

on 28.6.2021.  The essence of the Complainant’s dispute is that upon maturity the 

policy has paid him back an amount of Rs.1,60,860 whereas the total premium he 

paid by the end of the policy’s premium payment terms was Rs.1,83,984; in other 

words it is lesser than the amount of premium  he has paid by Rs.23,124.  This, he 

says, amounts to cheating by the RI.  

(2) From the detailed explanation given by the RI in the SCN and based on my own 

perusal of the policy, I note that Jeevan Surabhi is very different from the 

conventional endowment and money-back policies that are well known in the 

market and what evidently was in the mind of the Complainant himself.  

(3) Jeevan Surabhi is primarily a risk cover instrument with a limited money-back 

facility added on; in other words, the cost of a significant and major term life 

cover takes up a part of the premium paid by the policy holder and only the rest is 

invested and paid back to him. The premium rate for the life cover (risk portion of 

the policy) will be higher in case of an older policy-holder and this is significant 

because the Complainant was 54 years old at the time of his buying the policy and 

the policy term was till he reached the age of 69.  
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(4) The risk cover and its benefits to the policy-holder are significant in view of some 

special features. The death cover amount increases every 5 years without any 

increase in premium.  In the event of death of the policy-holder, the Survival 

Benefits already paid to him will not be recovered or adjusted with the death 

benefit amount in which the full sum assured with bonus is payable.  

(5) In addition, the Survival Benefit payments are meted out every fourth year of the 

policy, as a percentage of the sum assured.  In this manner, half of the premium 

remitted less the accident benefit premium is returned to the policyholder as the 

periodic Survival Benefit payments.   

(6) It is not clear as to how much of the somewhat complex structure of the Jeevan 

Surabhi has been understood by the Complainant.  At the Hearing, he came 

across as unaware of “risk cover” and seemed to look upon life insurance policies 

as savings instruments, leading one to the feeling that there could have been an 

element of mis-selling here.  A clear case of mis-selling cannot however be made 

out.  On the other hand, the record shows that the Complainant has not made 

any representation or complaint or raised a query on any aspect of the policy until 

its maturity.  The terms and conditions of the policy are well expressed in the 

policy document and the Schedule on the first page contains the basic specifics of 

the policy and its benefits very clearly. The various payments made by the RI are 

seen to be scrupulously adhering to the policy terms and conditions. 

(7) In view of the above, I cannot find any ground to question the actions and 

decisions of the RI or interfere with the same. 

5.  Award  

In the result, this Award is passed upholding the decision of the Respondent Insurer and 

dismissing the complaint. 

Dated this the 16th day of  June,  2022. 

          Sd/-  
            Girish Radhakrishnan 

INSURANCE OMBUDSMAN 
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Copies to : 
 
 
Mr. Kunhabdulla K P, 
Ayisha Mansil  
Avadukka P O 
Kozhikode 673 528. 
 
 
The Sr. Divisional Manager, 
L.I.C. of India, 
Divisional Office, 
'Jeevan Prakash', 
Huzur Road, 
Kozhikode 673 001. 
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Proceedings of 

THE INSURANCE OMBUDSMAN 
KERALA, LAKSHADWEEP & MAHE 

 
[Under Rule No.13 1(b) Read with Rule 14 of the Insurance Ombudsman Rules, 2017] 

 
 

Present: Mr Girish Radhakrishnan 
Insurance Ombudsman 

 
 
 
 
 
 

Complaint No. KOC-L-029-2122-0370 
 
 

Complainant :  Mr. Johny K C 
 

Respondent Insurer :   Life Insurance Corporation of India 
 
 

Award 
 
1. Address of the Complainant 

 
: Kottanchirayil House Vattai 

Kundukad P O Thrissur 680028 
2. Policy Number : 777173207 
3. Name of the Insured : Mr. Johny K C 
4. Type of Policy : LIFE (Jeevan Saral) 
5.  Date of receipt of complaint : 03.12.2021 
6. Nature of complaint : Short payment of Maturity claim  
7. Date of Hearing : 27.04.2022 
8. Present at the Hearing for Complainant  : Shri Johny K C 
9. Present at the Hearing for the Insurer : Ms. Geetha 
 

Award No. IO/KOC/A/LI/0020/2022-23 

This is a complaint filed under Rule 13 (1)b read with Rule 14 of the Insurance Ombudsman 

Rules, 2017.  The complaint is regarding alleged short payment of Maturity Benefit in a 

Jeevan Saral Policy issued by the Respondent Insurer.  The Complainant, Mr. Johny K C is the 

policyholder.     
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1. Complainant’s Averments 

The averments, contentions and submissions in the complaint are summarized as 

follows: 

(1) Under policy 777173207 total premium the Complainant remitted throughout the 

policy term of 12 years is Rs. 58,800/-. 

(2) Maturity claim amount he received is Rs. 41,000/- only. 

(3) If it was deposited as a Recurring Deposit in a Bank, double the investment would 

have been received on Maturity. 

(4) Approaching this Honourable Forum to direct the Insurer to refund the invested 

amount along with Loyalty additions. 

2. Respondent Insurer’s  contentions  

The Respondent Insurer (RI) entered appearance and filed a Self Contained Note (SCN).  

The averments, contentions and submissions in the   SCN are summarized  as follows: 

(1) Jeevan Saral is a policy whose features and terms and conditions are approved by 

the Regulator. 

(2) The life insurance policy necessarily provides coverage against the risk of untimely 

deaths and a premium amount to be charged is decided based on age of proponent 

at the start of policy.  The basic principle of deciding insurance premium is – ‘Higher 

the age at entry, higher is the amount of premium charged. This is because with the 

rising age of a person, the risk of causing death also increases. Also higher the 

element of risk cover, higher is expected mortality charges / cost of risk cover’. 

(3) The Complainant is demanding higher Maturity value / refund of premiums under 

the present complaint. However to decide thereon, it is inevitable to understand the 

policy/product features and the objective it serves. 

(4) Under normal life Insurance, the premium is determined by Mortality rating which is 

age dependent, that is to say, higher premium is charged for higher age and Maturity 
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or death cover Benefit is fixed. Also higher is the risk cover, higher is the expected 

cost of risk cover. 

(5) Unlike regular insurance plans wherein higher premium is charged for proponent 

higher in age, under this plan the premium amount is decided, irrespective of age of 

proponent, at start of policy and the death Sum Assured is equal to 250 times of 

monthly premium amount.  As such for the proponents higher in age will get same 

insurance cover in same premium amount as of the proponent lower in age, but, the 

Maturity Value would differ according to the age at entry of the insured. The higher 

the age at entry of insured, lower will be the Maturity amount and vice –versa. 

(6) In the present case, as per the terms and conditions of policy the policy holder is 

getting Benefits of death cover and the Maturity as under - 

 Maturity Benefit Death Benefit Remark 

 Maturity Sum Assured 
Rs. _Rs.30392/- 
(As per Annexure  of the 
Plan Circular and payable 
upon Maturity of policy) 

Death Sum Assured 
Rs. 100000/- 
(Payable upon death of 
insured during term of 
policy) 

As per plan features, 
death Benefit amount, 
with the addition of 
loyalty additions and 
the refund of premium 
becomes increasing 
value every policy year 
and not a static, and 
thereby giving very 
high returns under the 
policy. 

Plus Loyalty Additions 
Rs.11397/- 

Loyalty Additions 
Rs.11397/- 

Plus --- Return of premium paid 
Rs.57600/- 

 Net payable 
Rs. 41789/- 

Net payable 
Rs.168997/- 

 
(7) As per the plan features, in case at least 10 years premiums have been paid under 

the policy and the policy has been in-force for at least 10 years, then policy holder is 

also eligible to get the loyalty additions for the complete duration for which the 

premiums have been paid. As such for long term policies, the Maturity value / Death 

Benefit is not a static amount, but increases every year. 

(8) The primary purpose of life insurance policy is to provide the protection / risk cover 

for the specified amount in the event of death of the insured and from the above 

table it is very clear that in the event of death of the insured, the amount of Benefit 

is significantly higher than the amount of paid by way of premium, i.e. Death Sum 
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Assured plus loyalty additions and also receives the refund of premiums paid 

(excluding first year premium and premium for rider Benefit). 

(9) Under a Term Life Insurance policy, the policy holder pays the premium for entire 

term of policy, and at the end of the term, if the policy holder survives, nothing is 

payable to the policy holder as the entire premium amount is applied towards 

mortality charges. However under Jeevan Saral plan, in the event of death of policy 

holder during the term of the policy, the Death Benefit is huge, i.e., 250 times the 

monthly premium amount plus loyalty additions for the completed years and also 

the refund of premium. Further if the policy holder survives the term of policy, he 

will get the Maturity value and also the loyalty additions for the completed term. 

(10) This policy also having the feature of Auto-cover for one year, meaning thereby after 

the policy is in-force for at least 3 years, any subsequent due premium if not paid on 

or before the due date or even during 30 days of grace period, the policy does not 

lapse but basic death risk cover (excluding rider Benefits) continues for a period of 

12 months from the due date of first unpaid premium. As such the death cover 

continues and aim of insurance coverage is provided in its true essence. 

(11) As such the policy holder gets lots of benefits for the premium he has paid and does 

not suffer loss of any kind. 

(12) Admittedly Complainant filed Proposal Form on 31/03/2009 to get life insurance 

policy from the RI under Jeevan Saral Plan (Table No.165) for Quarterly  premium of 

Rs.1225/-. As per the features of said plan, the Death Sum Assured coverage under 

the policy shall be 250 time of the monthly premium amount chosen by the 

Complainant.  In the Proposal Form, the Complainant in response to question ‘Have 

you understood fully the Terms and conditions of the plan you propose to take?’  has 

given answer as ‘Yes’, and thereby assured to this Respondent that he well 

understood all the Benefits available and terms and conditions of the Plan.  

(13) Therefore the Complainant was well aware of all Benefits and the terms and 

conditions under the policy at the time of filing of Proposal Form and he was well 

aware that the main purpose of the plan is to provide death risk coverage and high 
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returns are available under death Benefit and also aware about Benefits available 

upon Maturity of policy, and hence now he is estopped from contending otherwise. 

(14) As explained above, the amount of premium paid under policy is directly linked to 

the risk coverage, i.e.  Death Sum Assured, under the policy and is not at all linked in 

any manner with the Maturity Sum Assured. 

(15) IRDAI has mandated to use the Mortality Table given by IAI to all insurance policies 

and appropriate mortality charges are to be recovered / loaded as per the age of 

person / insured. Therefore for the person with higher age at entry, the major part 

from premium amount paid is applied towards the mortality charges and 

consequently less amount remains for investment purpose. 

(16) The said plan is launched vide Circular No.1934 dated 12.02.2004 and in the 

Annexure of the said Circular the Maturity Value payable per Rs.100 monthly 

premium is provided in advance for each Age and term of policy. As such the 

Maturity Value payable under the plan is well defined at the inception itself.  

(17) In addition to the above Maturity Value, in cases of policies with term of 10 years 

and above, the policy holder is also eligible to get the loyalty additions. As such the 

Maturity value is not a static number, but for policies with longer term, the Maturity 

amount also gets increases every year. 

(18) Maturity Value calculation example for Age 30, Age 50 and Age 55– 

Monthly premium Rs.1000/--  (Yearly Rs.12000/--) 

Total premium paid during term – Rs.180000/-- 

Policy Term is 15 years 

For both the ages Death Sum Assured (DSA) = Rs. 2,50,000/-- as it is 250 times monthly 
Premium. 

Age at entry – 30 yrs Age at entry – 50 yrs. Age at entry – 55 yrs. 

As per Annexure  of the 
Plan Circular Maturity 
Value payable under the 
plan – 

As per Annexure  of the 
Plan Circular Maturity 
Value payable under the 
plan – 

As per Annexure  of the Plan 
Circular Maturity Value 
payable under the plan – 
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Rs.1,93,000/-- 

(Plus) Loyalty additions 

Rs.1,31,250/-- 

Rs.1,34,440/-- 

(Plus) Loyalty additions 

Rs.1,31,250/- 

Rs.86,550/-- 

(Plus) Loyalty additions 

Rs.1,31,250/-- 

Total Rs.324250/-- Total Rs.265690/-- Total Rs.217800/-- 

 

(19) From above example, it is very clear that after applying mortality charges, though 

the Death Sum Assured and premium amount and policy Term is same for all ages, 

but as the age of insured increases the applicable mortality charges also rises and 

Maturity Benefit under policy gets reduced. 

(20) Therefore RI have not done anything wrong but    

(1) have given complete freedom to proponent to choose the monthly amount of 
premium he wants to pay, and 

(2) have provided the high amount risk coverage as per plan conditions approved 
by IRDAI, and 

(3) also paying the Maturity sum along with handsome loyalty additions. 
 

(21) The primary objective of endowment life insurance policy is to provide for the risk 

coverage by way of payment of Death Sum Assured on occurrence of death of 

insured during term of policy, and secondly, if the insured survives to the end of 

Term of policy, to pay for the Maturity amount payable under the policy. 

(22) Complainant has obtained the policy and paid premium to avail these two different 

claim related Benefits – 

(1) Risk cover for Death during term of policy, i.e. Death Sum Assured, and 
(2) If he survives throughout the Term, Maturity Benefit, i.e. Maturity Sum Assured 

at the end of term of policy. 
(23) As such there are two different types of Benefits involved which get triggered at two 

different occasions. 

(24) In endowment insurance policy, it cannot be said that entire premium paid by 

insured is applied only towards the payment of Maturity Benefit.  The part of the 

premium is applied towards mortality charges considering age of policy holder in 

accordance with IAI approved Mortality Table, some portion is applied towards 
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administration charges and then the remaining part is utilized for investment 

purpose. 

(25) The policy holder has purchased the policy and paid premium to avail two claim 

Benefits, i.e. (1) Life cover for death Sum Assured, (2) Maturity Sum Assured, and he 

has taken full Benefit of the life cover Benefit throughout the term of policy, and 

therefore now the policy holder cannot demand full refund of premiums paid. Since 

the contract is perfectly valid and binding on parties, the policy holder cannot 

demand refund of entire premium in accordance with Sec.65 of the Contract Act. 

(26) Since the complainant has received the coverage of insurance under the policy and 

LIC has provided death cover and for Benefits has incurred expenses and hence 

discharged its obligations under the contract, now the policy holder is estopped from 

contending that he has not received any Benefit under the plan. The Complainant 

has enjoyed the Benefit of insurance coverage for Sum Assured of Rs.100,000/- 

throughout the term of policy alongwith other features of plan and therefore the RI 

is entitled to collect / retain the premium amount for death cover provided 

corresponding to age of the policy holder. In case of unfortunate occurrence of 

death of the policy holder during term of policy, the RI would have paid all the 

Benefits payable for death cover, i.e. Sum Assured, Loyalty additions and refund of 

premium, as stated herein above. Thus the claim by Complainant for higher Maturity 

amount is illegal, against the provisions of law, beyond the terms & conditions of 

contract and against the settled principles of insurance. 

(27) Under an endowment plans like Jeevan Saral, the premium paid by the policy holder 

is primarily divided in two parts, i.e. mortality charges and investment portion. The 

mortality charges are applied towards sharing of risk / pool of insurance fund. 

Further there are other deductions also like stamping charges, agents commission, 

administrative charges etc. and thereafter remaining part is utilized for the 

investment purpose. These mortality charges go on increases as the age of the 

insured during term of policy and due to which the surplus remains for investment 

gets reduced. 
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(28) If the RI is asked to pay higher Maturity amount to the insured against the terms of 

insurance policy, it will not be possible for the LIC to remain financially viable and it 

will not be in position to grant insurance cover to the policyholders. That, from 

entire profit of LIC of India, 5 % share goes to Govt. and the remaining 95% share 

goes to policy holders by way of bonus /loyalty additions. If a payment is required to 

be made to single policy holder beyond policy terms and conditions it will adversely 

affect and amounts to reduction of profits / bonus of other almost 31 crore policy 

holders of LIC which is totally unreasonable.  The issue is not just above one policy 

holder but certainty and viability of the insurance business. 

(29) The payment of any amount beyond the policy terms and conditions will be a coot 

and burden on other innocent, genuine policy holders who are contributing to the 

insurance pool. 

(30) In the present case, the Life assured Sri K C Johny   had taken a Jeevan Saral policy on 

28/03/2009.The policy has  matured  on 28/03/2021.The Death Benefit Sum Assured  

is Rs. 100,000/- and Maturity Sum Assured is Rs. 30,392/-.  Term of policy is 12 years 

. Instalment Premium is Rs. 1225/- payable Quarterly . The total premium remitted 

by the Life assured for the term of the policy is Rs. 58,800/-.(The premiums paid less 

Accident Benefit is Rs. 57,600/-). 

(31) The amount settled on maturity is the Maturity Sum Assured of Rs. 30,392/- and 

Loyalty Addition of Rs.11,397/-. Total amount payable on Maturity is Rs.41,789/-.  It 

is  submitted that with respect to Maturity Benefit under the policy, it is provided in 

the policy document that – “In the event of the Life Assured surviving the date of 

Maturity a sum equal to Maturity Sum assured in force after partial surrenders, if 

any, along with corresponding loyalty addition, if any, shall be payable.”  The 

Maturity Sum Assured and Death Benefit Sum Assured have been correctly printed 

on the policy document. Hence we have settled the eligible Maturity amount under 

the above mentioned policy and no further amount is payable under the policy. 

(32) In Oriental Insurance Co. Ltd. Vs Sony Cherian (AIR 1999 SC 3252), the Honourable 

Supreme Court held that “The Insurance policy between the Insurer and the Insured 

represents a contract between the parties, since the insurer undertakes to 
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compensate the loss suffered by the insured on account of risks covered by the 

Insurance policy.  The terms of agreement have to be strictly construed to determine 

the extent of liability of the Insurer.  The Insured cannot claim anything more than 

what is covered by the Insurance Policy”. 

(33) The Honourable National Commission has held in LIC of India Vs Ramesh Chandra 

1997 (2) CPR 8 (NC)  that “ The Construction of policy bond which is the basis of the 

contract of Insurance, is a question of law and its true interpretation would give 

jurisdiction to the FORA to pronounce upon deficiency in service, if any.  The DF and 

the SCDRC had no jurisdiction to go beyond the terms and conditions of the policy”. 

(34) It is also held in LIC of India Vs Anu Mohanot – II (1997) CPJ 129 (NC) that “Policy of 

Insurance, is a contract of Insurance and the terms thereof have to be strictly 

construed by collecting the intention of the parties from the language employed.  

The Courts and tribunals cannot make a new contract, however reasonable, if the 

parties to the contract have not made it themselves”. 

(35) The above rulings of apex forums squarely apply to this case. There is no breach of 

policy conditions and no deficiency of service on RI’s part. No further amount is 

payable under the Policy. RI have acted as per the policy terms and conditions 

mutually agreed by the Policyholder. So the complaint may be considered for 

dismissal. 

3. I heard the Complainant and the Respondent Insurer at a Hearing on 27.4.2022 

The Complainant stated that policy was for a term of 12 years.  Rs. 58,800 has been 

remitted in total towards premium through this 12 years.  On Maturity amount received 

was only Rs. 41,000.  He admitted that he has not read the policy document because he 

can’t read even Malayalam well and he is completely lost when it comes to English.  The 

Agent of the RI did not explain anything to him either except promise him that the return 

promised from the policy was Rs. 100,000.  It was realized that the return is very less only 

when the amount of Rs. 41,000 was credited to account.  He was under the impression 

that LIC would protect his savings and also let it grow.  He said that the premiums have 

been remitted from the wages he received as a daily wage earner engaged in rubber 
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tapping.  He doesn’t have much education, having studied only upto 3rd standard.  He 

trusted the Agent’s words that amount on Maturity will be double the premium 

remitted.  Even bank FDs will double in 5 years term.  On the contrary, this investment 

has lesser return that the invested amount. 

The Respondent Insurer stated that each Insurance Plan of the Corporation are issued for 

achieving specific goal.  There is no comparison of Bank FDs and Insurance investments.  

Insurance policies are for the financial backup of the family if any untoward mishap 

happens to the life of the insured.  The Death Benefit payable under Jeevan Saral policy is 

not just return of premium.  In this case, it will be Rs. 100,000 and return of premium.  

Term Assurance Policies of the Corporation pay the sum assured on death claim, whereas 

nothing is payable on Maturity claim.  Under Endowment type of policies, sum assured is 

payable on death as well as on Maturity.  Jeevan Saral is a combination of term assurance 

and endowment assurance.  The term assurance aspect in this policy has higher 

weightage. If this policy was taken by a younger person, the return would have been 

more than the premium paid.  Death Benefit would have been the same.  Under normal 

policies, premium increases with age.  As mortality increases with age, premium for aged 

persons will be high.  However, in Jeevan Saral policy, for a given Death Benefit, the 

premium is fixed within a particular age range.  However, allocation of this premium 

towards risk and savings in Jeevan Saral depends on age.  Higher the age, higher the risk 

and major portion of the premium will be allotted towards term assurance.  Since the 

Complainant has availed the policy at an advanced age of 55 years, the investment 

returns of the policy is less. 

4. Having heard both the sides and having carefully perused all the documents submitted, I   

find as under:- 

(1) The Complainant at the age of 55 years, purchased the policy styled “LIC Jeevan Saral 

(With Profits)” on 28.3.2009. The premium payable was Rs. 1225 on quarterly basis.  

Premiums were paid by him from his wages earned as a rubber tapping labourer. All 

premiums have been paid in a timely fashion and the policy “Matured” on 

28.03.2021. 
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(2)  The dispute in the matter is regarding how much is the benefit due to the 

Complainant/Life Assured upon Maturity of the policy and the dispute has arisen 

when the Complainant received Maturity payout of Rs. 41,000 in his bank account. 

The Complainant would have it that the policy ought to pay the Sum Assured 

promised to him by the Agent ie, Rs. 100,000 or he should at least get back the 

amount of premium he paid, namely Rs. 58,800.  The RI contends that the policy 

having matured, they can only pay what the policy allows as the Maturity Benefit 

which is Rs. 30,392 plus the Loyalty Additions accrued to the Complainant amounting 

to Rs.11,397, in all a total of Rs.41,789. 

(3)  The policy in question is a Jeevan Saral policy which has a Death Benefit component 

and a Maturity Benefit component, the latter being dependent on the returns the 

Insurer can earn by investing that part of the premium that has been set aside for the 

investment purpose. The RI has taken pains by way of an extraordinarily detailed and 

learnedly argued SCN to explain how Jeevan Saral is markedly different from 

conventional life products. 

(4) Based on the RI’s very scholarly explanation and from my own reading of the policy, it 

is observed that in Jeevan Saral, (a) the buyer choses the premium amount he is 

ready to pay;  (b) the insurer then commits to pay a Death Benefit of 250 times the 

monthly premium amount, (c) the premium amount is then divided into two parts;  

(d) the first one, the Death Benefit premium is worked out on the basis of approved 

actuarial tables depending on the age of the life-assured; and (e) the balance 

premium is allocated to the Maturity Benefit which the insurer has to generate over 

the years by investing that portion of the premium. However, I do not see 

contentions (a) and (b) borne out in the documents available on file. The Proposal 

Form only asks the proposer (inter alia) as to what Sum Assured he wants.  It does 

not ask him what premium amount he is ready to pay.  Therefore, in this aspect of 

the policy underwriting, I hold that the RI’s contentions are without basis.  In 

actuality, the Proposal Form reveals that the insurer takes a similar path as in 

conventional life policies.  He asks the Proposer as to what Sum Assured he wants 

(ref Q.3 of the Proposal Form), and then proceeds to calculate the premium 

applicable.  I however do concede the point that the premium is worked out based 
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on the age of the proposer and is then allocated between Death Benefit premium 

and Maturity Benefit premium. 

(5) It is significant to note here that the premium is worked out based on the age of the 

proposer and that it is allocated between Death Benefit premium and Maturity 

Benefit premium.  It of course natural that this premium split will incline more 

towards Death Benefit premium in case of older persons.  In respect of a younger 

person, Death Benefit premium will be lower and more money will be available 

towards premium for Maturity Benefit.  Ergo, because the Death Benefit is pre-fixed 

at policy commencement (in this case, Rs.100,000 based on the proposer’s request), 

the Maturity Benefit will “suffer” in case of an older person.  The younger the policy 

buyer is, the narrower the gap between the Death Benefit and Maturity Benefit.  For 

a very young man, the Maturity Benefit would be higher amount than the Death 

Benefit – for the simple reason that very little portion of the premium amount is 

needed for paying the Death Benefit and consequently, more premium is available 

for investment. 

(6) The Complainant would have it that the details of the policy were not explained to 

him and that he was only told that at the end of the policy period he would get Rs.1 

Lakh.  Jeevan Saral is certainly a complex and sophisticated product compared to a 

standard endowment, moneyback or term policy and a reasonable, unprejudiced 

observer would definitely want to consider whether the policy holder knew what 

he/she was buying. What is most striking when one considers this aspect, is the fact 

that the Complainant is practically illiterate, a labourer employed in rubber tapping.  

Let alone read or write, he does not understand English and only possesses colloquial 

Malayalam.  At the hearing, he came across as someone completely at sea when it 

comes to discussing anything about even the very basics of how insurance works.  It 

is difficult for any reasonable person to accept that he purchased an insurance 

product of this level of complexity with even the slightest awareness of what he was 

buying.  The common perception among even educated people of life insurance is 

that one pays a periodic premium and if the buyer survives at the end of the policy 

period, he/she is paid an attractive lumpsum.  I cannot accept that an illiterate and 

poor labourer living at a level close to a hand-to-mouth existence would knowingly 
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and willingly buy an insurance product that is basically a term insurance with a tiny 

investment-based padding.  He had no idea what he was buying.   

(7) I am therefore of the firm view that a clear case of mis-selling has occurred here.  I do 

not believe that an organization with the proven credentials of LIC would normally 

even allow, let alone encourage the kind of predatory and opportunistic selling that 

the Agent concerned has effected in this case and I would prefer to assume that this 

is a rare unfortunate occurrence; suffice it to say that the Complainant is not a fit 

customer for this product.   

(8)  Even assuming that this was an aberration occurring at the level of an Agent and a 

junior underwriter – which it may well have been – the fact remains that a gross mis-

selling has occurred and it is only fair and reasonable that the RI as a responsible 

entity compensate the Complainant.  Though a case may be made out for 

compensation for mental agony, I am constrained by the limited remit that the 

Insurance Ombudsman Rules 2017 impose on me and hence shall confine myself to 

ordering refund of the premiums paid by the Complainant in full. 

5. Award  

In the result, I hereby order as under:  

The Respondent Insurer is directed to refund to the Complainant in full, the total 

premium amount of Rs. 58800.00 remitted by him under policy no. 777173207.  If any 

payment has been received by the Complainant as on date, the same may be set off from 

the amount due to him per this Order.   

As prescribed in Rule 17(6) of Insurance Ombudsman Rules, 2017, the Insurer shall 

comply with the award within 30 days of receipt of the award and intimate compliance of 

the same to the Ombudsman. 

 

Dated this the 7th day of June 2022 

           Sd/- 
            Girish Radhakrishnan 

INSURANCE OMBUDSMAN 
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Copies to : 
 
 
Mr. Johny K C, 
Kottanchirayil House 
 Vattai Kundukad P O 
Thrissur 680028. 
 
 
The Sr. Divisional Manager, 
L.I.C. of India, 
Divisional Office, 
Jeevan Prakash, 
Thiruvampady P.O.,  
Thrissur 680 022. 
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Proceedings of 

THE INSURANCE OMBUDSMAN 
KERALA, LAKSHADWEEP & MAHE 

 
[Under Rule No.13 1(b) Read with Rule 14 of the Insurance Ombudsman Rules, 2017] 

 
 

Present: Mr Girish Radhakrishnan 
Insurance Ombudsman 

 
 
 
 
 
 
 

Complaint No. KOC-L-029-2122-0374 
 
 

Complainant :  Ms. Lilly Abraham 
 

Respondent Insurer :   Life Insurance Corporation of India 
 
 

AWARD 
 

 
1. Address of the Complainant 

 
: Parayidathil House Vellarikundu P O  

via Parappa Kasaragod 671533 
2. Policy Number : 796993687 
3. Name of the Insured : Ms. Lilly Abraham 
4. Type of Policy : LIFE (Jeevan Saral) 
5.  Date of receipt of complaint : 03.12.2021 
6. Nature of complaint : Short payment of Maturity claim 
7. Date of Hearing : 27.04.2022 
8. Present at the Hearing for Complainant  : Ms. Lilly Abraham 
9. Present at the Hearing for the Insurer : Ms. Shubha 
 

Award No. IO/KOC/A/LI/0013/2022-23 

This is a complaint filed under Rule 13 (1)b read with Rule 14 of the Insurance Ombudsman 

Rules, 2017.  The complaint is regarding alleged Short payment of Maturity claim in a Jeevan 

Saral insurance policy issued by the Respondent Insurer.  The Complainant, Ms. Lilly 

Abraham is the policyholder.     
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1. Complainant’s Averments 

The averments, contentions and submissions in the complaint are summarized as 

follows: 

(1) Complainant bought Policy No. 796993687 10 years back, trusting the Institution 

blindly. 

(2) Rs. 2,42,600/- has been paid towards premium during the 10 year term. 

(3) But she received only Rs. 1,54,100/- on Maturity. 

(4) It was hard earned money and she was unaware about the hidden rules and features 

of this scheme.   

(5) Approaching this Honourable Forum to direct the Insurer to refund the premium 

amount paid by her with bonus. 

2. Respondent Insurer’s  contentions  

The Respondent Insurer (RI) entered appearance and filed a Self Contained Note (SCN).  

The averments, contentions and submissions in the   SCN are summarized  as follows: 

(1) LIC’s Jeevan Saral policy was taken with the below mentioned details and was being 

serviced by our Nileswar branch.   

Pol no. 796993687 
DOC 04/03/2011 
P/T 165/10/10 
Death  SA Rs, 5,00,000 
FUP 04/03/2021 
Mode Hly 
Pre Rs.12130/- 
Age at entry 57 yrs 
Status Maturity paid 

(2)  LIC's Jeevan Saral belongs to the category of high risk plans, wherein the insurance 

coverage offered is substantially higher, especially at higher ages. The unique feature 

of this plan is that the instalment premium  to be paid is determined by the customer 
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and the sum assured payable in the unfortunate event of death, known as death sum 

assured is then decided on the basis of the premium thus selected. The Maturity sum 

assured, unlike in conventional plans, is calculated depending upon the age of the life 

assured and term of the policy. The death sum assured under this plan is 250 times 

the monthly premium selected by the customer. In all other conventional insurance 

plans, the instalment premium payable for the same sum assured varies according to 

the age of the customer. Here in this particular plan the premium and thus the death 

Benefit are selected by the customer and remains the same irrespective of age. In 

other traditional life insurance policies premium increases as one’s age increases 

whereas Benefit remain same. It is exactly opposite in Jeevan Saral plan . Ie, the 

premium remains same for all ages but Benefits varies.   

(3) Another important factor to be noted is that in the event of the unfortunate death of 

the policy holder, in addition to the death sum assured as mentioned above, the total 

premiums paid (excluding first year premiums and all extra premiums) are also 

payable along with loyalty additions, as applicable thus substantially increasing the 

claim amount for the nominee. ie, the major portion of the premium paid by the 

customer is also refunded along with the death sum assured in case of unfortunate 

demise of the customer. Hence, the death Benefit offered under the plan is much 

higher than the other comparable conventional plans. If the policy holder opts for 

accidental death cover, an additional sum assured is also is payable along with the 

above mentioned death Benefits.  

(4) The Maturity value is calculated based on age and duration of the policy. Thus if the 

age when the policy is purchased is on the higher side, the Maturity value is lower. In 

case of Maturity, the amount payable is the Maturity sum assured ( based on age and 

term) along with loyalty addition, if  declared. The death sum assured and opted 

accident death sum assured   are Rs. 5,00,000/-  each and Maturity sum assured 

according to age at entry 57 years and term 10 years is Rs. 1,08,140/-, which are 

correctly printed in the policy bond, issued by LIC.  

(5) The Maturity Benefit printed on the first page of policy bond is as follows.  

 “In the event of life assured surviving the date of Maturity a sum equal to Maturity 
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sum assured in force after partial surrenders , if any, along with the corresponding 

loyalty addition, if any, shall be payable.”   

(6) Here, this policy provides a total death coverage including accident Benefit  for Rs. 

5,00,000/- + Rs. 5,00,000/- upto the advanced age of life assured 67 years, only by 

remitting a  total premium of Rs. 2,42,600/-  (ie, premium @ Rs.12130/- for 10 years 

under half yearly mode. 12130*10*2=2,42,600/-).  Death Benefit is very high 

compared to the total premium received. In case of unfortunate demise of the policy 

holder due to accident, LIC has to pay Rs. 10,00,000/-+ return of premium excluding 

first year and all extra premiums+ loyalty additions, if any. 

(7) In addition to this, Jeevan Saral plan has other unique features, which are not there 

in the conventional plans. 

1. Auto cover of one year is available if 3 years premium are paid. Eg:- risk cover 

under a policy continues for 12 months from the date of first unpaid premium 

even if subsequent premiums are not paid. Full death Benefit will be payable if 

death occurs during this period.  

2. If 5 or more years premium are paid under a policy , the special surrender value 

payable under such  policy shall be the Maturity Benefit corresponding to the term 

for which the premiums have been paid. These means that even if a policy holder 

had originally planned for a longer policy term but is not able to continue payment 

of premiums, he can get the Maturity Benefit assuming that he had originally 

chosen for the lower term. LIC Jeevan Saral is a special plan where the policy 

holders  get the surrender Benefit as if he had purchased the policy that lower 

duration only.   

3. If a policy is in reduced paid up condition and if the policy holder is not interested 

to surrender the policy immediately, an accumulated value of the paid up amt 

@7.50% will be payable on Maturity or at any time he withdraws the amount.  

4. Partial surrender facility is also available under this policy to retain the policy with 

a portion of sum assured by surrendering the other portion, if he faces any urgent 

financial need.   

(8) In this policy RI have settled the Maturity claim as follows 
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Maturity sum assured calculation is as given below. 

Policy was taken at the age of 57 for term 10 yrs.  

As per chart -5407*mly premium /100 (monthly premium is death sum assured/250, 
i.e., 500000/250=2000/-) 

5407*2000/100=108140/-, is correctly printed in the policy bond. 

Maturity sum assured –                   Rs. 1,08,140/- (as printed on the bond) 
Loyalty addition for 10 years -   Rs.    45,960/- (as per bonus chart, valuation as 
@31/3/2020) 
                                                    --------------------- 
Total                                             Rs. 1,54,100/-       
                                                   ============        

RI have settled this amount on 04/03/2021 by NEFT. 

(9) RI pray to set aside the complaint and uphold their stand as the Maturity amount 

payable under this policy is purely based on policy condition. 

3. I heard the Complainant and the Respondent Insurer at a Hearing on 27.04.2022. 

The Complainant stated that her prayer was for refund of the amount remitted as 

premium and interest thereon.  She informed that she is a retired primary school teacher 

and the premiums were paid for 10 years, from the pension after her retirement.  She 

has passed SSLC and TTC. Though she has not read the policy document, the agent had 

told her the details of the policy at the time of canvassing.  She trusted the agent, who 

had informed her that nearly Rs. 500,000/- will be the returns from the policy on 

Maturity.  The expectations towards the policy was based on the assurance of the agent 

for a return of Rs. 500,000/-.  But the return is less than what is paid towards premium.  

That had been the greatest set back in this case.  It was with great difficulty that the 

premium amount was paid through pension.  Premium payment was given more 

importance than other liabilities like house repair etc.  It is sad that LIC is appointing 

agents who offer something and we take a policy.  The blind faith on the words of agent 

has brought this plight to us.  If there was no agent, we would have studied the details of 

the policy and taken a prudent decision.  The agents are the people who have been 

benefited by the policy.  Poor people like us have invested and lost money.  LIC might pay 

death claim, but this fact also was not revealed to us.  The Corporation should stop 

selling policies through such agents. 
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The Respondent Insurer stated that the life of the Complainant is insured for Rs. 

500,000/- and Accident Benefit cover Rs. 500,000/- till the age of 67 years for the 

premium of Rs. 242,600/- paid by her over the 10 year period.  The insurance premiums 

collected under a Life Insurance policy is generally divided into two parts-for life cover 

and for savings.  Jeevan Saral policy is a high risk plan where the thrust is more on 

insurance.  The policy is taken by the Complainant at an age of 57 years.  As age advances 

the risk on life cover also increases.  Hence, the portion of the premium towards life 

cover will be more and that towards savings is less, in this case.  The liability of the 

Insurer is Rs. 1000000/- if death occurs due to accident during the 10 year life cover 

period.  This cover is available for the nominal premium of Rs. 242,600/- paid by her over 

the 10 years.  Added to that the Company returns the total premium paid under the 

policy on death claim.  The policy provides high risk cover to people in advanced age 

group for very less premium.  The terms and conditions of the Jeevan Saral plan are 

approved by the Regulator.  The Company has settled the Maturity claim under the policy 

on 4.3.2021 by NEFT to the policyholder’s account.  The demand of higher returns made 

by the Complainant is not supported by the terms and conditions of the policy. Hence, 

cannot be paid.  The Complainant is a school teacher and her husband is a bank 

employee.  Hence contention of ignorance of terms and conditions of policy contract is 

not sustainable.  Further, the Complainant has answered “yes” to the question “Have you 

understood the terms and conditions of the policy” in the proposal form.  If the 

unfortunate event of death had occurred during the term of the policy, the Corporation 

would have returned the Sum Assured 500,000/- and total premium received under the 

policy without fail.   

4. Having heard both the sides and having carefully perused all the documents submitted, I   

find as under:- 

1. The policy in question is a Jeevan Saral policy which has a Death Benefit component 

and a Maturity Benefit component, the latter being dependent on the returns the 

insurer can earn by investing that part of the premium that has been set aside for the 

investment purpose.   
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2. It is clear from the policy and from the detailed explanations given by the RI vide 

their SCN, that Jeevan Saral is markedly different from conventional life products in 

some respects. 

3. The RI would have it that in Jeevan Saral, (a) the buyer choses the premium amount 

he is ready to pay;  (b) the insurer then commits to pay a Death Benefit of 250 times 

the monthly premium amount, (c) the premium amount is then divided into two 

parts;  (d) the first one, the Death Benefit premium is worked out on the basis of 

approved actuarial tables depending on the age of the life-assured; and (e) the 

balance premium is allocated to the Maturity Benefit which the insurer has to 

generate over the years by investing that portion of the premium. However, I do not 

see contentions (a) and (b) borne out in the documents available on file. The 

Proposal Form only asks the proposer (inter alia) as to what Sum Assured he wants.  

It does not ask him what premium amount he is ready to pay.  Therefore in this 

aspect of the policy underwriting, I hold that the RI’s averments are without basis.  In 

actuality, the Proposal Form reveals that the insurer takes a similar path as in 

conventional life policies.  He asks the Proposer as to what Sum Assured he wants 

(Q.3 of the Proposal Form), and then proceeds to calculate the premium applicable.  I 

however do concede the point that the premium is worked out based on the age of 

the proposer and is then allocated between Death Benefit premium and Maturity 

Benefit premium. 

4. It of course natural that this premium split will incline more towards Death Benefit 

premium in case of older persons.  In respect of a younger person, Death Benefit 

premium will be lower and more money will be available towards premium for 

Maturity Benefit.  Ergo, because the Death Benefit is pre-fixed at policy 

commencement (based on the proposer’s request), the Maturity Benefit will “suffer” 

in case of an older person.  The younger the policy buyer is, the narrower the gap 

between the Death Benefit and Maturity Benefit.  For a very young man, the 

Maturity Benefit would be higher amount than the Death Benefit – for the simple 

reason that very little portion of the premium amount is needed for paying the Death 

Benefit and consequently, more premium is available for investment. 

5. I find that the policy not only clearly mentions the terms and conditions of cover and 

the Benefits, it expressly shows the Maturity Benefit Amount and the Death Benefit 
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Amount separately.  The former amount is shown as Rs. 1,08,140/- and the latter as 

Rs. 5,00,000/-. Also, admittedly, the policy document was prepared and given to the 

Complainant in a timely fashion per due procedure and the Complainant had not 

raised any issue with the policy terms and conditions throughout the term of the 

policy. 

6. The Complainant would have it that she was not given “a clear picture” of the policy 

and came to know of the low Maturity Benefit amount only when it was offered by 

LIC  in March, 2021.  I do not feel a case for mis-selling is indicated because the 

Complainant’s above contention has to be assessed in the light of the fact that the 

policy document mentions the various Benefit amounts very clearly and expressly 

and the Complainant can hardly be considered uneducated or unaware person, being 

a primary school teacher and could be reasonably expected to at least cursorily read 

through a document involving a significant amount of money, even if it is only the 

Schedule of the policy where the specifics including the amounts, dates etc are 

mentioned.  That she does not seem to have done so, erodes the very foundation of 

his case.   

7. In view of the above, I cannot find any shortcoming in the decision/action taken by 

the RI who have evidently acted as per the policy terms and conditions and common 

standards of reasonableness and fairness. 

5. Award 

In the result, this Award is passed upholding the decision of the Respondent Insurer and 

dismissing the complaint.  

 

Dated this the 7th day of  June, 2022 

           Sd/- 
            Girish Radhakrishnan 

INSURANCE OMBUDSMAN 
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Copies to : 
 
 
Ms. Lilly Abraham, 
Parayidathil House 
Vellarikundu P O 
Via Parappa, 
Kasaragod 671533. 
 
 
The Sr. Divisional Manager, 
L.I.C. of India, 
Divisional Office, 
'Jeevan Prakash', 
Huzur Road, 
Kozhikode 673 001. 
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Proceedings of 

THE INSURANCE OMBUDSMAN 
KERALA, LAKSHADWEEP & MAHE 

 
[Under Rule No.13 1(b) Read with Rule 14 of the Insurance Ombudsman Rules, 2017] 

 
 

Present: Mr Girish Radhakrishnan 
Insurance Ombudsman 

 
 
 
 
 
 

Complaint No. KOC-L-029-2122-0371 
 
 

Complainant :  Mr. K K Sivasankaran 
 

Respondent Insurer :   Life Insurance Corporation of India  
 
 

Award 
 
1. Address of the Complainant 

 
: Harsha Ariyallur P O  

Malappuram 676312 
2. Policy Number : 797608897 
3. Name of the Insured : Mr. K K Sivasankaran 
4. Type of Policy : LIFE 
5.  Date of receipt of complaint : 16.09.2021 
6. Nature of complaint : Short payment of Maturity Benefit 
7. Date of Hearing : 27.04.2022 
8. Present at the Hearing for Complainant  : Shri K K Sivasankaran 
9. Present at the Hearing for the Insurer : Ms. Sapna C S 
 

Award No. IO/KOC/A/LI/0014/2022-23 

This is a complaint filed under Rule 13 (1)b read with Rule 14 of the Insurance Ombudsman 

Rules, 2017.  The complaint is regarding alleged short payment of Maturity Benefit in a 

Jeevan Saral policy issued by the Respondent Insurer.  The Complainant, Mr. K K 

Sivasankaran is the policyholder.     
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1. Complainant’s Averments 

The averments, contentions and submissions in the complaint are summarized as 

follows: 

(1) Complainant bought Policy No. 797608897 on 28.7.2011. 

(2) Quarterly premium of Rs. 1991/- was paid for the term of 10 years without fail. 

(3) Total Premium paid for the last 10 years itself will come to nearly Rs. 80,000/-

(79640/) 

(4) On Maturity, LIC has issued discharge certificate for Rs. 35,146/-. 

(5) After deducting Loan and Interest and last unpaid premium, the total amount 

transferred to Complainant’s account is Rs. 8199/- only. 

(6) Approaching this Forum to direct the Insurer to pay the balance amount. 

2. Respondent Insurer’s  contentions  

The Respondent Insurer (RI) entered appearance and filed a Self Contained Note (SCN).  

The averments, contentions and submissions in the   SCN are summarized  as follows: 

(1) The policy bearing No 797608897 taken by the Complainant is a Jeevan Saral Policy 

where the Maturity Sum Assured and Death Sum Assured are different. Maturity 

sum assured will differ according to age and term. The basic monthly premium in the 

policy is Rs 650/-. Maturity sum assured for Rs 100/- premium for age 57 and term 

10 years is Rs 5407/-. Hence the Maturity sum assured for Rs 650 per month is Rs  

35145/-.  Details of the policy are as below: 

Policy no 797608897   
Life Assured and Complainant Sri Sivasankaran K K 
Plan & Term 165-10 
Date of Commencement 28.07.2011   
Mode of Payment Qly 
Date of Maturity 28.07.2021 
Maturity Sum Assured 35145/- 
Death Benefit Sum Assured 162500/- 
Basic Premium 1950/- 
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total premium with extra(Accident Benefit ) 1991/- 
Total Premium paid 1991*10*4 = 79640/- 
premium paid without accident Benefit 1950*10*4= 78000/- 
Maturity Amount Payable  
= Maturity Sum Assured + Loyalty Addition 

35146+12653-39600(unpaid 
premium+ Loan and interest) 
 = 8199.00 

 

(2) As per policy terms and conditions the amount payable at Maturity is a sum equal to 

the Maturity sum assured along with loyalty additions and the same is printed in the 

policy document. Due date of Maturity of the above policy was 28.07.2021 and the 

same was intimated to Complainant on 16.04.2021 with the discharge form and 

details of amount payable as Maturity Benefit, i.e., Maturity sum assured Rs  35146/- 

+ loyalty addition Rs 12653/-(less unpaid premium+ loan and loan interest Rs 

39600)totaling to Rs   8199/-.  RI have settled the claim in favor of the LA  on 

28.07.2021. 

(3) LIC’s Jeevan Saral belongs to the category of high risk plans, wherein the insurance 

coverage offered is substantially higher, especially at higher ages. The unique feature 

of this plan is that the installment premium to be paid is determined by the customer 

and the sum assured payable in the unfortunate event of death, known as death sum 

assured is then decided on the basis of the premium thus selected. The Maturity sum 

assured, unlike in conventional plans, is calculated depending upon the age of the life 

assured and the term of the policy. The death sum assured under this plan is 250 

times the monthly premium selected by the customer. In all other conventional 

insurance plans, the installment premium payable for the same sum assured varies 

according to the age of the customer. However, in this particular plan, the premium 

payable and death sum assured remains the same irrespective of age. 

(4) In any traditional life insurance product, the premium charged for covering the risk 

increases as one’s age increases. This means that for the same death sum assured 

the premium payable varies for two customers having different ages. This is because 

the cost of providing death cover increases with age. Whereas, in our Jeevan Saral 

plan, the premium and thus the death Benefit are selected by the customer and 

remains the same irrespective of age. Hence, to factor in the risk premium, the 
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Maturity value is calculated based on age and duration of the policy. Thus when the 

age and  when the policy is purchased is on the higher side, the Maturity value is 

lower. 

(5)  In case of death the Benefits payable are death sum assured and return of premiums 

excluding 1st year premiums and extra premiums if any. In this policy for a low 

premium of Rs 79,640.00 for 10  years he was getting a coverage of Rs 162,500/- and 

return of premiums in case of his death during the premium paying term, . This policy  

offers a very high risk cover for a low premium. The Maturity sum assured will vary 

according to age and will be comparatively lower for advanced ages.  

(6) Whatever Benefits are actually eligible as per terms and conditions of the policy has 

been informed to the life assured at the inception of the policy itself . Since the 

Complainant has taken the policy at the advanced age of 57 the Maturity Benefit will 

be less comparing to high death Benefit offered.  

(7) As this is the fact we would pray before the honourable Insurance Ombudsman to set 

aside the complaint and uphold our stand. 

3. I heard the Complainant and the Respondent Insurer at a Hearing on 27.04.2022. 

The Complainant stated that he has remitted near about Rs. 80,000/- as premium for a 

10 year term policy.  Maturity Benefit was Rs. 35,145/- with bonus Rs. 12,653/-, total Rs. 

47,799/-.  Amount credited after deduction of loan interest and unpaid premium Rs. 

39,600/- was Rs. 8199/-.  He informed that he is retired from a private firm as an 

administrator.  He admitted that he has not read the policy document, but trusted what 

the agent and development officer had informed that the Maturity value is Rs. 162,000/-.  

Even the premium receipts mentioned the sum assured as Rs. 162,500/-.  The amount of 

Rs. 35,145/- has never got his attention, nor was the policy canvassed showing this 

amount.  This amount is not shown in any of the premium receipts.  If the return was 

known to be so low, he would not have bought such a policy.  It is a huge loss to receive 

Rs. 47,799/- by paying Rs. 80,000/-.  LIC claim that Rs. 162,500/- is the death Benefit but 

people buy policies for getting good returns.  No one would be interested in buying a 

policy for the death cover alone.   
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The Respondent Insurer stated that Jeevan Sral Policy is a high risk policy.  For example 

when an insurance policy is availed on a vehicle paying about Rs. 10000/- as premium, 

and when nothing untoward happens during the policy term, the premium paid lapses on 

Maturity and nothing is payable.   In a Jeevan Saral Policy, it is the life which is insured 

and on Maturity, an additional benefit by way of a small amount is returned also.  But the 

death Benefit in this policy is very high.  The death Benefit under this particular policy is 

Rs. 162,500/- and the return of the premiums paid.  Thus for the premium of Rs. 80,000/- 

the risk coverage is Rs. 162,000/- for the entire term of the policy,i.e., from the age of 57 

to 66.  Insurance policies are for the financial security of the family in the unfortunate 

death of the assured.  Jeevan Sarl Policy is best suited for this purpose.  The policy is 

availed by the Complainant at the age of 57 years.  For this age, for any other policy the 

premium will be very high.  Under Jeevan Saral policy the premium is constant for a 20 

year old and 57 year old.  The sum assured is 250 times the premium chosen by the 

policyholder.  The Maturity sum assured varies according to the age of the policy holder.  

For younger age group the Maturity sum assured will be greater than the death sum 

assured.  The risk cover portion of the premium is less and investment portion is high.  At 

the same time, for an aged person, the portion of premium towards risk cover is high due 

to high mortality and the portion towards investment is less.   

4. Having heard both the sides and having carefully perused all the documents submitted, I   

find as under:- 

1. The policy in question is a Jeevan Saral policy, which has a Death Benefit component 

and a Maturity Benefit component, the latter being dependent on the returns the 

insurer can earn by investing that part of the premium that has been set aside for the 

investment purpose.   

2. It is clear from the policy and from the detailed explanations given by the RI vide 

their SCN, that Jeevan Saral is markedly different from conventional life products in 

some respects. 

3. The RI would have it that in Jeevan Saral, (a) the buyer choses the premium amount 

he is ready to pay;  (b) the insurer then commits to pay a Death Benefit of 250 times 

the monthly premium amount, (c) the premium amount is then divided into two 
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parts;  (d) the first one, the Death Benefit premium is worked out on the basis of 

approved actuarial tables depending on the age of the life-assured; and (e) the 

balance premium is allocated to the Maturity Benefit which the insurer has to 

generate over the years by investing that portion of the premium. However, I do not 

see contentions (a) and (b) borne out in the documents available on file. The 

Proposal Form only asks the proposer (inter alia) as to what Sum Assured he wants.  

It does not ask him what premium amount he is ready to pay.  Therefore in this 

aspect of the policy underwriting, I hold that the RI’s contentions are without basis.  

In actuality, the Proposal Form reveals that the insurer takes a similar path as in 

conventional life policies.  He asks the Proposer as to what Sum Assured he wants 

(Q.3 of the Proposal Form), and then proceeds to calculate the premium applicable.  I 

however do concede the point that the premium is worked out based on the age of 

the proposer and the premium is allocated between Death Benefit premium and 

Maturity Benefit premium. 

4. It of course natural that this premium splitting will incline more towards Death 

Benefit premium in case of older persons.  In respect of a younger person, Death 

Benefit premium will be lower and more money will be available towards premium 

for Maturity Benefit.  Ergo, because the Death Benefit is pre-fixed at policy 

commencement (based on the proposer’s request), the Maturity Benefit will “suffer” 

in case of an older person.  The younger the policy buyer is, the narrower the gap 

between the Death Benefit and Maturity Benefit.  For a very young man, the 

Maturity Benefit would be higher amount than the Death Benefit – for the simple 

reason that very little portion of the premium amount is needed for paying the Death 

Benefit and consequently, more premium is available for investment. 

5. I find that the policy not only clearly mentions the terms and conditions of cover and 

the Benefits, it also expressly shows the Maturity Benefit Amount and the Death 

Benefit Amount separately.  The former amount is shown as Rs. 35,145/- and the 

latter as Rs. 1,62,500/-. Also, admittedly, the policy document was prepared and 

given to the Complainant in a timely fashion per due procedure and the Complainant 

had not raised any issue with the policy terms and conditions throughout the term of 

the policy. 
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6. The Complainant would have it that he was not given “a clear picture” of the policy 

and came to know of the low Maturity Benefit amount only when it was offered by 

LIC  in July 2021.  I do not feel a case for mis-selling is indicated because the 

Complainant’s above contention has to be assessed in the light of the fact that the 

policy document mentions the various Benefit amounts very clearly and expressly 

and the Complainant can hardly be considered uneducated or unaware person, being 

a graduate (B.Com) and could be reasonably expected to at least cursorily read 

through a document involving a significant amount of money, even if it is only the 

Schedule of the policy where the specifics including the amounts, dates etc are 

mentioned.  That he does not seem to have done so, erodes the very foundation of 

his case.   

7. In view of the above, I cannot find any shortcoming in the decision/action taken by 

the RI who have evidently acted as per the policy terms and conditions and common 

standards of reasonableness and fairness. 

5. Award 

In the result, this Award is passed upholding the decision of the Respondent Insurer and 

dismissing the complaint. No costs. 

Dated this the 7th   day of  June   2022 

           Sd/- 
            Girish Radhakrishnan 

INSURANCE OMBUDSMAN 
Copies to : 
 
Mr. K K Sivasankaran, 
Harsha Ariyallur P O 
Malappuram 676312. 
 
The Sr. Divisional Manager, 
L.I.C. of India, 
Divisional Office, 
'Jeevan Prakash', 
Huzur Road, 
Kozhikode 673 001. 
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Proceedings of 

THE INSURANCE OMBUDSMAN 
KERALA, LAKSHADWEEP & MAHE 

 
[Under Rule No.13 1(b) Read with Rule 14 of the Insurance Ombudsman Rules, 2017] 

 
 

Present: Mr Girish Radhakrishnan 
Insurance Ombudsman 

 
 
 
 
 
 

Complaint No. KOC-L-029-2122-0368 
 
 

Complainant :  Mr. Mohammed A 
 

Respondent Insurer :   Life Insurance Corporation of India 
 

AWARD 
 
1. Address of the Complainant 

 
: Arakkal House Nilambur P O 

Malappuram 679329 
2. Policy Number : 797695415 
3. Name of the Insured : Mr. Mohammed A 
4. Type of Policy : LIFE 
5.  Date of receipt of complaint : 02.12.2021 
6. Nature of complaint : Short payment of Maturity Benefit 
7. Date of Hearing : 27.04.2022 
8. Present at the Hearing for Complainant  : None 
9. Present at the Hearing for the Insurer : Ms. Shubha 
 

Award No. IO/KOC/A/LI/0015/2022-23 

This is a complaint filed under Rule 13 (1)b read with Rule 14 of the Insurance Ombudsman 

Rules, 2017.  The complaint is regarding alleged short payment of Maturity claim  insurance 

policy issued by the Respondent Insurer (RI).  The Complainant, Mr. Mohammed A is the 

policyholder.     
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1. Complainant’s Averments 

The averments, contentions and submissions in the complaint are summarized as 
follows: 

1) The Complainant had remitted Rs.23,172/- towards premium on policy No. 

797695415 on 10.9.2012. 

2) During that period, an amount deposited in the Bank yielded double the amount in 5 

years and 10 years.  However, on Maturity on 10.9.2021, the amount received was 

only Rs. 30000/-.   

3) The policy was availed trusting the official who said that on Maturity, double the 

amount deposited and bonus with interest will be payable. 

4) Hence, approaching this Honourable Forum to direct the Insurer to pay the remitted 

amount and its double amount.  

2. Respondent Insurer’s  contentions  

The Respondent Insurer (RI) entered appearance and filed a Self Contained Note (SCN).  

The averments, contentions and submissions in the   SCN are summarized as follows: 

1) The Bima Bachat policy of the Complainant was taken with the following details and 

was being serviced by RI’s Nilambur branch.   

DOC 10/09/2012 
P/T 175/9 
FUP 10/09/2021 
Mode Single 
Single premium Rs.23715/- 
Age at entry 61 yrs 
Status Maturity paid 
Sum assured Rs. 30,000/- 
Maturity date 10/09/2021 
No Accident Benefit  
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2) This is a single premium money back type plan where single premium paid under the 

policy shall be paid back to policyholder along with loyalty additions, if any, on the 

date of Maturity. In addition, the Survival Benefit instalments are payable on Survival 

of the policyholder till the specified duration. In case of death during specified term, 

plan provides for payment of sum assured only (no loyalty addition) as death claim.  

3) Numbers of Survival Benefit instalments are more and interval between two SB 

instalments is only 3 years as compared to other money back plan. First SB 

instalment will be paid after 3 years from date of commencement. 

4) In this case, Survival Benefit under the policy, as per the policy condition printed on 

the first page of policy bond,  an amount of Rs. 4500/- was paid during the intervals 

of three years @ 15% of sum assured Rs. 30,000/-. ie,  first instalment  Rs. 4500/-  

paid on 22/09/2015 & second instalment  Rs. 4500/- paid on 10/09/2018. by NEFT 

5) The amount payable on Maturity as per the policy condition printed on the first page 

of the policy bond is single premium paid excluding all extras  +loyalty addition , if 

any. As such we have paid Rs. 27,015/-On 16/09/2021 by NEFT.  

6) The Maturity claim calculation is as follows. 

Single premium remitted- Rs. 23715/- 

Loyalty addition               - Rs.    3300/- (as per bonus chart, valuation as @31/3/2020 

Rs.110/- per thousand Maturity sum assured) 

------------------------ 

Total                                 = Rs. 27,015/- 

============== 

We have settled this amount on 16/09/2021 by NEFT. 

Thus, Rs. 36,015/- has been settled in this policy as Ist and IInd Survival Benefit of Rs. 

4500/- each and the Maturity amount of Rs. 27015/-.  The premium paid under the 

policy is Rs. 23715/-.    

7) In the last para of last page of policy bond, it is clearly mentioned that if the policy 

holder has any complaints /grievance, he can approach the grievance redressal 

officer and the address of Manager CRM is readily available on it. But no complaint 

has been received from his side before Maturity. Moreover the complainant is a well 
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educated person, Advocate by profession who is supposed to be very much well 

versed with the implications of a contract than any other person.   

8) We hereby inform that the Maturity payment made under this policy is purely as per 

policy condition. Whatever Benefits are actually eligible as per terms and conditions 

of the policy, has been informed to the life assured at the inception of the policy 

itself and we have paid accordingly.  Nothing more to pay under this case.  

9) So we pray to Honourable Ombudsman that to set aside the case as the Maturity 

payment made under this policy is purely based on policy condition, printed on the 

first page of policy bond.  

3. I heard the Respondent Insurer at a Hearing on 27.04.2022. The Complainant had 

submitted an authorization to the undersigned to verify his complaint and written 

statement and decide the case on merits, as he was unable to attend the Hearing due to 

personal health reasons. 

The Respondent Insurer stated that Bima Bachat Policy availed by the Complainant is a 

special money back plan where the single premium remitted is Rs. 23,715.  The amounts 

received by the Complainant under the policy are Rs. 4500 each in 2015 and 2018 and 

Rs. 27,015 in 2021, thus totaling Rs. 36,015 in all.  The policy holder was also covered for 

Rs. 30,000 throughout the 9 year term of the policy.  On Maturity, the single premium 

paid is paid back along with loyalty additions.  In addition, Survival Benefit instalments 

are paid every three years; in this case two Survival Benefits were paid.  The policy 

conditions are clearly mentioned in the bond and the amount payable on Maturity is 

printed on the first page of the policy bond itself.   Out of the single premium Rs. 23,715 

remitted on 10.9.2012, Rs. 4500/- each has been returned on 2015 and 2018 

respectively.  In addition the remitted premium Rs. 23,715 and loyalty addition Rs. 3300 

is returned on 16.9.2021.  The Complainant has submitted discharge form for the same 

and accepted the NEFT payment too.  All the payments are paid as per the terms and 

conditions of the policy.  The Complainant himself being an Advocate should be more 

aware of the Rules of the Contract.  During the term of the contract, the Complainant 

has not approached us with any grievance regarding the terms and conditions of the 

policy.  However, after enjoying the life cover throughout the term of 9 years, the 
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present complaint is made regarding the return of the policy comparing it with a Bank 

FD.  The Complainant has received Rs.9000 from the sum of Rs. 23,715 during the term 

of the policy, as early as 6 years and 3 years before the Maturity of the policy.  The total 

returns of Rs. 36,015 received by him against the premium payment of Rs. 23,715 is 

itself a return of 51.87%, in addition to the life insurance cover of Rs. 30,000 throughout 

the 9 year term.  For money back policies the total premium remitted is slightly higher 

than endowment policies, since the Survival Benefit (as a percentage of the sum 

assured) is returned to the policyholder much before the Maturity of the policy, which 

they can invest and get benefitted. 

4. Having heard the Insurer and having carefully perused all the documents submitted, I   

find as under:- 

(1) The Complainant who purchased a Bima Bachat life policy from the RI is aggrieved by 

the fact that putting the money in a Bank FD for a similar period would have given 

him much better returns.   

(2) The benefits payable under the policy and the other terms and conditions are clearly 

written in the policy bond.  Survival Benefit of 15% of the Sum Assured at the end of 

each 3rd and 6th policy year and on Maturity of the policy, the single premium paid 

with the loyalty additions, less any extra premium are payable, as per the policy 

conditions. 

(3) The Complainant is an Advocate by profession and would better understand the 

terms of a contract and their sanctity than any ordinary policy holder.  He has no case 

of having been misled or cheated because what the policy offers is printed clearly, 

starkly and unambiguously in the policy document.  If he had any issue regarding the 

terms and conditions of the policy, these could have been raised within 15 days of 

receipt of policy document during the “free look” period when he could have 

cancelled the policy and got refund of premium.  That he did not choose to do so, did 

not file any grievance  with the Insurer till the Maturity of the policy, after all the 

benefits were received, erodes the very foundations of the case he seeks to build up. 
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(4) Upon maturity of the policy, the Complainant has felt that a Bank FD would have 

fetched a better return.  The Complainant is said to be a learned advocate and if he 

chooses to equate or compare a life insurance policy with a bank deposit, I do not 

think this is the occasion to describe the difference between the two.  Suffice it to say 

that the primary objective of an Insurance Policy is risk protection and not 

investment return.   

(5) The Bima Bachat policy is designed to pay Survival Benefits in the nature of period 

payments. These Benefits start from the third year and repeated every 3 years till the 

end of term.  These Benefits are described clearly in the policy document.  The 

payments have been effected in time and the Complainant has evidently received all 

the payments. 

(6) The record shows that on a premium cost of Rs. 23,715, the Complainant has 

received total returns of Rs. 36,015 and as pointed out by the RI, this translates to a 

52% return. Also significantly, the Complainant pretends to ignore the fact that he 

was also the receipient of a Life cover of Rs.30,000 that remained in place 

throughout the policy term of 9 years.   

(7) I do not find any latches on the part of the RI and I do not think the decisions or 

actions of the RI warrant any interference with.   

5. Award  

In the result, this Award is passed dismissing the complaint. 

 

Dated this the 7th  day of June,  2022 

          Sd/-  
            Girish Radhakrishnan 

INSURANCE OMBUDSMAN 
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Copies to : 
 
 
Mr. Mohammed A, 
Arakkal House  
Nilambur P O 
Malappuram 679329. 
 
 
The Sr. Divisional Manager, 
L.I.C. of India, 
Divisional Office, 
'Jeevan Prakash', 
Huzur Road, 
Kozhikode 673 001. 
 
 



LI 0016/22-23  1 

 

Proceedings of 

THE INSURANCE OMBUDSMAN 
KERALA, LAKSHADWEEP & MAHE 

 
[Under Rule No.13 1(b) Read with Rule 14 of the Insurance Ombudsman Rules, 2017] 

 
 

Present: Mr Girish Radhakrishnan 
Insurance Ombudsman 

 
 
 
 
 
 

Complaint No. KOC-L-029-2122-0369 
 
 

Complainant :  Mr. Mohammed A 
 

Respondent Insurer :   Life Insurance Corporation of India 
 

Award 
 
1. Address of the Complainant 

 
: Arakkal House Nilambur P O 

Malappuram 679329 
2. Policy Number : 796635463 
3. Name of the Insured : Mr. Mohammed A 
4. Type of Policy : LIFE (Jeevan Saral) 
5.  Date of receipt of complaint : 02.12.2021 
6. Nature of complaint : Short payment of claim  
7. Date of Hearing : 27.04.2022 
8. Present at the Hearing for Complainant  : None 
9. Present at the Hearing for the Insurer : Ms. Shubha 
 

Award No. IO/KOC/A/LI/0016/2022-23 

This is a complaint filed under Rule 13 (1)b read with Rule 14 of the Insurance Ombudsman 

Rules, 2017.  The complaint is regarding alleged short payment of maturity benefit in a 

Jeevan Saral policy issued by the Respondent Insurer (RI).  The Complainant, Mr. 

Mohammed A is the policyholder.     
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1. Complainant’s Averments 

The averments, contentions and submissions in the complaint are summarized as 

follows: 

(1) The Complainant is 70 years old having hypertension and Arthritis.  He was forced by 

LIC officials to take the Policy No. 796635463 with the promise that on completion of 

policy he will be getting Rs. 150,000 and another Rs. 150,000 towards accident 

benefit.  Only after receiving first premium, policy document was issued.  Every 3 

months Rs. 1837/- was remitted as premium for 12 years, totaling Rs.88,176. 

(2) On maturity, only Rs. 42,761 was received.   

(3) LIC is funding these amounts into share market and getting high benefits.LIC is one 

of the biggest companies in India promising benefit to people.  They are having huge 

amount with them as dead money.  After completing the premium, LIC is giving very 

negligible amount and not as in Banks. 

(4) Being aged 70 years, his family is not having any other source of income.   

(5) He is approaching this Forum to direct LIC to pay Rs. 150,000 +Rs. 150,000 with 

interest and bonus. 

2. Respondent Insurer’s  contentions  

The RI entered appearance and filed a Self Contained Note (SCN).  The averments, 

contentions and submissions in the   SCN are summarized  as follows: 

1) LIC’s Jeevan Saral policy was taken by the Complainant with the following details and 

was being serviced by the Nilambur branch of the Corporation.   

DOC 27/10/2009 
P/T 165/12/12 
FUP 27/10/2021 
Mode Qly 
Instalment premium Rs.1837/- 
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Age at entry 58 yrs 
Status maturity paid 
Death sum assured Rs. 1,50,000/- 
Accident benefit-  Opted 
Maturity date 27/10/2021 
Maturity sum assured Rs. 29490/-   

 

2)  LIC's Jeevan Saral belongs to the category of high risk plans, wherein the insurance 

coverage offered is substantially higher, especially at higher ages. The unique feature 

of this plan is that the instalment premium to be paid is determined by the customer 

and the sum assured payable in the unfortunate event of death, known as death sum 

assured is then decided on the basis of the premium thus selected. The maturity sum 

assured, unlike in conventional plans, is calculated depending upon the age of the 

life assured and term of the policy. The death sum assured under this plan is 250 

times the monthly premium selected by the customer. In all other conventional 

insurance plans, the instalment premium payable for the same sum assured varies 

according to the age of the customer. Here in this particular plan the premium and 

thus the death benefit are selected by the customer and remains the same 

irrespective of age. In other traditional life insurance policies premium increases as 

one’s age increases whereas benefit remain same. It is exactly opposite in Jeevan 

Saral plan. I.e., the premium remains same for all ages but benefits varies.   

3) Maximum age at entry under the plan is 60 yrs. This is the only plan accepting risk at 

the age of 60 years for 10 years term with less premium compared to death benefits.  

4) Another important factor to be noted is that in the event of the unfortunate death of 

the policy holder, in addition to the death sum assured as mentioned above, the 

total premiums paid (excluding first year premiums and all extra premiums) are also 

payable along with loyalty additions, as applicable thus substantially increasing the 

claim amount for the nominee. ie, the major portion of the premium paid by the 

customer is also refunded along with the death sum assured in case of unfortunate 

demise of the customer. Hence, the death benefit offered under the plan is much 

higher than the other comparable conventional plans. If the policy holder opts for 

accidental death cover, an additional sum assured is also is payable along with the 

above mentioned death benefits.  
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5) The maturity value is calculated based on age and duration of the policy. Thus if the 

age when the policy is purchased is on the higher side, the maturity value is lower. In 

case of maturity, the amount payable is the maturity sum assured ( based on age 

and term) along with loyalty addition, if   declared. The death sum assured and opted 

accident death sum assured   are Rs. 1,50,000/-  each and maturity sum assured 

according to age at entry 58 years and term 12 years is  Rs. 29,490/-, which are 

correctly printed in the policy bond, issued by LIC.  

6) The maturity benefit printed on the first page of policy bond is as follows.  

“In the event of life assured surviving the date of maturity a sum equal to Maturity 
sum assured in force after partial surrenders , if any, along with the corresponding 
loyalty addition, if any, shall be payable.”   
 

7) Here, this policy provides a total death coverage including accident benefit  for Rs. 

1,50,000/- + Rs. 1,50,000/- upto the advanced age of life assured 70 years, only by 

remitting a  total premium of Rs. 86,400/- excluding Accident benefit extra premium  

(ie, premium @ Rs.1800/- for 12 years under quarterly mode. 1800*12*4=86,400/-).  

Death benefit is very high compared to the total premium received. In case of 

unfortunate demise of the policy holder due to accident, LIC has to pay Rs. 

3,00,000/-+ return of premium excluding first year and all extra premiums+ loyalty 

additions, if any. 

8) In addition to this, Jeevan Saral plan has other unique features, which are not there 

in the conventional plans. 

1. Auto cover of one year is available if 3 years premium are paid. Eg:- risk cover 

under a policy continues for 12 months from the date of first unpaid premium 

even if subsequent premiums are not paid.. Full death benefit will be payable if 

death occurs during this period. 

2. If 5 or more years premium are paid under a policy , the special surrender value 

payable under such  policy shall be the maturity benefit corresponding to the 

term for which the premiums have been paid. These means that even if a policy 

holder had originally planned for a longer policy term but is not able to continue 

payment of premiums, he can get the maturity benefit assuming that he had 

originally chosen for the lower term. LIC Jeevan Saral is a special plan where the 
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policy holders  get the surrender benefit as if he had purchased the policy that 

lower duration only.   

If a policy is in reduced paid up condition and if the policy holder is not 

interested to surrender the policy immediately, an accumulated value of the paid 

up amount @7.50% will be payable on maturity or at any time he /she 

withdraws the amount. 

3. Partial surrender facility is also available under this policy to retain the policy 

with a portion of sum assured by surrendering the other portion, if he/she faces 

any urgent financial need.   

 
9) In this policy, RI have settled the maturity claim as follows 

Maturity sum assured calculation is as given below. 

Policy has taken at the age of 58 for term 12 yrs. As per chart -4915 

4915* mly premium /100= 4915*600/100=29,490/-, (where monthly 
premium=death sum assured/250, i.e., 150000/250=600/-) is correctly printed on 
the policy bond. 

Maturity sum assured –                     Rs.29,490/- (as printed on the bond) 

Loyalty addition for 10 years   -Rs.13,271/- (as per bonus chart, valuation as 
@31/3/2020,  Rs.450/- per thousand maturity sum assured ) 
Total                                                   Rs.42,761/-   
less  - x charge                                                5/-  
                                                       --------------- 
Total                                                   Rs. 42,756/- 
                                                   ============      
RI have paid this amount on 27/10/2021 by NEFT.  
 

10) The benefits, both Maturity and death are clearly printed on the policy bond. In the 

last page of policy bond, it is clearly mentioned that if the policy holder has any 

complaints / grievance, he can approach the grievance redressal officer and the 

address of Manager CRM is readily available on it. But no complaint has been 

received from his side before maturity. Moreover the complainant is a well educated 

person, Advocate by profession who is supposed to be very much well versed with 

the implications of a contract than any other person.   
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11) The maturity payment made under this policy is purely as  per policy condition. 

Whatever benefits are actually eligible as per terms and conditions of the policy, has 

been informed to the life assured at the inception of the policy itself. Since the 

complainant has taken the policy at the advanced age of 58 the maturity benefit will 

be less comparing to high death benefit offered.       

12) So Ombudsman may set aside the case as the maturity payment made under this 

policy is purely based on policy condition, printed on the first page of policy bond.  

3. I heard the Respondent Insurer at a Hearing on 27.04.2022. The Complainant expressed 

his inability to attend the Hearing and authorized me to examine the matter on his behalf 

and decide on merits. 

 The Respondent Insurer stated that the Complainant is an Advocate by profession and 

should know about a contract better than a layman.  Jeevan Saral policy is a high risk 

policy which envisages high death cover than the maturity value.  For a premium of Rs. 

86,400 the risk covered is Rs. 150,000 basic Death Sum Assured and Rs. 150,000 Accident 

Benefit Cover.  Thus, the death cover enjoyed by the Complainant for 12 year term of the 

policy is Rs 300,000 is met by a premium less than one third the value of the cover.  For 

any other policy, the premium charged is generally equal to the sum assured. As the 

Death Benefit increases, the maturity benefit decreases in this policy.  The benefits 

payable under the policy (Rs. 29,490 Maturity Sum Assured and Rs. 150,000 death 

benefit sum assured) are clearly printed in the policy bond.  Maturity payment of Rs. 

42,756 has been paid via NEFT on 27.10.2021 after the Complainant has submitted the 

Discharge Form.   

4. Having heard both the sides and having carefully perused all the documents submitted, I   

find as under:- 

1) The policy in question is a Jeevan Saral policy which has a Death Benefit component 

and a Maturity Benefit component, the latter obviously being dependent on the 

returns the insurer can earn by investing that part of the premium that has been set 

aside for the investment purpose.   
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2) The extraordinary averment of the Complainant that LIC officials forced him to buy 

the policy is entirely unsubstantiated and only deserves to be ignored. 

3) The RI would have it that in Jeevan Saral, (a) the buyer selects the premium amount 

he is ready to pay;  (b) the insurer then commits to pay a Death Benefit of 250 times 

the monthly premium amount, (c) the premium amount is then divided into two 

parts;  (d) the first one, the Death Benefit premium is worked out on the basis of 

approved actuarial tables depending on the age of the life-assured; and (e) the 

balance premium is allocated to the Maturity Benefit which the insurer has to 

generate over the years by investing that portion of the premium.  

4) The premium amount is thus allocated between Death Benefit (Life risk cover) and 

Maturity Benefit.  It of course natural that this premium split will incline more 

towards Death Benefit premium in case of older persons.  In respect of a younger 

person, Death Benefit premium will be lower and more money will be available 

towards premium for Maturity Benefit.  Ergo, because the Death Benefit is pre-fixed 

at policy commencement (based on the proposer’s request), the Maturity Benefit 

will “suffer” in case of an older person.  The younger the policy buyer is, the 

narrower the gap between the Death Benefit and Maturity Benefit.  For a very young 

man, the Maturity Benefit would be higher amount than the Death Benefit – for the 

simple reason that very little portion of the premium amount is needed for paying 

the Death Benefit and consequently, more premium is available for investment. 

5) I find that the policy not only clearly mentions the terms and conditions of cover and 

the benefits, it expressly shows the Maturity Benefit Amount and the Death Benefit 

Amount separately.  The former amount is shown as Rs. 29,490 and the latter as Rs. 

150,000. Also, admittedly, the policy document was prepared and given to the 

Complainant in a timely fashion per due procedure and the Complainant had not 

raised any issue with the policy terms and conditions throughout the term of the 

policy. 

6) The Complainant would have it that he was ‘forced’ to take the policy on the 

promise that on maturity, the Insurer will pay Rs. 150,000 plus bonus and interest.  I 

do not feel a case for mis-selling is indicated because the Complainant’s above 

contention has to be assessed in the light of the fact that the policy document 
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mentions the various benefit amounts very clearly and expressly and the 

Complainant can hardly be considered uneducated or unaware person, being an 

Advocate by profession and could be reasonably expected to at least cursorily read 

through a document involving a significant amount of money, even if it is only the 

Schedule of the policy where the specifics including the amounts, dates etc are 

mentioned.  That he does not seem to have done so, erodes the very foundation of 

his case.  He has also signed the Discharge Form for the maturity payment and 

received the payment on 27.10.2021.  He must also be aware that he was enjoying 

Life cover throughout the term of the policy.  

7) In view of the above, I do not consider the decision/action taken by the RI  to be 

unreasonable, unfair or against what the policy allows.  The RI have evidently acted 

as per the policy terms and conditions and common standards of reasonableness 

and fairness. 

5.  Award 

In the result, this Award is passed upholding the decision of the Respondent Insurer and 

dismissing the complaint.  

Dated this the 7th day of  June   2022 

           Sd/- 
            Girish Radhakrishnan 

INSURANCE OMBUDSMAN 
Copies to : 
 
Mr. Mohammed A, 
Arakkal House 
Nilambur P O 
Malappuram 679329. 
 
 
The Sr. Divisional Manager, 
L.I.C. of India, 
Divisional Office, 
'Jeevan Prakash', 
Huzur Road, 
Kozhikode 673 001. 
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Proceedings of 

THE INSURANCE OMBUDSMAN 
KERALA, LAKSHADWEEP & MAHE 

 
[Under Rule No.13 1(b) Read with Rule 14 of the Insurance Ombudsman Rules, 2017] 

 
 
 

Present: Mr Girish Radhakrishnan 
Insurance Ombudsman 

 
 
 
 
 
 
 

Complaint No. KOC-L-029-2122-0366 
 
 

Complainant :  Mr. Soman Kunnumbreth 
 

Respondent Insurer :   Life Insurance Corporation of India 
 
 

AWARD 
 
1. Address of the Complainant 

 
: Kunnumbreth House (Ashitha Nivas) 

Kadamboor Edakkad P O Kannur 670663 
2. Policy Number : 796809976 
3. Name of the Insured : Mr. Soman Kunnumbreth 
4. Type of Policy : LIFE (Jeevan Saral) 
5.  Date of receipt of complaint : 01.12.2021  
6. Nature of complaint : Inadequate Maturity Benefit 
7. Date of Hearing : 27.04.2022 
8. Present at the Hearing for Complainant  : None 
9. Present at the Hearing for the Insurer : Smt.Sapna C S 
 

Award No. IO/KOC/A/LI/0017/2022-23 

This is a complaint filed under Rule 13 (1)b read with Rule 14 of the Insurance Ombudsman 

Rules, 2017.  The complaint is regarding alleged inadequate payment of Maturity Benefit 

under a Jeevan Saral policy issued by the Respondent Insurer (RI).  The Complainant, Mr. 

Soman Kunnumbreth is the policyholder.     
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1. Complainant’s Averments 

The averments, contentions and submissions in the complaint are summarized as 
follows: 

(1) Complainant’s Policy No. 796809976 is maturing on 22.12.2021. 

(2) He has deposited Rs. 61,200/- in this policy over the 10 year term. 

(3) He was expecting a return of at least Rs. 85,000/-, but Maturity value is below 
Rs.60,000/-. 

(4) It is with great difficulty that the premiums have been paid, especially during the 
Corona period. 

(5) Approaching this Honourable Forum to direct the Insurer to refund the deposited 
amount at least. 

2. Respondent Insurer’s  contentions  

The Respondent Insurer (RI) entered appearance and filed a Self Contained Note (SCN).  

The averments, contentions and submissions in the   SCN are summarized  as follows: 

(1) Policy bearing No 796809976 taken by the complainant is a Jeevan Saral Policy 

where the Maturity Sum Assured and Death Sum Assured are different.  Maturity 

sum assured will differ according to age and term. Maturity sum assured for Rs 100/- 

premium for age 49 and term 10 years is Rs 8726/-. Hence the Maturity sum assured 

for Rs 500/- per month is Rs 43630/-.  The details of the policy are as below: 

Policy no 796809976   
Life Assured and Complainant Sri Soman Kunnumbreth 
Plan & Term 165-10 
Date of Commencement 22.12.2011 
Mode of Payment Mly 
Date of Maturity 22.12.2021 
Maturity Sum Assured 43630/- 
Death Benefit Sum Assured 125000/- 
Basic Premium 500/- 
total premium with extra(Accident benefit ) 510/- 
Total Premium paid 510*10*12 = 61200.00 
premium paid without accident benefit 500*10*12 = 60000.00 
Maturity Amount Payable = Maturity Sum 
Assured + Loyalty Addition 

43630+ 15707 = 59337.00 
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(2) As per policy terms and conditions the amount payable at Maturity is a sum equal to 

the Maturity sum assured along with loyalty additions and the same is printed in the 

policy document. Due date of Maturity of the above policy was 22.12.2021 and claim 

for Rs 59337 has been settled to the policy holder on 30.12.2021 on receipt of 

requirements.  

(3) LIC’s Jeevan Saral belongs to the category of high risk plans, wherein the insurance 

coverage offered is substantially higher, especially at higher ages. The unique feature 

of this plan is that the installment premium to be paid is determined by the 

customer and the sum assured payable in the unfortunate event of death, known as 

death sum assured is then decided on the basis of the premium thus selected. The 

Maturity sum assured, unlike in conventional plans, is calculated depending upon 

the age of the life assured and the term of the policy. The death sum assured under 

this plan is 250 times the monthly premium selected by the customer. In all other 

conventional insurance plans, the installment premium payable for the same sum 

assured varies according to the age of the customer. However, in this particular plan, 

the premium payable and death sum assured remains the same irrespective of age. 

(4) In any traditional life insurance product, the premium charged for covering the risk 

increases as one’s age increases. This means that for the same death sum assured 

the premium payable varies for two customers having different ages. This is because 

the costs of providing death cover increases with age. Whereas, in our Jeevan Saral 

plan, the premium and thus the death benefit are selected by the customer and 

remains the same irrespective of age. Hence, to factor in the risk premium, the 

Maturity value is calculated based on age and duration of the policy. Thus when the 

age and when the policy is purchased is on the higher side, the Maturity value is 

lower. 

(5)  In case of death the benefits payable are death sum assured and return of 

premiums excluding 1st year premiums and extra premiums if any. In this policy for a 

low premium of Rs 61200.00 for 10 years he was getting a coverage of Rs 125000/- 

and return of premiums in case of his death during the premium paying term, . This 

policy offers a very high risk cover for a low premium. The Maturity sum assured will 

vary according to age and will be comparatively lower for advanced ages.  
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(6) Whatever benefits are actually eligible as per terms and conditions of the policy has 

been informed to the life assured at the inception of the policy itself. Since the 

complainant has taken the policy at the advanced age of 49 the Maturity benefit will 

be less comparing to high death benefit offered.  

(7) As this is the fact we would pray before the honourable Insurance Ombudsman to 

set aside the complaint and uphold our stand. 

(8) In addition to the above, it is revealed that the Complainant has filed a complaint 

dated 1.3.2022 with the Honorable Consumer Disputes Redressal Forum on the 

same subject matter and the same is scheduled for hearing on 27.4.2022.  Hence, 

the same may be dismissed. 

3. I heard the Respondent Insurer at a Hearing on 27.04.2022.  The Complainant remained 

absent in spite of communications in writing and on telephone.   

 The Respondent Insurer informed me that the Complainant has filed a plaint before the 

Hon’ble Consumer Disputes Redressal Forum in respect of the same matter and the first 

hearing of the same is scheduled on 27.4.2022.   

In view of the same, it was prayed that the complaint may be disposed off. 

4. My attention in this regard is drawn to Rule 14(5) of the Insurance Ombudsman Rules, 

2017 which specifies, “No complaint before the Insurance Ombudsman shall be 

maintainable on the same subject matter on which proceedings are pending before or 

disposed of by any court or consumer forum or arbitrator”.  

In view of this matter being raised before the Hon’ble Consumer Disputes Redressal 

Forum, the complaint herein cannot subsist. 

5. Award  

In the result, this Complaint is hereby dismissed. 

Dated this the 7th day of June   2022 

           Sd/- 
            Girish Radhakrishnan 

INSURANCE OMBUDSMAN 
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Copies to : 
 
 
Mr. Soman Kunnumbreth, 
Kunnumbreth House 
(Ashitha Nivas) 
Kadamboor Edakkad P O 
Kannur 670663. 
 
 
The Sr. Divisional Manager, 
L.I.C. of India, 
Divisional Office, 
'Jeevan Prakash', 
Huzur Road, 
Kozhikode 673 001. 
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Proceedings of 

THE INSURANCE OMBUDSMAN 
KERALA, LAKSHADWEEP & MAHE 

 
[Under Rule No.13 1(b) Read with Rule 14 of the Insurance Ombudsman Rules, 2017] 

 
 

Present: Mr Girish Radhakrishnan 
Insurance Ombudsman 

 
 
 
 
 
 
 

Complaint No. KOC-L-029-2122-0365 
 
 

Complainant :  Ms. Valsa E K 
 

Respondent Insurer :   Life Insurance Corporation of India 
 
 

AWARD 
 

1. Address of the Complainant 
 

 Kripa Ariyallur P ost  
Malappuram 676312 

2. Policy Number  796773392 
3. Name of the Insured  Ms. Valsa E K 
4. Type of Policy  LIFE (Jeevan Saral) 
5.  Date of receipt of complaint  30.11.2021 
6. Nature of complaint  Short payment of Maturity claim  
7. Date of Hearing  27.04.2022 
8. Present at the Hearing for Complainant   Smt. Valsa E K 
9. Present at the Hearing for the Insurer  Smt. Sapna C S 

 
Award No. IO/KOC/A/LI/0018/2022-23 

This is a complaint filed under Rule 13 (1)b read with Rule 14 of the Insurance Ombudsman 

Rules, 2017.  The complaint is regarding alleged short payment of Maturity Benefit in a 

Jeevan Saral policy issued by the Respondent Insurer (RI).  The Complainant, Ms. Valsa E K is 

the policyholder.     
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1. Complainant’s Averments 

The averments, contentions and submissions in the complaint are summarized as 

follows: 

(1) Policy No. 796773392 was availed from Tirur Branch of LIC on 28.3.2010 

(2) Rs. 61240/- is paid totally towards premium. 

(3) On Maturity, Rs. 27003/- only was received.  Hence, the same is not accepted by me. 

(4) I am under treatment after stroke. 

(5) Financially under great stress. 

(6) Approaching this Honourable Forum to direct the Insurer to return at least the 

remitted amount. 

2. Respondent Insurer’s  contentions  

The Respondent Insurer (RI) entered appearance and filed a Self Contained Note (SCN).  

The averments, contentions and submissions in the   SCN are summarized as follows: 

(1) The policy bearing No 796773392 taken by the complainant is a Jeevan Saral Policy 

where the Maturity Sum Assured and Death Sum Assured are different.  Maturity sum 

assured will differ according to age and term. The basic monthly premium in the policy is 

Rs 500/-. Maturity sum assured for Rs 100/- premium for age 59 and term 10 years is Rs 

3971.00. Hence the Maturity sum assured for Rs 500 per month is Rs  19855/-.  Details 

of the policy are as below: 

Policy no 796773392   
Life Assured and Complainant Smt Valsa EK 
Plan & Term 165-10 
Date of Commencement 28.03.2010 
Mode of Payment Qly 
Date of Maturity 28.03.2020 
Maturity Sum Assured 19855/- 
Death Benefit Sum Assured 125000/- 
Basic Premium 1500 / 
total premium with Accident Benefit Rs 1531.00 
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Total Premium paid 1531 X 10 X 4 = 61240.00 
Maturity Amount Payable Maturity Sum Assured + Loyalty Addition =   

19855+ 7148-1574  (unpaid premium+ 
interest) = 25429.00 

 

(2) As per policy terms and conditions the amount payable at Maturity is a sum equal to 

the Maturity sum assured along with loyalty additions and the same is printed in the 

policy document. Due date of Maturity of the above policy was 28.03.2020 and the 

same was intimated to her on 16.11.2019 with the discharge form and details of 

amount payable as Maturity Benefit, i.e., Maturity sum assured Rs  19855/- + loyalty 

addition Rs 7148 /-(less unpaid premium+  interest Rs 1574 )totaling to Rs   25429/-. 

 

(3) LIC’s Jeevan Saral belongs to the category of high-risk plans, wherein the insurance 

coverage offered is substantially higher, especially at higher ages. The unique feature 

of this plan is that the installment premium to be paid is determined by the 

customer and the sum assured payable in the unfortunate event of death, known as 

death sum assured is then decided based on the premium thus selected. The 

Maturity sum assured, unlike in conventional plans, is calculated depending upon 

the age of the life assured and the term of the policy. The death sum assured under 

this plan is 250 times the monthly premium selected by the customer. In all other 

conventional insurance plans, the installment premium payable for the same sum 

assured varies according to the age of the customer. However, in this particular plan, 

the premium payable and death sum assured remains the same irrespective of age. 

 
(4) In any traditional life insurance product, the premium charged for covering the risk 

increases as one’s age increases. This means that for the same death sum assured 

the premium payable varies for two customers having different ages. This is because 

the costs of providing death cover increases with age. Whereas, in our Jeevan Saral 

plan, the premium and thus the death Benefit are selected by the customer and 

remains the same irrespective of age. Hence, to factor in the risk premium, the 

Maturity value is calculated based on age and duration of the policy. Thus when the 

age and when the policy is purchased is on the higher side, the Maturity value is 

lower. 
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(5) In case of death, the Benefits payable are death sum assured and return of 

premiums excluding 1st year premiums and extra premiums if any. In this policy for a 

low premium of Rs 61240.00 for 10 years she was getting a coverage of Rs 125000/- 

and return of premiums in case of her death during the premium paying term. This 

policy offers a very high-risk cover for a low premium. The Maturity sum assured will 

vary according to age and will be comparatively lower for advanced ages.  

 
(6) Whatever Benefits are actually eligible as per terms and conditions of the policy has 

been informed to the life assured at the inception of the policy itself. Since the 

complainant has taken the policy at the advanced age of 59, the Maturity Benefit will 

be less comparing to high death Benefit offered.  

3. I heard the Complainant and the Respondent Insurer at a Hearing on 27.4.2022. 

The Complainant stated that she has not accepted the Maturity Benefit amount offered 

by the insurer, though the intimation has come long back.  She submitted that she is 

entitled for the amount remitted by her as premium and bonus.  She admitted had she 

had received the policy document, but believed on the assurance given by the agent 

while canvassing for the policy.  She had not gone through the policy document to 

ascertain whether it is written there that LIC will given back the premium remitted with 

bonus on Maturity.  She revealed that she is a retired Teacher and was teaching in a 

Primary School. Policy was availed trusting the words of the agent, not reading the policy 

bond. 

 The Respondent Insurer stated that the policy conditions does not provide for refund of 

premiums paid with bonus.  Jeevan Saral policy is predominantly a risk cover policy.  The 

Death Cover benefits are more in this policy.  If any untoward incident happens to the 

policy holder, the nominees get the death sum assured and return of the premiums paid.  

The death sum assured under this plan is 250 times the monthly premium selected by 

the customer.  The death sum assured under this particular policy is Rs. 125,000/-, 

whereas the premium paid is only Rs. 61,240/-.  Thus the Complainant has enjoyed the 

risk cover to the tune of Rs. 125,000/- for a premium which is less than half of it.  This 
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policy envisages two types of sum assured, one for Maturity (Rs. 19,855/-) and the other 

for death (Rs. 125,000/-).  Since the Death Sum Assured is more, the Maturity sum 

assured is less.  The Maturity sum assured is less than the premium paid as the mortality 

rate for aged persons is more, when the premium is constant for the age group.  Under 

Jeevan Saral policy, a policy holder with higher age will pay more proportion of the 

premium towards death cover and this will therefore reduce the Maturity Benefit.  That 

is what has happened in the Complainant’s case.  Bonus paid is Rs. 7148/-.  Policy bond 

clearly shows the Maturity sum assured as well as the death sum assured.   

4. Having heard both the sides and having perused all the documents submitted in detail, I   

find as under:- 

(1) The policy in question is a Jeevan Saral policy which has a Death Benefit component 

and a Maturity Benefit component, the latter being dependent on the returns the 

insurer can earn by investing that part of the premium that has been set aside for 

the investment purpose.   

(2) It is clear from the policy and from the detailed explanations given by the RI vide 

their SCN, that Jeevan Saral is markedly different from conventional life products in 

some respects. 

(3) The RI would have it that in Jeevan Saral, (a) the buyer choses the premium amount 

he is ready to pay;  (b) the insurer then commits to pay a Death Benefit of 250 times 

the monthly premium amount, (c) the premium amount is then divided into two 

parts;  (d) the first one, the Death Benefit premium is worked out on the basis of 

approved actuarial tables depending on the age of the life-assured; and (e) the 

balance premium is allocated to the Maturity Benefit which the insurer has to 

generate over the years by investing that portion of the premium. However, I do not 

see contentions (a) and (b) borne out in the documents available on file. The 

Proposal Form only asks the proposer (inter alia) as to what Sum Assured he wants.  

It does not ask him what premium amount he is ready to pay.  Therefore in this 

aspect of the policy underwriting, I hold that the RI’s averments are without basis.  In 

actuality, the Proposal Form reveals that the insurer takes a similar path as in 

conventional life policies.  He asks the Proposer as to what Sum Assured he wants 
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(Q.3 of the Proposal Form), and then proceeds to calculate the premium applicable.  

I however do concede the point that the premium is worked out based on the age of 

the proposer and the premium received is allocated between Death Benefit 

premium and Maturity Benefit premium. 

(4) It of course natural that this premium split will incline more towards Death Benefit 

premium in case of older persons.  In respect of a younger person, Death Benefit 

premium will be lower and more money will be available towards premium for 

Maturity Benefit.  Ergo, because the Death Benefit is pre-fixed at policy 

commencement (based on the proposer’s request), the Maturity Benefit will “suffer” 

in case of an older person.  The younger the policy buyer is, the narrower the gap 

between the Death Benefit and Maturity Benefit.  For a very young man, the 

Maturity Benefit would be higher amount than the Death Benefit – for the simple 

reason that very little portion of the premium amount is needed for paying the 

Death Benefit and consequently, more premium is available for investment. 

(5) I find that the policy not only clearly mentions the terms and conditions of cover and 

the Benefits, it also expressly shows the Maturity Benefit Amount and the Death 

Benefit Amount separately.  The former amount is shown as Rs. 19,855 and the 

latter as Rs. 125,000. Also, admittedly, the policy document was prepared and given 

to the Complainant in a timely fashion per due procedure and the Complainant had 

not raised any issue with the policy terms and conditions throughout the term of the 

policy. 

(6) The Complainant would have it that she was not given “a clear picture” of the policy 

and came to know of the low Maturity Benefit amount only when it was offered by 

LIC in March, 2020. Jeevan Saral is certainly a complex and sophisticated product 

compared to a standard endowment, moneyback or term policy.  I do not however 

feel that a case for mis-selling is indicated because the Complainant’s above 

contention has to be assessed in the light of the fact that the policy document 

mentions the various Benefit amounts very clearly and expressly, and the 

Complainant can hardly be considered uneducated or unaware person, being a 

Retired School Teacher. She could be reasonably expected to at least cursorily read 

through a document involving a significant amount of money, even if it is only the 
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Schedule of the policy where the specifics including the amounts, dates etc are 

mentioned.  That she does not seem to have done so, erodes the very foundation of 

her case.   

(7) In view of the above, I cannot find any shortcoming in the decision/action taken by 

the RI who have evidently acted as per the policy terms and conditions and common 

standards of reasonableness and fairness.  The Complainant has stated that she has 

not yet accepted the Maturity Benefit amount offered by the RI.  She is advised to do 

so. 

5. Award 

In the result, this Award is passed upholding the decision of the Respondent Insurer and 

dismissing the complaint.  

Dated this the 07th  day of  June   2022 

           Sd/- 
            Girish Radhakrishnan 

INSURANCE OMBUDSMAN 
Copies to : 
 
 
Ms. Valsa E K, 
Kripa  
Ariyallur Post, 
Malappuram 676312. 
 
 
The Sr. Divisional Manager, 
L.I.C. of India, 
Divisional Office, 
'Jeevan Prakash', 
Huzur Road, 
Kozhikode 673 001. 
 

 

 

 



,I;ETOCEEDINGS BEFORE THE INSURANCE OMBUDSMAN,Kolkata
(StatesolWestBengal,sikkimandUnionTerritoriesofAndaman&Nicobarlslands)

(ul{DE RRULEN O. I 6 I t7 OFTHEINSURANCE OMBUDSMANRULE S,2 0 I 7)
Ombudsman Name :P.K.RATH

CAStrOFCOMPLAINANT- Mr. Anil Baran Makur
VS

RESPONDENT: Life Insurance Corporation of India (Asansol)
COMPLAINT REF: NO: KOL-L-029-22B-0A08

AWARDNO:IOIKOLI

l. Name &Address OfThe Complainant Mr. Anil Baran Makur
Shalbagn, Bishnupur, P.O. Bishnupur,
Bankura 722122, WB

Type Of Policy: Life
Policv Details1

3. Name of insured

4. Name of the insurer

5. Date of Repudiation

6. Reason for Repudiation

7. Date of receipt of the Complaint
8. Nature of Complaint
9. Amount of Claim
10. Date of Partial Settlement

11. Amount of relief sought

Complaint registered under Insurance
Ombudsman Rules 2017

Date of hearing
Place of hearing

Representation at the hearing
ali'or the Complainant

b)For the Insurer
Complaint how disposed

Date of Award

Mr. Anil Baran Makur

Life Insurance Corporation of India (Asansol

NA

NA

30.3 .2022

Less payment of maturity value

Rs.3874.00

Rule l3( I Xb)

25.5.2022
Kolkata

Mr. Anil Baran Makur

Mrs. Moonrnoon Santra

By condurcting online hearing

9.6.2022

12.

13.

14.

t5.

I r].

I7. Rrief Facts of the Case:
As per statement of Product value, Form- D02, the product value of the state policy was

mentioned as Rs. 1,17,479,91. {t the LICI, Bishnupur Branch has settled his maturiiy claim as
Rs. 1,13,606.00. He has received Rs. 3,874.00 less amount of Maturity Value.
18. Contention of the complainant:

-_a).He 
submitted the specified claim form (leaving blank the portion Gross Amount of Claim).

fle has been paid by the LIC an amount ofRs. 1,1j,606.00. lvf,ereas, from Form D02 statement
it is seen that the Maturity Value should be received as Rs. 1,17,479.i4. On calculation it is seen
that an amount ofRs.3874/- is yet to be paid by LIC.

oilcY Lretalts:
Policy Number Sum Assured From Date o Date DOC Premium Policy Term Paying Term
46xxx 1329 45.000/- 31.12.2011 31.12.2021 31 .t2.2011 40.000/- l0 years Sgl.



b) The said policy had double benefit and had the advantage ofNo Deduction.
c) He had represented the matter before the Branch Manager, Bishnupur, but no reply
neceiyed from him.

19. (--ortention of the Respondent:
a) 'rhe policy was matured on 31.12.2021. The Maturify value was Rs. l,lz,4g0i-, Total

ear:ned amount Rs. 1,17,480/- - Rs. 40,000/- = Rs. 27480i-. Hence the Income Tax deducted at
sourcc on carned amount = Rs.77480/- * 5% = Rs.3874/-.
Amount credited to the account of the policy holder = Rs. ll7 4B0l- - Rs. 3874/- = Rs. 113606.00
b) tr'inance AcL 2021, inserted two new sections 206AB and 206ccA in the Income Tax Act
1961, which takes effect from 1.7.2021. This sections mandate tax deduction (Sec. 206A8) and
tax collection (Sec. 206CCA) at higher rate in case of certain non-filers called as SpecifieO
Person' This Sec. also enables tax deduction as per existing law at prescribed rate in case of
filers called as Non-Specilied Person and also permits acceptance of l-5G/lsHif submitted.
e)-In.this-case the policy holder was treated as Non-specified Person (1$G/1SH was not
:sub.-qitted by him) i.e. Tax Filer and therefore tax was deducted @5o/o on Total Earned Inome
aud -$4x[e.wirg remitted to Income Tax Department,
d),T,!enecessary Form 16.4 will be provided by the Branch in due time.
:.,. i1 .' :

30"9,bqrydqtC_qlgs ions :

a) A p9r statement of Product Value, Form D02o the Total Product Value as on 31.12.2021 was
Rs. 1,17,479.94.
b) I'he Policy was issugd on 31.12.2011 with Single premium of Rs, 40,000/- for sum Assured
of r.l.s. 45,000/-. Hence the premium amount exceeded 20oh of the Sum Assured in the year
2011.-2012. so the maturity value of the stated policy was not exempted under Sec. l0(l0D).
9)^ llnce the Maturity value^ against the stated policy exceeded Ii.s. 1,00,000/-, as per section
194DA of Income Tax Act, 1961, the rncome pari of the Maturity is taxable @5%.d) Hencg the Maturity value of Rs. 1,17,479.94 was paid to the policy hotdir after deducting
Income Tax @5v" on Income Part (Rs. ll747g,g4 -Rs.40,000/- =Fts.77479.94 x 5%= Rs.
3874t-)

'r.'i ..

"r j -'t AWARI)

I1'.T}1F 
intd account.the facts and circumstances of the case and the submissions made by

both.the parties during the course ofhearing and after going through the documents on it
iS observed that the Maturity Claim amount has been paid correctly after deduction of
Incclne Tax as per rules. Hence, the complaint is treated as dismissed without providing
any relief to the complainant. The Insurer is advised to send the Form 164 to the
complainant at the earliest. Ifthe decision is not acceptable to the complainant, he is at
liberty to approach any other Forum/court as per Law of the Land against the
respondent Insurer.

Dated at Kolkata on gtl' Dav o1'June. 2022

INSURANCE OMBUDSMAN
Copy to: 1) Complainant: Mr. Anil Baran Makur
.' , 2) Company: Life Insurance Corporation of India (Asansol)
. l ..
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18.

OMBUDSMAN - RAVINDRA MOHAN SINGH

Mr Akhlesh M Patidar ...... Complainant

vls
BhartiAxa life tnsurance Co. Ltd ........Respondent

coMPtAlNT No: BHp-t-008-2223-oL23 ORDER No: tolBHplRILtl 12022-2023

Mr Akhlesh M Patidar (Complainant) has filed a complaint against Bharti Axa Life Insurance

Co. Ltd. {Respondent) alleging mis-selling.

Brief facts of the Case -
a) Contention of the complainant - The complainant has stated that he is a victim of
mis-selling and fraud and that his cousin brother, Mr Vijay Patidar is the main victim of the
fraud. He stated that Mr Vijay Patidar / his cousin is a farmer and was looking for loan for
agriculture. He further stated that fre along with family have been cheated by the brokers

1. Name & Address of the
Complainant

Mr Akhlesh M Patidar
H NO.94 Gram -Dongargaon
Near Shri Ram Temple
Dongargaon, Semalda, DHAR
Madhya Pradesh 4S4SS2

2. Policy No:
Type of Policy
Duration of policy/policy period

50x-xxx4103
BhartiAxa Life Secure Income plan
L8.O3.202L

3. Name of the insured
Name of the policyholder

Mr Akhalesh Patidar
Mr Akhalesh Patidar

4. Name of the insurer BhartiAxa Life Insurance Co. ltd
5. Date of Repudiation/ Rejection t2.o2.2022
6. Reason for Repudiation/ Rejection Beyond free look period
7. Date of receipt of the Complaint os.o5.2022
8. Nature of complaint Mis-selling
9. Amount of Claim
10. Date of Partial Settlement
Lt. Amount of relief sought Rs.49,999/-

L2. Complaint registered under Rule Rule No. 13(1Xd) Ins. Ombudsman Rule 2017
13. Date of hearing/place LO.O6.2O22 at OtO Bhopal
L4. Rgpresentation at the hearing

a) For the Complainant Mr Harsh Patidar, nephew under Authority over
GoTo Meet App

b) For the insurer Mr Mithesh Pabari over GoTo Meet App
15. Complaint how disposed Recommendation
16. Date of Award/Oriler LO.06.2022

tl"I



who promised them interest free loan of Rs.50 lakh if they invest Rs.5 lakh in insurance
policies which will be refundable as per our need. He also stated that he is semi riterate and
does not understand English hence fell for the offer and bought policies by borrowing money
from relatives' The agents introduced themselves as HDB Finance. He also stated in late zo!g,
brokers trapped them to buy insurance on pretext of EMI and later on lured us with stories
about GSI file charges, service charges, collaterat security. These policies were sold to them
as refundable along with loan and stated that they have lost all their savings in the name of
loan' He also stated that a family would never buy 16 policies that too from g different
brokers' After taking 5 lakh, these brokers took additionar Rs.5 lakh in the name of security
/Gst 1 Taxes etc' Policy No.50x-xxx4103 was sotd to him on payment of premium of
Rs'49'999/- on L8'03'202L by M/s EDocD solutions Pvt Ltd. He has further stated that no
agent met him, his signatures are forged, all payments were funded by his cousin, consent of

--life insured was not taken at the time of issuance of policy and that they cannot pay such
huge premiums' He has therefore requested this forum for canceltation of policies and getting
refund of his premium.

b) contention of the respondent - The respondent in their scN have stated that after
understanding the key features of the policy, policyholder had signed and submitted the
proposal form for insurance after above which policy was issued on 31.03.2021- dispatched
with option of free look period of 15 days to the registered address of the complainant on
20'04'202L vide PoD No.EA92047o997lN and detivered on !z.os.2ozt company effected
PIVC and had given a call to the policyholder on his registered mobile No. and in the said catl
policyholder did not r"aise any concern or issue and was in complete agreement with the ,
terms and conditions of the policy. Policyholder has duly filled up and signed the proposal
form and has voluntarily applied for our product after completely understanding the features,
risk charges, benefits and terms conditions thereof and submitted his application. Hence it
can be said that the policyhotder has duly understood the contents of proposal form wherein
it was categoricalty mentioned that the complainant has read all necessary documents
including benefit illustration thereby understood all terms and conditions in relation to
product propose to be purchased by him and have been provided to him and explained to
him' ciimplainant retained the policy document and did not invoke free look option and did

Lh, I



not revert within 15 days alleging any discrepancies, thereby implying that he had agreed to
whatever information provided in the proposal form and was also in agreement with the
policy terms and conditions. In the instant case, after expiry of free look period company

received a complaint through web for subject policy dated o2.o2.zoz2alleging that the policy

was mis sold with false assurances since the complainant was misguided and given the
policies thereby demanding cancellation of policy and refund of premium paid. After
evaluating the documents and records for subject policies, insurance company was unable to
consider the request of the complainant as there was no mis-selling activity involved, all the
policy documents were duly sent and received by the policyholder but complainant

approached outside free look period. Further complainant was apprised that the company

would re look into the matter if any documentary proof of his allegations is submitted.

Complaint was resolved vide communication dated LL.02.2O22. lt is further submitted that
the Company is neither aware of nor privy to the communication the complainant had with
the persons who are alleged to have given any representation to the complainant. The

Company denies that any such misrepresentation was given on its behalf and no material has

been submitted that the said misrepresentation was made on behalf to the company. tt is

thus denied that any verbal assurance was given to the complainant on the basis of which

complainant had taken the policy and the complainant is put to strict proof thereof.
Complainant has not alleged any forgery or fabrication of documents which indicates his

admittance to signing the proposal form and submission of relevant documents for the
issuance of the policies and the complainant being a prudent is expected to have read the
policies terms and conditions and taken the policies accordingly. Further if there was any,;
alteration or fabrication found in the document the policyholder would have immediately

raised a concern before the company but then policyholder chose not to approach the
company on delivery of policy documents thereby agreeing to the information provided in the
policy document. In the instant case life assured did not raise any issue or objection in plVC.

The Company states that the policyholder for subject policy is an educated individual and

hence being prudent'person he is expected to be cautious while investing his money with any

financial institution and before investing into any scheme the investor must read the offer
document carefully. lt is also relevant to point out that subject poticy was taken by the

t h^l



COMPIAINT NO: BHP-L-008-2223-0123 ORDER NO: lO/BHP/R/Lll /2022-2023

' complainant through PANKAJ GlRl. Company has many agents / brokers throughout the

country who are appointed by the guidelines issued by IRDA and it is entirety at the discretion

of the client to choose the policy suitable to him from the brokers or directly from us and the

complainant has in his wisdom chosen to invest through the said broker and not directly with

the company in respect of the said policy. Company does not authorize any of its agents /
brokers to offer any false promises or benefits to its customers, which are at variance with its

product features and assuming without admitting, that such false promises were made by any

agent of the Company, the same would fall beyond the scope of the agent's authority and the

Company would not be liable for the same since the same are beyond the authority conferred

on them. Company reiterates that the matter was duly evaluated and it turned out that the

allegations of mis selling is bereft of merits. The representations made at the time of

solicitation were in line with the product features as per policy document and the policy was
* 

strictly issued as per the requirement and information disclosed. by the policyholder in the

proposal fofm, illustration of benefits and other relevant documents given by the policyholder

at the proposal stage. Above issues have been raised by the complainant as a mere ruse to

get out of the policy which policyholder does not seek to continue and seek refund of the

entire amount paid to which complainant is not entitled in terms of the policy. lt is very

pertinent to mention here that the premiums paid under subject policy has been duly utilized

in covering the life of life assured and the company would have been statutorily liable to

honour the claim in case of any adversity in the life of life assured. Thus premium paid as

consideration for services which has been duly rendered thus same cannot be refunded.

19. The complainant has filed complaint letter, Annex. Vl A and correspondence with respondent,
,;

while respondent have filed SCN with enclosures.

20. I have heard both the parties over GoTo Meet App at length and perused papers filed on

behalf of the complainant as well as the lnsurance Company.

2t. Observation and Conclusion - During hearing the complainant submitted that the above

policy was sold to him with the assurance of getting him interest free loan. He further stated

that the telecallers kept giving stories that the loan is being processed / under processed, etc.

etc. and that even after lapse of many months he did not get any loan. He therefore appealed

to this forum for cancellation of above policies and refund of premium.

Itnul
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COMPLAINT NO: BHP-L-008-2223-0123 ORDER NO: lOlBHP/R/Ll/ /2022-2023

On their turn the respondent company informed that policy No.50x-xxx4103 was issued on

3!.03.202L and dispatched with option of free look period of 15 days to the registered

address of the complainant on 20.04.2021 and delivered on L2.05.2021,. They further

submitted that the complainant did not raise any issue or concern during the free look period.

First complainant alleging mis selling was received by the respondent company on 02.02.2022

and the same was rejected.

On arguments and counter arguments, the respondent company finally agreed to cancel

policy Nos.50x-xxx4103 and merge the premium amount received under this policy with the

premium amount received under complaint No.BHP-L-008-2223-0L25 and issue Single

Premium policy in the name of Mr Mahendra Patidar with lock in period of five years and

without free look option to the complainant.

Complaint relating to Complaint No.BHP-L-O08-2223-OL25 was also heard which belongs to

*the same family. Respondent compa.ny agreed to cancel Policy No.50x-xxx7L73,50x-xxx6845

and merge the amount under these policy with the above policy and issue a Single Premium

policy for Rs.l-,50,OOO/- in the name of Mr Mahendra Patidar with lock in period of 5 years and

without free look option. This offer was accepted by the complainant. Thus, the complaint is

resolved by mutual agreement between both the parties.

AWARD

The matter between parties has been resolved mutually, hence the complaint is

decided in terms of mediation/mutual agreement with directions to the respondent

to cancel Policy No. 50x-xxx4103 of complainant and Policy Nos. 50x-xxx7t73, 50x-

xxx6845 in the narne of Mr Mahendra Patidar and issue a Single Premium policy for

Rs.1,50,000/- in the name of Mr Mahendra Patidar with lock in period of 5 years and

without free look option to the complainant within 30 days from the date of receipt

of this Award.

23. Let copies of the order be given to both the parties. Complian.", t!." be 
Ttimated 

to this

Furum. lhr /,,JL
Place : Bhopal
Date: 10.06.2022

(RAVTNDRA MOHAN S|NGH)

INSURANCE OMBUDSMAN
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Mr Harsh Pa,idar ::::::::: " :::::::::::: l::: comp,a nan,

Yls
Bajaj Allianz Life Insurance Co. Ltd . ........... ..............Respondent

COMPLAINT NO: BHP-L-006-2223-OL}O ORDER NO: tOlBHp tRlL,l 12022-2023

Mr Harsh Patidar (complainant) has filed a complaint against Bajaj Allianz Life lnsurance co.
Ltd. (Respondent) alleging mis-selling.

3rief facts of the Case -
a) Contention of the complainant - The complainant has stated that he is a victim of
mis-selling and fraud and that his father, Mr Vijay Patidar is the main victim in this fraud. He

fulther stated that his father was looking for loan for agriculture. He further stated that he

1. Name & Address of the
Complainant

Mr Harsh Patidar
H NO.94 Gram -Dongargaon
Near Shri Ram Temple
Dongargaon, Semalda, DHAR
Madhya Pradesh 4S4SS2

2. Policy No:
Type of Policy
Duration of policy/policy period

04xxxx9512
Bajaj Allianz Life Guaranteed tncome Goat
L5.06.202t

3. Name of the insured
Name of the policyholder

Mr Harsh Patidar
Mr Harsh Patidar

*4. Name of the insurer BhartiAxa Life Insurance Co. Ltd
5. Date of Repudiation/ Rejection 08.02.2022
6. Reason for Repudiation/ Rejection Beyond free look period
7. Date of receipt of the Complaint 05.o5.2022
8. Itlglqry of complaint Mis-selling
9. Amount of Claim

10. Date of Partial Settlement
11. Amount of relief sought Rs.47,805/-

72. Complaint registered under Rule Rule No. 13(1Xd) Ins. Ombudsman Rute 2017
13. Date of hearing/place 07.06.2022 at OIO Bhopal
t4. Representation at the hearing

15.

4 For the Complainant Mr Harsh Patidar over GoTo Meet App
b) For the insurer Mr Saswata Banerjee over GoTo Meet App
Complaint fiow disposed Recommendation

16. Date of Award/Order 07.06.2022

tfut
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along with family have been cheated by the brokers who promised them interest free loan of

Rs.50 lakh if they invest Rs.5 lakh in insurance policies which will be refundable as per our

need. He also stated that he is semi literate and does not understand English hence fell for

the offer and bought policies by borrowing money from relatives. The agents introduced

themselves as HDB Finance. He also stated in late 2OLg, brokers trapped them to buy

insurance on pretext of EMI and later on lured us with stories about GST, file charges, service

charges, collateral security. These policies were sold to them as refundable along with loan

and stated that they have lost all their savings in the name of loan. He also stated that a

family would never buy 16 policies that too from 9 different brokers. After taking 5 lakh,

these brokers took additional Rs.5 lakh in the name of security /eSt 1 Taxes etc. policy

No.04xxxx9612 was sold to him on payment of premium of Rs.49,956/- on I5.06.2O2tby

Sandhi Nishat Asif Sandhi Nishan. He has further stated that no agent met him, his signatures

time of issuance of policy and that they cannot pay such huge premiums. He has therefore

requested this forum for cancellation of policies and getting refund of his premium.

b) Contention of the respondent - The respondent in their SCN have stated that after

reading and understanding the contents the complainant submitted duly filled and signed

proposal form and thereafter company issued policy No.04xxxx9612 to the complainant

against payment of premium of Rs.47,805/-. Policy bond including terms and conditions were

dispatched to the LA and same was duly received to the complainant on oz.og.Zo2L Life

Assured retained the policy documents and did not raise any objection towards the policy

during free look period with any grievance regarding the policy or its terms and conditions.

Policy is currently in force and total premium paid till inception is Rs.49,956/-. Complainant

was given detailed description about the features of the said policy and was also apprised

with its terms and conditions before signing the proposal form. lt is expressly mentioned in
the first page of the policy terms and conditions that if complainant is not satisfied with the
features or terms and conditions of the policy he may withdraw the policy under free look
period. Complainant was well aware of the policy terms and conditions and its features. Any

alleged promise or vague allegations which are not part of the express terms and conditions

)"(UV
lUut "
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of the said policy as received by the complainant, are neither binding on the Company nor
enforceable as law per the provisions of Indian contract Act Lg72.

The complainant has filed complaint letter, Annex. Vl A and correspondence with respondent,

while respondent have filed SCN with enclosures.

I have heard both the parties over GoTo Meet App at length and perused papers filed on

behalf of the complainant as well as the Insurance Company.

Observation and Conclusion - During hearing the complainant submitted that the above

policy was fraudulently sold to him with the assurance of getting him interest free loan. He

also informed that he is a student and his father has been made a victim of fraud and multiple
policies were sold to his father, some in the name of the complainant and that his father is
not well educated to understand insurance terms. His father trusted the words of the Agent
who assured to get him interest free loan and multiple policies were made in the name of
GSI collateral security and pendency, etc. He informed that he had written to the company
vide mail dated 3r.0L.2o22 requesting for cancellation of policy and refund of premium but
was rejected by the respondent company. He now appealed to this forum for cancellation of
above policy and refund of premium.

on their turn the respondent company informed that policy No.04xxxx96l2 was issued to the
complainant in June 2o2Lon receipt of payment of premium of Rs.47,go5/- and thereafter
policy documents were delivered to the complainant on o2.og.2o2L which is well within the
time limit' Free look period expired on 17.08.2021and it was also submitted that there was
no request for cancellation of policy from the complainant within the free look period.

on arguments and counter arguments the respondent company finally agreed to cancel po,licy

No' 04xxxx9612 and issue a single Premium policy for Rs.50,000/- provided the complainant
agrees to pay the balance amount of approximately Rs.4,000/- to Rs.5,000/-. The fresh policy
will be issued with lock in period of five years and without free look option. This offer was
accepted by the complainant. Thus, the complaint is resolved by mutual agreement between
both the parties.

t1
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IhUL



22.

-4-

coMptAtNT No: BHP-L-006-2223-0130 ORDER NO: IO/BHP'R/Ll '^n22-2023

AWARD

The matter between parties has been resolved mutually, hence the complaint is

decided in terms of mediation/mutual agreement with directions to the respondent

to cancel Policy No. 04xxxx9612 and issue a Single Premium policy for Rs.50,000/-

with lock in period of five years, without free look option to the complainant and

complainant is also directed to deposit the balance amount required to issue fresh

Single Premium policy for Rs.50,000/- within 30 days from the date of receipt of this

Award.

of the order be given to both the parties. Compliance shall be intimated to this23. Let copies

Forum.

Place : Bhopal
Date: 07.06.2022

,? n
Ih' (,JL

(RAVTNDRA MOHAN S|NGH)

INSURANCE OMBUDSMAN



OFFICE OF INSURANCE OMBUDSMAN
Jeevan Nivesh, Sth floor, S.S.Road

Panbazar, Guwahati 781 001
E-mail:bimalokpal.guwahati@cioins.co.in,

Website: www.ecoi.co.in
03 6 1 -263220 4,260220 5 F ax: 03 6 I -27 329 37 .

Note to Honorable Ombudsman
Re-Case No GUW-L-029 -2223 -00 5 5

Mr. Jhawar Lal Kumat Vs Life Insurance Corporation of lndia

We received above noted complaint on 24.05.2022 for delay in settlement of maturity claim and the case
was registered on 24.05.2022.

This office pursued the case with the lnsurance Company vide letter dated 24.05.2022 and called the
Self contained note detailing the facts of the case and Para wise comments of the complaint.

Now, the respondent company has informed this forum today through mail that they have settled the
case and maturity claim against Policy No 491039245 has been made on 31.05.2022 amounting of Rs
15,25,000/ and credited to the Bank Account of Mr. J.L. Kamat.

Today itself we contact the complainant to hiPregistered mobile No 6003537400. The complainant has
also confirmed that the company has paid the amount. He expressed his satisfaction for the settlement
of his claim

ln view of the above, we feel there is no need of having hearing and we propose to close the case
subject to your approval.

orable ombudsman, to allow us to close the case.

N\* "' \t"E'"'\Da[e02.06.2022

-q\fl21 
q\gla
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Proceedings of 
THE INSURANCE OMBUDSMAN 

KERALA, LAKSHADWEEP & MAHE 
 

[Under Rule No.13 1(b) Read with Rule 14 of the Insurance Ombudsman Rules, 2017] 
 
 

Present: Mr Girish Radhakrishnan 
Insurance Ombudsman 

 
 
 
 
 
 
 

Complaint No. KOC-L-029-2122-0335 
 
 

Complainant :  Ms. Aleyamma M J 
 

Respondent Insurer :   LIC of India, Kozhikode 
 

AWARD 
 
1. Address of the Complainant 

 
: Thekkel House P O Pullurampara 

(via) Thiruvambady 683603 
2. Policy Number : 797041112 
3. Name of the Insured : Ms. Aleyamma M J 
4. Type of Policy : LIFE 
5.  Date of receipt of Complaint : 01.11.2021 
6. Nature of complaint : Short payment of maturity claim  
7. Date of Hearing : 19.4.2022 
8. Present at the Hearing for Complainant  : Ms. Aleyamma M J 
9. Present at the Hearing for the Insurer : Ms. Shubha K  
 

Award No. IO/KOC/A/LI/0012/2022-23 

This is a complaint filed under Rule 13 (1)b read with Rule 14 of the Insurance Ombudsman 

Rules, 2017.  The complaint is regarding alleged short payment of maturity benefit on an 
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insurance policy issued by the Respondent Insurer (RI).  The Complainant, Ms. Aleyamma M J is 

the policyholder.     

1. Complainant’s Averments 

The averments, contentions and submissions in the complaint are summarized as follows: 

(1) The Complainant had an insurance policy from 2010, Policy number 797041112 and was 

remitting premium of Rs.1225 quarterly for ten years. Total premiums remitted is 

Rs.53,900/-. 

(2) The RI’s Agent convinced her that after remitting ten years of premium the amount 

payable in the 11th year would be Rs.1,06,452/-. But the amount on maturity is only 

Rs20,066/-. Now the agent who sold the policy says he was not aware that the maturity 

amount would be so less. 

(3) The Complainant and her husband are heart patients and for medical care and other 

requirements they need financial help and were expecting Rs100,000 from the 

insurance company. 

(4) They had two daughters who are to be married and it caused financial strain to buy 

medicines every month they need money hence requests the forum to direct the insurer 

to refund minimum the premium amount remitted. 

2. Respondent Insurer’s  contentions  

The RI entered appearance and filed a Self Contained Note (SCN).  The averments, 

contentions and submissions in the   SCN are summarized  as follows: 

(1) LIC’s Jeevan Saral belongs to the category of high risk plans, wherein the insurance 

coverage offered is substantially higher, especially at higher ages. The unique feature of 

this plan is that the installment premium to be paid is determined by the customer and 

the sum assured payable in the unfortunate event of death, known as death sum 

assured is then decided on the basis of the premium thus selected. The maturity sum 

assured, unlike in conventional plans, is calculated depending upon the age of the life 
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assured and term of the policy. The death sum assured under this plan is 250 times the 

monthly premium selected by the customer. In all other conventional insurance plans, 

the installment premium payable for the same sum assured varies according to the age 

of the customer. Here in this particular plan the premium and thus the death benefit are 

selected by the customer and remains the same irrespective of age. In other traditional 

life insurance policies premium increases as one’s age increases whereas benefit remain 

same. It is exactly opposite in Jeevan Saral plan . Ie, the premium remains same for all 

ages but benefits varies.    

(2) Another important factor to be noted is that in the event of the unfortunate death of 

the policy holder, in addition to the death sum assured as mentioned above, the total 

premiums paid (excluding first year premiums and all extra premiums) are also payable 

along with loyalty additions, as applicable thus substantially increasing the claim amount 

for the nominee. Ie, the major portion of the premium paid by the customer is also 

refunded along with the death sum assured in case of unfortunate demise of the 

customer. Hence, the death benefit offered under the plan is much higher than the 

other comparable conventional plans. If the policy holder opts for accidental death 

cover, an additional sum assured is also is payable along with the above mentioned 

death benefits.  

(3) The maturity value is calculated based on age and duration of the policy. Thus if the age 

when the policy is purchased is on the higher side, the maturity value is lower. In case of 

maturity, the amount payable is the maturity sum assured ( based on age and term) 

along with loyalty addition, if   declared. The death sum assured and opted accident 

death sum assured   are Rs. 1,00,000/-  each and maturity sum assured according to age 

at entry 59 years and term 11 years is Rs. 15,796/-, which are correctly printed in the 

policy bond, issued by LIC.  

(4) The maturity benefit printed on the first page of policy bond is as follows.  



LI 0012/22-23  4 

 

“In the event of life assured surviving the date of maturity a sum equal to Maturity sum 
assured in force after partial surrenders , if any, along with the corresponding loyalty 
addition, if any, shall be payable.”   

(5) In addition to this, Jeevan Saral plan has other unique features, which are not there in 

the conventional plans. 

(a) Auto cover of one year is available if 3 years premium are paid. Eg:- risk cover under 

a policy continues for 12 months from the date of first unpaid premium even if 

subsequent premiums are not paid.. Full death benefit will be payable if death 

occurs during this period. 

(b) If 5 or more years premium are paid under a policy, the special surrender value 

payable under such policy shall be the maturity benefit corresponding to the term 

for which the premiums have been paid. These means that even if a policy holder 

had originally planned for a longer policy term but is not able to continue payment 

of premiums, he can get the maturity benefit assuming that he had originally chosen 

for the lower term. LIC Jeevan Saral is a special plan where the policy holders  get 

the surrender benefit as if he had purchased the policy that lower duration only.   

(c) If a policy is in reduced paid up condition and if the policy holder is not interested to 

surrender the policy immediately, an accumulated value of the paid up amount 

@7.50% will be payable on maturity or at any time he /she withdraws the amount. 

(d) Partial surrender facility is also available under this policy to retain the policy with a 

portion of sum assured by surrendering the other portion, if he/she faces any  

urgent financial need.   

(6) Hence the maturity payment made under this policy is purely as per policy condition. 

Whatever benefits are actually eligible as per terms and conditions of the policy, has 

been informed to the life assured at the inception of the policy itself. Since the 

Complainant has taken the policy at the advanced age of 59 the maturity benefit will be 

less comparing to high death benefit offered.                                                     
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(7) So Honorable Ombudsman may set aside the case as the maturity payment made under 

this policy is purely based on policy condition, printed on the first page of policy bond.  

3. I heard the Complainant and the Respondent Insurer at a Hearing on 19.04.2022. 

The Complainant reiterated the submissions in her original complaint and made known her 

sense of shock and anguish over the fact that she would not even get back the money she 

paid. She stated that she has studied up to 8th standard only and a housewife.  Herself and 

her husband are aged and staying alone.  They have to spend money for their treatment.   

She was lured into buying this policy by the LIC Agent who promised her that upon maturity 

of the policy, she would get Rs. 1 Lakh. Being illiterate, she has not been able to read or 

understand the policy document.  She request that at least the amount she paid should be 

refunded back to her. 

The Respondent Insurer reiterated the submissions made in the SCN. The Death Benefit sum 

and the Maturity sum assured payable are shown clearly on the policy document. Probably 

the Complainant mistook Death Sum Assured of Rs 1 lakh as the amount payable on 

maturity.  This is not the RI’s fault. The amount payable to the Complainant on date of 

maturity of policy is Rs.20,066/-, comprising of the Maturity Benefit of Rs.15796  plus Loyalty 

Addition of Rs.5529 less Rs.1259/- which is unpaid premium due 12/20 with interest. 

4. Having heard both the sides and having perused all the documents submitted in detail, I   
find as under:- 

(1) The Complainant at the age of 59 years purchased the policy styled “LIC Jeevan Saral 

(With Profits)” on 17.03.2010. The premium payable was Rs. 1225 on Quarterly basis.    

The date of maturity of the policy was 17.03.2021. 

(2)  The dispute in the matter is regarding how much is the benefit due to the 

Complainant/Life Assured upon maturity of the policy and the dispute has arisen when 

the Complainant received the maturity claim amount of Rs.20,066. The Complainant 

would have it that the policy ought to pay the Sum Assured promised to her by the 

Agent ie, Rs. 100,000 or at least the amount of premium she paid, namely Rs. 53,900.  
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The RI contends that the policy having matured, they can only pay what the policy 

allows as the Maturity Benefit which is Rs. 15,796 plus the Loyalty Additions accrued to 

the Complainant amounting to Rs.5529 less unpaid premium due 12.20 with interest of 

Rs.1259 , in all a total of Rs. 20,066. 

(3)  The policy in question is a Jeevan Saral policy which has a Death Benefit component and 

a Maturity Benefit component, the latter being dependent on the returns the Insurer 

can earn by investing that part of the premium that has been set aside for the 

investment purpose.   

(4)   Based on the RI’s explanation and from my own reading of the policy, it is found that (a) 

in a Jeevan Saral policy, the insurer is committed to pay a Death Benefit of 250 times the 

monthly premium amount; (b) the premium amount is divided into two parts: the first 

one, the Death Benefit premium is worked out presumably on the basis of approved 

actuarial tables depending on the age of the life-assured; and the balance premium is 

allocated to the Maturity Benefit, which benefit the Insurer has to generate over the 

policy term period by investing that portion of the premium.  

It is significant to note here that the premium is worked out based on the age of the 

proposer and that it is allocated between Death Benefit premium and Maturity Benefit 

premium.  It of course natural that this premium splitting will incline more towards 

Death Benefit premium in case of older persons.  In respect of a younger person, Death 

Benefit premium will be lower and more money will be available towards premium for 

investment to build up the Maturity Benefit.  Ergo, because the Death Benefit is pre-

fixed at policy commencement (in this case, Rs.1,00,000 based on the proposer’s 

request), the Maturity Benefit will “suffer” in case of an older person.  The younger the 

policy buyer is, the narrower the gap between the Death Benefit and Maturity Benefit.  

For a very young man, the Maturity Benefit would be higher amount than the Death 

Benefit – for the simple reason that very little portion of the premium amount is needed 
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for paying the Death Benefit and consequently, more premium is available for 

investment. 

(5) The Complainant would have it that the details of the policy were not explained to her 

and that she was only told that at the end of the policy period she would get Rs.1 Lakh.  

Jeevan Saral is certainly a complex and sophisticated product compared to a standard 

endowment, money back or term policy and a reasonable, unprejudiced observer would 

definitely want to consider whether the policy holder knew what he/she was buying. 

What is most striking when one considers this aspect is the fact that the Complainant is 

illiterate (studied upto 8th standard only).  At the hearing, she came across as someone 

completely at sea when it comes to discussing anything about even the very basics of 

insurance.  It is difficult for any reasonable person to accept that she purchased an 

insurance product of this level of complexity with even the slightest awareness of what 

she was buying.  The common perception among even educated people of life insurance 

is that one pays a periodic premium and if the buyer survives at the end of the policy 

period, he/she is paid an attractive lumpsum.  I cannot accept that an illiterate and poor 

house wife living at a level close to a hand-to-mouth existence would knowingly and 

willingly buy an insurance product that is basically a term insurance with a tiny 

investment-based benefit padding.  She had no idea what she was buying.   

 

(6) I am therefore of the firm view that a clear case of mis-selling has occurred here.  I do 

not believe that an organization with the proven credentials of LIC would normally even 

allow, let alone encourage the kind of predatory and opportunistic selling that the Agent 

concerned has effected in this case and I would prefer to assume that this is a rare 

unfortunate occurrence; suffice it to say that the Complainant is not a fit customer for 

this product.   

 

(7) Even assuming that this was an aberration occurring at the level of an Agent and a junior 

underwriter – which it may well have been – the fact remains that a gross mis-selling 
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has occurred and it is only fair and reasonable that the RI as a responsible entity 

compensate the Complainant.  Though a case may be made out for compensation for 

mental agony, I am constrained by the limited remit that the Insurance Ombudsman 

Rules 2017 impose on me and hence shall confine myself to ordering refund of the 

premiums paid by the Complainant in full.  She would therefore be entitled to receive 

the balance of Rs. 32,575 (total paid premium of Rs.53,900 less Rs.21,325 already paid 

by the RI). 

5. Award  

In the result, I hereby order as under:  

The Complainant being entitled to a full refund of the premium paid by her under policy no. 

797041112, the Respondent Insurer shall refund to the Complainant the balance premium 

amount of  Rs. 32,575.00 (being the balance amount due to her after the Rs.21325/- already paid 

by Respondent Insurer).  

As prescribed in Rule 17(6) of Insurance Ombudsman Rules, 2017, the Insurer shall comply 
with the award within 30 days of receipt of the award and intimate compliance of the same 
to the Ombudsman. 

Dated this, the 31st day of May 2022. 

              
            Girish Radhakrishnan 

INSURANCE OMBUDSMAN 
 

 Copies to : 
 
Ms. Aleyamma M J, 
Thekkel House P O 
Pullurampara (via) 
Thiruvambady 683603. 
 
The Sr. Divisional Manager, 
L.I.C. of India, 
Divisional Office,'Jeevan Prakash', 
Huzur Road,Kozhikode 673 001. 
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