PROCEEDINGS BEFORHE INSURANCE OMBUDSMAN, STATE OF M.P. & C.G.
(UNDER RULE NO: 16(1)/17 OF THE INSURANCE OMBUDSMAN RULE 2017)
OMBUDSMAN, JUSTICE (RETD.) ANIL KUMAR SRIVASTAVA

Mr Santosh Lowanshi X 3 X XXdX X X X X X XX X X X X XXXdGdmplainant
V/s
Reliance NipporLife Insurance Co. LtdX X X X X & X X X XXX Resporent

COMPLAINT NO: BHI936-2122-0115 ORDER NO: IO/BHP/A/LID055 /2021-2022

1. | Name & Address of the Mr Santosh Lowanshi
Complainant 93, Durga Nagar Palda Indore
In front of Bank of India, Indore
Madhya Pradesh 452 001

2. | Policy No: 52674052
Type of Policy Reliancelncreasing Income Insurance Plan
Duration of policy/Policy period 20.06.2016

3. | Name of the insured Mr Santosh Kumar Lowanshi
Name of the policyholder Mr Santosh Kumar Lowanshi

4 Name of the insurer Reliance Nippon Life Insurance Co. Ltd
5. | Date of Repudiation/ Rejection 11.03.2017

6. | Reason for Repudiation/ Rejection Beyond free look period

7

8

9

Date of receipt of the Complaint 07.06.2021
Nature of complaint Mis-selling

.| Amount of Claim --
10. | Date of Partial Settlement --
11. | Amount of relief sought Rs.50,000/

12. | Complaint registered under Rule | Rule No. 13(1)(d) Ins. Ombudsman Rule 2017
13. | Date of hearing/place 17.09.2021at OIO LUCKNOW
14. | Representation at the hearing
1 For the Complainant Mr Santosh Lowanshi
1 For the insurer Archana Pagare
15. Complaint how disposed Allowed
16. Date of Award/Order 17.09.2021

Mr Santosh Lowanslomplainant) hagiled a complaint againsReliance Nippohife Insurance Co. Ltd.

(Respondentgllegingmis-selling.

Brief facts of the Case
1. Contention of thecomplainant- The complainanhas statedthat he is a resident dindore
and has an electronics shop in Indore and that he has been cheated by the agents of the responde
company andBharti Axa.ife Insurance Companies. On 26.01.2016 he received a call from agent name
Mr Ajay Saxena who enquired whether he needs any loan and informed that he can give hiof loa
Rs.10 lacs if he takes a policy worth Rs.1,50;08@mh him. After that he convinced him a lot and then
mis-sold him two insurance policies worth Rs.1,00,0@®/Bharti Axa Life Insurance and B8,000F+ of
Reliance Life Insurance Company. The Agent had also informed him that he should not talk to tl
above insurance companiesltie gets the loan approval. Again he received a call twedcaller
convinced himto invest Rs.10,000/as a recharge amount in Vodaphone and he was continuously
doing the same thing. After this when he contacted the Agent he did not respond and later when h




went to his office there was no such establishmd#é has therefore requestkthis forum for getting
refund of his premium.
2. Contention of the respondent The respondent in their SGive stated that the above policy
wasissued or20.06.2016on the basis of proposal form duly signed and submitted by the complainant.
The policy wadispatched tothe complainant or21.06.20160y Speed Post AWB NoBA501669N.
Customer was in receipt of policy documeamt 25.06.201&nd the complainant had never complauh
about non receipt of the policy documen©On internal findings based on the concerns raised by the
complainant, it was found that there are no tampering or signature forgeries on the proposal form duly
signed by the cmplainant on the basis of whicthe subject policy was issued:he complainant
approached the Company with a request to cancel the captioned polic§9003.2017i.e. after 9
months of issuance of policyAter investigating the complaint and verifying its records, the company
was unable taconsider the request of the complainanfccordingly the complaint wagsolved vide
letter dated 11.03.2017as the complainant had approachedyoad free look period of 15 day3he
complainant had approached after 9 months of issuance of policy whichotisacceptable as
reasonable time period to approach the company with his grievance. The customer has provided r
documentary evidence to substantiate the claim that the policy has beersahisto him by informing
different terms and conditions of the fioy which are actually not available in the captioned policy. It
is pertinent to mention here that the complainant wasreceipt of the policy document and the same
is evident from the POD shared.

The complainant has filed complaint letter, Annex. Vamidl correspondence with respondent, while

respondent have filed SCN with enclosures.

| have heard both the parties at length and perused papers filed on behalf of the complainant as well :

the Insurance Company.

Observation and Conclusioq

Findings:

At the very outset respondent representative submits that as a good gesture respondents are ready ar
prepared to cancel the policy n62674052and refund the premium amount to the insured without any
interest. Complainant also agreed to it. Accordinglgnplaint is allowed.

Order:

22. Complaint is allowed. Respondent are directed to cancel the policy and refund the premium amour
without interest to the insured within 30 days.

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

Date:17.09.2021 Justice (Retd.) Anil Kumar Srivasta®kce:
Lucknow (Insurance Ombudsman)




OMBUDSMAN, Justice (Retd.) Anil Kumar Srivastava
Mr Gulabrao Barde X X X DX X X X X X X X X X X X X X X X X X X Ktd P X dd [/ 2 Y LI
Vis
Bharti Axa Lifdl Y & dzNJ Y OSX X 2 XOX X @ RX XX XXX X X X dehtX X wS & LI2 Y
COMPLAINT NO: BHIP08-2122-0175 ORDER NO: I0/BHP/A/LD061 /2021-2022

1. | Name & Address of the Mr Gulabrao Barde

Complainant At/Post Motidhana

Behind KusunMemorial Hospital NH69
Shahpur, Betul, Madhya Pradesh

2. | Policy No: 502-2811755, 5024126814
Type of Policy Bharti Axa Life Elite Advantage
Duration of policy/Policy period 26.10.2019, 14.05.2020

3. | Name of the insured Mr Gulabrao Barde
Name of thepolicyholder Mr Gulabrao Barde

4 Name of the insurer Bharti Axa Life Insurance Co. Ltd
5. | Date of Repudiation/ Rejection
6. | Reason for Repudiation/ Rejection
7
8
9

Date of receipt of the Complaint | 02.07.2021
Nature of complaint Mis-selling
. | Amount of Claim --

10. | Date of Partial Settlement --

11. | Amount of relief sought Refund of premium Rs.81,198/
12. | Complaint registered under Rule | Rule No. 13(1)(d) Ins. Ombudsman Rule 2017
13. | Date ofhearing/place 27.09.2021at OIO LUCKNOW
14. | Representation at the hearing
{1 For the Complainant Gulabrao Barde
1 For the insurer Abhishek Kiro
15. Complaint how disposed Allowed
16. Date of Award/Order 27.09.2021

Mr GulabraoBarde (Complainant) has filed a complaint against Bharti Axa Life Insurance Co. Lt

(Respondent) alleging meelling.

Brief facts of the Case
3. Contention of the complainant The complainant has statetiat he is a victim of fraud and
mis-selling by multiple brokers and that he had an insurance policy from SBI Life. In July 2019 |
received a phone call from IRDA where he was promised recovery of agent commission worth Rs.2 |:
and was asked to take omsurance from HDFC life. This way he was sold HDFC policy numbe
21656783 with premium of Rs. 20,000/Later in August 2019 he was sold another policy from India
First with premium of Rs.35,000 with the promise that the premium paid to HDFC will alstubsed.
This way he was sold the above policy of respondent company. These fraud agents kept selling h
multiple policies giving one story or other and every time they increased the commission amount tc
Rs.5 lakhs. He had also written to the GRhefrespondent but has not got any response so far. He
has therefore requested this forum for getting cancellation of his policies and refund of his premium.
4. Contention of the respondent- The respondent in their SCN hastated that the above
policies wee issued to the complainant and pursuant to the complaint the parties have agreed to




settle by refunding the premium amount of R&L,198+ to the complainant towards full and final
settlement.
The complainant has filed complaint letter, Annex. VI A amdespondence with respondent, while
respondent have filed SCN with enclosures.
| have heard both the parties at length and perused papers filed on behalf of the complainant as well :
the Insurance Company.
Observation and Conclusion
At the very outset respondent representative submits that as a good gesture respondents are ready ar
prepared to cancel both the policies n&02-2811755, 5024126814andrefund the premium amount to
the insured without any interest. Complainant alsoeept to it. Accordingly complaint is allowed.
Order:=
Complaint is allowed. Respondent are directed to cancel both the policies and refund the premiur
amount without interest to the insured within 30 days.

Let copies of the order be given to both tharties.

Date: 27.09.2021 Justice (Retd). Anil Kumar Srivastava
Place: Lucknow Insurance Ombudsman

OMBUDSMAN, Justice (Retd.) Anil Kumar Srivastava
MsPriyanshi SharmaX X X dX X X X X XXX XX XXX XXX XXXXDPDPX DD [/ 2 YL
V/s
Bharti Axa Lifdl y & dzNJ Yy OSX X 2 XX X @ RX XOX XXX X X X dehtX X wS & LI2 ¥
COMPLAINT NCBHRL-00821220251 ORDER NO: IO/BHP/A/L0059 /2021-2022

1. | Name & Address of the Ms Priyanshi Sharma
Complainant TG/26 Barna
Colony Bari District
Raisen
2. | Policy No: 501-9716538
Type of Policy Bharti Axa Life Elite Advantage Plan
Duration of policy/Policy period 28.07.2019
3. | Name of the insured Ms Priyanshi Sharma
Name of the policyholder Ms Priyanshi Sharma

Name of the insurer Bharti Axa Life Insurance Co. Ltd

Date of Repudiation/ Rejection

Reason for Repudiation/ Rejection

Nature of complaint Mis-selling

4
5
6.
7. | Date of receipt of the Complaint 28.07.2021
8
9

Amount of Claim --

10. | Date of Partial Settlement --

11. | Amount of relief sought Rs.49,997/
12. | Complaint registered under Rule | Rule No. 13(1)(d) Ins. Ombudsman Rule 2017
13. | Date of hearing/place 27.09.2021at OIO LUCKNOW
14. | Representation at thehearing
1 For the Complainant Priyanshi Sharma
1 For the insurer Abhishek Kiro
15. Complaint how disposed Allowed

16. Date of Award/Order 27.09.2021




Ms PriyanshiSharma (Complainant) has filed a complaint against Bharti Axa Life Insurance Co. LI
(Respondent) alleging melling.
Brief facts of the Case
Contention of the complainant The complainant has stated that she is daughter of Mr Manohar Lal and
Mrs Suman Sharma and that she wants to report gross fraud by more than 10 brokers with his father N
Manohar Lal. For the past three years, these brokers had been swindling monehifdather with the
promise of building a monthly pension of approx Rs.50,008f month. Her father is a semi literate and
could not understand and has fallen sick when he realized about the fraud and that all his life savings
been looted by the wkers and Agents. Her brother Mr Pankaj Sharma had been working at Bhopal an
was not in touch with his family and it was post sickness of his father, he visited him and realized abo
the total fraud which the reasons for his poor health. It appears thare than 10 brokers and 10
insurance companies were involved in the fraud / loot. He has also stated that his father is 56/57 years
age and with a income of Rs.40,000£r month how he will commit annual premium of Rs.15,00,000/.
She and her brothewere living in different cities and have not signed any proposal form. She has
therefore requested this forum for getting refund of his premium.
5. Contention of the respondent The respondent in theiSCN have stated that the above policy
was issued to the complainant and pursuant to the complaint the parties have agreed to settle b
refunding the premium amount of Rs.49,99% the complainant towards full and final settlement.
The complainant hasléid complaint letter, Annex. VI A and correspondence with respondent, while
respondent have filed SCN with enclosures.
| have heard both the parties at length and perused papers filed on behalf of the complainant as well
the Insurance Company.
Observaton and Conclusion
At the very outset respondent representative submits that as a good gesture respondents are ready ar
prepared to cancel the policy n601-9716538and refund the premium amount to the insured without
any interest. Complainant also agreed to it. Accordingly complaint is allowed.
Order:
Complaint is allowed. Respondent are directed to cancel the policy and refund the premium amour
without interestto the insured within 30 days.

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

Date: 27.09.2021 Justice (Retd). Anil Kumar Srivastava
Place: Lucknow Insurance Ombudsman

OMBUDSMAL, Justice (Retd.) Ail Kumar Srivastava
Mrs Suman SharmaX X X PX X XX XXX XX XXX XXX XXXXXPDPX DD [ 2 Y LI
Vis
Bharti Axa Lifdl y & dzNJ Yy OSX X 2 XX X @ RX XX XXX X X X dehtX X wS & L2 Y
COMPLAINT NCBHRL-00821220253 ORDER NO: I0/BHP/A/LOD60 /2021-2022

1. | Name &Address of the Mrs Suman Sharma
Complainant TG/26 Barna
Colony Bari District
Raisen
2. | Policy No: 501-7659011
Type of Policy Bharti Axa Life Elite Advantage Plan
Duration of policy/Policy period 28.07.2019




3. | Name of the insured Mrs Suman Sharma
Name of thepolicyholder Mrs Suman Sharma

Name of the insurer Bharti Axa Life Insurance Co. Ltd

Date of Repudiation/ Rejection

Date of receipt of the Complaint | 28.07.2021

Nature of complaint Mis-selling

4
5.
6. | Reason for Repudiation/ Rejection
7
8
9

Amount of Claim --

10. | Date of Partial Settlement

11. | Amount of relief sought Rs.49,997/

12. | Complaint registered under Rule | Rule No. 13(1)(d) Ins. Ombudsman Rule 2017
13. | Date of hearing/place 27.09.2021at OIOLUCKNOW
14. | Representation at the hearing
1 For the Complainant Suman Sharma
1 For the insurer Abhishek Kiro
15. Complaint how disposed Allowed
16. Date of Award/Order 27.09.2021

Mrs. Suman Sharma (Complainant) has filed a complaint against Bharti Axa Life Insurance Co. |
(Respondent) alleging m&elling.
Brief facts of the Case

Contention of the complainant The complainant has stated that she is wife of Wanohar Lal and that

she wants to report gross fraud by more than 10 brokers with her husband Mr. Manohar Lal. For the pa
three years, these brokers had been swindling money from her husband with the promise of building
monthly pension of approx RsO®00- per month. Her husband is a sehtérate and could not
understand and has fallen sick when he realized about the fraud and that all his life savings has be
looted by the brokers and Agents. Her son Mr Pankaj Sharma had been working at Bitbpakanot in
touch with his father and it was post sickness of his father, he visited him and realized about the totz
fraud which the reasons for his poor health. It appears that more than 10 brokers and 10 insuranc
companies were involved in the fraudoot. He has also stated that her husband is 56/57 years of age
and with an income of Rs. 40,00@kr month how he will commit annual premium of Rs.15,00,000/. Her
daughter were living in different cities and have not signed any proposal form. Sh#hdratore
requested this forum for getting refund of his premium.

Contention of the respondent The respondent in their SCN have stated that the above policy was issuec
to the complainant and pursuant to the complaint the parties have agreed to seytleetunding the
premium amount of Rs. 49,997/ to the complainant towards full and final settlement
The complainant has filed complaint letter, Annex. VI A and correspondence with respondent, whil
respondent have filed SCN with enclosures.
| have heardboth the parties at length and perused papers filed on behalf of the complainant as well ac
the Insurance Company.

Observation and Conclusion
At the very outset respondent representative submits that as a good gesture respondents are ready ar
prepared to cancel the policy n601-7659011and refund the premium amount to the insured without
any interest. Complainant also agreed to it. Accordingly complaint is allowed.




Order:=
Complaint is allowed. Respondent are directed to cancel the policy and refund the premium amour
without interest to the insured within 30 days.

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

Date: 27.09.2021 Justice (Retd). Anil Kumar Srivastava
Place: Lucknow Insurance Ombudsman

OMBUDSMALN, Justice(Retd.) Anil Kumar Srivastava
Mr Manohar Sharma X X X DX X X X X X X X X X X X XX XXX XXX PDX DD [/ 2 YL
V/s
Bharti Axa Lifdl y & dzNJ Y OSX X 2 XX X @ RX XX XXX X X X dehtX X wS & L2 Y
COMPLAINT NCBHRL-00821220254 ORDER NO: I0/BHP/A/LOD58 /2021-2022

1. | Name & Address of the Mr Manohar Sharma
Complainant TG/26 Barna
Colony Bari District
Raisen
2. | Policy No: 501-5852980
Type of Policy Bharti AxalLife Elite Advantage Plan
Duration of policy/Policy period 31.05.2017
3. | Name of the insured Mr Manoher Lal Sharma
Name of the policyholder Mr Manoher Lal Sharma
4. | Name of the insurer Bharti Axa Life Insurance Co. Ltd
5. | Date of Repudiation/ Rejection
6. | Reason forRepudiation/ Rejection
7. | Date of receipt of the Complaint 28.07.2021
8. | Nature of complaint Mis-selling
9. | Amount of Claim -
10. | Date of Partial Settlement --
11. | Amount of relief sought Rs.50,000/
12. | Complaint registered under Rule | Rule No. 13(1)(d) Ins. Ombudsman Rule 2017
13. | Date of hearing/place 29.09.2021at OIO LUCKNOW
14. | Representation at the hearing
1 For the Complainant Mr Manohar Sharma
1 For the insurer Abhishek Kiro
15. Complaint how disposed Allowed
16. Date of Award/Order 29.09.2021

Mr Manohar Lal Sharma (Complainant) has filed a complaint against Bhartiifdxmsurance Co. Ltd.
(Respondent) alleging mgelling.
Brief facts of the Case

Contention of the complainant The complainant has stated that he heants to report gross fraud by
more than 10 brokers. For the past three years, these brokers had been swindling money from him wi
the promise of building a monthly pension of approx Rs.50,008f month. He is a semi literate and
could not understanénd has fallen sick when he realized about the fraud and that all his life savings ha
been looted by the brokers and Agents. His son is working at Bhopal and was not in touch with his fam




poor health.

and it was post his sickness, he visited him and realizedtabeuotal fraud which the reasons for his
It appears that more than 10 brokers and 10 insurance companies were involved in th
fraud / loot. He is 56/57 years of age and with a income of Rs.40,@p@d/month how he will commit
annual premum of Rs.15,00,000/., He and his sister were living in different cities and have not signed ar
proposal form. He has therefore requested this forum for getting refund of his premium.

Contention of the respondent The respondent in their SCN have sththat the above policy was issued

to the complainant and pursuant to the complaint the parties have agreed to settle by refunding the

premium amount of Rs.50,000/f to the complainant towards full and final settlement.

The complainant has filed complaimetter, Annex. VI A and correspondence with respondent, while
respondent have filed SCN with enclosures.
| have heard both the parties at length and perused papers filed on behalf of the complainant as well as tt
Insurance Company.

Observation and Conuakion-

At the very outset respondent representative submits that as a good gesture respondents are ready ar
prepared to cancel the policy n601-5852980and refund the premium amount to the insured without any
interest. Complainant also agreed to it. Accordingly complaint is allowed.

Order=-

a)

b)

Complaint is allowed. Respondent are directeccémcel the policy andefund the premium amount
without interestto the insured within 30 days.
Let copies of the order be given to both the parties.

Date: 29.09.2021
Place: Lucknow

Justice (Retd). Anil Kumar Srivastava

Insurance Ombudsman

Mr Shishir SharmaX X X PX X X X X X X X X X X X X X X X X XXX DPPX DD

V/s

/[ 2 YL

Bharti Axa Lifd. y & dzNJ Y OSX X 2 XX X @ RX XOX XXX X X X dehtX X wS & LI2

COMPLAINT NO: BHI08-2122-0260 ORDER NO: I0/BHP/A/LO062 /2021-2022

1. | Name & Address of the Mr Shishir Sharma
Complainant G-4/338, 339
Ganga Jamuna Apartment
E8, Trilanga, Shahpura, Bhopal
2. | Policy No: 5027136372
Type of Policy Bharti Axa Life Secure Income Plan
Duration of policy/Policy period 28.08.2020
3. | Name of the insured Mr Shishir Sharma
Name ofthe policyholder Mr Shishir Sharma
4. | Name of the insurer Bharti Axa Life Insurance Co. Ltd
5. | Date of Repudiation/ Rejection
6. | Reason for Repudiation/ Rejection
7. | Date of receipt of the Complaint 03.08.2021
8. | Nature ofcomplaint Mis-selling
9. | Amount of Claim --
10. | Date of Partial Settlement --
11. | Amount of relief sought Refund of premium amount of Rs.30,000/
12. | Complaint registered under Rule | Rule No. 13(1)(d) Ins. Ombudsman Rule 2017
13. | Date ofhearing/place 29.09.2021at OIO LUCKNOW




14. | Representation at the hearing
1 For the Complainant Mr Shishir Sharma
{1 For the insurer Abhishek Kiro

15. Complaint how disposed Allowed

16. Date of Award/Order 29.09.2021

Mr Shishir Sharma (Complainant) has filed a complaint against Bharti Axa Life Insurance Co. L
(Respondent) alleging melling.
Brief facts of the Case

Contention of the complainant The complainant has stated that he is a victim of fraud /-seling and

that he resides in a Semi Urban area doing a small business with a monthly income of Rs.a28@00/
that he received a call from telecaller who took his financial condition soadivantage, told him about
interest free loan scheme. He has further stated that he was sold the above policy on the pretext of &
interest free loan of Rs. 3 lakhs. Due to insufficient knowledge of insurance products, he could n
differentiate between policy papers with that of loan processing formalities and kept on trusting the
above the Agent of the respondent company. He has also informed that he has not met any Agent at
the above policy was sold over phone. Further he has not signed any prdjposaland that his
signatures are forged. He was misguided by agent who instructed him not to disclose information abo
the offer on the verification call. He has therefore requested this forum for getting cancellation of his
policies and refund of his pmium.

Contention of the respondent The respondent in their SCN have stated that the above policies were
issued to the complainant and pursuant to the complaint the parties have agreed to settle by refundin
the premium amount of Rs.29,999b the conplainant towards full and final settlement.
The complainant has filed complaint letter, Annex. VI A and correspondence with respondent, whil
respondent have filed SCN with enclosures.
| have heard both the parties at length and perused papers filed omalbehthe complainant as well as the
Insurance Company.
Observation and Conclusion
At the very outset respondent representative submits that as a good gesture respondents are ready ar
prepared to cancel the policy n602-7136372and refund the premium amount to the insured without any
interest. Complainant also agreed to it. Accordingly complaint is allowed.
Order:
Complaint is allowed. Respondent are directed to cancel the policy and refund the premium amount withot
interestto the insured within 30 days.

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

Date: 29.09.2021 Justice (Retd). Anil Kumar Srivastava
Place: Lucknow Insurance Ombudsman




OMBUDSMAN, Justice (Retd.) Anil Kumar Srivastava
Mr Pankaj Sharma X X X X X X X X X X X X X X X X X X X X XX X DX DD [/ 2 Y LIK
Vis
Bharti Axa Lifdl Y & dzNJ Y OSX X 2 XOX X @ RX XX XXX X X X dehtX X wS & LI2 Y
COMPLAINT NCBHRL-00821220252 ORDER NO: I0/BHP/A/LD063/2021-202

1. | Name & Address of the Mr Pankaj Sharma
Complainant TG/26 Barna
Colony Bari District
Raisen
2. | Policy No: 501-9711588
Type of Policy Bharti Axa Life Elite Advantage Plan
Duration of policy/Policy period 19.07.2019
3. | Name of the insured Mr Pankaj Sharma
Name of the policyholder Mr Pankaj Sharma
4. | Name of the insurer Bharti Axa Life Insurance Co. Ltd
5. | Date of Repudiation/ Rejection -
6. | Reason for Repudiation/ Rejection --
7. | Date of receipt of the Complaint | 28.07.2021
8. | Nature of complaint Mis-selling
9. | Amount of Claim --
10. | Date of Partial Settlement --
11. | Amount of relief sought Rs.96,942/
12. | Complaint registered under Rule | Rule No. 13(1)(d) Ins. Ombudsman Rule 2017
13. | Date of hearing/place 29.09.2021at OIO LUCKNOW
14. | Representation at the hearing
1 For the Complainant Mr Pankaj Sharma
1 For the insurer Abhishek Kiro
15. Complaint how disposed Allowed
16. Date of Award/Order 29.09.2021
Mr Pankaj Sharma (Complainant) has filed a complaint against BhartiLé&alnsurance Co. Ltd.

(Respondent) alleging melling.

Brief facts of the Case

Contention of the complainant The complainant has stated that he is son of Mr Manohar Lal and Mrs
Suman Sharma and that he wants to report gross fraud by more than 10 brokers with his father V
Manohar Lal. For the past three years, these brokers had been swindling money from his father with tf
promise of building a monthly pension of approx Rs.60,@er month. His father is a semi literate and
could not understand and has fallen sick when he realized about the fraud and that all his life savings h
been looted by the brokers and Agents. He is working at Bhopal and was not in touch with lyisafami

it was post sickness of his father, he visited him and realized about the total fraud which the reasons fi
his poor health. It appears that more than 10 brokers and 10 insurance companies were involved in tt
fraud / loot. He has also stated thhts father is 56/57 years of age and with a income of Rs.40,@@0/
month how he will commit annual premium of Rs.15,00,000/., He and his sister were living in differen




cities and have not signed any proposal form. He has therefore requested this forueatting refund
of his premium.

Contention of the respondent The respondent in their SCN have stated that the above policy was issuec
to the complainant and pursuant to the complaint the parties have agreed to settle by refunding the
premium amountf Rs.96,942/to the complainant towards full and final settlement.
The complainant has filed complaint letter, Annex. VI A and correspondence with respondent, whil
respondent have filed SCN with enclosures.
| have heard both the parties at lengémd perused papers filed on behalf of the complainant as well as
the Insurance Company.

Observation and Conclusion

At the very outset respondent representative submits that as a good gesture responaenteady and
prepared to cancel the policy n601-9711588and refund the premium amount to the insured without any
interest. Complainant also agreed to it. Accordingly complaint is allowed.

Order:

Complaint is allowed. Respondent are directedanael the policy and refund the premium amount without
interest to the insured within 30 days.

Let copies of the order be given to both the patrties.

Date: 29.09.2021 Justice (Retd). Anil Kumar Srivastava
Place: Lucknow Insurance Ombudsman

OMBUDSMAN; Justice (Retd.) Anil Kumar Srivastava
Mr Rakesh Meena X BX X DX X X X X X X X X X X XXX XXX XXX PDXPD /[ 2 Y LIH
V/s
Bharti Axa Lifdl y & dzNJ Yy OSX X 2 XX X @ RX XOX XXX X X X dehtX X wS & LI2 ¥
COMPLAINT NCBHRL-00821220263 ORDER NO: I0/BHP/A/LD064/2021-2022

1. | Name & Address of the Mr Rakesh Meena

Complainant H.No.15, Vill Navipur Podboraha
Teh Shyampur, Sehore

Madhya Pradesh 466 661

2. | Policy No: 502-1069520
Type of Policy Bharti Axa Life Secure Income Plan
Duration of policy/Policy period 14.10.2019

3. | Name of the insured Mr Rakesh Meena
Name of the policyholder Mr Rakesh Meena

Name of the insurer Bharti Axa Life Insurance Co. Ltd

Date of Repudiation/Rejection

Date of receipt of the Complaint 04.08.2021

Nature of complaint Mis-selling

4
5.
6. | Reason for Repudiation/ Rejection
7
8
9

Amount of Claim --

10. | Date of Partial Settlement

11. | Amount of relief sought Rs.50,000/ only

12. | Complaint registered under Rule | Rule No. 13(1)(d) Ins. Ombudsman Rule 2017
13. | Date of hearing/place 29.09.2021at OIO LUCKNOW

14. | Representation at the hearing




1 For the Complainant Mr Rakesh Meena
1 For the insurer Abhishek Kiro

15. Complaint how disposed Allowed

16. Date of Award/Order 29.09.2021

Mr Rakesh Meena (Complainant) has filed a complaint against Bhartif@dasurance Co. Ltd. (Respondent)

alleging misselling.
Brief facts of the Case
Contention of the complainant The complainant has stated that he is son of Mr Om Prakash Meena
and a resident of SehoreHe has further stated that on 14.10.2019 some unknown persons had cheatec
him and made policy No.56069520 of respondent company on payment of Rs.50,060¢ has further
stated that he received a call from Mr Rakesh Agrawal who told him that hdlirgdaom Bajaj Finance
Co. from Delhi and that his company is giving him loan of Rs.5,00,8@@inst this loan he has to take a
policy on payment of Rs.50,00@er year for 10 years and that he need not pay any interest on the loan.
Further when thepolicy gets matured he would have repaid the loan by way of paying yearly premium
and that whatever maturity benefits are due will get paid to the respondent Company from where he ha:
taken the above policy and he will not have any right over the matanitypunt. As he was in need of
money, he contacted the Bhopal branch office of respondent company and as advised by the caller, |
submitted his Aadhar card, PAN card, one cheque leaf, copy of one cancelled cheque, one photo &
copy of his bank passbookhd caller had informed him that after submission of above documents, he
will receive the policy within a month. As he believed whatever was told by the caller, he borrowec
money and deposited the amount towards the policy anticipating that aftei3 @ay the loan amount
will be transferred to his bank account. He had to now pay interest on the money he had borrowed fo
payment of premium. He has also stated that he is from a poor family, a farmer and is facing a lot
difficulties and not able to ruhis family then how he can pay the premium. He has therefore requested
this forum for getting refund of his premium.
Contention of the respondent The respondent in their SCN have stated that the above policy was issuec
to the complainant and pursuant tthe complaint the parties have agreed to settle by refunding the
premium amount of Rs.49,999/ to the complainant towards full and final settlement.
The complainant has filed complaint letter, Annex. VI A and correspondence with respondent, whil
respandent have filed SCN with enclosures.
| have heard both the parties at length and perused papers filed on behalf of the complainant as well ¢
the Insurance Company.

Observation and Conclusion
At the very outset respondent representative submits thatagood gesture respondents are ready and
prepared to cancel the policy n802-1069520 andefund the premium amount to the insured without
any interest. Complainant also agreed to it. Accordingly complaint is allowed.

Order:=
Complaint is allowed. Respondent are directed to cancel the policy and refund the premium amour
without interest to the insured within 30 days.

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

Date: 29.09.2021 Justice (Rel). Anil Kumar Srivastava
Place: Lucknow Insurance Ombudsman




OMBUDSMAL, Justice (Retd.) Anil Kumar Srivastava
Mr5dzNBSEK aiaRNMPXXXXXEKEKEKXXXXXXXXXXDPOXPD [ 2Y
Vis
HDFC Standard A FS L y & dzNJ XXOSX X X2diX X XIXRX XX XXAX MehtX X w S & LJ2 v
COMPLAINT NO: BHI®19-2122-0225 ORDER NO: IO/BHP/A/L0065/2021-2022

1. | Name & Address of the Mr Durgesh Mishra
Complainant Ward No.1 H No.72 Sakhi Road
Mudariya, Beohari, Shahdol
2. | Policy No: 22218209
Type of Policy HDFC Life Sampoorn Samridhi Plus
Duration of policy/Policy period 17.01.2020
3. | Name of the insured Mr Durgesh Mishra
Name of the policyholder Mr Durgesh Mishra
4. | Name of the insurer HDFC Standardife Insurance Co.Ltd.
5. | Date of Repudiation/ Rejection 08.02.2021
6. | Reason for Repudiation/ Rejection Beyond free look period
7. | Date of receipt of the Complaint | 19.07.2021
8. | Nature of complaint Mis-selling
9. | Amount of Claim --
10. | Date of Partial Settlement --
11. | Amount of relief sought Refund my premium amount (Rs.25,000/
12. | Complaint registered under Rule | Rule No. 13(1)(d) Ins. Ombudsman Rule 2017
13. | Date of hearing/place 29.09.2021 at OlIO, LUCKNOW
14. | Representation at the hearing
1 For the Complainant Mr Durgesh Mishra
1 For the insurer Abhishek Kiro
15. Complaint how disposed Allowed
16. Date of Award/Order 29.09.2021
Mr Durgesh Mishra (Complainant) has filed a complaint against HDFC Standard Life Insurance Co.

(Respondent) alleging melling.

Brief facts of the Case

Contention of the complainant The complainant has stated that he is a resident of Madhya Pradesh
and that his father who is 55 years old has been a victim of fraud of above policy. He has further stat:
that his father had been cheated with promise of recovery of money from higee&BI policy which had
lapsed. His father received a phone call where the caller introduced himself as IRDA official and promis
recovery of money and agent commission of over 1 lakh and asked him to open an account with HD
Life and mis sold the ale policy where his son i.e. complainant was the life assured. They called hin
once again and asked him to open account in his name and sold him policies of Bharti Axa and india F
Life. Even in verification calls, all callers did not disclose anyprdeatures. He has further stated that

at his age his father does not need any insurance and does not want to pay any premium. He h
therefore approached this forum for cancellation of policy and refund of premium amount.




Contention of the respondent The respondent in their SCN hastated that after going through the key
benefits and terms of the products, the complainant chose to availthe subject policy of the Company o
crystal clear terms and conditions of the said policy as envisaged in thg pplatication cum proposal
form which was duly signed and submitted by the complainant. Policy was issued on 17.01.2020 for
policy term of 15 years and premium paying term of 10 years. Respondent have denied everythir
mentioned in the complaint of theomplainant. However, as an exception, the company has decided to
cancel the captioned policy and refund the premiums paid by the complainant.

The complainant has filed complaint letter, Annex. VI A and correspondence with respondent, whil
respondenthave filed SCN with enclosures.

| have heard both the parties at length and perused papers filed on behalf of the complainant as well :
the Insurance Company.

Observation and Conclusion

At the very outset respondent representative submits that as adggesture respondents are ready and
prepared to cancel the policy n8221820%ndrefund the premium amount to the insured without any
interest. Complainant also agreed to it. Accordingly complaint is allowed.

Order=-

Complaint is allowed. Respondent are directed to cancel the policy and refund the premium amour
without interestto the insured within 30 days.

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

Date: 29.09.2021 Justice (Retd). Anil Kumar Srivastava
Place: Lucknow Insurance Ombudsman

OMBUDSMAN; Justice (Retd.) Anil Kumar Srivastava
Mrb F NBYRNF { / KXEZKXEXXXXXXXXXXXXXXXXXOPOXDPD /[ 2
V/s
HDFC Standard A TS L Y & dzNJ XXX X XdiX X XiXRX XX XXX MehtX X wS & L2 Y
COMPLAINT NO: BHIP19-2122-0226 ORDER NO: I0/BHP/A/LD066/2021-2022

1. | Name & Address of the Mr Narendra Singh Chauhan

Complainant B-130 Aakriti Garden Nehru Nagar
Bhopal 462 003

2. | Policy No: 21592044
Type of Policy HDFC Life Classic Assure Plus
Duration of policy/Policy period 21.06.2019

3. | Name of the insured Miss Mahima Chauhan
Name of the policyholder Mr Narendra Singh Chauhan

4. | Name of the insurer HDFC Standardife Insurance Co.Ltd.

5. | Date of Repudiation/ Rejection

6. | Reason forRepudiation/ Rejection

7. | Date of receipt of the Complaint 19.07.2021

8. | Nature of complaint Mis-selling

9. | Amount of Claim --

10. | Date of Partial Settlement --

11. | Amount of relief sought Rs.1,95,869/

12. | Complaint registered under Rule | Rule No. 13(1)(d) Ins. Ombudsman Rule 2017

13. | Date of hearing/place 29.09.2021at OIO LUCKNOW




14. | Representation at the hearing
1 For the Complainant Mr Narendra S Chauhan
1 For the insurer Abhishek Kiro

15. Complaint how disposed Allowed

16. Date of Award/Order 29.09.2021

Mr Narendra Singh Chauhan (Complainant) has filed a complaint against HDFC Standard Life Insurance

Ltd.

(Respondent) alleging rreslling.

Brief facts of the Case

Contention of the complainant The complainant has stated that he received a call from Mr Vikas
Bindra, Agent of the respondent company in April 2019 who informed that due to non payment of
premium the policy which he had taken in 2011 had become dead and if he pays Rs.9%hGadh
cheque in favour of HDFC Life Insurance then he will get Rs.2,28000@Yaturity in March 2021. As the
benefits appeared to be good he gave his consent. Later when the caller enquired about his age,
informed that he is 64 years of age and the aallerefore advised him to take the policy in the name of
his daughter for more benefits to which also he consented. Mr Vikas Bindra sent his person to mr
daughter at Pune and completed all the formalities to be done at her end and sent another persen to m
at Bhopal and got all the formalities to be completed by me and collected a cheque for Rs.Q9%G00/
was asked to say that he wanted to buy an insurance policy when the confirmation call from the compar
comes and he did the same. Later when he reakive policy bond in July 2019, he kept in safe custody
without even reading it. In June 2020 when an amount of Rs.96,86% deducted from his SBI account
and later when he received a message from respondent company that the premium against polic
N0.21592044 has been received. He therefore visited the Bhopal office of respondent company wh
informed that he cannot cancel the policy then and that the policy is in the name of his daughter and wi
mature in 2034 and every year till 2028 he has to dapgm&mium of Rs.94,737/He has also stated that
with his pension he is not in a position to remit this amount of premium every year and has therefore
requested for cancellation of policy and refund of premium of Rs.1,95;86%josited by him. He had
also written to the respondent on 09.03.2021 for the same but has not got any response so far.
Contention of the respondent The respondent in their SCN hastated that after going through the key
benefits and terms of the products, the complainant choseavail the subject policy of the Company on
crystal clear terms and conditions of the said policy as envisaged in the policy application cum propos
form which was duly signed and submitted by the complainant. Policy was issued on 20.06.2019 for
policy term of 15 years and premium paying term of 10 years on payment of premium of Rs.99,000/
Respondent have denied everything mentioned in the complaint of the complainant. However, as a
exception, the company has decided to cancel the captioned patidyrefund the premiums paid by the
complainant.

The complainant has filed complaint letter, Annex. VI A and correspondence with respondent, whil
respondent have filed SCN with enclosures.

| have heard both the parties at length and perused papers @ilethehalf of the complainant as well as
the Insurance Company.

Observation and Conclusion

At the very outset respondent representative submits that as a good gesture respondents are ready ar
prepared to cancel the policy n81592044 andefund the pemium amount to the insured without any
interest. Complainant also agreed to it. Accordingly complaint is allowed.



Order:=
Complaint is allowed. Respondent are directed to cancel the policy and refund the premium amour
without interest to the insured within 30 days.

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

Date: 29.09.2021
Place: Lucknow

Justice (Rel). Anil Kumar Srivastava
Insurance Ombudsman

PROCEEDINGS BEFORE
THE INSURANCE OMBUDSMAN, STATE OF ODISHA
(UNDER RULE NO: 16(1)/170f
THE INSURANCE OMBUDSMAN RULES, 2017)
OMBUDSMAN Shri Suresh Chandra Panda

CASE OF (Dillip Kumar Mohapatra vs HDFC Life Insurance)
COMPLAINT REF: NO: 81921220167
AWARD NO: BHU2021-2022064

1. | Name & Address of the Dillip Kumar Mohapatra

Complainant Plot No. 1859/2247, Kapil Prasad,
Ananta Nagar, Lane No. 4
Bhubaneswar 751002.

Policy No: 21020211

Type of Policy Life

Duration of policy/Policy period | 28.12.2018

Name of the insured

Name of the policyholder

Dillip Kumar Mohapatra

do

Name of the insurer

HDFC Life Insurance

Date of Repudiation NA
Reason for repudiation NA
Date ofadmission of the 13.07.2021
Complaint

Nature of complaint Mis-selling




9. | Amount of Claim Rs.26,250

10. | Date of Partial Settlement NA

11. | Amount of relief sought Rs.26,250

12. | Complaint registered under Rule | Rule 13 of IO Rules
no: of Insurance Ombudsman
Rules

13. | Date of hearing/place 01.09.2021/ Bhubaneswar

14. | Representation at the hearing

1 For the Complainant Dillip Kumar Mohapatra

1 For the insurer Sumit SahaDFC Life Insurance
15 Complaint how disposed Dismissed
16 Dateof Award/Order 01.09.2021

17) Dillip Kumar Mohapatrgherein after referred to as the complainant) had filed a complaint agai¥C
Life Insurancéherein after referred to as the respondent Insurance company) allegingetiing.

18) Cause otomplaint

0 [/ 2YLX | AV I HillipGdmat MdBagirs goinplained that some agents had victimized him by
selling one policy as a single premium policy and on maturity the amount would be paid with some bonu
But when the complainant received theolcy bond, it was clear that the mode of payment of premium
against the questioned policy was yearly . It was not possible on the part of the customer to make yeatr
mode of payment of premium. As the Insurer did not resolve his case for cancellatiomeaind of
premium, he has approached the Office of Insurance Ombudsman to cancel the policy and refund tt
premium.

00 LV adzNE NIDhe IndutdiBadgieS that the policy No. 21020211 was issued on the basis of dul
submitted proposal form, illustteon, customer consent document, initial cheque submitted by the
complainant for the policy with a yearly premium of Rs 25686/ a policy term and premium paying term

of 15 and 10 years respectively. The policy bond was dispatched to the corresporadigitess of the policy
holder. The complainant had not exercised the Free Look Cancellation option in due time. Only after 02 ye:
of receipt of policy bond, the complainant was approaching the Ombudsman fesattisg and refund of
premium. Again, bef@ issuance of the policy the customer service team of the Insurer had conducted ¢
Welcome Calling to ensure that the customer has understood well all the policy details, verified th
credentials of the customer and confirmed other formal notifications #émereafter the policy was issued.
The complainant had successfully completed the PCVC done through the mobile number provided in t
proposal form and the customer gave the consent to issue the policy. Under the said circumstances, tl
Insurer had submittd that the complaint was devoid of any substance and the complaint should be
dismissed.

19) Reason for Registration of Compla#gcope of the Insurance Ombudsman Rules 2017.



This is a complaint against rsslling.

20) The following documents weplaced for perusal.
a) Photo copies of policy documents.
b) Photo copy of representation to Insurer and its reply.

21)Result of hearing with both parties (Observations & Conclusio®n perusal of all the papers,
documents submitted and submissions made by both the parties it was found that after submission of th
proposal form along with all the related documents like KYC etc. and the money, the policy was issued witl
successful RIC with the complainant. Then the policy bond was dispatched to the customer with the option
of FREE LOOK CANCELLATION option. But the complainant did not exercise the same. After about 02 ye
commencement of the policy, the complainant wanted to canthe policy and get back the premium
amount. The Insurer had rendered life insurance protection to the customer and now the customer ha
broken the insurance contract unilaterally. Under these circumstances the Insurer cannot cancel and refut
the premium under the said policy. Hence, the Forum opines that the complaint is to be dismissed.

AWARD

Taking into account the facts & circumstances of the case and the submissions made
both the parties during the course of hearing, theomplaint is treated as dismissed.

Dated at Bhubaneswar on 01st Day of September, 2021.

(SHRI SURESH CHANDRA PANDA
INSURANCE OMBUDSMAN
FOR THE STATE OF ODISHA



PROCEEDINGS BEFORE
THE INSURANCE OMBUDSMAN, STADEISIHA
(UNDER RULE NO: 16(1)/170of
THE INSURANCE OMBUDSMAN RULES, 2017)
OMBUDSMAIN Shri Suresh Chandra Panda

CASE OF (Dillip Kumar Mohapatra vs Bharti Axa Life Insurance)
COMPLAINT REF: NO: BHI0821220168
AWARD NO: BHU2021-2022-069

Name & Addess of the Dillip Kumar Mohapatra

Complainant _
Kaliprasad, Anant Nagar
Lane No. 4, Bhubaneswar,
Bhubaneswar, Odisha
Policy No: 501-8784404, 5048791540

Type of Policy Life

Duration of policy/Policy period | 13.03.2019,14.03.2019

Name of the insured Dillip Kumar Mohapatra

Name of the policyholder do

Name of the insurer Bharti Axelife Insurance

Date of Repudiation NA
Reason for repudiation NA
Date of admission of the 08.07.2021
Complaint
Nature of complaint Mis-selling
Amount of Claim Rs1,90,108
10. | Date of Partial Settlement NA
11. | Amount of relief sought Rs 1,90,108

12.

Complaint registered under Rule
no: of Insurance Ombudsman
Rules

Rule 13 of 10 Rules

13.

Date of hearing/place

06.09.2021/ Bhubaneswar

14.

Representation at the hearing




17.For the Complainant Dillip Kumar Mohapatra

18.For the insurer Ayush Sharma, Bharti Axa Life Insurance
15 Complaint how disposed Under Insurance Ombudsman Rule 17.
16 Date of Award/Order 06.09.2021

17) Dillip Kumar Mohapatra (herein after referred to as the complainant) had filed a complaint against
Bharti Axa Life Insuran¢berein after referred to as the respondent Insurance company) allegingeting.

18) Cause of complaint

0 [ 2 YLX I AV I:\Diili® Kumar NBrdma®ay (complained that the Insurer had rejected the
cancellation request for the policy No. 58784404 & 5018791540. The complainant was victimized of-mis
selling and fraud. He was persuaded to go for policy with one time deposit with a notion to get back maturit
amount with bonus but he later learnt that yearly premium is to be made which he is emmalgay due to

his poor financial condition. Hence, he has approached the Insurance Ombudsman for resolving |
complaint.

19.L yV & dzNB5 NI 4 Theé iNdBrér\oi$ tyidiother hand submitted SCN stating that both the policies were
completed only after receipt of the proposal papers along with the premium cheque in this regard. Afte
understanding the key features of the policies the policyholder hadesigand submitted the proposal
form for insurance. The company had thereafter effected PIVC and had given a call to the policyholder
his registered mobile number. In the said call the complainant did not raise any concern or issue and w
in complete ageement with the terms and conditions of the policies. So based on the information
provided by the policyholder the company issued the policies. In view of this the aforesaid policies ce
not be cancelled.

19) Reason for Registration of Complairgcopeof the Insurance Ombudsman Rules 2017.
This is a complaint against rsslling.

20) The following documents were placed for perusal.

a) Photo copies of policy documents.

b) Photo copy of representation to Insurer and its reply.

21)Result of hearing withboth parties (Observations & Conclusiorfter going through the arguments and
submissions of both the parties it was observed that the subject policies were issued in March 2019 und
Secure Income and Elite Advantage Plan. The complainant has paith@tigst premium against both the
policies and now wants to go for cancellation on the ground ofsals after two years. The premium paying
term of the policies were 10 and 12 years. The complainant was an educated person. He was supposec
read each ad every terms and conditions of the policies. He did not avail the freelook period for cancellatior
of his policy. The complainant approached the Insurer for the first time only in October 2019 for cancellatic
of his policies. The insurer has submitteée recordings of PIVC calls made at the time of both the policies.
From the PIVC call recordings it was found that, the company representative read out all the terms ar
conditions of the policies to which he agreed. Further, it was also confirmed kgothplainant that no loan
amount, bonus or any other lucrative benefits were promised under the subject policies. So, having agreed
all the terms and conditions of the policies, demand for cancellation of policies and refund of premium |
not legallymaintainable. Hence, this forum is of the opinion that the complaint is devoid of any merits anc
thus to be treated as dismissed.




AWARD

Taking into account the facts & circumstances of the case and the submissions mag
both the partiesduring the course of hearing, the complaint is to be treated as dismisse

Dated at Bhubaneswar on 6th Day of September, 2021.

(SHRI SURESH CHANDRA PANDA)
INSURANCE OMBUDSMAN
FOR THE STATE OF ODISHA

PROCEEDINGS BEFORE
THE INSURANCE OMBUDSMAN, STATE OF ODISHA
(UNDER RULE NO: 16(1)/170f
THE INSURANCE OMBUDSMAN RULES, 2017)
OMBUDSMAN Shri Suresh Chandra Panda

CASE OKittaranjan Nayak vs Bharti Axa Life Insurance)
COMPLAINT REF: NO: BHI08-2122-0177
AWARD NO: BHU2021-2022070

1. |Name & Address of th{ Chittaranjan Nayak

Complainant Plot No. 1592/1027, 1593/4026,1597/4021
Road No. 3, Jagannath Nagatr,
Bhubaneswar, Odisha 751025
2. | Policy No: 502-9429056, 5031383036
Type of Policy Life

Duration of policy/Policy period | 20.11.2020, 14.12.2020

3. | Name of the insured Chittaranjan Nayak

Name of the policyholder do




4. Name of the insurer Bharti AxeLife Insurance

5. | Date of Repudiation NA

6. | Reason forepudiation NA

7. Date of admission of th{15.07.2021

Complaint
8. | Nature of complaint Mis-selling
9. | Amount of Claim Rs1,23,497
10. | Date of Partial Settlement NA
11. | Amount of relief sought Rs 1,23,497

12. | Complaint registered under Rul¢ Rule 13 of IO Rules
no: of Insurance Ombudsme
Rules

13. | Date of hearing/place 06.09.2021/ Bhubaneswar

14. | Representation at the hearing

a) For the Complainant Chittaranjan Nayak

b) For the insurer AyushSharma, Bharti Axa Life Insurance
15 Complaint how disposed Under Insurance Ombudsman Rule 17.
16 Date of Award/Order 06.09.2021

17) Chittaranjan Nayakherein after referred to as the complainant) had filed a complaint against Bharti Axa
Life Insurancéherein after referred to as the respondent Insurance company) allegingetiing.

18) Cause of complaint

I 0/ 2 YLX | AV I @hitt@&anjanl NsyRldréSpjained that the Insurer had rejected the cancellation
request for the policy N0o502-9429056 and 503383036 He was victimized of mgelling and fraud as he
was offered an interest free loan of Rs 5,00,000 on condition of buyisigrance from Bharti Axa Life
Insurance company. Hence, he has approached Insurance Ombudsman for resolving his issue.

00 LYy adzNB NIhé InduidiEhdg¥hét yubmitted SCN but has stated in their email dated 27.08.202:
that they are in the process oéfunding the premium amount to the complainant.

19) Reason for Registration of Compla#gcope of the Insurance Ombudsman Rules 2017.
This is a complaint against rsslling.



20) The following documents were placed for perusal.
a) Photocopies of policy documents.
b) Photo copy of representation to Insurer and its reply.

21)Result of hearing with both parties (Observations & Conclusidrg Insurer has refunded the amounts
on 31.08.2021 for policy number 5@229056¢ Rs48686.96 vide NHE Transaction No. VHMP94773431741
and for policy no 503383036 ¢ Rs.74811.93 vide NEFT Transaction No. VAX695430689831. As tf
complainant has already been refunded the premium amounts on cancellation of both the policies, th
complaint is treated as dmsed off.

AWARD

Taking into account the facts & circumstances of the case and the submissions made
both the parties during the course of hearing, the complaint is treated as disposed off.

Hence, the complaint is treated as allowedccordingly.

Dated at Bhubaneswar on 6th day of Sept. 2021

(SHRI SURESH CHANDRA PANDA
INSURANCE OMBUDSMAN
FOR THE STATE OF ODISHA



PROCEEDINGS BEFOHREINSURANOKBUDSMAN, STATE OF ODISHA

(UNDER RULE NO: 16(1)/170of
THE INSURANCE OMBUDSMAN RULES, 2017)
OMBUDSMAIN Shri Suresh Chandra Panda
CASE OF (Santosh Pradhan vs Bharti Axa Life Insurance)
COMPLAINT REF: NO: 8H08-21220175
AWARD NBHUL-2021-2022071

1. | Name & Address of the Santosh Pradhan
Complainant At- Panchupalli PdRetang, Dt. Khurda 752054
2. | Policy No: 502-7389229
Type of Policy Life
Duration of policy/Policy period | 09.11.2020
3. | Name of the insured Santosh Pradhan
Name of thepolicyholder do
4. | Name of the insurer Bharti Axalife Insurance
5. | Date of Repudiation NA
6. | Reason for repudiation NA
7. | Date of admission of the 15.07.2021
Complaint
8. | Nature of complaint Mis-selling
9. | Amount of Claim 49,000
10. | Date of Partial Settlement NA
11. | Amount of relief sought 49,000
12. | Complaint registered under Rule | Rule 13 of IO Rules
no: of Insurance Ombudsman
Rules
13. | Date of hearing/place 06.09.2021/ Bhubaneswar
14. | Representation at the hearing

a) For the Complainant

Absent

b) For the insurer

Ayush Sharma, Bharti Akée Insurance




15 Complaint how disposed Under Insurance Ombudsman Rule 17.

16 Date of Award/Order 06.09.2021

17) Santosh Pradhatherein after referred to as the complainant) had filed a complaint against Bharti Axa
Life Insurancéherein after referred to as the respondent Insurance company) allegingetiing.

18) Cause of complaint

0 [/ 2YLIX | AV gantosh PradNda aovmPlginied that the Insurer had rejected the cancellation
request for the policy No. 502389229. He was victimized of rselling and fraud as he was offered an
interest free loan of Rs 5,00,000 on condition of buying insurance fromiBea Life Insurance company.
Hence, he has approached Insurance Ombudsman for resolving his issue.

00 LV adzNB NIha& IndudtEhdgYh&t ubmitted SCN but has stated in their email dated 28.08.202:
that they are in the process of refunding thespnium amount to the complainant.

19) Reason for Registration of Complairgcope of the Insurance Ombudsman Rules 2017.
This is a complaint against rsslling.

20) The following documents were placed for perusal.

a) Photo copies of policy document

b) Photo copy of representation to Insurer and its reply.

21)Result of hearing with both parties (Observations & Conclusidrg Insurer has refunded the premium
amount on 01.09.2021 for policy number 50389229 ¢ Rs.49000/ vide NEFT Transaction No.
VHMP94228518431. As the complainant has already been refunded the premium amount on cancellation
the policy, the complaint is treated as disposed off.

AWARD

Taking into account the facts & circumstances of the case and the submissions made
both the parties during the course of hearing, the complaint is treated as disposed off.

Dated at Bhubaneswar on 6th Day of September, 2021.
(SHRI SURESH CHANDRA PANDA
INSURANCE OMBUDSMAN
FOR THE STATE OF ODISHA



PROCEEDINGS BEFORE

THE INSURANCE OMBUDSMAN, STADEISIHA
(UNDER RULE NO: 16(1)/170of
THE INSURANCE OMBUDSMAN RULES, 2017)
OMBUDSMAIN Shri Suresh Chandra Panda

Case of (Sudhansu Mohan Samantray vs Ageas Federal Life Insurance CO Ltd.)

COMPLAINT REF: NO: 8H22-2122-0157
AWARD N@BHUL-2021-2022-068

1. | Name & Address of the Mr.Sudhansu Mohan Samantaray
Complainant
At- Gopabandhu Lane, Sarbodaya Nagar
PO Kumbharpada, PURI, R1$2002.
2. | Policy No: 4000608756
Type of Policy Life
Date of Commencement /Policy | 24.09.2013 / 20 years / 828510/50000
period/Sum Insured/ Yly prem.
3. | Name of the insured Miss Swati Suman Samantaray, Insured person.
Name of the policyholder Mr.Sudhansu Mohan Samantaray, Policy Owner
4. | Name of theinsurer Ageas Federal Life Insurance Co Ltd formerly kn
as IDBI Federal Life Insurance Co Ltd.
5. | Date of Repudiation N.A
6. | Reason for repudiation N.A
7. | Date of admission of the 08.07.2021
Complaint
8. | Nature of complaint Mis-selling byinsurer.
9. | Amount of Claim Refund of Premium paid with interest
10. | Date of Partial Settlement N.A
11. | Amount of relief sought Rs.3,47,144.00
12. | Complaint registered under Rule | Rule 13 of IO Rules
no: of Insurance Ombudsman
Rules
13. | Date ofhearing/place 03.09.2021/ Bhubaneswar




Representation at the hearing
14.
a) For the Complainant Mr.Sudhansu Mohan Samantaray
b) For the insurer Dhanashree Joshi
15 Complaint how disposed Under Insurance Ombudsman Rule 17.
16 Date ofAward/Order 08.09.2021

17) Brief Facts of the Cas#ir. Sudhansu Mohan Samantaray (herein after referred to as the complainant)
had filed a complaint against Ageas Federal Life Insurance (herein after referred to as the responde
Insurance company) atleng misselling by the respondent Insurance compahnlge complaint falls within the
scope of Insurance Ombudsman Rules,2017 and so it was registered.

18) Cause of complaint

[ 2YLIX AVl Vi:Q/az YLNE dzy § y ii I NH dzS R 0KI G i KBBI Fede?ald S
LyO2YSadzaNI yOS 9yR2¢gYSyd FyR az2ySe . I 0] ttFye (
24.09.2013 from the present Insurer where in Miss Swati Suman Samantaray, daughter was the life Insut
and the Complainant was the life proposer. Thenptainant submitted that the above policy was sold to him
by Sri Jitendra Pattnaik, agent of the Insurer with a promise of extra health rider fronftla@rfiversary of

the policy. At a later stage, he realized that he was trapped irsellgg by the agnt on the basis of some
brochures shown in support of the above health rider. He had approached the respondent Insurer on matr
occasions stating that due to the above misrepresentation by the agents he was debarred from health cov
against his prolongediness. Finally, he submitted a written complaint to the grievance officer vide speed
post letter dtd.19.03.2021. Since no reply was received from the Insurer, he approached this Forum f
Redressal.

L vV & dzNE NI & Thé INSHrdr'¥t&af dhat the Company had issued the policy to the complainant pursuan
to the proposal forms duly signed and submitted by the insured after verifying the contents of the policy an
Benefit lllustration. The complainant was in receipt &f$ LJ2f A 08 R20dzySy da I f2y
supporting benefit illustration and a copy of proposal form sent by speed post bearing no. EM850095325I
In addition to which the Insurer had communicated about the free look period of 15 days as pefThde.
complainant has raised the claims of malling after 8 years from the date of delivery of policy document
and after paying 7 yearly premiums for the period 2013 to 2019 which established that the complaint lacl
bonafideand timely action. Compilaant had also exercised his right by surrendering another policy bearing
n0.4000609304 on 08.11.2017 which was purchased from the present Insurer on 25.09.2013. This clee
reflects that the Complainant is aware about insurance investments. The comaksint misrepresentation

by some person and claims of extra riders from th&y2ar of the policy falls short of truth in the light of the
reinstatement of the policy in 2015 after its lapse. The Insurer further submitted that the above policy issue
hasbeen approved by the IRDA where both the Insurer as well as the policyholder/complainant are bound |
the terms and conditions of the policy. Since the Complainant has stopped giving premiums on the se
policy, the policy has moved to paid up status ahd tomplainant can exercise his right to Surrender the
policy and exit from the Contract of Insurance. The approximate surrender value as on 18.08.2021
Rs.2,28,839.43. The Insurer pleads for dismissal of the complaint.

19) Reason foRegistration of Complaint: scope of the Insurance Ombudsman Rules 2017.
This is a complaint against rsslling by the Insurer



20) The following documents were placed for perusal.
a) Photo copies of policy document, proposal from.

b) Photo cpies of benefit illustration.

O0 LyadzNBNRa NBLX & 2N {/b

21) Result of hearing with both parties (Observations & Conclusior®n perusal of all the papers,
documents submitted and submissions made by both the parties it is observed that the complabedms
raised by the complainant after paying 7 yearly premium which lacks timely action. The complainant is
possession of the policy document since the year 2013 where his minor daughter is the person insured. T
complainant has himself signed the ledit illustration after duly understanding the contents of the
scheduled attached. He has not availed the option of cancelling the policy with in free look period of 15 day
If the assured benefit (health rider benefit to the policy owner froffi @hniversary of the policy) were not
reflecting in the policy document, he could have approached the Insurer much earlier. The complainant cou
not produce any tangible evidence before the forum regarding the health rider benefit from second polic

anniversary. fie forum found the complaint is not tenable and is treated as dismissed.

AWARD

Taking into account the facts & circumstances of the case and the submissions mag
both the parties during the course of hearing, the complaint is treateddasmissed.

Dated at Bhubaneswar ori"8Sept 2021.

SURESH CHANDRA PANDA
INSURANCE OMBUDSMAN
FOR THE STATE OF ODISHA

PROCEEDINGS BEFORE
THE INSURANCE OMBUDSMAN, STATE OF ODISHA
(UNDER RULE NO: 16(1)/170f
THE INSURAEOMBUDSMAN RULES, 2017)
OMBUDSMAN Shri Suresh Chandra Panda

CASE OF (Satish Sethi vs Canara HSBC Oriental Bank of Commerce Life Insurance)

COMPLAINT REF: NO: 8H10-2122-0166
AWARD NO: BHL2021-2022-077

1. Name & Address of the Satish Sethi

Complainant . . .
House of Indramani Rout, Near Gopalji Mandir,

At- Dhanupali, Po/Dt Sambalpur 768005

2. | Policy No: 0115555219

Type of Policy Life




Duration of policy/Policy period | 30.10.2020
3. | Name of the insured Satish Sethi.
Name of thepolicyholder do
4. | Name of the insurer Canara HSBC Oriental Bank of Commerce Life
Insurance.
5. | Date ofRepudiation NA
6. | Reason for repudiation NA
7. | Date of admission of the 08.07.2021
Complaint
8. | Nature of complaint Mis-selling
9. | Amount of Claim Penal Interest on refund amount of Rs21,80,000
10. | Date of Partial Settlement NA
11. | Amount ofrelief sought Penal Interest on refund amount of Rs21,80,000
12. | Complaint registered under Rule | Rule 13 of IO Rules
no: of Insurance Ombudsman
Rules
13. | Date of hearing/place 15.09.2021/ Bhubaneswar
14. | Representation at the hearing
1 For theComplainant Satish Sethi
1 For the insurer Arindam Mishra, Canara HSBC Life Insurance
15 Complaint how disposed Under Insurance Ombudsman Rule 17.
16 Date of Award/Order 15.09.2021

17) Satish Sethingrein after referred to as the complainant) had filed a complaint against Canara HSBC Li

Insurancgherein after referred to as the respondent Insurance company) allegingetiiag.

18) Cause of complaint

[ 2 Y LI | AV I Saisk Sethi-odpRided af Mr. Jagneswar Sahu of Canara HSBC life Insuranc
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and requested many representatives of the Insurer for the bond. Being a senior citizen of 80 years old, tl
complainant had been hassed and wanted justice on payment of interest on the fund deposited from
28.10.2020 to 17.12.2020 and suitable compensation for mental agony and stress.

00 LY adzNBE NInha InsurbiBadpéd thdt the complainant after fully understanding and satisfy
KAYaStT 6A0K GKS G4SNXYa FyR O2yRAGA2YAE 2F GKS LINJ
2F / 2YYSNODS [AFS tSyarzy n [AFS tflyé F2NJ I LdzN
vide proposal form no. 5000209096 29.10.2020. Based on the proposal, the policy No. 0115555219 was
issued to the customer and the bond was dispatched on 09.11.2020 vide Bluedart with AWB N
37553557985. After receipt of Free Look Cancellation request, the Insurer cancelled the poliejunded

the amount on 17.12.2020. As per rule Free Look Cancellation charges were to be recovered from t
premium amount. But the Insurer had refunded the entire premium to satisfy the aggrieved customer
Instead, the complainant was demanding im&ron the premium amount. The Insurer had already shown
its inability to pay the interest vide their letter dated 24.02.2021.

| SYyO0Sz (GKS Ly&adz2NBNJ LN @SR 0STF2NB (KS 12y QofS hyc

19) Reason for Registration of Complairgcge of the Insurance Ombudsman Rules 2017.
This is a complaint related to mis selling by the Insurer.

20) The following documents were placed for perusal.
a) Photo copies of policy documents.
b) Photo copy of representation to Insurer andrigply.

21)Result of hearing with both parties (Observations & Conclusio®n perusal of all the papers,
documents submitted and submissions made by both the parties, the forum found that the policy complete
by the Insurer was not same with the produdfesed to the complainant at proposal stage. The fallacious
argument submitted by the Insurer regarding refund of the entire premium received in the disputed policy i
not expected from a reputed organization like Canara HSBC Oriental Bank of Commeiosuti#ece.
Simply refund of entire premium by the Insurer cannot compensate the mental agony and distrus
undergone by a Senior citizen who is also found to be a HNI (high net worth Individual) customer of tt
Insurer. Respondent Insurer is advised te bensitive while dealing with such customers in future.
Considering the above, the Forum directs the Insurer to pay simple interest on the refunded amount c
Rs.21,80,000 for the period 28.10.2020 to 17.12.2020.

AWARD

Taking into account the facts &ircumstances of the case and the submissions made by
both the parties during the course of hearing, the Forum directs the Insurer to pay sim
interest on the refunded amount of Rs.21,80,000 for the period 28.10.2020 to 17.12.2(

The complaint is trea¢d as disposed of.

22) The attention of the Complainant and the Insurer is hereby invited to the following provisions o
Insurance Ombudsman Rules, 2017:
17.According to Rule 17(6) of thesurance Ombudsman Rule 2017, the Insurer shall
comply with the Award within 30 days of the receipt of the award and shall intimate
the compliance to the Ombudsman.
18.As per rule 17(7) the complainant shall be entitled to such interest at a rate per
annum & specified in the regulations framed under the Insurance Regulatory and



Development Authority of India Act 1999, from the date the claim ought to have been
settled under the regulations, till the date of payment of the amount awarded by the
Ombudsman

19.As per rule 17 (8) of the said rule, the award of the Insurance Ombudsman shall be
binding on the Insurers.

Dated at Bhubaneswar on 15th Day of September, 2021.

(SHRSURESH CHANDRA PANDA
INSURANCE OMBUDSMAN
FOR THE STATE OF ODISHA

PROCEEDINGS BEFORE
THE INSURANCE OMBUDSMAN, STATE OF ODISHA
(UNDER RULE NO: 16(2)/170f
THE INSURANCE OMBUDSMAN RULES, 2017)
OMBUDSMAN Shri Suresh Chandra Panda
CASE OF (Saraswati Patra vs Aegon Religare Life Insurance)

COMPLAINT REF: NO: 8H001-21220154

AWARD NO: BHLJ2021-2022-080

Name & Address of the Saraswati Patra
Complainant

W/O Nirmal Chandra Patra,
At- Potapokhari, P©ONaya Bazar,

Cuttack 753004

Policy No:
Type of Policy

Duration of policy/Policy period

140814181017, 1407141694963
Life

23.09.2019,09.08.2019,30.08.2019

Name of the insured

Name of the policyholder

Saraswati Patra.

do

Name of the insurer

Aegon Religarkife Insurance.

Date of Repudiation

NA

Reason for repudiation

Mis-selling.




7. Date of admission of the 22.06.2021

Complaint
8. | Nature of complaint Mis-selling
9. | Amount of Claim Deposited premium
10. | Date of Partial Settlement NA
11. | Amount of relief sought Deposited premium

12. | Complaint registered undd€Rule | Rule 13 of IO Rules
no: of Insurance Ombudsman
Rules

13. | Date of hearing/place 15.09.2021/ Bhubaneswar

14. | Representation at the hearing

a) For the Complainant Absent

b) For the insurer Absent
15 Complaint how disposed Under Insuranc®mbudsman Rule 17.
16 Date of Award/Order 15.09.2021

17) Saraswati Patréherein after referred to as the complainant) had filed a complaint against Aegon Religare
Life Insurancé€herein after referred to as the respondent Insurance company) allegisgeting.

18) Cause of complaint

0 [/ 2YLX | AV I Saiaswati PattdBodailsngdithat one person by name Harsh Agarwal misguide
her by posing to be an officer of the Insurer. The agents of local branch office advised her to go for insurar
policies and took all documents including cheques without explaining anything about the insurance policie
The agents instructed her to sign in blank proposal form and booked the policies. After receiving the polit
bonds, the complainant discussed with Mwgarwal over phone and Mr. Agarwal gave false assurances over
phone for payment of amount deposited along with fund value. Mr. Agarwal had promised to arrange a fle
in Bhubaneswar along with a number of benefits like a car, pension of Rs20,000 per nwnth e

Now, being disgusted with the assurances, the complainant wanted to cancel the policies and get back t
premium amount deposited along with interest.

00 LV adzNB NIha InsurdtArdrésshaiiafter going through the benefits, terms and condif the

plan the complainant has duly signed the proposal forms, and chose to avail the said policies bearing pol
no.140714169463 and 140814181017. The Complainant has paid only one premium against each policy.
complainant has also not exercisetie Free look option given under Regulation 6(1) of the IRDA
Regulations,2002. The Complainant has already surrendered all the policies and received surrender va
through NEFT in the month of march 2016 and May 2016 respectively. No reason has begedpbgvine
complainant to justify the delay of 5 years from the date of issuance of the policy in approaching the Insure
Therefore, the present complaint does not fall within the ambit of Rule 14(1) of the Insurance Ombudsma
Rules. Further, the customéras lodged the complaint before CID, Crime Branch, Cuttack under complain




no.31222020 on 02.11.2020 and the same is under investigation. The respondent Insurer further submitte
that the present complaint has been belatedly filed by the complainant mi#émufactured allegations and is
not maintainable in law and deserves to be dismissed.

19) Reason for Registration of Complairgcope of the Insurance Ombudsman Rules 2017.
This is a complaint relates to mis selling by the Insurer.

20) The following documents were placed for perusal.

a) Photo copies of policy documents.

b) Photo copy of representation to Insurer and its reply.

21)Result of hearing with both parties (Obsetions & Conclusior) On perusal of all the papers,
documents submitted and submissions made by both the parties, it is observed by the forum that th
disputed case is pending before the Crime Branch, Criminal Investigation Department, Odisha Police. -
declaration given by the complainant in forrIRX(d) at the time of admission of the complaint is found to
be false. Hence, the complaint is not admissible according to the provisions laid down in Insuranc
Ombudsman Rules 2017.

Recommendation

Taking into account the facts & circumstances of the case and the submissions mag
both the parties during the course of hearing, the forum treats the complaint as
admissible.

Dated at Bhubaneswar on #®Pay of September, 2021.

(SHRI SURESH CHANDRA PANDA
INSURANCE OMBUDSMAN
FOR THE STATE OF ODISHA

PROCEEDINGS BEFORE
THE INSURANCE OMBUDSMAN, STATE OF ODISHA
(UNDER RULE NO: 16(1)/170of
THE INSURANCE OMBUDSMAN RULES, 2017)
OMBUDSMAN Shri Suresh Chandra Panda

CASE OF (Subrat Kumar Das vs Bharti Axa Life Insurance)
COMPLAINT REF: BBIUL-008-21220185
AWARD NO: BHLJ2021-2022081

1. Name & Address of the Subrat Kumar Das

Complainant _
At- Kusuti, POMadhupur,

Via Kamarda Police Station, Bhograi




Dt. Balasore 756035

2. | Policy No: 5029432514
Type of Policy Life

Duration of policy/Policy pera 20.11.2020

3. | Name of the insured Subrat Kumar Das
Name of the policyholder do

4. | Name of the insurer Bharti Axa Life Insurance

5. | Date of Repudiation NA

6. | Reason for repudiation NA

7. | Date of admission of the 22.07.2021
Complaint

8. | Nature of complaint Mis-selling

9. | Amount of Claim Rs60,000

10. | Date of Partial Settlement NA

11. | Amount of relief sought Rs60,000

12. | Complaint registered under Rule| Rule 13 of IO Rules
no: of Insurance Ombudsman
Rules

13. | Date of hearing/place 24.09.2021/ Bhubaneswar

14. | Representation at the hearing

1 For the Complainant Subrat Kumar Das

9 For the insurer Sri Ayush Sharma, Bharti Axa Life Insurance
15 Complaint how disposed Under Insurance Ombudsman Ra/&
16 Date of Award/Order 24.09.2021

17) Subrat Kumar Dasérein after referred to as the complainant) had filed a complaint against Bharti Axa
Life Insurancéherein after referred to as the respondent Insurance company) allegingetisg.

18) Cause of complaint




O / 2YLX I AV I SGirdd Bumar REsdzysS yictim of fraud. He was offered an interest free loan o
10 lakhs on condition of buying insunce. He was made to purchase insurance on his own life and on the life
of his wife and was tutored by the Agent not to disclose about the loan to the Insurer at the time of
verification call. The complainant missed freelook cancellation as the agenthemiomplainant engaged
with different stories and promises for the loan. The Agent had not met the proposer before the policy an
over phone only, the policy was canvassed. Some of the basic data incorporated in the policy was wrol
After realizing thall intention of the Agents and not providing loan as promised, the complainant has lodged
his grievance with the Insurance Ombudsman.

00 LV &dzNE Neslnsurek & glrydShatioly receipt of a signed and duly filled in proposal form along
with required documents, the policy was completed. Before the completion, a successful PIVC wze
conducted. Then the original policy bond and a copy of proposal form and illustration was dispatched to tf
customer along with a covering letter showing the option of éreook Cancellation. Although the
complainant had received the documents on 29.11.2020, Free Look cancellation was not exercised within
days of receipt of documents. Rather the Insurer received the complaint letter dated 23.03.2021 showin
misguidance ¥ the agent for loan. The Insurer fully complied with the Section 41 of the Insurance Act, 193
and did not allow or offer any inducement, directly or indirectly for taking the insurance policies. The
Company also never authorized its Agents to offer atgef promises or benefits to the customers. Further it
was very pertinent to mention here that the premiums paid under the policy had already been utilised ir
rendering the risk coverage to the insured. Hence, the refund of premium did not arise as theraow
premium lying pending at the end of the Insurer for refund.

19) Reason for Registration of Complairgcope of the Insurance Ombudsman Rules 2017.
This is a complaint against rsslling.

20) The following documents were placed parusal.
a) Photo copies of policy documents.
b) Photo copy of representation to Insurer and its reply.

21)Result of hearing with both parties (Observations & Conclusio®n perusal of all the papers,
documents submitted and submissions made by both plagties, it was found that the complainant was
duped by Ms Aditi Sharma and Mr. Rajib Malhotra who were agents of the Insurer on the pretext of grantin
housing loan of Rs.10 lakhs against purchase of insurance policies from the Insurer. The complanant \
persuaded by the agent to purchase a life insurance policy with Rs.608@Mium so that he could get a
loan of Rs.10 lakh. Because of his urgency he purchased the above policy and paid Rsag0a000al
premium. He was again asked to purchase amotpolicy in the name of his wife so that she would get
subsidy on housing loan within a month from the date of sanction of loan amount to which he alsc
responded innocently. From the PIVC call it was also found that he was tutored to agree to all thextetrm
conditions of the policy as his primary motive was to get the loan. The complainant has submitted all voi
recordings made with the Agents where he was induced to purchase insurance policies from the Insure
Hence, this forum is inclined to believlee oral submissions & documentary evidences produced by the
insured that there was a misale.

From all these records it is apparent that the complainant was trapped by the agent and waslantke
above mentioned Insurance policies with a commitmemt $anction of loan. Hence, this forum is of the
opinion that the Insurer should cancel the policies and refund the deposit amount to the complainant ir
entirety.




AWARD

Taking into account the facts & circumstances of the case and the submissiade by
both the parties during the course of hearing, the Ombudsman directed the Insurer
cancel the policy No. 502432514 and refund the premium to the complainant.

The Award may be treated as allowed accordingly.

22) The attention of the Complainant and the Insurer is hereby invited to the following provisions o
Insurance Ombudsman Rules, 2017:
20.According to Rule 17(6) of the Insurance Ombudsman Rule 2017, the Insurer shall
comply with the Award within 30 days of the receipt of the award and shall intimate
the compliance to the Ombudsman.

21.As per rule 17 (8) of the said rule, the award of the Insurance Ombudsman shall be
binding on the Insurers.

Dated at Bhubaneswar on 24bay of September, 2021.

(SHRI SURESH CHANDRA PANDA
INSURANCE OMBUDSMAN
FOR THE STATE OF ODISHA

PROCEEDINGS BEFOHREINSURANOEIBUDSMAN, STATE OF ODISHA
(UNDER RULE NO: 16(1)/170f
THE INSURANCE OMBUDSMAN RULES, 2017)
OMBUDSMAN Shri Suresh Chandra Panda
CASE OF (Madhuri Das vs Bharti Axa Life Insurance)
COMPLAINT REF: NO: BHI08-21220186
AWARD NO: BHLJ2021-2022082

1. Name & Address of the Madhuri Das

Complainant _ _
At-Kasuti, POMadhupur, ViaKamarda,

PS Bhograi, DiBalasore, 756035

2. | Policy No: 5027314045
Type of Policy Life

Duration of policy/Policy period | 19.10.2020

3. Name of the insured Madhuri Das.

Name of thepolicyholder do




4. Name of the insurer Bharti Axa Life Insurance

5. | Date of Repudiation NA

6. | Reason forepudiation NA

7. | Date of admission of the 22.07.2021

Complaint

8. | Nature of complaint Mis-selling
9. | Amount of Claim Rs99,899
10. | Date of Partial Settlement NA

11. | Amount of relief sought Rs99,899

12. | Complaint registered under Rule | Rule 13 of IO Rules
no: ofInsurance Ombudsman
Rules

13. | Date of hearing/place 24.09.2021/ Bhubaneswar

14. | Representation at the hearing

1 For the Complainant Subrat Kumar Das, husband of complainant
9 For the insurer Sri AyustsSharma, Bharti Axa Life Insurance
15 Complaint how disposed Under Insurance Ombudsman Rules 17.
16 Date of Award/Order 24.09.2021

17) Madhuri Das l{erein after referred to as the complainant) had filed a complaint against Bharti Axa Life
Insurancgherein after referred to as the respondent Insurance company) allegingetiing.

18) Cause of complaint

I 0/ 2 YL | AV I Madieus Das bdFEneS tidi the agent of the Insurer trapped her and her
spouse by selling 03 insurance policies for an interest free loan of 10 lakhs. Because of insufficient knowle
about insurance products, the policy papers were not understood by the complainaritustidd the agent.

In the PIVC recording she was tutored by the Agent not to reveal about sanction of loan. The husband of 1
complainant Subrat Das had spoken to the Call center of the Insurer and had asked for offer of loan
promised after purchasef policy but the Call center evaded the calls. Otherwise the policy would have beer
cancelled within the free look period. Now the complainant wanted to cancel the policy and get back th
policy premium.

00 LyadzZNENRa | NHdzYSy ls&d o tkeSdocunyeatatmdiBvhidh wasButrfifed dné aftér
conducting PIVC the company issued the policy bond to the customer. The policy bond along with a copy
the proposal form and signed benefit illustrations were dispatched by the Insurer at the adfiress



O2YYdzy AOFGA2Y YSY(GA2ySR Ay (GKS LINRBLRalFf F2NY | f
period (FREE LOOK PERIOD) was offered to the customer to verify the documents if any discrepancy
there. In the said case PIVC was successfatigucted and policy bond was dispatched to the complainant
on 22.10.2020 which was acknowledged on 25.10.2020. The complainant did not submit any dissatisfacti
against the policy and remained silent which implied that the complainant was very mudhedatvgth the
particular policy. The Insurer received a mail from the complainant dated 23.03.2021 alleging the offer
loan against the policy and the nmsglling. The Insurer had suitably replied to the mail on 25.05.2021 vide
mail. The Insurer also egted another complain of misale of the policy through IGMS portal on 21.05.2021.
¢KSY (GKS O2YLX FAYlIYd KIFER FLILNRIFOKSR GKS 12yQof
premium paid under the subject policy had been utilized for providing ima&overage to the complainant
and not a single option provided to the complainant had been utilised, the premium could not be refunded.
19) Reason for Registration of Complairgcope of the Insurance Ombudsman Rules 2017.

This is a complaint against rsslling.

20) The following documents were placed for perusal.
a) Photo copies of policy documents.
b) Photo copy of representation to Insurer and its reply.

21)Result of hearing with both partiefObservations & Conclusion)On perusal of all the papers,
documents submitted and submissions made by both the parties, it was found that the complainant and he
husband were duped by Ms Aditi Sharma and Mr. Rajib Malhotra who were agents of the Insuter o
pretext of granting housing loan of Rs.10 lakhs against purchase of insurance policies from the Insurer. T
O2YLX FAYylIyiQad KdzaolyR ¢l a FANRG LISNEdAZF RSR o6@é- (K
premium so that he could get a Inaf Rs.10 lakh. Because of his urgency he purchased the above policy an
paid Rs.60000/as annual premium. Again the Agents asked to purchase another policy in the name c
complainant with premium amount of Rs.9989%0 that she would get subsidy on Mg loan within a
month from the date of sanction of loan amount to which it was also responded innocently. From the PIV
call it was also found that the complainant was tutored to agree to all the terms and conditions of the polic
as her primary motivevas to get the loan. The complainant has submitted all voice recordings made with the
Agents where she and her husband were induced to purchase insurance policies from the Insurer. Hence, 1
forum is inclined to believe the oral submissions & documentangences produced by the insured that
there was a misale.

From all these records it is apparent that the complainant was trapped by the agent and wasldntbe
above mentioned Insurance policy with a commitment for sanction of loan. Hence, this fisrof the
opinion that the Insurer should cancel the policy and refund the deposit amount to the complainant ir
entirety.

AWARD

Taking into account the facts & circumstances of the case and the submissions mag
both the parties during the course ofiearing, the Ombudsman directed the Insurer {
cancel the policy No. 562314045 and refund the premium to the complainant.

The Award may be treated as allowed accordingly.

22) Theattention of the Complainant and the Insurer is hereby invited to the following provisions of
Insurance Ombudsman Rules, 2017:
22.According to Rule 17(6) of the Insurance Ombudsman Rule 2017, the Insurer shall
comply with the Award within 30 days of the regeof the award and shall intimate
the compliance to the Ombudsman.



23.As per rule 17 (8) of the said rule, the award of the Insurance Ombudsman shall be
binding on the Insurers.

Dated at Bhubaneswar on 24th Day of September, 2021.
(SHRI SURESH CHANDRA PANDA

INSURANCE OMBUDSMAN
FOR THE STATE OF ODISHA

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Ajay Pratap V/s Bharti Axa Life Insurance Co. Ltd
Complaint Ref. No.: CHE008-2021-1813

1. | Name & Address of the Shri Ajay Pratap,
Complainant 2497, Sector 32A, Ludhiana, Punjstl010
Mobile No.: 8146725345
2. | Policy No: DOC 502-6964626/14.07.2020, 502025211/06.08.2020
Type of Policy Bharti AXA Elite Advantage
Duration of policy/Policy period | 12(12)Rs. 40000/Rs50000F
3. | Name of the insured Ajay Pratap
Name of the policyholder Ajay Pratap
4. | Name of the insurer Bharti Axa Life Insurance Co. Ltd
5. | Date of Repudiation 04.11.2020
6. | Reason for repudiation No misselling activity involved, no issue wassed
during PIVC and approached outside free look perio
7. | Date of receipt of the Complaint | 08.03.2021
8. | Nature of complaint Mis- selling




9. | Amount of Claim Rs. 90000/

10. | Date of Partial Settlement NIL

11. | Amount of relief sought Rs. 2000006/

12. | Complaint registered under Rule | 13.1.(d) misrepresentation of policy terms and

no: Insurance Ombudsman Ruleg conditions at any time in the policy document or poli

2017 contract
13. | Date of hearing/place 09.09.2021/ Onlindaearing
14. | Representation at the hearing
For the Complainant Shri Ajay Pratap, the complainant
For the insurer Shri Ritin Purohit, Associate Manager (Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of disposal 09.09.2021

17. Brief Facts of the cas&hri Ajay Partaghereinafter, the Complainant) hded this complaint against Bhar
Axa Life Insurance Co. Uftereinafter, the Insurersalleging missale of policies bearing n602-6964626 & 502
7025211.

18. Cause offomplaint:

0 [/ 2YLX | AY Il Vhé toipldinaiiBdeyssated that the agents of the Insurance Companies fraudu
sold him two policies of Bharti Axa Life Insurance Co. on the allurement of installation of Jio Tower at his p
The Complainant has stated that when such frauddieicis came into his notice from the social media and he f
the complaint to the Bharti Axa Insurance Company on 10.10.2020 for cancellation of policies and refi
amount but the Co. did not give any suitable reply. Thus being aggrieved with thharinsuCo. he approached th
forum to seek justice.

00 LYy &adzNB Nh&@Instréidhdxe, SifeiSCN dated 25.08.2021, stated that the subject policies bear
502-6964626 & 5027025211 werdssuedon the basis of duly filled and signed applicatforms under the said
L2t AOASAE | YyR LRftAO& R20dzySyida oSNBE RSt AGSNBR I
respectively. There was successful welcome call on the mobile number provided by the complainant
proposal/ applicabn form and he did not raise any concern or issue and was in complete agreement with the
and conditions of the policy. The complainant has approached the company on 30.10.2020 alleging that the
benefits are different from what was promisech@ that mentioned in the policy thus seeking refund. T
respondent Insurance Company declined his request vide communication dated 04.11.02020 assatinyi
activity involved and it was not made within free look period of 15 days.

19. Reason for Registration of Complaintlis-sale.

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing withoth parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The subject policies were issued in July 2020 and August 2020, respectively and the Complainant has not
receipt of the pdicy documents. The Insurers had made welcome calls to explain the policy features, whick
Complainant accepts. However, he did not raise any concerns during the welcome calls. These facts
indicate that the Complainant had voluntarily ignoredta caution and alert provided to him by the Insurers



against any possible mgale. He raised his first complaint of rsele with the Insurers in October 2020, which
was well beyond the fre¢ook period. All these factors lead to the conclusion that éheras no misale on the
part of the Insurers. Pursuantly, tle@mplaintshall deserve to be rejected.

Award

The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 09, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Gurmit Kaur V/s Bharti Axt Insurance Co. Ltd
Complaint Ref. No.: CHE008-2021-1808

1. | Name & Address of the Smt. Gurmit Kaur, W/o Shri Avtar Singh Gobind Pur
Complainant Kulam Road, Hargobind Nagar,

Street N. 7, Nawanshahr, Punjab4514

Mobile No.: 9814821769

2. | Policy No: DOC 501-5902314/15.06.2017
Type of Policy Bharti AXA Elite Advantage
Duration of policy/Policy period | 12(12) Rs. 90000/
Name of the insured Gurmit Kaur
Name of the policyholder Gurmit Kaur
4. | Name of the insurer Bharti Axalife Insurance Co. Ltd
5. | Date of Repudiation 14.02.2020




6. | Reason for repudiation No misselling activity involved, no issue was raised
during PIVC and approached outside free look perioc

7. | Date of receipt of the Complaint | 08.03.2021

8. | Nature of complaint Mis- selling

9. | Amount of Claim Rs. 90000/

10. | Date of Partial Settlement NIL

11. | Amount of relief sought Refund of Premium with interest

12.| Complaint registered under Rule| 13.1.(d)misrepresentation of policy terms and
no: Insurance Ombudsman Rule| conditions at any time in the policy document or polig

2017 contract

13. | Date of hearing/place 09.09.2021/ Online hearing
14.| Representation at the hearing

For the Complainant 1. Smt. Gurmit Kaur, theomplainant

2. Shri Avtar Singh Gobind Puri, H/o the complainant

For the insurer Shri Ritin Purohit, Associate Manager (Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of disposal 09.09.2021

17. Brief Facts of the cas&mt. Gurmit Kaughereinafter, the Complainant) hdiged this complaint against Bharti
Axa Life Insurance Co. l(ttereinafter, the Insurersdlleging missale of policy bearing n®01-5902314.

18. Cause of Complaint:

a) Comp I Ayl y i QaThe cdmplaNighty hay stated that the employees and agents of the Insurar
Companies fraudulently sold her this policy of Bharti Axa LIC and some policies of the other Insu
Companies on the allurement of giving her huge amount afuses after some time. The Complainant ha
stated that this fraud came to light very late and on her complaint to Kotak life, HDFC Life and Tata Al
Insurance Companies refunded amount to her keeping aside the free look period. She has filed treentdampl
the Bharti Axa LIC on 05.02.2020 for cancellation of this policy and refund her amount but the Co. did no
any suitable reply. Thus being aggrieved with the Insurance Co. she approached this forum to seek relief.

00 Ly & dzNE NE@lnsreldBalzy §dé $ON dated 25.08.2021, stated that the subject policy bearing
501-5902314 wasssuedon the basis of duly filled and signed application forms under the said policy and pc
R20dzySyia ¢SNBE RSt ADGSNBR | éssdnkRF06.002 7 THere iiay sugtessiud weldds
call on the mobile number provided by the complainant in the proposal/ application form and she did not r
any concern or issue and was in complete agreement with the terms and conditions of the pokcy.
complainant has approached the company on 04.02.2020 alleging that the product benefits are different
what was promised and that mentioned in the policy thus seeking refund. The respondent Insurance Con
declined her request vide communicationatdd 14.02.2020 as no meelling activity involved and it was not
made within free look period of 15 days.

19. Reason for Registration of Complaintis-sale.

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Plcy Document
c) Annexure VA d) Reply of the Insurance Company

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

Case called. Parties are present and recall their arguments as noted in Para 18 above.



The subject policy was issued in June 2017 and the Complainant has not denied receipt of the policy docul
The Insurers had made welcome call to explain the policy features, which the Complainant accepts. Hov
she did not raise any concerns duritige welcome call. These facts would indicate that the Complainant h:
voluntarily ignored all the caution and alert provided to her by the Insurers against any possidaleniShe
raised her first complaint of misale with the Insurers in February 2Q2@hich was about 2% years beyond the
free-look period. All these factors lead to the conclusion that there was nesaleson the part of the Insurers.
Pursuantly, thecomplaintshall deserve to be rejected.

Award

The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 09, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case ofJasbir SinghVs PNB MetLife India Insurance Co. Ltd.
Complaint Ref. No.: CHE033-2021-1726

1. Name & Address of the Shri Jasbir Singh

Complainant Village Goslan,P.O. Singhpura, TeKsihrar,
Distt- Mohali, Punjab140103

Mobile N0.9805337889

2. Policy No: DOC 22814442/21.02.2019
Type of Policy PNB Met Smart PlatinuANew
Duration of policy/Policy period Rs.492000/(05) PA
3. Name of the insured Jasbir Singh
Name of the policyholder Do
4 Name of the insurer PNB MetLife Inditnsurance Co. Ltd.
5. Date of Repudiation 09.02.2021
6. Reason for repudiation Complaint beyond free lookup period
7 Date of receipt of the Complaint | 26.02.2021
8 Nature of complaint Misselling
9. Amount of Claim Refund of premium witlnterest.
10. | Date of Partial Settlement NIL
11. | Amount of relief sought Refund of premium with interest

12. | Complaint registered underRule n¢ Rule 13(1)d Misrepresentation of policy terms ar
Insurance Ombudsman Rules, 20] conditions

13. | Date ofhearing/place 09.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant Shri Jasbir Singh, the complainant
For the insurer Smt. Priya Dwivedi, Deputy Manager (Legal)

15. | Complaint how disposed Award under Rule 17




| 16. | Dateof disposal | 09.09.2021 |

17. Brief Facts of the caseShri Jasbir Sin@hereinafter, the Complainant) haded this complaint againstPNE
MetLife India Insurance Co. L{thereinafter, the Insureralleging missale under the subject policy No. 22814442

18. Cause of Complaint:

0 [/ 2YLI I AY | Thé @@plainddEhdsYstitgditNat he went to bank to convert his savings into FL
thebank employee has explained him PNB Metlife onetime premiufitypavhich he accepted.But the Insure
issued him regular premium policy of 5 years instead of single premium policy. Complainant has further ste
was shocked on receiving SMS to pay annual premium of Rs 492000. The complainant has also staters #h:
FILOG2NE 62NJI SN FYyR 3ASGaGAYy3 avylrtt alrtlINEB FYyR OFyy:
The complainant also complained that he was told that he can take his money back after 2 years.He h;
complaint to the company bygst on 02.01.2021 but no reply is received. The complainant requested for refut
premium with interest.

0 0 Ly & dzNB NEHHe IndundiEhdgY Vil 8ON dated 27.05.2021, stated that Policy bearing no. 22814442
issued on 21.02.2019 on the basis of duly filled and signed application forms and policy was deliver
complainant on 02.03.2019.After issue of policy,the answeringpaedent made a welcome calland explainec
terms and conditions of policy to complainant. The complainant had paid initial payment Rs 492000. The con
has sent SMS reminder for renewal premium which was delivered on 16.01.2020 but complainant failgd tc
premium,hence policy moved to discounted fund.The complainant raised a complaint on 09/01/2021, which
well after lapseof the free look period.The complainant can surrender the policy aftemekiod and fund value
will be paid to complainant wit SBI rate of interest.

19. Reason for Registration of ComplaiMisselling

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of thednse Company

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

Case called. Parties are present and recall their arguments as noted in Para 18 above.

The subject policy was issued in February 2019 and the Complainant has not denied receipt of the
documents. The Insurers had made welcome call to explain the policy features, which the Complainant ac
These facts would indicate that the Compkant had voluntarily ignored all the caution and alert provided to hin
by the Insurers against any possible 1sade. He raised his first complaint of ms&le with the Insurers in January
2021, which was about two years beyond the fteek period. All tese factors lead to the conclusion that there
was no missale on the part of the Insurers. Pursuantly, tteenplaintshall deserve to be rejected.

Award

The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 09, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Rama Kant YadawR&diance Nippon Life Insurance Company Ltd.
Complaint Ref. No: CHP036-2021-1801

1. | Name & Address of the Shri Rama Kant Yadav,
Complainant 376/1, Village; Maloya, Chandigari60025
2. | Policy No: 53269466
Type of Policy Reliance Life Fixed Money Back plan
Duration of policy/Policy period 15/10 years
3. | Name of the insured Rama Kant Yadav
Name of the policyholder Rama Kant Yadav
4. | Name of the insurer Reliance Nippon Life Insurance Company Ltd.
5. | Date of Repudiation 19.01.2021
6. | Reason for repudiation Complaint beyond fredook period
7. | Date of receipt of the Complaint | 05.03.2021
8. | Nature of complaint Misselling
9. [ Amount of Claim Refund of premiums Rs 44000/
10. | Date of Partial Settlement Nil
11. | Amount of reliefsought Refund of premiums Rs 44000/
12. | Complaint registered under Rule 13.1.(d} misrepresentation of policy terms
Rule no: and conditions
13. | Date of hearing/place 09.09.2021/ Online hearing
14. | Representation at the hearing
For theComplainant Shri Rama Kant Yadav, the complainant
For the insurer Shri G G Padmakar Tripathi, Senior Manager
(Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of Award 09.09.2021

17. Brief Facts of the Cas&hri Rama Kant Yadav (hereinafter, the Complainant) had filed this complain
alleging misselling of the subject policy bearing number 53269466 by the Reliance Nippon Life Insurar
Company Ltd. (hereinafter, the Insurers).

18. Cause ofcomplaint:

1. [/ 2YLX I Ayl y i The conyhBEinait Sybinifted that the subject policy has been issued
fraudulently by defrauding his friend Gurmeet Singh. He had received a call wherein he was allured hu
benefit and policies in the name of his family and friends were issued. The wholenanmas paid by
Gurmeet Singh and is now leading a hard life working as an electrician. The complainant has submitted tt
he also is surviving on very less income. He has not signed any document and the documents provided



the company are also not cleafe complained to the company many times but was not heAslsuch he

has requested intervention by this office and complete refund of his amount
2. Ly & dzNB NB& QThd Qemmny SigeliSCN dated 06.09.2021 has informed that the policy bearin
number 53269466 was issued on 26.07.2018 for a premium of Rs 440@006¢ paid for 10 years, on
receipt of duly signed and executed Proposal Form and corresponding customer declaration form the L
Assured. Policy document was dispatched to the clientptly on 29.07.2018. Only one premium has
been received. The first complaint was received on 22.01.2019, which was beyond free look period.

19. Reason for Registration of Complaintis-sale.

20. The following documents were placed for perusal:
a) Comprint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as notechin®above.

The subject policy was issued in July 2018 and the Complainant has not denied receipt of the pol
documents. The Insurers replay the verification call, in which the salient terms & conditions of the policy wet
explained to the Complainantowever, he did not raise any concerns during the welcome call. These fact:
would indicate that the Complainant had voluntarily ignored all the caution and alert provided to him by the
Insurers against any possible ms&le. He raised his first complaint mis-sale with the Insurers in January
2019, which was well beyond the fréeok period. All these factors lead to the conclusion that there was no
mis-sale on the part of the Insurers. Pursuantly, tteemplaintshall deserve to be rejected.

Award

Thecomplaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 09, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case Suresh Kumar Dhulia Vs PNB Metlife India Insurance Co. Ltd.
Complaint Ref. No.: CHE033-2021-1729

1. Name & Address of the Shri Suresh Kumar Dhulia
Complainant V.P.O Dimmin,TehgTauni devi
Distt HamirpurdPR 177025
Phone no 8091763552




2. Policy No: DOC 21960784,22674530,&22641035,resp
20/08/2016,13/08/2018,&25/09/2018,resp

Type of Policy Met Endowment saving plan, PNB MetLifeGuarante¢
saving plan, PNB MetLife Guaranteed saving plan
Duration of policy/Policy period | 10/5,15/7,15/7, resp.

3. Name of the insured Shakuntla Devi
Name of the policyholder Suresh Kumar Dhulia
4 Name of the insurer PNB MetLife India Insurance Co. Ltd.
5 Date of Repudiation 26.08.2020
6. Reason for repudiation Complaint beyond free look period
7 Date of receipt of the Complaint | 18.02.2021
8 Nature of complaint Misselling
9. Amount of Claim Refund of premium with interest
10. | Date of Partial Settlement NIL
11. | Amount of relief sought Refund of premium with interest

12. | Complaint registered underRule | Rule 13(1)d Misrepresentation of policy terms and
no: Insurance Ombudsman Rule| conditions

2017

13. | Date of hearing/place 09.09.2021/ Online hearing
14. | Representation at the hearing

For the Complainant 1. Shri Suresh Kumar Dhulia, the complainant

2. Smt.Shakuntla Devi, wthe complainant

For the insurer Smt. Priya Dwivedi, Deputy Manager (Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of disposal 09.09.2021

17

18
I

o

. Brief Facts of the cas8hri S.K.Dhul{aereinafter, the Complainant) has filed this complaint agaihsiB

MetLife India Insurance Co. Ltthereinafter, the Insurers) alleging misselling of the subject policies beari
N0s.21960784, 22674530, & 22641035.

.Cause of Complaint:

O [/ 2YLX I AYI|Heis Qktirdd AleyHawhg dccount with PNB Hamirpur branch. He has purcha
only one PNB Metlife policy no 21960784 for Rs 100000 and policy bond is not received by him. After a g
2T GKNBS @SINARZ Ad OFYS G2 s #ckoant iy @elitkdOvih héady amouktd Gy
bank.The PNB MetLifehas issued him 9 more policies without his consent and authorization over a perio
years. He hasneither signed an application form nor received any confirmation call and mobile naheseall
policies is incorrect. He has raised various complaints to the company in 11/2019, 08/2020 and submittec
signatures verification forms,provided his alternate contact no. through customer care executive but
proper reply is received. The compahgs refunded amount for 4 policies out of 9 on medical grounds. F
requested for refund of premium with interest for rest of the policies.

0 Ly & dzNB NRALperSON dit¥dS08.06Y2021, the company has stated that the subject policieswere is
on thebasis of documents provided by complainant and signed proposal form. Policy No. 22674530 and |
N0.22641035 were delivered to the Complainant and policy No. 21960784 was received back as undeli
Welcome call was made by answering respondent aethits of policies were explained. The complainan
never requested for the cancellation of the policies under the free look period and first complaint is rece
after 3 years. Four polices bearing number 22641697 22020037 22062095 22698512 have abezady
cancelled. The company has prayed to dismiss the case as it has not violated any terms and conditions.



19. Reason for Registration of ComplaiMisselling

20. The following documents were placed for perusal:
a) Complaint to the Company  @npy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing with both parties (Observations & ConclusiGage called. Parties are present
and recall their arguments as noted inrRd.8 aboveThe 3 subject policies were issued, along with many othe
policies that are not part of this complaint, to the Complainant by this Company from time to time. In partict
one of the 3 subject policies (21960784) was issued in 2016, whilethee two, in 2018. For the Policy No.
21960784, the second annual premium was also paid. The Insurers state that they had made welcome c
explain the policy features, but the Complainant denies. However, the fact that he had purchased nume
policies from the Insurers, and that too from time to time, would indicate that he was well aware about
policies. He filed his first complaint of rsale with the Insurers in September 2019, which was well after tr
free-look period. All these factors ldao the conclusion that there was no nsale on the part of the Insurers.

Pursuantly, thecomplaintshall deserve to be rejected.

The complaint is rejected.

Award

(Sudhir Krishna)
Insurance Ombudsman
September 09, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH

(Under Rule 13r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Shakuntla Devi Vs PNB MetLife India Insurance Co. Ltd.
Complaint Ref. No.: CHB033-2021-1730

1. Name & Address of the Complaing Smt. Shakuntla Devi
V.P.O Dimmin, TehgTauni devi
Distt Hamirpur, HP177025
PH 829319812
2. Policy No: DOC 22204354 &2199246809/ 05/17, 20/09/16
Type of Policy PNB MetLife Endowment saving plan plus, Met
Duration of policy/Policy period Endowment saving plan
10/5,&10/5, resp.
3. Name of the insured Smt.Shakuntla Devi
Name of thepolicyholder do
4. Name of the insurer PNB MetLife India Insurance Co. Ltd.
5. Date of Repudiation 12.09.2020
6. Reason for repudiation Complaint beyond free lookup period




7. Date of receipt of the Complaint | 18.02.2021

8. Nature of complaint Misselling

9. Amount of Claim Refund of premium with interest
10. | Date of Partial Settlement NIL

11. | Amount of relief sought Refund of premium with interest

12. | Complaint registered underRut®: | Rule 13(1)d Misrepresentation of policy terms an
Insurance Ombudsman Rules, 201 conditions

13. | Date of hearing/place 09.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant 1. Smt. Shakuntla Devi tltemplainant
2. Shri Suresh Kumar Dhulia, H/o the complaing
For the insurer Smt. Priya Dwivedi, Deputy Manager (Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of disposal 09.09.2021

17. Brief Facts of the cas&mt. Shakuntla Devhereinafter, the Complainant) has filed this complaint agains
the PNB MetLife India Insurance Co..Lfldereinafter, the Insurers) alleging misselling of the subject policie
bearing N0s22204354 & 21992468.

18. Cause of Complaint:

Q)@ YLX I Ayl yi Ghe cdnpl@indny sy staved that she has neither signed an application form r
received any confirmation call regarding above policies.The signatures and mobile no on policies do not b
to her. She had sent complaints to the comgaon09.2019,11/2019&01/2020andshe has submitted dua
signatures verification forms and also providedher alternate contact no to insurer through customer c
executive but no satisfactory reply isreceived. Thus being aggrieved with the Insurance Guprsiaelaed this
forum to seek justice.

b)L y & dzNB NA @s pgeNSENzYafey @B.06.2021, the company has stated that the subject policieswere is
on the basis of signed proposal and documents provided by complainant. The answering respondent |
successful welcome call whereby details of insurance policies were explained.The complainant never requeste
the cancellation of the subject policy under the free look period. Policy Documentswere promptly dispatche
GKS [/ 2YLX I Ayl yi Qe withiR enBBeekiof golicyRssiru&€é. e Sadiplainant is educated enot
to understand the policies. Four polices bearing number 22641697 22020037 22062095 22698512 have a
been cancelled. Insurance company has prayed to dismiss the case as it adated any terms and conditions
of policy.

19. Reason for Registration of Complaimdlisselling.

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The subject policies were issued, along with sontlgeo policies that are not part of this complaint, to the
Complainant by this Company from time to time. In particular, one of the two subject policies was issued in
2016, while the other one, in July 2017. The Insurers state that they had mademeet@ils to explain the policy
features, but the Complainant denies. However, the fact that she had purchased numerous policies fron



Insurers, and that too from time to time, would indicate that she was well aware about the policies. Shehad
her first complaint of missale with the Insurers in September 2019, which was well after thel@@le period. All
these factors lead to the conclusion that there was no-saie on the part of the Insurers. Pursuantly, the
complaintshall deserve to be rejeet!.

Award

The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 09, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Sorav Loona Vs Reliance Nippon Life Insurance Company Ltd.
Complaint Ref. No.: CHE036-2021-1749

1. | Name & Address of the Shri Sorav Loona, 1/82, Ward No. 10, Railway R

Complainant Jalalbad, Punjatt52024

Mob No. 7009715838

2. | Policy No: 53801314

Type of Policy Reliance Life Increasing Income plan

Duration of policy/Policy period | 24/12 years
3. | Name of thensured Sorav Loona

Name of the policyholder Sorav Loona
4 Name of the insurer Reliance Nippon Life Insurance Company Ltd.
5. | Date of Repudiation 22.02.2021
6. | Reason for repudiation Complaint beyond fredook period
7 Date of receipt of th&Complaint | 25.02.2021
8 Nature of complaint Misselling
9. | Amount of Claim Refund of premium Rs 30775/
10. | Date of Partial Settlement Nil
11. | Amount of relief sought Refund of premium Rs 30775/
12. | Complaint registered under Rule 13.1.(d) misrepresentation of policy terms

Rule no: and conditions
13. | Date of hearing/place 09.09.2021/ Online hearing
14. | Representation at the hearing

For the Complainant Absent
For the insurer Shri G @admakar Tripathi, Senior Manager (Leg

15. | Complaint how disposed Recommendation under Rule 16




| 16. | Date of Award | 09.09.2021 |

17. Brief Facts of the Cas&hri Sorav Loonénereinafter, the Complainant) had filed this complaint alleging
misselling under the subject policy bearing number 53801314 by the Reliance Nippon Life Insuran
Company Ltd. (hereinafter, the Insurers).

18. Cause of Complaint:

a) / 2YLX I Ayl y{Tha complaihaasBhyhiitetl that he opened a policy with the company, however
later his father expired so he had no source of income. Hence, he requested cancellation of the policy, L
the same was refused by the company. The complat submitted that he received the policy document
late but the company insisted that as per their record the date of receipt was diffefensuch he has
requested intervention by this office for complete refund of his amount

b) L y & dzNghimNeéntcr he Odihpany vide SCN dated 25.08.2021 has informed that the policy bearing numbe
53801314 was issued on 20.10.2020 for a premium of Rs 30t0/bé paid for 12 years, on receipt of duly
signed and executed Proposal Form and corresponding custdewaration form from the Life Assured.
Policy document was dispatched to the client promptly on 09.11.2020 via speed post. Only one premiu
has been received. The first complaint was received on 19.12.2020, which was beyond free look period. T
case waa selfie PIVC case wherein the customer has completed the formalities on a TAB Login.

18. Reason for Registration of Complairdisselling.

19. The following documents were placed for perusal:

a) Complaint to the Company b) Copy of Policy Docume
c) Annexure VA d) Reply of the Insurance Company

20. Result of hearing with the parties (Observations and Conclusion):

Case called. The Complainant is absent. The Insurers are present and recall their arguments as noted in
18b above.

At this stage, the Insurers consent to cancel the subject policy and refund the premium amount received.

Award

The complaint is resolved in terms of the consent of the Insurers to cancel the subject policy numbel
53801314 and refund thpremium amount received.

Parties should implement this award within 30 days.

(Sudhir Krishna)
Insurance Ombudsman
September 09, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Gaurav MarV¥s Kotakviahindra Life Insurance Co. Ltd.
Complaint Ref. No.: CHR026-2021-1757

1. | Name & Address of the ShriGauravMann,
Complainant VPO- Ghogripur, Dist. Karnal, HaryaQqd 32001
Mob- 9996244941
2. | Policy No: 09026352
Type of Policy Kotak Assured Savings Plan
Duration of policy/Policy period | 20/10
3. | Name of the insured Gaurav Mann
Name of the policyholder Gaurav Mann
4 Name of the insurer Kotak Mahindra Life Insurance Company Ltd.
5. | Date of Repudiation 06.11.2020
6. | Reason for repudiation Beyond free look period
7 Date of receipt of the Complaint | 03.03.2021
8 Nature of complaint Mis Selling
9. | Amount ofClaim Rs. 52000/
10. | Date of Partial Settlement Nil
11. | Amount of relief sought Rs. 52000/
12. | Complaint registered under 13.1. (d) Misrepresentation of policy terms and
Rule no: conditions at any time in the policy document or
policy contract.
13. | Date of hearing/place 16.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant Shri Gaurav Mann, theomplainant
For the insurer Shri Manish Mittal, Associate VP (Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of Award 16.09.2021

17

18.

. Brief Facts of the cas&hri Gaurav Mann (hereinafter, the Complainant) hiesl this complaint against

Kotak Mahindra Lifénsurance Co. Ltdhereinafter, the Insurersalleging misselling under the subject
policy N0.09026352.

Cause of Complaint:

0O [/ 2YLX I Ayl yTheQComplaiNdatdziaed ihaie had bought the said policy bearing ho.
09026352in the month of October 2018. After few days he received a call from the company wherein he
found that all the terms and conditions of the policy wdbtally wrong and unacceptable to him. Hence,
he requested for the cancellation of the policy but was asked to wait for 15 days. After not receiving
anything, he called to the company many times and thereafter received Policy documents on 12.08.201'
AtSNJ NBOSAQ@GAY3I GKS R20dzySydasz KS ¢gSyd G2 GKS Ly
policy wherein a lady name Anchal gave him the cancellation request receipt dated 22.08.2019. Even aft
submitting the policy documents within free logleriod and speed post receipt the company denied him
the free look cancellation. On being aggrieved by their -noompliance to his complaints he has
approached this forum to seek justice.

00 LYy &dzNB NE&Compal dadeSSCN dated 12.03.2021 sthtasMr. Gaurav Mann is an educated

person and had submitted the proposal form via digital mode and signed the corresponding declaration
after going through the benefit illustration along with PAN card and initial premium via digital mode. After



19.

that Polcy bearing ne 09026352 was issued, having risk commencement date as 31.10.2018, for a sun
assured of Rs. 1017390.80 having a premium of Rs. 52250, payable annually for a policy term of 20 years
premium paying term of 10 years. It is germane to mentizat while applying for subject Policy via digital
Y2RS GKS O0dzald2YSNJ KlIa Ffa2 adoYAGGSR F Odzald2YSsS
(Name of LI) declare that I/We have answered all the questions truthfully after having fully understanding
0KS AYLRNIFYOS GKSNB2Fdé LG A& LISNIAYSYyd G2 YSy
filing of the present complaint, which is beyond free look cancellation period. Company states that the
allegations made by the complainant areskéess and devoid of merits. It is apt to mention here that the
complainant has submitted a free look cancellation request dated 22.08.2019, which was declined by th
company, vide letter dated 31.10.2019. The policy document was delivered to him onZL& by speed

post but he deliberately refused to receive the policy bond. The complainant received the policy bond ol
03.08.2019 hence the free look request has been declined. It is required to mention that the verification o
the facts through investigain in the subject policy was also conducted by the company on 30.01.2019 i.e.
before the delivery of the policy document but no objection was raised by the complainant regarding the
policy. No allegation regarding misselling has been made by the compiaimhich shows he is satisfied
with the product. Hence his allegations fall flat. The Company is unable to take into consideration an
promise or guarantee given by the sales representative without any valid acknowledgement being submitte
by the complaih y 1 @ ¢ Kdzaz O2yaARSNAYy3a GKSAS FILO0da 2F GKS
kindly not to consider the complaint made by the complainant.

Reason for Registration of Complaiiis-selling

20. The following documents were placed for peals

21.

a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Complainant states that he had no idea about the subject policy untie¢esved Policy documents ol
MHOANYy ®PHaM@pEZ FFISNI 6KAOKE KS ¢gSyid (2 (0KS LyadzNBS|
Insurers state that soon after issuing the policy, they had deputed an Investigator to verify the authenticiy
policy proposal and the Investigator had met the Complainant on 30.01.2019. Ahead of that, the polic
dispatched by the Insurers per speed post, which was returned undelivered with the remarks the
Complainant had refused to accept the documem ©1.11.2018. He finally approached the Insurers seel
cancellation of the policy on 22.08.2019, which was declined, being beyond th&le@eriod.

Upon examination of the arguments and the evidence submitted by both the parties, it is concludeitheh:
Complainant had approached the Insurers seeking cancellation of the policy after tHedkeperiod. Therefore,
the Insurers were justified in declining the request. Pursuantly, the complaint would deserve to be rejected.

Award

The complaint is reed.

(Sudhir Krishna)
Insurance Ombudsman
September 16, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna
Case of Riyaz Ahmats KotakMahindra Life Insurance Co. Ltd.

Complaint Ref. No.: CHE026-2021-1755

1. | Name & Address of the ShriRiyaz Ahmad
Complainant H.No. 17/1, Street Na4, Shanti Nagar, Manimajra
ChandigarklL60101
Mob- 8288864676
2. | Policy No: 74289341
Type of Policy Kotak Premier Endowment Plan
Duration of policy/Policy period | 15/10
3. | Name of the insured Riyaz Ahmad
Name of thepolicyholder Riyaz Ahmad
4 Name of the insurer Kotak Mahindra Life Insurance Company Ltd.
5. | Date of Repudiation 12.11.2020
6. | Reason for repudiation Beyond free look period
7 Date of receipt of the Complaint | 03.03.2021
8 Nature ofcomplaint Mis Selling
9. | Amount of Claim 37200/
10. | Date of Partial Settlement Nil
11. | Amount of relief sought 37200+
12. | Complaint registered under 13.1. (d) Misrepresentation of policy terms and
Rule no: conditions at any time in the policy document or
policy contract.
13. | Date of hearing/place 16.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant ShriRiyaz Ahmaadhe complainant
For the insurer Shri Manish Mittal, Associate VP (Legal)
15. | Complaint how disposed Recommendation under Rule 16
16. | Date of Award 16.09.2021

17.

18.

Brief Facts of the cas&hriRiyaz Ahmadhereinafter, the Complainant) hdded this complaint againgfotak
Mahindra Lifelnsurance Co. Ltdhereinafter, the Insurersalleging misselling under the subject policy Nc
74289341.

Cause of Complaint:
O /2YLEXITAYlIYydiQa | NBdzYSyidy

The Complainant stated thdite had bought an insurance policy from Kotak Mahindra Life Insurance Co. L1
16.05.2020 but even after 4 months he did not receive any policy document. After a week from the receipt
complaint in the branch, the complainant received the policy document on 27.10.2020. Going through the
and conditions of the policy he found that they are totally different to what was told to him by the agent o
company. It was told to him that tke people would be insured in this policy but to his surprise only on



insured. Hence, he went to the branch office to cancel the policy under free look period but they denied
request and even kept his policy with them. On being aggrieved by tit@-compliance to his free look
cancellation request he has approached this forum to seek justice.

00 LyadzZNBENBRQ | NHdzYSyidy

The Company vide SCN dated 12.03.2021 states thaRiiaz Ahmads an educated person and had submitte
the proposal form via digital mode and signed the corresponding declarations after going through the L
illustration along with PAN card and initial premium via digital mode. After that Policy bearig 28341 was

issued, having risk commencement date as 16.05.2020, for a sum assured of Rs.313500 having a premit
36999, payable annually for a policy term of 15 years and premium paying term of 10 years. As per IRDAI
dated 30.03.2020 as a cormeence of the ongoing COVID crisis, the regulator had allowed delivery of elect
copies of the policy contract wherever the email id of the customer is available, accordingly soft copy

policy was emailed on 20.05.2020 but due to his negligeimeelid not read the policy documents and approa
the company within free look period. Hence the company cannot be held liable for his negligence. Moreo
the perusal of his complaint dated 04.12.2020 it could be ascertained that the complainanertathe said

mail from the same mail id. No allegation regarding misselling has been made by the complainant, which
he is satisfied with the product. The allegations made by the Complainant are baseless and devoid of an
Hence his allegatiorfall flat. The Company is unable to take into consideration any promise or guarantee

by the sales representative without any valid acknowledgement being submitted by the complainant.

considering these facts of the case, the company plea theCHbf S h Yo dzRaYly G2 1A

complaint made by the complainant.

19. Reason for Registration of Complaintis-selling

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexue VIA d) Reply of the Insurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancéletpolicy and refund the premium amount after deducting for t
I ASy G Qa O2YYA&aaAirzy LI AR Y2NIlFftAde OKINBRSasz D{¢
agreement of conciliation could be arrived at between the Insurers and the Compiawhich | consider as fal
and reasonable for both the parties.

Award

The complaint is resolved in terms of tlagreement of conciliation arrived at between tf
Insurers and the Complainant. Accordingly, the Insurers shall cancel the subject ruml
74289341 YR NB Fdzy R G KS LINBYAdzY | Y2dzyd | FGSN
mortality charges, GST asthmp duty.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman
September 16, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case offejinder Kaur & Nyamat Dhaliwas HDFC Standard Life Insurance Company Ltd.
Complaint Ref. NoCHDBL-019-2021-1787

1. | Name & Address of the Smt. Tejinder Kaur & Kum. Nyamat Dhaliwal,
Complainant # 229, SecteR1A, Chandigari60022
Mob No. 9872853588
2. | Policy No: 19344995, 19320047
Type of Policy HDFC life Classic Assure Plan
Duration of policy/Policy period| 15/ 10 years each
3. | Name ofthe insured Tejinder Kaur, Nyamat Dhaliwal
Name of the policyholder Tejinder Kaur, Nyamat Dhaliwal
4. | Name of the insurer HDFC Standard Life Insurance Co. Ltd.
5. | Date of Repudiation 25.01.2021
6. | Reason for repudiation Complaint beyondree-look period
7. | Date of receipt of the Complain{ 04.03.2021
8. | Nature of complaint Misselling
9. | Amount of Claim Rs 2000006/
10. | Date of Partial Settlement Nil
11. | Amount of relief sought Rs 2000006/
12. | Complaint registered under Rule 13.1.(d¥ misrepresentation of policy terms and
Rule no: conditions
13. | Date of hearing/place 16.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant Smt. Tejinder Kaur & Kum. Nyamat Dhaliwal, the
Complainants
For the insurer Shri Gurpreet Singh, Deputy Manager (Legal)
15. | Complaint how disposed Recommendation under Rule 16
16. | Date of Award 16.09.2021

17. Brief Facts of the Cas8mt. Tejinder Kaur and Kum. Nyamat Dhaliwal (hereinafter, the Complainants) ha

filed a complaint in this office against HDFC Standard Life Insurance Company (hereinafter, the Insurer)
misseling of policies bearing number3344995 & 19320047.

18. Cause of Complaint:

a)/ 2YLX | Ayl y{aTee dubjeBtdpyliSigsiwere sold to them in 2017, by some telecallers,
impersonating as government officials, in the name of installation of towers of Airtel. The Comp&amant
Tejinder Kaur bing a widow, with nsource of income, believed them. Later she was sold many policies of
RAFFSNBYU O2YLIYyASEa Ay KSNIla oSttt a KSNI FIYAC
her motherin-law Balbir Kaur. All the details mentioned in the policies are necbr She was told that the



policies will be cancelled, however they refused to accept the complaint later. They lodged complaint wit
the company but were not heard. So, they have approached this office for.relief

b) L y & dzNBS NA QAs peXITNr¥afey (13Y09.2021, the company has informed that the complainant had
availed HDFC Life classic assure policies bearing numbers 19344995 & 19320047 with risk commencer
date 24.05.2017, for a premium of Rs 99910/be paid annually for 10 years eaditer going through the
terms and conditions of the policy. Policy documents were dispatched to the client promptly and were dul
delivered. The first complaint was received on 02.08.2019, which was beyond free look, [seritie
company was unable taoeply with the request. The company has also submitted that they arranged for a
pre conversion verification call, wherein all the terms and conditions were explained and post acceptanc
the policy was issued.

19.Reason for Registration adfomplaint:Misselling.

20. The following documents were placed for perusal:

a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of hearing with th@arties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel both the policies and utilise the premium amounts received to issl
single premium paties with lockin of 5 years and no frelook option. The Complainants accept this offer.
Thus an agreement of conciliation could be arrived at between the Insurers and the Complainants, whicl
consider as fair and reasonable for both the parties.

Award

The complaint is resolved in terms of tagreement of conciliation arrived at between tt
Insurers and the Complainants. Accordingly, the Insurers shall cancel both the s
policiesbearing numberd 9344995 & 19320047, and utilise the premium amoueteived
to issue new single premium policies with lenkof 5 years and no frelok option.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman
September 16, 2021



PROCEEDINGS OF NN\EURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 & 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Des Raj Barda Vs Reliance Nippon Life Insurance Company Ltd.
Complaint Ref. No.: CHE036-2021-1881

1. | Name & Address of the Shri Des Raj Barda,
Complainant H. No. 102, Sigma City, GRDL Highway, Lohgar Roa
Zirakpur, DisttMohali, Punjab140603
2. | Policy No: 51771128, 51793095 & 51730034
Type of Policy RelianceGuaranteed Money Back plan
Duration of policy/Policy period 15/07 years each
3. | Name of the insured Manoj Kumar, Pramod Kumar, Manoj Kumar
Name of the policyholder Des Raj Barda, Des Raj Barda, Des Raj Barda
4 Name of the insurer Reliance Nippon Life Insurance Company Ltd.
5. | Date of Repudiation 19.02.2021
6. | Reason for repudiation Complaint beyond fredook period
7 Date of receipt of the Complaint | 15.03.2021
8 Nature of complaint Misselling
9. | Amount of Claim Rs 372500/
10. | Date of Partial Settlement Nil
11. | Amount of relief sought Rs 372500/
12. | Complaint registered under Rule | Rule 13.1.(d} misrepresentation of policy terms and
no: conditions
13. | Date of hearing/place 23.09.2021/ Online hearing
14. | Representation at the hearing
For theComplainant Shri Des Raj Barda, the complainant
For the insurer Shri Nikunj Chikani, Manager (Legal)
15. | Complaint how disposed Award under Rule 17 & Recommendation under Rule
16. | Date of Award 23.09.2021

17. Brief Facts of the Cas&hri Des Raj Barda (hereinafter, the Complainant) had filed a complaint in this offi
about misselling of the subject policies bearing numbers 51771128, 51793095 & 51730034 by Reliance Ni
Life Insurance Company Ltd. (hereinafter, the Insurers).

18. Cause of Complaint:

21./ 2 YLJ | Ay I y (i Beawad ridgudedSayiditdpped in a ginned conspiracpy some telecallers
impersonating as government officials, to purchase policies of different companies. He believed them
later on receipt of documents did not find any such benefit mentioned in it. The representative of tt
company also took payment of Rs 8130&Md R87400/ from him but policies were never issued to him. He
was never briefed about the frelwok option. He being 75 years old, a pensioner and a chronic patient c
CAD since 2005, is not in a position to continue the same. He was told that the pobcikesbe cancelled
automatically however he was not heard latéte complained to the company many times but the company
refunded premium for only one policy bearing number 515524%% domplainant requested for refund of
his balance amount as well but wast heard As such the complainant has approached this forum for relief

22. L v & dzNB NA QThe Qv SigeliSCN dated 16.09.2021 has informed that the policies bear
numbers 51771128, 51793095 & 51730034 were issued on 12.08.2014, 2PR.08& 31.07.2014 for a



premium of Rs 93100, Rs 60508/ Rs 49900/to be paid for 07 years each, on receipt of duly signed anc
executed Proposal Form and corresponding customer declaration form the Life Assured. Policy docun
was dispatched to the cli¢ promptly via speed post. Only one premium has been received under eac
policy. The first complaint was received on 24.07.2017 although the policies were issued in July / Au
2014. Post that this complaint has been preferred after 4 years. All treetholicies are foreclosed as on
date and the payouts details are as hereunder.

Palicv No Date of Fareclasurd Paid throuah Amount Date of pavment
51771128 12.08.2017 Cha. Nao. 299643 | Rs. 13738.9 07.12.2017
51793095 28 08.2017 HDEC NEFT Rs. 9411.00 17.06.2019
51730034 17.07.2017 HDEC NFFT Rs. 7501.00 30.01.2019

19.Reason for Registration of Complairilisselling.

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of hearing with the parties (Observations and Conclusion):

Case called. Parties are present and recall their arguments as noted in Para 18 Himv@omplainant hac
purchased e three subject policies in July & August 2014 and paid only one premium in each. As a res
policies were foreclosed in July & August 2017 and the Insurers paid hifothelosure Sums, as per the terms
conditions of the respective policies. TBemplainant had filed his first complaint of rsigle with the Insurers on
24.07.2017. As the complaint of rreale was filed almost three years after the lapse of the-fomk period, the

Insurers were justified in not accepting the saniursuantly, tle complaint shall deserve to be rejectels

regards a new policy for which the Complainant states that he had given Demand Draft (DD) to one Shri

Kumar of Noida and has not received the Policy yet, the Insurers state that if the Complainant submits a
complaint along with a copy ahe DD, they would be willing to verify the same at their end. The Complail
accepts this offer and assures to send his complaint with a copy of the DD to the Grievance Departmen
Insurers within one weekThus an agreement of conciliation could hrrived at between the Complainant an
the Insurers in respect of this part of the complaint, which | consider as fair and reasonable for both the par

Award
The complaint in respect of the three subject subject policies bearing numbers 5177112809%7 &
51730034 in rejected.
As regards a new policy for which the Complainant states that he had given Demand Draft (DD) to ane St
Sanjeev Kumar of Noida and has not received the Policy yet, the complaint is resolved in terms| of th
agreement of contiation arrived at between the Complainant and the Insurers and, accordingly, the
Complainant shall submit his complaint with a copy of the DD to the Grievance Department of the
Insurers, whereupon the Insurers would verify the same at their end and gitebke response to the
Complainant. Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman
September 23, 2021



PROCEEDINGS OF THE INSURONEIEDSMAN, CHANDIGARH
(Under Rule 13 r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Jitender Kaur Vs Reliance Nippon Life Insurance Company Ltd.
Complaint Ref. NoCHDL-036-2021-1885

1. | Name &Address of the Smt.Jitender KaurD/o Bahadur Singh,
Complainant Village Lower Barol, P@Dari, TehsilDharamshala,
Distt- Kangra, Himachal Pradestv6057
2. | Policy No: 51181434
Type of Policy Reliance Life Guaranteed Money Back Plan
Duration of policy/Policy period | 15/ 05 years
3. | Name of the insured Jitender Kaur
Name of the policyholder Jitender Kaur
4. | Name of the insurer Reliance Nippon Life Insurance Co. Ltd.
5. | Date of Repudiation 04.02.2021
6. | Reason forepudiation Complaint beyond fredook period
7. | Date of receipt of the Complaint | 17.03.2021
8. | Nature of complaint Misselling
9. | Amount of Claim Rs 250006/
10. | Date of Partial Settlement Nil
11. | Amount of relief sought Rs 100006/
12. | Complaint registered under Rule 13.1.(d} misrepresentation of policy terms
Rule no: and conditions
13. | Date of hearing/place 23.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant Smt.Jitender Kaur, th€omplainant
For the insurer Shri Nikunj Chikani, Manager (Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of Award 23.09.2021

17. Brief Facts of the Cas&mt. Jitender Kaur (hereinafter, the Complainants) had filed a complaint in this office
against Reliance Nippon Life Insurance Company Ltd. (hereinafter, the Insurers) for misseling of policy bea
number 51181434

18. Cause of Complaint:

ay 2YLIX I Ayl y( Shehad aNddlaxyo$ Birla BunLife for which she had been paying the premiums
regularly. She got a call from someone from the company alluring huge money if she purchased a policy
Reliance for a premium of Rs 25000Dn receipt 6the policy document it was found that the policy was
fraudulently issued and the signatures along with the details incorporated in it were wrong. On contactin
the caller he made her pay more on one pretext or the other and many more policies of diféen@panies
were issued to her. She was befooled by many others who made her pay directly in their accounts as w
The complainant has an ailing father to look after and has also lost too much moneypneSwms requested
intervention by this office fofull refund of her amount

b)L y & dzNB NB& (Thel Oddpdny $ide $EN dated 04.06.2021 has informed that the subject policy bearir
number 51181434 was issued on 30.08.2013 for a premium of Rs 2500 paid for 05 years, on receipt



of duly signed and executed Proposal Form and corresponding customer declaration form from the propose
Policy document was dispatched to the client promptly on 02.09.2013. Only one premium has been receiv
and the policy is foreclosed in 2016 itself. Thetfaomplaint was received on 07.10.2013 alleging missale on
account of policy being sold by offering false benefits, which was rejected by the company and post th
complaint has been preferred after 8 years beyond free look period.

19. Reason for Registtaon of Complaint:Misselling.

20. The following documents were placed for perusal:

a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of hearing with the pées (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Complainant says that she has no source of personal income and the Policy should not have been is
her. The Insurers hagsued the subject Poliayn 30.08.2013, on receipt of duly signed and executed Prop
Form and corresponding customer declaration form from the proposer. They received the first complaint c
sale from her on 07.10.2013, which was rejected on 21182 being beyond the frelok period and also
because thahe Complainant had received the pigsuance verification call (PIVC) from the Insurers wherein
policy term, the premium payment terms and other details of the policy were explained to herst8tes that

she did not raise any concern during the PIVC about the assurance of extra benefits given to her by th
because the agent had tutored her. In these circumstances, it is concluded that the Complainant had

decided to place reliaze on the agent and had ignored the caution and information given to her by the Insi
against missale. Therefore, the complaint of riesle against the Insurers is not justified and the complaint s
deserve to be rejected.

Award

Thecomplaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 23, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Kapil Vashishtha vs PNB MetLlife India Insurance Co. Ltd
Complaint Ref. No.: CHE033-2021-1763

1. | Name & Address of the ShriKapil Vashishtha
Complainant 524, Vishranty City, Gazipur Road, Zirakpt0603
PH: 7814524524, 9463001375
2. | Policy No: 233440168
Type of Policy PNB MetLife Guaranteed Income plan
Duration of policy/Policy period | 20/10
3. | Name of the insured Medha
Name of thepolicyholder Kapil Vashishtha
4. | Name of the insurer PNB MetLife India Insurance Company Ltd.
5. | Date of Repudiation 11.02.2021
6. | Reason for repudiation Policy already cancelled in free look up and amount
refunded Rs 49004
7. | Date ofreceipt of the Complaint | 01.03.2021
8. | Nature of complaint Mis-selling
9. | Amount of Claim Loss of 1092
10. | Date of Partial Settlement Nil
11. | Amount of relief sought 103000 including for taxi charges and mental
harassment
12. | Complaint registered under 13.1.(d); Misrepresentation of policy terms and
Rule no.: conditions at any time in the policy document or poliq
contract.
13. | Date of hearing/place 23.09.2021
14. | Representation at the hearing
For theComplainant ShriKapil Vashishtha, the complainant
For the insurer Smt. Priya Dwivedi, Deputy Manager (Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of Award 23.09.2021

17. Brief Facts of the case:

18.

Shri Kapil Vashishthghereinafter, the Complainants) haded this complaint against PNB MetLife Indie
Insurance Co. Ltdhereinafter, the Insurersdlleging missale under the subject policy n233440168.

Cause of Complaint:

0 [/ 2YLX I Ay Yhe Qémplainddhat ViSitgdiPXB Branch on 09.09.2020 to renew his FD and
Inder sitting on reception counter asked him to invest in PNB MetLife policy for 3 years with great returr
13%. The Complainant explained that being heart patient, he caneiopglicy but he was assured that no
medical would be required. So, complainant agreed to take policy with his wife as nominee. But he was t
adzo YAG R20dzYSyida 2F KAA RFdAKGESNI F2NI y2YAYlFGA2Y

for policy and paid Rs 50096. Complainant further stated that he followed with bank feregeipt of policy

and complained to bank on 29/12/2020. The policy was delivered through the agent and on reading the p
he came to know that policy was issuiedthe name of his married daughter for 10 years term. He complain
to company on 11.01.2021 but was not properly responded. He visited the branch office on 29.01.202



19.

company asked him to sign some papers and assured him to contact on phone. Hedesfund of Rs
49004.00 through NEFT in Feb. 2021 less by Rs 1092.00 in his bank account. The Company has tre
request for refund in free lookup period instead of case of cheating and misselling. On being aggrieve
contacted this forum for rieind of full premium with interest, taxi charges 3000 and mental harassment char
one lac and further to prevent and punish the malpractice by insurance companies.

00 Ly adzNB NE InsurdkBideYSEN 03Y06.2021, stated that Policy bearing no. 233440168 is al
cancelled and refund of Rs 49004.22 has been credited to customers account no ending 6868 through N
08/02/2021. The Insurance Company further stated that free Ipokancellation is as per clause 10 of IRD
Regulations and 1091.78 is recovered towards Stamp duty, COI recovery, and GST. Company reque
dispose of the complaint as it has effectively addressed the grievance of complainant.

Reason for Registratn of Complaint:Mis-selling.

20. The following documents were placed for perusal:

21.

a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

Result of Personal hearing with both parties (Obsereas & Conclusion):

Case called. Parties are present and recall their arguments as noted in Para 18 Tdimo@omplainant states
that he did not receive the policy document until the agent gave him a photocopy on 29.12.2020. The Ins
state that the poky was issued on 18.09.2020 and delivered on 03.10.2020 to the Complainant by Speed
whereas Soft copy was delivered earlier, on 23.09.2020. They received his first request for cancellation
first week of December 2020, which was about 15 dafter the lapse of the fredook period, but was
considered as fre¢ook cancellation and the premium received was refunded to the Complainant after adjus
for the Stamp duty, GST and cost of insuraridpon examination of the arguments and the evidesocémitted
by both the parties, it is concluded that the Policy document was duly delivered to the Complainant, there
no missale on the part of the Insurers, and the Insurers were justified in refunding the premium amount to
after adjusting for tle Stamp duty, GST and cost of insurance (COI) for the period till cancellation of the pc
Pursuantly, the complaint shall deserve to be rejected.

Award
The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 23, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Mukesh Kum#isindiaFirstLife Insurance Co. Ltd.
Complaint Ref. No.: CHBE00242021-1737

1. | Name & Address of the Shri Mukesh Kumarr,

Complainant 423, Gali Ne5, Near Doon Bharti, Durga Enclave

Saidpur Extension, Faridabad, Haryata1013
Mob- 9811258737

2. | Policy No: 71423374

Type of Policy IndiaFirst Life Smart Pay Plan

Duration of policy/Policy period | 15/08
3. | Name of the insured Mukesh Kumar

Name of the policyholder Mukesh Kumar
4 Name of the insurer IndiaFirstLife Insurance Company Ltd.
5 Date of Repudiation 22.02.2021
6. | Reason for repudiation Beyond Freelook Period
7. | Date of receipt of the Complaint | 25.02.2021
8 Nature of complaint Mis-selling
9. | Amount of Claim 76500/
10. | Date of PartiaBettlement Nil
11. | Amount of relief sought 76500k
12. | Complaint registered under Rule 13.1. (d} Misrepresentation of policy terms

Rule no: and condition at any time in the policy document
13. | Date of hearing/place 23.09.2021/ Online hearing
14. | Representation at the hearing

For the Complainant Shri Mukesh Kumar, the complainant
For theinsurer Smt. Hetal Maniyar, Senior Manager (Legal)

15. | Complaint how disposed Recommendation under Rule 17
16. | Date of Award 23.09.2021

17. Brief Facts of the case&hri Mukesh Kumar (hereinafter, the Complainant) Rkl this complaint against
IndiaFirstLife Insurance Co. Ltdhereinafter, the Insurersalleging misselling under the subject policy Nc
71423374,

18. Cause of Complaint:

0 [/ 2YLX I AY Il Jhe@amplhinii drxies yhiitey is a victim of miselling and fraud for the subjec
Policy No. 71423374. His friend, who is sétarate with an income of Rs. 1500@Jer month, has invested Rs.
lakh by taking 2 polices on hieme, from IndiaFirst Life Insurance and Edelweiss Tokio Companies, ©
pretext of availing an interedtee loan of Rs.15 lakh. He alleges that how can a company accept gainiyd
payment. Even his signatures on the proposal were forged. They ioseghhim that the verification call come:
from Agent Department of the company and if he discloses about the offer then commission will be ded
Therefore, under their influence for over 10 months, he could not complain under free look period. On
aggrieved by this fraud he has approached this forum to seek relief.



00 LY adzNBE NEn&CompaRlydadeSSCH Wated 12.03.2021 states that IndiaF@sBmart Pay Plan polic
bearing no. 71423374 was issued to the complainant, with risk commencement date as 21.07.2020, for
assured of Rs. 6170003n the basis of duly filled and signed proposal form & Customer Declaration Form
with the relevant documents and initial premium deposit. The Policy document was dispatched on 28.07
via Speed Post AWB NOEA403632886IN and the same was delivered on 26.08.2020. The con
representative made a Video Rtesuance Verification Call and Welcowedl on 16.07.2020 and 13.09.202
NBaLISOGAGSte 2y O2YLIX IAYylFyiQa NBIAAGSNBR Y20Af !
insurance policy. Despite of receipt of the policy document, the complainant never approached the cor
with any request for free look cancellation thereby implying that the terms and condition of the subject f
was acceptable to him. It was only on 02.02.2021, approximately after 5 months of policy issuant
complainant first time approached the companieging mis selling, which was way beyond the free look per
The Company investigated the matter and replied vide letter dated 09.02.2021 duly conveying the reas
denial of cancellation of the policy. Since the complainant had approached the ogngiger the free look
period, therefore the policy cannot be cancelled. Hence in light of the above stated facts & submissior
prayed that the present complaint be dismissed.

19. Reason for Registration of Complaintis-selling

20. The followingdocuments were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are peas$ and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel the subject policy and utilise the premium amount received to i
new singlepremium policy with lockn of 5 years and no frelwok option. The Comainant accepts this offer.
Thus an agreement of conciliation could be arrived at between the Complainant and the Insurers, v
consider as fair and reasonable for both the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at betwee
Complainant and the Insurers. Accordingly, the Insurers shall cancel the subject
bearing number 71423374nd utilise the premium amount received to issue avnangle
premium policy with lockn of 5 years and no frelok option.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman
September 23, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 170f The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Narinder Kumar V/S LIC of India
Complaint Ref. NoCHDL-029-2021-1829

1. | Name & Address of the ShriNarinder KumaiS/o Shri Deep Chand,
Complainant VPO Bhagdana,Sirhand Fatehgarh Sahib, Punjab
140407
Mobile N0.9877039054
2. | Policy No:/DOC 165810774/26.03.2015
Type of Policy [L/ Qa bSg 9YyR28YSYyd t €Iy
Duration of policy/Policy period | 814-18-18, S A1100000 Premium Rs. 348941Hly
3. | Name of the insured Narinder Kumar
Name of the policyholder Narinder Kumar
4. | Name of the insurer LIC of India
5. | Date of Repudiation 03.03.2021
6. | Reason for repudiation No misselling activity involved and approached outsic

cooling off period.

7. | Date of receipt of the Complaint| 12.02.2021
8. | Nature of complaint Mis-selling of Policy
9. | Amount of Claim Rs. 348910/with interest
10. | Dateof Partial Settlement Nil
11. | Amount of relief sought Rs. 348910/with interest and action against the agen
12. | Complaint registered under 13.1.(d) misrepresentation of policy terms and
Rule no: conditions at any time in the polidocument or policy
contract
13. | Date & Place of Hearing 23.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant 1. Shri Narinder Kumar, the complainant
2. Shri Paranjeéferma, s/o the complainant
For the Insurer 1. Smt. Purnima Mishra, Manager, CRM, DO,
Chandigarh
2. Shri Vijay Kumar, AO, CRM Dept., DO, Chandigar
15. | Complaint how disposed Award under Rule 17
16. | Date of disposal 23.09.2021

17. BriefFacts of the caseShrNarinder Kumar (hereinafter, the Complainant) Hidéed this complaint againstLIC
of India (hereinafter, the Insurergjleging missale of policy bearing no.165810774 by their agents Mr.Neeraj
Sood and his father Mr. Rakesh Sood.

18. Cause of Complaint:

0 [/ 2YLX I AY I Tfiesubgct poldBEvazysslyl th NMm by the agents in March 2015 for 18 years term b
paying half yearly premium of Rs. 3596@/th the written promise on paper that on maturity he shall get Rs.
3450000t The complainant has stated thatafter paying the irlstahtsfor five years he could not pay the
further premiums due to some financial crunch and when his son visited the branch for payments of pendi
installments thenhe came to know from the officials of the branch that the maturity value of the polidybshal



around Rs. 2200008/He had filed the complaint to the higher officials of the Insurer against Shri Neeraj Soc
and Shri Rakesh Sood agents for making this false commitment of maturity amount payable under this policy
they did not take any actiorn this regards. Hence feeling aggrieved with the Insurance Company he he
approached this forum to seek relief.

00 Ly adzNBS NEE Indurkis femxe Svidel SCN dated 17.05.2021, stated that the subject Policy bearing
165810774 was issued in timame of Shri Narinder Kumar with Date of Commencement as 26.03.2015unde
plan Term 81418 with SA 1100000/& Hly premium of Rs. 34891/The policy bond issued under this policy
clearly states that on maturity , the basic Sum Assured along with vestquesneversionary bonus & final
additional bonus, if any shall be payable. Hence it is evident that the bonus cannot be calculated /predictec
advance, as it is decided every year as per the experience of the Corporation and moreover the policyholder
the option for cooling off the policy if not satisfied with its terms and conditions but he did not do so whic
shows that he was satisfied with the terms and conditions of the plan at that time. The Insurance Company |
stated that they have thoroughlyhvestigated the matter wherein the agent involved was also questioned and
found that there is no miselling or misstatement by the agent. The complainant policyholder is a
knowledgeable individual & was well aware of the policy conditions at the tinpei@hase and this complaint is

a mere misunderstanding of the concept explained by the agent. The complainant had also lodged a compl
GAGK GKS {{tQa 2FFAOS CIFGSKIFINK {IKAO6 F3IAFAyad ¢
found that it was not case of cheating or rgelling.

19. Reason for Registration of Complaiktis-sale

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of thénsurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Complainant state that he was given assurance of much bigger réythe agent, by way of a letter dated
HcdPnodunmpd® | 26SOSNE GKS +F3ISyidiQa alAR fSGGSNI KI a
this complaint. On the other hand, the policy bond of the subject policy clearly states that omityattoe Basic
Sum Assured along with vested simple reversionary bonus and final additional bonus, if any, shall be payz:
The bonus is decided every year as per the experience of the Company.The Policy is due to mature in 2033
therefore, the quesbn of maturity value would arise only in 2033. The policyholder had the option for cooling
off the policy if not satisfied with its terms and conditions within the fteek period, but he did not do so. All
these factors would lead to the conclusion thhere was no misale on the part of the Insurers. Pursuantly, the
complaint shall deserve to be rejected.

Award
ne complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 23, 2021



PROCEEDINGS OF THE INSOR OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna
Case of Rishablis IndiaFirstife Insurance Co. Ltd.
Complaint Ref. No.: CHE00242021-1780

1. jame & Address of thEomplainant hri Rishabh, S/o Subhash Chander, H. No. 1690, &€g
ear Dr. Kundu Clinic, Rohtak, Haryaf©a4001
ob: 8950151910
2. plicy No: 1288170
ype of Policy dia First Life Smart Pay Plan
uration of policy/Policy period 5/08
3. |ame of the insured ishabh
ame of the policyholder ishabh
4. jame of the insurer diaFirst Life Insurance Company Ltd.
5. jate of Repudiation 3.06.2020
6. |eason for repudiation eyond Freelook Period
7. jate of receipt of the Complaint 2.03.2021
8. |ature of complaint is-selling
9. mount of Claim S. 29991
10. fte of partial settlement il
11. mount of relief sought S. 29991
12. jomplaint registered under ule 13.1.(d} Misrepresentation of policy terms and
ule no: pndition at any time in the policy document.
13. fte of hearing/place B3.09.2021/ Online hearing
14. lepresentation at the hearing
or the Complainant hri Rishabh, the complainant
or the insurer mt. Hetal Maniyar, Senior Manager (Legal)
15. jomplaint how disposed ward under Rule 17
16. jate of Award 3.09.2021

17. Brief Facts of the cas&hri Rishabh (hereinafter, the Complainant) filesl this complaint against IndiaFirst
Lifelnsurance Co. Ltdhereinafter, the Insurersjlleging misselling under the subject policy N61288170.

18. Cause of Complaint:

0 / 2YLX I Ay | Vhé Qanpldinkida Y Saged iN his complainthie insurance company théte had
receive a call from Mr. Siddharth and others, working in Mahindra Finance and IndiaFirst Life Insurance Comy
in the month of March 2020, who sold him an Insurance Policy of India First LIC on pretext of providing hir
loan of Rs. 600006/He had paid a premium of Rs. 29994/28 | NNJ y3Ay 3 GKS Yz2ySe 2
jewelry but neither did he get any loan amount nor did he receive any policy documents. They even told him 1
to disclose the loan amount img verification video call otherwise loan would be cancelled. On being aggrieve:
by this fraud, he has approached this forum to seek relief.

00 Ly adzNB NEh& CompaBydudeS SChl Yated 17.03.2021 states that India First Smart Pay Plan pc
bearing no. 71288170 was issued to the complainant, with risk commencement date as 28.02.2020, for a b
sum assured of Rs. 23300@hn the basis of duly filled and sigh@roposal form & Customer Declaration Form

along with the relevant documents and initial premium deposit. The Policy documents were dispatched
06.03.2020 via Speed Post AWB-NA401328513IN and delivered on 14.03.2020. The company representativ



had made a Video Préssuance Verification Call and Welcome call on 29.02.2020 and 04.03.2020, respective
2y UGUKS O2YLX FAYylFIyiQad NBIAAZGSNBR Y20AfS y20 FyR A
policy. Despite of receipt of the pojicdocument, the complainant never approached the company with any
request for free look cancellation thereby implying that the terms and condition of the subject policy wa
acceptable to him. It was only on 27.05.2020, approximately after 3 months ofpsdicance the complainant
first time approached the company alleging mis selling, which was way beyond the free look period. T
Company investigated the matter and replied vide letter dated 03.06.2020 duly conveying the reasons for det
of cancellatiorof the policy. Since the complainant approached the company after free look period therefore th
policy cannot be cancelled. Hence in light of the above stated facts & submissions, it is prayed that the pres
complaint be dismissed.

19. Reason for Regration of Complaint:Mis-selling

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing with the parties (Obg&tions & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Complainant accepts having received the PIVC and the Welcome call from the Insurers wherein the p
term, the premium payment terms and ath details of the policy were explained to him and it was also told to
him that he would not be getting any loan. He also states that he did not raise any concern during these ¢
about the assurance of loan given to him by the agent because the agehttutared him. In these
circumstances, it is concluded that the Complainant had himself decided to place reliance on the agent and
ignored the caution and information given to him by the Insurers againssaies Therefore, the complaint of
mis-sale gainst the Insurers is not justified and the complaint shall deserve to be rejected.

Award
ne complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 23, 2021
PROCEEDINGS OF IN#EJRANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Ranijit SinghV/s Bharti Axa Life Insurance Co. Ltd.
Complaint Ref. No.: CHE0082021-1894

1. |ame &Address of the Complainaghri Ranijit Singh Raghu,

o Late Shri Jogi Ram, V P O Kandror,
ehsilg Sadar, Distt. Bilaspur,

imachal Pradesh74004

obile N0:9817167704

2. plicy No: DOC D1-1249744,504675897,5017079699
ype of Policy 5.09.2013, 05.03.2018, 30.03.2018
uration of policy/Policy period [‘Ajeevan Sampatti,"9& 3Bharti Axa Elite Advantage
8(15)Rs. 11000/ 12(12)Rs.35000/ 12(07)Rs. 35000/




3. |ame of the insured sha DeviRanjit Singtaghu,Pankaj Kumar

ame of the policyholder anjit SinghRaghuRanijit Singh Raghu,Ranijit Singh Raghu,
4. j@ame of the insurer harti Axa Life Insurance Co. Ltd.
5. jate of Repudiation 5.01.2021
6. |eason for repudiation 0 misselling activity involved, no issue was raiskening PIV(

nd approached outside free look period.

7. jate of receipt of the Complaint [.03.2021

8. [ature of complaint lis- selling

9. mount of Claim 's. 1500000/
10. jate of Partial Settlement IL

11. mount of relief sought 's. 2200000/

12. omplaint registered under Rule 18.1.(d) misrepresentation of policy terms and conditions at
surance Ombudsman Rules, 20me in the policy document or policy contract

13. fate of hearing/place 3.09.2021/ Onlindnearing
14. lepresentation at the hearing
D. For the Complainant  hri Ranjit Singh Raghu, the complainant
L. For the insurer hri Ritin Purohit, Assistant Manager (Legal)
15. lomplaint how disposed ward under Rule 17
16. fate of disposal 3.09.2021

17.Brief Facts of the cas&hriRanjit Singh Raghi@ka Ranjit Singh and hereinafter, the Complainant)fhed
this complaintagainst Bharti Axa Life Insurance Co(heckinafter, the Insurerslleging missale of the suject
policiesbearing n0.531249744,501675897, and 507079699.

18. Cause of Complaint:

0 [/ 2YLX | AY | Yhé Qamplaindd liad takér ayBharti Aoadicy in 2013 on the life of his wife Asha
Rani with annual premium of Rs. 1100®ut could not pay the further premiums due to his unfavorable
domestic circumstances. The Manager of the Company had convinced him telephonically to pay the premit
and he started paying the amount of premiumswhenever demanded by themand in this way he paidtotal F
1500000 up to 31.03.2019. The managerstold him that he shall get back Rs. 2200Q0@ September 2020.

He does not know where his amount is invested bgsthofficers to get their commission. He has taken a PF loar
and also borrowed money from his relatives and friends to deposit this amount. He filed the complaint to tt
Company on 25.01.2021 for refund his amount but they did not give any suitable Taplg. being aggrieved
with the Insurance Co., he has approached this forum to seek relief.

00 Ly adzNB NEh&@InshrédE e Svidél SCN dated 17.08.2021, stated that the subject policies bear
no.50%:1249744,503675897 & 5017079699 werassuedon the basis of duly filled and signed application forms
dzy RSNJ 6KS &FAR LREftAOASaA |yR LRftAOe R20dzySyida o8
24.09.2013,27.03.2018 & 19.04.2018, respectively. There was successful welcome call on the nnofsde nu
provided by the complainant in the proposal/ application form and he did not raise any concern or issue and v
in complete agreement with the terms and conditions of the policy. The complainant has approached ti
company on 14.01.2021 alleging thdtet product benefits are different from what was promised and that
mentioned in the policy thus seeking refund. The respondent Insurance Company declined his request \
communication dated 25.01.2021 as no fadling activity involved and it was not madéhin free look period

of 15 days. The respondent company has submitted that currently policy no&6788B97 & 5017079699 are

in lapsed state and the complainant may be advised to reinstate them to enjoy the benefits of the policies a
the policy no 5011249744 has been Autierminated and the complaint against the said policy may please be
dismissed.



19. Reason for Registration of Complaintlis-sale.

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Blicy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

One of the three shject policies was issued in 2013 and the other two, in March & April 2018. The Polic
documents were duly delivered and the Complainant had attended the Welcome Calls made by the Insur:
wherein the terms & conditions of the policies were explained. Twmmplainant was at liberty to seek
cancellation of the policies during the fré@ok period, if he was dissatisfied with the same or had felt any mis
sale. But he chose to buy one policy after the other, which was his own decision and, as such, thieraldéga
mis-sale against the Insurers is not justified. Pursuantly, the complaint will deserve to be rejected.

Award

necomplaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman

September 23, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna
Case of AmiVs India Firstife Insurance Co. Ltd.
Complaint Ref. No.: CHBE00242021-1781

1. |ame & Address of the Complainant  hri Amit,
oh. JaWala Bangla, VR®osli,
ewari, Haryand 23302
ob- 9991371757
2. plicy No: D513790
ype of Policy dia First Maha Jeevan Plan
uration of policy/Policy period /15
3. j@ame of the insured mit
ame of the policyholder mit
4. |ame of theinsurer diaFirst Life Insurance Company Ltd.
5. |ate of Repudiation 5.08.2020
6. eason for repudiation eyond Freelook Period




7. fate of receipt of the Complaint 03.03.2021
8. fature of complaint Mis-selling
9. mount of Claim Rs. 70000/
10. fte of Partial Settlement Nil
11. mount of relief sought Rs. 70000/
12. |omplaint registered under Rule 13.1. (b} Misrepresentation of policy

ule no: terms and condition at any time in the policy

document.

13. [ate of hearing/place 30.09.2021/ Online hearing
14. |epresentation at the hearing

or the Complainant Shri Amit, the complainant

or the insurer Smt.Hetal Maniyar, Senior Manager (Legal
15. jomplaint how disposed Recommendation under Rule 16
16. jte of Award 30.09.2021

17. Brief Facts of the cas&hri Amit (hereinafter, the Complainant) Héded this complaint against the IndiaFirst
Lifelnsurance Co. Ltdhereinafter, the Insurersdlleging misselling under the subject policy Nb0513790.

18. Cause of Complaint:

0 [/ 2YLI I AY I #diavicimMBnseélfng and fraud done by But International Broker who-mis
sold him the subject Polidyaving premium of Rs. 70000He and his friends work with Maruti Company on
contractual basis and got attracted to the offer of interéste loangiven to them by this broker, but later they
found out that many Insurance policies of different insurance companies were issued on their name. Few of |
Policies were cancelled under free look, however in this case insurance company refused to aapoditihas

the freelook period was over. He alleges that no one met him for this business neither any officer of the Brol
ever contacted him. They have even deliberately put his wrong email id. He has call recordings to prove that
insurance was solth pretext of loan. The Complainant has not even received Hard Copy of the policy bon
however after request he has received the soft copy of the insurance policy in February 2020 for raising 1
complaint on this forum. On being aggrieved by this frand nonrcancellation of his policy he has approached
this forum to seek relief.

00 Ly adzNBS NeCompdly ante SENi dated 19.03.2021 states that the subject policy was issued to
complainant, with risk commencement date as 18.09.2018, for a assured of Rs. 1168610#n the basis of
duly filled and signed proposal form along with the relevant documents and initial premium deposit. The Pol
documents were dispatched on 22.09.2018 via Speed Post AWBEMNd03964937IN and the same were
delivered on 04.10.2018 (Proof of delivery from the Speed post website is attached herewith as Anne€dure A
The company representative made a Video-RBsaance Verification Call and Welcome call on 16.09.2018 anc
MpdmMn dH My I NBa&LIS O s@r&d mblile rd.yivheteh Yid bad confirmel iih@tde hddaplied
for the said policy. The said policy was sourced by the broker named But International Insurance Broker Pvt |
who had also made a verification call from their end confirming the detatlseoPolicy. The complainant further
categorically confirmed that no fake promise or loan was promised to him. Despite receipt of the poli
document, the complainant never approached the company with any request for free look cancellation, there
implying that the terms and condition of the subject policy were acceptable to him. The complainant ha
approached the company for the first time alleging #s&dling only on 11.07.2019, approximately after 10
months of policy issuance, , which was way beyondftee look period. The Company investigated the matter
and replied vide letter dated 20.07.2019 duly conveying the reasons for denial of cancellation of the policy.
light of the above stated facts & submissions, it is humbly prayed that the present @iotnipé dismissed.



19. Reason for Registration of Complaifdis-selling

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Brsonal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel the subject policy and utilise the premium amount recegsdda
new singlepremium policy with lockn of 5 years and no frelwok option. The Complainant accepts this offer.
Thus an agreement of conciliation could be arrived at between the Complainant and the Insurers, whic
consider as fair and reasonalite both the parties.

Award

ne complaint is resolved in terms of the agreement of conciliation arrived at betwee
omplainant and the Insurers. Accordingly, the Insurers shall cancel the subject po
D513790and utilise the premium amount received to issue a new sipgdenium policy with lock
of 5 years and no frelok option.

arties should implement this agreement within 30 days.

Insurance Ombudsman
September 30, 2021

Complaint Ref. No.: CHE033-2021-1713

(Sudhir Krishna)

PROCEEDINGS OF IN&UJRANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Ashwinder Singh Man vs PNB MetLife India Insurance Co. Ltd

ame & Address of the Complainant

hrAshvinder Singh Mann,

ddress in India, Near Karan Hospital,

atti Massandan Di, Banga, Nawan Shaher (PB)
obile N0.7932379257

plicy No: DOC ?528345/31.03.2018
ype of Policy NB MetLife Whole Life Wealth Plan
uration of policy/Policy period 2/08
3.jame of the insured shvinder Singh Mann
ame of the policyholder Do
4 jame of the insurer NB MetLife India Insurance Co. Ltd.
5.ate of Repudiation 5.01.2021
6.eason for repudiation omplaint beyond free look period
7 jate of receipt of the Complaint 1.02.2021
8.ature of complaint isselling
9mount of Claim efund of premium Rs. 200000with interest
10/ate of Partial Settlement IL

11

mount of relief sought

efund of premium Rs. 200000 with interest




12/omplaint registered underRule fule 13(1)d Misrepresentation of policy terms
surance Ombudsman Rules, 2017 pnditions
13late of hearing/place D.09.2021/ Onlindnearing
14 epresentation at the hearing
or the Complainant hri Ashvinder Singh Manhhe Complainant
or the insurer mt. Priya Dwivedi, Deputy Manager (Legal)
15Jomplaint how disposed ecommendation under Rule 16
16/ate of disposal D.09.2021

17. Brief Facts of the cas&hri Ashvinder Singh Madhereinafter, the Complainant)haded this complaint
againsthe PNB MetLife India Insurance Co. l(teereinafter, the Insurerslileging missellingf the subject policy
bearing N022528345.

18. Cause of Complaint:

0 [ 2YLX I Ayl Hdim@adone lpdlidozafiSoynd. 22144623 of PNBMetLife.ln 03/2018, on WhatsApy
call of the agent Ms Manu Kapthpliae authorized her to take extra Rs. two lakh of premium from his bank
account for paying premium of his previous policy due in 03/2019 in advance and shared only the copy of
passport with her. But the agentissued a new policy (the subject policiputihis knowledge and also recorded
incorrect mail id and phone in new policy, so he did not receive any information regarding thenew policy. |
came to know about this new policy when he received call from PNB representative for due premium of 20
and 220 for policy no 22144623. By issuing this new policy,his previous policy got lapsed. He had raised va
complaints to the company on06.07.2020, 25.10.2020, 30.11.2020, 23.01.2021 for cancellation f ploigcg

and refund of Rs. 200009/but theydid not give any suitable reply. Thus, being aggrieved with the Insurance Cq
he approached this forum to seek relief.

b) Ly a dzNB NE QAs Iped BEXYdSt¢dii03.06.2021, the company has informedtieasubject policy was
issued on the basis of proposal formand other documents signed by complainant.Electronic copy of policy b
was delivered on 16.06.2019 on his mobile no 998875036 via Bit link, but the complainant never requested
the cancellatbn of the subject policy under the free look period. Further, Company has received his grievan
dated17.12.2020, approx.three years after commencement, which was replied by company on 05.01.2021sta
that the new policy was issued on 31.03.2018 and ¢therent status of the policy is disc fund due to ron
payment of renewal premium since 03/2019.

19. Reason for Registration of Complaintlisselling.

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Polbcument
c) Annexure VA d) Reply of the Insurance Company

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

Case called. Parties are present and recall their arguments as noted in Para 18 Atbthwve.stage, the
Insurers offer to cancel the subject policy and utilise the premium amount received to issue a new sin
premium policy with lockn of 5 years and no frelok option, with suitable person as Life Assured as pel
the underwriting requiremets. The Complainant accepts this offer. Thus an agreement of conciliation cot
be arrived at between the Complainant and the Insurers, which | consider as fair and reasonable for t
the parties.



Award

The complaint is resolved in terms of the agreement of conciliation arrived at betwee
Complainant and the Insurers. Accordingly, the Insurers shall cancel the subject mpmli
22528345and utilise the premium amount received to issue a new sprgifaium policy with
lockin of 5 years and no frelok option, as stated above.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman
September30, 2021

PROCEEDINGS OF INBEJRANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13r/w16 of The Insurance Ombudsman Rules, 2017)
Insurance Ombudsman: Shri Sudhir Krishna
Case dhri Gopal Krishavis PNB MetLife India Insurance Co. Ltd.
Complaint Ref. No.: CHE033-2021-1769

1. | Name & Address of the Complainal Shri Gopal Krishan
Village Patlog,PO Shakra,Tehsil Karsong
Distt.Mandi,Himachal Pardesh71302
Mobile N0.9817265845
2. | Policy No: DOC 22747313/13.12.2018
Type of Policy PNB MetLife Endowment Saving Plan Plus
Duration of policy/Policy period 12/12
3. | Name of the insured Shri Gopal Krishan
Name of the policyholder Do
4. | Name of the insurer PNB MetLife India Insurance Co. Ltd.
5. | Date of Repudiation 27.12.2020
6. | Reason forepudiation Complaint beyond free lookup period
7. | Date of receipt of the Complaint 03.03.2021
8. | Nature of complaint Misselling
9. | Amount of Claim Rs 35000
10. | Date of Partial Settlement NIL
11. | Amount of relief sought Refund of premium R35000 with interest
12. | Complaint registered under Rule nq Rule 13(1)dMisrepresentation of policy terms and
Insurance Ombudsman Rules, 201| conditions
13. | Date of hearing/place 30.09.2021/ Online hearing
14. | Representation at the hearing
Forthe Complainant Shri Gopal Krishahe Complainant
For the insurer Smt. Priya Dwivedi, Deputy Manager (Legal)
15. | Complaint how disposed Recommendation under Rule 16
16. | Date of disposal 30.09.2021




17. Brief Facts of the casghriGopal Krishafmereinafter, the Complainanthaded this complaint againstPNB

MetLife India Insurance Co. Lighereinafter, the Insurersalleging misselling of the subject policy bearing
no. 22747313.

18. Cause of Complaint:

00

19.
20.

21.

O [/ 2YLIX I AY I Hdh@digotla N&ude¥@ yall ffom the customer care of PNB MetLife with offe
that amount will be doubled in one year. Reposing faith in company, he tooksubgect policy with
premium Rs 35000 in 12/2018.Thereafter, he triedctmtact the insurance company many times to know
the status of the policy and reimbursement details but nobody responded. He resides in remote area :
was not aware how to proceed further for grievance. He later had filed a complaint to the compa
on2711.2020 for refund of Rs. 35000jut no reply was received. Thus, being aggrieved with the Insuranc
Co. he approached this forum to seek relief.

L y & dzNB NALperl S8H datd$ 360512021, the company has informedpolicy was issued on 13.12.2
on the basis of proposal formand other documents signed by complainant. Policy bond was dispatchec
20.12.2018 and was delivered on 03.01.2019by Speed Post but the complainant never requested for
cancellation of the subject policy within the free loolkripd. The answering respondent had made a
successful welcome call clearly mentioning terms and conditions of policy. Complainant paid only 1
premium and renewal premium notices were sent by company on 14.11.2019, 20.12.2019 and lapse nc
on 14.01.D20.First complaint was raised after 2 years of policy commencement. The complainant is v
educated and able to understand insurance. Company prayed todismiss the complaint as company ha:s
violated any terms and conditions.

Reason for Registratioof Complaint: Misselling.

The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

Result of Personal hearing wittoth parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel the subject policy and utiise the premium amount received to is
a new singlgoremium policy for Rs. one lakh, with leckof 5 years and no frelok option, with suitable
person as Life Assured as per thedarwriting requirements, for which the Complainant shall have to
contribute the balance amount. The Complainant accepts this offer. Thus an agreement of conciliation cc
be arrived at between the Complainant and the Insurers, which | consider as fareaswhable for both
the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at betwee
Complainant and the Insurers. Accordingly, the Insurers shall cancel the subject mpmli
22747313and utilise the premiunamount received to issue a new singleemium policy for RS
one lakh, with lockn of 5 years and no frelok option, for which the Complainant shall have
contribute the balance amount, as stated above.

Parties should implement this agreement withi 8ays.




(Sudhir Krishna)
Insurance Ombudsman
September30, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsam: Shri Sudhir Krishna

Case oflstakhar Siddigi V/s Bharti Axa Life Insurance Co. Ltd
Complaint Ref. No.: CHE008-2021-1868

1. | Name & Address of the Complainant | Shri Istakhar Siddiqi,
H. No. 451, Gali No. 27,Saraswati Colony, Near Bharat Pul]
School,Bhatpur, Faridabad, Sector 91, Hary&t#1013
Mobile No.: 8447476363
2. | Policy No: DOC 502-2901283/30.11.2019
Type of Policy Bharti Axa Elite Advantage
Duration of policy/Policy period 12(12)Rs. 523000/
3. | Name of the insured Istakhar Siddiqi
Name of thepolicyholder Istakhar Siddiqi
4. | Name of the insurer Bharti Axa Life Insurance Co. Ltd
5. | Date of Repudiation 14.09.2020
6. | Reason for repudiation No misselling activity involved, no issue was raised during
PIVC anadpproached outside free look period.
7. | Date of receipt of the Complaint 17.03.2021
8. | Nature of complaint Mis-selling
9. | Amount of Claim Rs. 589089/
10. | Date of Partial Settlement N.A.
11. | Amount of relief sought Rs. 589089/
12. | Complaint registered under Rule no: | 13.1.(d) misrepresentation of policy terms and conditions at
Insurance Ombudsman Rules, 2017 | any time in the policy document or policy contract
13. | Date of hearing/place 30.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant Shrilstakhar Siddiqi, the complainant
For the insurer 1. Shri Jasmeen Singh, Zonal Head (North)
2. Shri Ritin Purohit, Associate Manager (Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of disposal 30.09.2021

17. Brief Facts of the cas&hrilstakhar Siddighereinafter, the Complainant) hdised this complaint against Bharti
Axa Life Insurance Co. Il(ttereinafter, the Insurersdlleging missale of the subject policy bearing 502-2901283.

18. Cause of Complaint:
0 [ 2YLIX I AY I Afaged of thalAgsrdrge/ Coivipany fraudulently sold him this polityerllurement

that this is a singl@remium policy with 9.5% guaranteed interest every year and he shall get 2 to 3 times ¢
premium paid as Maturity amount after a period of three yearswith life cover up to 20 years.He purchased this



for the marriage of his sister and does not have capacity to pay the premium for 12 years. Hefiled the compl
the Company on 10.09.2020 for cancellation of policy and refund his amount but they did not give any suitable
Thus being aggrieved with thesurance Co., he approached this forum to seek relief.

00 Ly adzNB NEh&@Inshréld8ae Svidél SCN dated 15.09.2021, stated that the subject policy bearin:
502-2901283wasssued on the basis of duly filled and signed application forms and pam@yuments were
RAALI GOKSR |G GKS O2YLIX FAYylIyiQa NBIAAGSNBR I RRNE
mobile number provided by the complainant in the proposal/ application form and he did not raise any concel
issue and was in congik agreement with the terms and conditions of the policy. The complainant has approac
the company on 10.09.2020 alleging that the product benefits are different from what was promised and
mentioned in the policy thus seeking refund. The Respondestirance Company declined his request vid
communication dated 14.09.02020 as no sdling activity was involved and it was not made within the free loc
period of 15 days.

19. Reason for Registration of Complaintlis-sale.

20. The following documets were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties goeesent and recall their arguments as noted in Para 18 above.

The subject policywassuedon the basis of the application forms duly filled and signed by the Complainant :
policy documents were dispatched at his registered address on 04.12.2019. Thersuaaessful welcome call
made by the Insurers on the mobile number provided by him in the proposal/ application form, wherein
Insurers had explained the terms & conditions of the policy and he did not raise any concerns or issues
complainant hadapproached the Insurers alleging rsigle on 10.09.2020, which was well beyond the ek
period. Thus the complaint is in the nature of an afterthought and does not substantiate the allegations#lenis
against the Insurers. Pursuantly, the complahall deserve to be rejected.

Award

ne complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 30, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case ofJeevaNand V/s Bharti Axa Life Insurance Co. Ltd
Complaint Ref. No.: CHE008-2021-1842



1. | Name & Address of the Shri JeevaNand,

Complainant Village Talwara, P.O. Parwara,

Tehsit Chachiyot, DisttMandi, HRP175029
Mobile No.: 981676444,8146725345

2. | Policy No: DOC 502-4046145/13.03.2020; 502156241/29.05.2020
Type of Policy Bharti AXA Elitddvantage
Duration of policy/Policy period | 12(12)Rs. 30000,Rs. 50000/

3. | Name of the insured JeevaNand
Name of the policyholder JeevaNand

4. | Name of the insurer Bharti Axa Life Insurance Co. Ltd

5. | Date of Repudiation 23.10.2020

6. | Reason for repudiation No missellingactivity involved, no issue was raised

during PIVC and approached outside free look perio

7. | Date of receipt of the Complaint | 16.03.2021

8. | Nature of complaint Mis- selling
9. | Amount of Claim Rs. 80000/
10. | Date of Partial Settlement NIL

11. | Amount of relief sought Rs. 80000/

12.| Complaint registered under Rule | 13.1.(d) misrepresentation of policy terms and
no: Insurance Ombudsman Ruleg conditions at any time in the policy document or poli

2017 contract
13. | Date ofhearing/place 30.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant ShriJeevaNand, the complainant
For the insurer Shri Ritin Purohit, Associate Manager (Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of disposal 30.09.2021

17

18

0

. Brief Facts of the cas&hriJeevaNar{tiereinafter, the Complainant) hdded this complaint against Bharti
Axa Life Insurance Co. l(ttkreinafter, the Insurerslleging missale of the subject policies bearing no. 502
4046145, 5024156241,

.Cause of Complaint:

O [/ 2YLX I Ay | Thé &antslofXid@ beai&ntel Gompany fraudulently sold him these two policies on
the allurement of installation of Jio Tower at his property. He is doing a private job and has invested R
80000F in the Insurance Company due to this fraud and he has paaty to continue the policies. He has
not signed any paper for issuance of polices and the company has also sent him a loan sanction letter.
hadfiled a complaint with the Company on 13.10.2020 for cancellation of policies and refund his amoun
but they did not give any suitable reply. Thus being aggrieved with the Insurance Co. he approached th
forum to seek relief.

0 Ly & dzNB NE@insiréidhdxé, SigeiSCN dated 17.08.2021, stated that the subject policies bearir
no. 5024046145 &5024156241 wereissuedon the basis of duly filled and signed application forms under
G6KS &lFlAR LRftAOASaAE IyR LRftAoOe R20dzySyida oSNB R
06.04.2020 &25.06.2020 respectively. There was successful welcome call onlilhe muonber provided by

the complainant in the proposal/ application form and he did not raise any concern or issue and was I
complete agreement with the terms and conditions of the policy. The complainant has approached the
company on 13.10.2020 allegitigat the product benefits are different from what was promised and that
mentioned in the policy thus seeking refund. The respondent Insurance Company declined his request vi



communication dated 23.10.02020 as no 4s&dling activity involved and it wamt made within free look
period of 15 days.

19. Reason for Registration of Complaiklis-sale.

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of thénsurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The subject policies werégssuedon the basis of the application formsulg filled and signed by the
Complainant and policy documents were delivered at his registered address in April 2020 and June 20z
respectively. The policy documents had explained the terms & conditions and he did not raise any conce
or issue about theerms and conditions of the policy within the fré@ok period. The Insurers had explained
the terms & conditions of the policy to the Complainant during the welcome call also, but he did not raise
any concern or issue about the same. There was a gapaft&8 months between his purchases of the two
policies, indicating that he was well aware about the policies. The Complainant had approached the Insure
alleging missale on 13.1@020 which was well beyond the frdeok period. Thus the complaint is the
nature of an afterthought and does not substantiate the allegation of-sale against the Insurers.
Pursuantly, the complaint shall deserve to be rejected.

Award
The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 30, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Narenddfumar VdndiaFirstLife Insurance Co. Ltd.

Complaint Ref. No.: CHE00242021-1795

1. | Name & Address of the Shri Narender Kumar,

Complainant H. No-02, VillageLakhuwas, P.O. Sohna,
Dist Gurugram, Haryar&22103

Mobile N0-9211490946

2. | Policy No: 71547850 & 73948193
Type ofPolicy IndiaFirst Life Smart Pay Plan & Maha Jeevan P
Duration of policy/Policy period | 15/08 & 15/15

3. | Name of the insured Narender Kumar
Name of the policyholder Narender Kumar

4. | Name of the insurer IndiaFirstLife Insurance Company Ltd.

5. | Date of Repudiation 18.01.2021




6 Reason for repudiation Beyond Freelook Period
7. | Date of receipt of the Complaint | 08.03.2021
8. | Nature of complaint Mis-selling
9. | Amount of Claim Rs.110414/(both policies)
10. | Date of Partial Settlement Nil
11. | Amount of relief sought Rs.110414/(both policies)
12. | Complaint registered under Rule 13.1.(d) Misrepresentation of policy terms
Rule no: and condition at any time in the policy document
13. | Date ofhearing/place 30.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant Shri Narender Kumar, the Complainant
For the insurer Smt. Hetal Maniyar, Senior Manager (Legal)
15. | Complaint how disposed Recommendation under Rule 16
16. | Date of Award 30.09.2021

17. Brief Facts of the cas&hri Narender Kumar (hereinafter, the Complainant) filad this complaint against the
IndiaFirstLife Insurance Co. Ltdhereinafter, the Insurersplleging misselling under the subject poles
bearing N0.71547850 & 73948193.

18. Cause of Complaint:

0 [ 2YLX I AY I Melishdvictim NEs¥IBy snd/fraud by web aggregators for the subject polidies
was approached by a fraudster, impersonating as an IRDA officer, who promised him to recover his |
amount from his lapsed policy on condition of buying a single premium policy. Thereby selling him 3 polic
from IndiaFirst Insurance Companydah from Reliance Nippon LIC. They misguided him that the verificat
call comes from Agent department of the company and if he discloses them about the offer then commi:
will be deducted and this scheme will not work. Since these policies were sdit distance marketing, he
gualifies 30 days free look period but till date he has not received any policy document to avail free lool
mentions that the reliance company has accepted this fraud and has refunded him the premium amoun
being aggrieed he has approached this forum to seek relief, by way of refund of his premiums.

00 LYy &adzNB NE@ CompaBydeidé $ON Wated 25.03.2021 states that IndiaFirst Life Smart Pay Pla
IndiaFirst Maha Jeevan Plan policy bearing no. 71547850 and /B9%&lissued to the complainant, with risk
commencement date as 07.11.2020 & 25.11.2020, for a sum assured of Rs. 2490d04 000/ respectively,
on the basis of duly filled and signed proposal form & Customer Declaration Form along with the rele
documents and initial premium deposit. The policy documents were emailed on the registered email id
mobile no on 11.11.2020 & 28.11.2020 respectively. The company representative made a Welcome c
12.11.2020 and 28.11.2020 respectively on Compla@ant NE3IA a4 SNBER Y20Af S y2 |
applied for the said life insurance policy. Despite of receipt of the policy document, the complainant n
approached the company with any request for fdeek cancellation thereby implying thah¢ terms and
condition of the subject policy was acceptable to him. It was only on 11.01.2021 approximately after 2 mont
policy issuance the complainant first time approached the company, allegingettireg, which was way beyond
the free look period The Company investigated the matter and replied vide letter dated 18.01.2021 c
conveying the reasons for denial of cancellation of policy. Since the complainant had approached the cor
after free look period therefore the policy cannot be cancellétence in light of the above stated facts &
submissions, it is humbly prayed that the present complaint be dismissed.

19. Reason for Registration of Complaintis-selling



20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel the subject policies and refund the premium amount receive
Complainant accepts this offer. Thus an agreement of conciliation could be arrived at between the Comp
and the Insurers, which | consider as fand reasonable for both the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at betwee
Complainant and the Insurers. Accordingly, the Insurers shall cancel the subject policies
No0.71547850 & 73948198nd refund the premium amount received.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman
September 30, 2021

PROCEEDINGS OF NN8URANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case oParul Batra Vs Bajaj Alliankcge Insurance Co. Ltd.
Complaint Ref. No.: CHB006-2021-1817

1. | Name & Addressf the Smt. Parul Batra,
Complainant H. No. 1079, Sectet4, Sonipat, Haryarnd 31001
Mob.: 9996633211
2. | Policy No: 0330308536
Type of Policy Bajaj Allianz Lifelong Assure
Duration of policy/Policy 90/15
period
3. | Name of the insured Pranit Batra
Name of thepolicyholder Parul
4. | Name of the insurer Bajaj Alliance Life Insurance Company Ltd.
5. | Date of Repudiation 28.03.2021
6. | Reason for repudiation Beyond free look period
7. | Date of receipt of the 09.03.2021
Complaint




8. | Nature ofcomplaint Mis-selling
9. | Amount of Claim Rs. 14000/
10. | Date of Partial Settlement Nil
11. | Amount of relief sought Rs. 14000/
12. | Complaint registered under | 13.1.(d)¢ Misrepresentation of policy terms and
Rule no: conditions at any time in the policy document or policy,
contract.
13. | Date of hearing/place 30.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant Smt. ParuBatra, the complainants
For the insurer Shri Amit Khanna, Zonal Legal Head, Chandigarh
15. | Complaint how disposed Recommendation under Rule 16
16. | Date of Award 30.09.2021

17

18.

. Brief Facts of the cas@mt. ParuBatra (hereinafter, the Complainants) héied this complaint againsBajaj

Alliance Lifelnsurance Co. Ltd(hereinafter, the Insurersplleging misselling under the subject policy Nc
0330308536.

Cause of Complaint:

O / 2YLX I AY Il YhéCoiplainhiBSInY. Bafull Batra states that she has beersahisthe subject Policy
by an agent through Axis Bank on the pretext of opening a Fixed Deposit by pay#tighergayment of Rs.
14000F~. Later, she came to know that instead of a Fixed Depdsthas been issued an insurance policy bear
no. 0330308536, which is a lotgrm policy wherein premiums are to be paid every year. She does not |
money to continue such a lortgrm policy and hence asked them to cancel the same. She has not e@werc
any policy documeniCancellation of the said policy request has been denied by the com@amnlyeing aggrievec
by the refusal of her complaints, she has approached this forum to seek relief.

00 Ly adzNB NhReCompsd dinte SENiddted 22.09.2021 has stated thautiject policywas issued on the

basis of the proposal forms submitted to the company on the terms and conditions therein. On perusal

proposal form duly signed and submitted by the complatsaalong with the policy features, it is observed th
she is well educated and running business of Boutique and is competent to understand the terms and cor
of the policy and has signed the benefits illustration and KYC by herself. The Compaasededie Policy
Documents to the complainants via Speed Post AWBE#®38274508N with delivery date as 15.10.2016. -
complainant was having 15 days Free Look period but never raised any concern or request to cancel
policy prior to 28.02.202Qa. after 4 years from availing the policy. Further, due to-pagment of the premium,
the policy was foreclosed and the value in the policy, Rs. 4%k paid to her on 03.10.2019 in Syndicate B
account. It is evident that the complainant has ledekhe false accusations without an iota of evidence just
derive illegal financial gains contrary to the contract of Insurance. It is therefore humbly requested to dism
complaint in the interest of justice and equity.

19. Reason for Registratioof Complaint:Mis-selling.

20. The following documents were placed for perusal:

a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

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

Case called. Parties are present and recall their arguments as noted in Para 18%dltbiestage, the Insurers
offer to cancel the subject policy and refund the premium amioafter adjusting for the foreclosure value of Rs.



1474 already paid to the Complainant 68.10.2019 The Complainant accepts this offer. Thus an agreement c
conciliation could be arrived at between the Complainant and the Insurers, which | consfderaasl reasonable
for both the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at betwee
Complainant and the Insurers. Accordingly, the Insurers shall cancel the subjectml
0330308536and refund the premium amount after adjusting for the forealos value
already paid to the Complainant.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman
September 30, 2021

Proceedings of The Insurance Ombudsn@mandigarh
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)
Insurance Ombudsman: Shri Sudhir Krishna

Case of Rashpal Singh Juét& HDFC Standard Life Insurance Company Ltd.
COMPLAINT REF: NO: €#D9-2021-1747

17.Sh. Rashp&aingh Justa filed a complaint in this office against HDFC Standard Life Insurance Company
misselling of policy bearing numb2t834211.

18.This office pursued the case with the respondent insurance company vide letter dated 08.03.2021 ar
called the SélContained note detailing the facts of the case and para wise comments of the complain
and was fixed for hearing on 09.09.2021.

19.Now, the respondent Insurance Company has informed this forum wvideiedated 30.08.2021 that the
company is agreeable faettlement before hearing by cancellation of policy bearing 2t834211and
refundthe premium paid by the complainant policy holder without any interest.

20. The complainant policy holder has also confirmed on calling at his registered mobD98@530885
that he is ready for settlement if the company cancel the policy2i@34211and refund the premium
without any interest and he has also confirmed it bynail dated 02.09.2021.

21.In view of the above, no further action is required to be taken by tfise@and the complaint is closed
with a condition that the company shall comply with the settlement and shall send a compliance repor

to this office within 30 days of receipt of this order for information and record.

Dated: 09.09.2021

PLACE: CHANGARH INSURANCE OMBUDSMAN



a)

b)

d)

Proceedings of The Insurance Ombudsman, Chandigarh
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)
Insurance Ombudsman: Shri Sudhir Krishna

Case of Mr. Pramod KumslfS HDFGtandard Life Insurance Company Ltd.
COMPLAINT REF: NO: €i9D9-2021-1836

Sh. Pramod Kumar filed a complaint in this office against HDFC Standard Life Insurance Company
misselling of policies bearing numbers 16693569, 16902888 & 18648283

This office pursued the case with the respondent insurance company vide letter dateéd.2021

and called the Self Contained note detailing the facts of the case and para wise comments of tt
complaint and was fixed for hearing on 09.09.2021.

Now, the respondent Insurance Company has informed this forum vigaiedated 06.09.2021 that

the company is agreeable for settlement before hearing by cancellation of policies bearing no:
16693569, 16902888 & 1864828Bd refund the premiums paid by the complainant policy holder
without any interest.

The complainant policy holder has also canfd on calling at his registered mobile no.
0941708449%that he is ready for settlement if the company cancel the policy nos. 16693569,
16902888 & 1864828and refund the premiumsvithout any interest and he has also confirmed it by
e-mail dated 08.09.2021

In view of the above, no further action is required to be taken by this office and the complaint is
closed with a condition that the company shall comply with the settlement and shall send a

compliance report to this office within 30 days of receiptiog order for information and record.

Dated: 09.09.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



a)

b)

d)

Proceedings of The Insurance Ombudsman, Chandigarh
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Mr. Ravi SharWdS HDFC Standard Life Insurance Company Ltd.
COMPLAINT REF: NO: €#0D9-2021-1915
Sh. Ravi Sharma filed a complaint in this office against HDFC Standard Life Insurance Compan

misseling of policy bearing number 19678537

This office pursued the case with the respondent insurance company vide letter dated 30.03.202
and called the Self Contained note detailing the facts of the case and para wise comments of tf
complaint and was fixafor hearing on 09.09.2021.

Now, the respondent Insurance Company has informed this forum vigaiedated 06.09.2021 that

the company is agreeable for settlement before hearing by cancellation of policy bearing no
19678537 andefundthe premiums paidy the complainant policy holder without any interest.

The complainant policy holder has also confirmed on calling at his registered mobile nao
08894977232hat he is ready for settlement if the company cancel the policy no. 19678%8l7
refund the premiumsvithout any interest and he has also confirmed it bynail dated 06.09.2021.

In view of the above, no further action is required to be taken by this oHiog the complaint is
closed with a condition that the company shall comply with the settlement and shall send a

compliance report to this office within 30 days of receipt of this order for information and record.

Dated: 10.09.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



a)

b)

d)

PROCEEDINGS BEFORE THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13r/w16 of The Insurance Ombudsman Rules, 2017)
Insurance Ombudsman: Shri Sudhir Krishna
Case of Mukesh Kumar V/s Bharti A¥a Insurance Co. Ltd
Complaint Ref. No.: CHE008-2021-1798

On 02.03.2021Shri Mukesh Kumahad filed a complaint in this office against Bharti Axa Life
Insurance Co. Ltd in respect of policy bearing5@@-9405064.

This office pursued the case witie respondent insurance company vide letter dated 15.03.2021 and
called the Self Contained note detailing the facts of the case and para wise comments of th
complaint.

Now, the respondent Insurance Company has informed this forum wigeaiedated 15.@.2021 that

the company has already free looked & refunded the premium to the complainant under policy
bearing n0502-9405064.

The complainant policy holder has confirmed on calling at his registered mobi#8h©955292 hat

the Insurance Company hasnczlled his policy and refunded the amount to him and he has also
confirmed by email dated 08.09.2021 that now he has no issue against the company and is full
satisfied.

In view of the above, no further action is required to be taken by this officethadcomplaint is
treated to be closed.

Dated: 09.09.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



PROCEEDINGS BEFORE THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13r/w16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Jagtar Singh V/s Bharti Axa Life Insurance Co. Ltd
Complaint Ref. No.: CHE008-2021-1702

(@) On 22.02.2021Shri Jagtar Singhad filed a complaint in this office against Bharti Axa Life Insurance
Co. Ltd in respect of policies bearing n802-1093223, 502886310, 5028827487, 506919448,
502-6918549 & 5021.844013.

(b) This office pursued the case with the respondent insuranagapamy vide letter dated 04.03.2021
and called the Self Contained note detailing the facts of the case and para wise comments of tf

complaint.

(c) Now, the respondent Insurance Company has informed this forum wvaaiedated 02.08.2021 that
the company has already cancelled the policies bearingg@2-1093223, 502886310, 5023827487,
502-69194

(d) 48, 5026918549 & 502844013 and refunded the pgmium to the complainant.

(e) The complainant policy holder hatbnfirmed on calling at his registered mobile 6283264795 hat
the subject policies are cancelled by the Insurance Company and refunded the amount téownhe
has also confirmethe sameby e-mail dated 21.09.202&nd requested to close his complaint

(f) In view of the above, no further action is required to be taken by this office anddhgplaint is closed.

Dated: 23.09.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



b)

c)

d)

2.

PROCEEDINGS BEFORE THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w16 ofhe Insurance Ombudsman RuUBEH,7)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Sukhdeep Singh V/s BhartilAf@lnsurance Co. Ltd
Complaint Ref. No.: CHE008-2021-1630

a) On 17.02.2021 Shri Sukhdeep Singhad filed a complaint in this office against Bharti Axa Life
Insurarce Co. Ltd in respect of polibgaring no.501-6297938.

This office pursued the case with the respondent insuracm®apany vide letter dated 24.02021 and
called the Self Contained note detailing the facts of the case and para wise comments of the complaint
Now, the respondent Insurance Company has inforriiesl forum vide email dated 17.08.2021 thahe
company is agreeable for settlement before hearing by cancellation of policy bearif 36297938

and refund the premium paid by the complainant policy holder without interest.

The complainant policy hder has confirmed on calling at his registered mobile98¥2481423hat he

is ready for settlement if the company refunds the premium paid by him under policyQig6297938
without any interest and he has also confirmed it bgnail dated 29.09.2021.

In view of the above, no further action is required to be taken by this office and the complaint is close:
with a condition that the company shall comply with the settlement and shall send a compliance repor
to this office within 30 days of receipt ofithorder for information and record.

Dated: 3009.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN

PROCEEDINGS BEFORE THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w16 ofFhe Insurance Ombudsman RuB$H,7)

Insurance Ombudsman: Shri Sudhir Krishna

Case ofSarwan Kuma¥/s Bharti Axa Life Insurance Co. Ltd
Complaint Ref. No.: CHB008-2122-0811

1. On 19.082021, Shri Sarwan Kumaihad filed a complaint in this office against Bharti Axa Life
Insurarce Co. Ltd in respect of policiesaring no.501-8155134 & 5019625960

This office pursued the case with the respondent insuracm®pany vide letter dated 27.08021 and
called the Sk Contained note detailing the facts of the case and para wise comments of the complaint.
Now, the respondent Insurance Company has inforriesl forum vide email dated 28.02021 thatthe
company is agreeable for settlement beforedning by cancellatn of policiesbearing no501-8155134

& 501-:9625960and refund the premiurapaid by the complainant policy holder without interest.

The complainant policy holder has confirmed on calling at his registered mobi#g1h8969172hat he

is ready for sttlement if the company refunthe premums paid by him under policies bearing B01-
8155134 & 5019625960without any interest and he has also confirmed it bgnail dated 29.09.2021.



5.

In view of the above, no further action is required to be takerttby office and the complaint is closed
with a condition that the company shall comply with the settlement and shall send a compliance repor
to this office within 30 days of receipt of this order for information and record.

Dated: 3009.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN

PROCEEDINGS BEFORE THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/wl16 ofhe Insurance Ombudsman Rubgs,7)

Insurance Ombudsman: Shri Sudhir Krishna

Case o5aender Singhv/s Bharti Axa Life Insurance Co. Ltd
Complaint Ref. No.: CHEO08-2122-0864

On 25.082021, Shri Satender Singhhad filed a complaint in this office against Bharti Axa Life
Insurarce Co. Ltd in respect of policiesaring no.501-9232205 & 5019025773
This office pursued the case with the respondent insuracm®apany vide letter dated 31.08021 and
called the Self Contained note detailing the facts of the case and para wise comments of the complaint
Now, the respondent Ingance Company has informeiis forum vide email dated 28.02021 thatthe
company is agreeable for settlement beforedting by cancellation of policiégaring no 501-9232205
& 501-9025773and refund the premiurapaid by the complainant policy holdeithout interest.
The complainant policy holder has confirmed on calling at his registered mobi@8h6344472hat he
is ready for settlement if the company refunds the piiam paid by him under policies bearing ne01-
9232205 & 509025773without any interest and he has also confirmed it bynail dated 29.09.2021.
In view of the above, no further action is required to be taken by this office and the complaint is close:
with a condition that the company shall comply with the settlement and shalil ®compliance report
to this office within 30 days of receipt of this order for information and record.

Dated: 3009.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



PROCEEDINGS BEFORENSHHRANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/wl16 dofhe Insurance Ombudsman RubgH,7)

Insurance Ombudsman: Shri Sudhir Krishna

Case ofleet RanVY/s Bharti Axa Life Insurance Co. Ltd
Complaint Ref. No.: CHE008-2122-0884

a) On01.092021 ShriJeet Ranhad filed a complaint in this office against Bharti Axa Life Inserg&o.
Ltd in respect of policearing n0.501-7745273.

b) This office pursued the case with the respondent insuracm®pany vide letter dated 04.02021 and
called the Self Contained note detailing the facts of the case and para wise comments of the complaint

c) Now, the respondent Insurance Company has inforriiesl forum vide email dated 28.02021 thatthe

company is agreeable for settlement beforedning by cancellation of polidyearing no 501-7745273

and refund the premium paid by the complainant policy holder without interest.
d) The complainant policy hder has confirmed on calling at his registered mobile9813160241hat he
is ready for sttlement if the company refundhe premum paid by him under policy bearing ne01-
7745273without any interest and he has also confirmed it bgnail dated 29.09.2021.
e) In view of the above, no further action is required to be taken by this office and the complaint is close
with a condition that the company shall comply with the settlemend ahall send a compliance report
to this office within 30 days of receipt of this order for information and record.

Dated: 3009.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



b)

c)

d)

PROCEEDINGS BEFORE BHRANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w16 ofhe Insurance Ombudsman RuUBEH,7)

Insurance Ombudsman: Shri Sudhir Krishna

Case ofPawan Luthrd//s Bharti Axa Life Insurance Co. Ltd
Complaint Ref. No.: CHE008-2122-0919

a) On07.092021 ShriPawan Luthrdnad filed a complaint in this office against Bharti Axa Life Inggran
Co. Ltd in respect of policié®aring no. 501-7275032, 5047936229, 5047952101, 5048488162 &
501-8875624

This office pursued the case with the respondent insuracm®pany vide letter dated 13.08021 and
called the Self Contained note detailing the facts of the case and para wise comments of the complaint
Now, the respondent Insurance Company has inforriesl forum vide email dated 28.02021 thatthe
company is agreeable for settlement beforeating by cancellation of policiégaring no501-7275032,
501-7936229, 5017952101, 504488162 & 5048875624 and refund the premiura paid by the
complainant pdicy holder without interest.

The complainant policy holder has confirmed on calling at his registered mobi8i#601590Ghat he

is ready for sttlement if the company refunthe premums paid by him under policies bearing B01-
7275032, 5047936229 5017952101, 5048488162 & 5048875624without any interest and he has also
confirmed it by email dated 29.09.2021.

In view of the above, no further action is required to be taken by this office and the complaint is close:
with a condition that the company shall comply with the settlement and shall send a compliance report
to this office within 30 days of receipt of this order for information and record.

Dated: 3009.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



PROCEEDINGS BEFORE THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna
Case of Chhaju Singh Kalra & Amarpreet Singh V/S RA#gdmsurance Co. Ltd

Complaint Ref. No.: CHE001-2021-1694

1 On 22.02.2021, Sri Chhaju Singh Kalra & Sri Amarpreet Singh had filed a complaint in this office aga
Aegon Life Insurance Co. Ltd in respect of policy bearing no. 130113733932 and #23%136

1 This office pursued the case with the respondent insurance company vide letter dated 04.03.2021 ar
called the Self Contained note detailing the facts of the case and para wise comments of the complaint

1 Now, the respondent Insurance Company hdserimed this forum vide email dated 06.09.2021 that the
company is agreeable for settlement before hearing by cancellation of policy bearing no. 1301137339
& 120913640551 and refund the premium paid by the complainant policy holder without any interest.

1 The complainant policy holder has also confirmed through email dated 07.09.2021 that they are reac
for settlement if the company refunds the premium paid under policy no. 130113733932 &
120913640551.

1 In view of the above, no further action is requireal lte taken by this office and the complaint is closed
with a condition that the company shall comply with the settlement and shall send a compliance repor
to this office within 30 days of receipt of this order for information and record.

Dated:09.09.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



Proceedings of The Insurance Ombudsman, Chandigarh
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)
Insurance Ombudsman: Shri Sudkrishna

Case oMophy NavnooN/SShriram Lifdnsurance Company Ltd.
COMPLAINT REF: NO: €8B3-2122-0287

1. Ms Mophy Navnoorthad filed a complaint in this office against Shriram Life Insurance Company abou
mis-selling of policy bearing numb&012101018291

2. This office pursued the case with the respondent insurance company vide letter 24t66.2021and
called the Self Coained note detailing the facts of the case and para wise comments of the complaint
and was fixed for hearing d#9.09.2021

3. Now, the respondent Insurance Company has informed this forum vidaiedated04.08.2@1 that the
companyhascancelled the polig and refunded the premium of Rs 285003 the complainant through
NEFT vide UTR No. N211211582143978 on 30.07.2021.

4. The complainant policy holder has also confirmed on calling at her registered mob®¥ 8151729
that she has received the refund aatso confirmed it by enail dated 08.09.2021.

5. In view of the above, no further action is required to be taken by this office and the complaint is closed.

Dated:09.09.2021
PLACE: CHANDIGARH INSURANCE OMBUDSMAN

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16/1@f The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case oKulwinder KauWsReliance Nippon Life InsuranCempanyLtd.
Complaint RefNo.: CHDBL-036-2021-1802

1. Ms Kulwinder Kauhad filed a complaint in this officegainstReliance Nippoiife Insurance Company
for non cancellation of the polidyearing numbeb3700326 in free look period

2. This office pursued the case with the respondent insurance company vide letter 85t68.2021and
called the Self Contained note detailing the facts of the case and para wise comments of the complai

and was fixed for ha&ng on23.09.2021



. Now, the respondent Insurance Company has informed this forum vidaiedated20.092021 that the
companyhas processed the refund for Rs 522564 14.06.2021 through NEFT.

The complainant policy holder has also confirmede e-mail dated 20.09.2021 that she has received
the full amount and requested to dispose her complaint.

. In view of the above, no further action is required to be taken by this office and the complaint is closed.

Dated:23.09.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN

Proceedings of The Insurance Ombudsman, Chandigarh
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)
Insurance Ombudsman: Shri Sudhir Krishna

Case of MrKalma Nand//S HDFC Standard Lifssurance Company Ltd.
COMPLAINT REF: NO: €#0D9-2021-1913

. Sh.Kalma Nandiled a complaint in this officeagainst HDFC Standard Life Insurance Comjpany
misselling of poliesbearing numbes 20031268 & 20077896

. This office pursued the case withe respondent insurance company vide letter dat&@ 03.2021and
called the Self Contained note detailing the facts of the case and para wise comments of the complai
and was fixed for hearing &8.09.2021

. Now, the respondent Insurance Company hderimed this forum vide email dated06.092021 that the
company is agreeable for settlement before hearing by cancellation ofigmiiearing n®. 20031268 &
20077896andrefundthe premiunspaid by the complainant policy holder without any interest.

The complainant policy holder has also confirmed on calling at his registered mobi88@4977232

that he is ready for settlement if the company cancel the policg. 20031268 & 2007789&nd refund



the premiuns without any interest and he has alsent his written consent vide duly signed letter
dated NIL received on 21.09.2021

. In view of the above, no further action is required to be taken by this office and the complaint is close
with a condition that the companghall comply with the settlement and shall send a compliance report

to this office within 30 days of receipt of this order for information and record.

Dated:23.09.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN

Proceedings of The Insurance Ombudsman, Chandigarh
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)
Insurance Ombudsman: Shri Sudhir Krishna

Case of MrShamsher Sing#/S HDFC Standard Life Insura@oenpany Ltd.
COMPLAINT REF: NO: €#D9-2021-1912

1. Sh.Shamsher Singtiled a complaint in this officagainst HDFC Standard Life Insurance Comfuainy
misselling of poliesbearing numbes 19844427 & 19836219

2. This office pursued the case with thespondent insurance company vide letter datdd.03.2021
and called the Self Contained note detailing the facts of the case and para wise comments of tf
complaint and was fixed for hearing @3.09.2021

3. Now, the respondent Insurance Company has inforrtresl forum vide email dated06.0922021 that
the company is agreeable for settlement before hearing by cancellation ofigobearing na.
19844427 & 19836218nd refund the premiuns paid by the complainant policy holder without any
interest.

4. The comjainant policy holder has also confirmed on calling at his registered mobile no.
08894638901that he is ready for settlement if the company cancel the policg. 1®844427 &
19836219and he has also sent his written consent vide a duly signed |etsed NIL received on
21.09.2021



5. In view of the above, no further action is required to be taken by this office and the complaint is
closed with a condition that the company shall comply with the settlement and shall send a

compliance report to thisffice within 30 days of receipt of this order for information and record.

Dated:23.09.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN

Proceedings of The Insurance Ombudsman, Chandigarh
(Under Rule 13 r/w 16 of The Insurance Ondadn Rules, 2017)
Insurance Ombudsman: Shri Sudhir Krishna

Case of MrRattan Das¥/S HDFC Standard Life Insurance Company Ltd.
COMPLAINT REF: NO: €#8D9-2021-1919

a) Sh.Rattan Dasdiled a complaint in this officeagainst HDFC Standard Lifesurance Companjor
misselling of poligbearing numbe20104967.

b) This office pursued the case with the respondent insurance company vide letter 84t68.2021and
called the Self Contained note detailing the facts of the case and para wise commeémescoimplaint
and was fixed for hearing i28.09.2021

c) Now, the respondent Insurance Company has informed this forum vidaibdated06.092021 that the
company is agreeable for settlement before hearing by cancellation ofydmiaring no20104967and
refundthe premiuns paid by the complainant policy holder without any interest.

d) The complainant policy holder has also confirmed on calling at his registered mobi@g894977232
that he is ready for settlement if the company cancel the policy2€d.04967and refund the premiurs
without any interest anche has also sent his written consent vide a duly signed letter dated NIL receivec
on 21.09.2021.

e) In view of the above, no further action is required to be taken by this office anddh®plaint is closed
with a condition that the company shall comply with the settlement and shall send a compliance repor

to this office within 30 days of receipt of this order for information and record.

Dated:23.09.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16f The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case ofshwar Das¥sReliance Nippon Life InsuranCempanyL.td.
Complaint RefNo.: CHDBL-036-2021-1918

. Shri Ishwar Dadsad filed a complaint in this officegainstReliance Nippotife Insurance Comparigr

non cancellation of the polidyearing numbeb3795946 in free ldoperiod

. This office pursued the case with the respondent insurance company vide letter 8atéd.2021and
called the Self Containembte detailing the facts of the case and para wise comments of the complaint
and was fixed for hearing d28.09.2021

. Now, the respondent Insurance Company has informed this forum vidaiedated27.052021 that the
companyas a customer goodwill gesture is offering to settle the complaint by an offer of adjusting the
premium of this policy in his other policy bearingmmber 53060985 which was issued on 23.10.2017.

The complainant policy holder Haagreed to the offer and had given his consent vide email dated
05.07.2021 and reproduced the same vide email dated 20.09.2021.

. In view of the above, no further action is rgiced to be taken by this affe and the complaint is closed
with a condition that the company shall comply with the settlement and shall send a compliance repor

to this office within 30 days of receipt of this order for information and record.

Dated:23.09.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



PROCEEDINGS BEFORE THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 dfhe Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna
Case obharam Pal Chawla//s ICICI Prudentidlife Insurance Co. Ltd

Complaint RefNo.: CHEL-021-2021-1707
On 26.02.2021,SriDharam Pal Chawlaad filed a complaint in this office again&ICl Prudentidlife
Insurance Co. Ltd in respect of pglizearing no84006351 & 84006231
This office pursued the case with the respondent insurance company vide letted §403.2021 and
called the Self Contained note detailing the facts of the case and para wise comments of the complain
Now, the respondnt Insurance Company has informed this forum vidmagl dated06.09.2021 that
the companyhas cancelled the policy 84006351 & 84006234and has transferred the total premium
amount towards the issuance of new single premium plal€ICl Pri Wealth Policy bearing no
977245500n April 10, 2021 .Physical policy document has been dispatched on April 23, 2021 via Blue
dart courier air way bill na38126952883 to the registered communication address.
The complainant policy holder hassoconfirmed this forumthrough his e-mail dated07.09.2021that
his dispute regarding the Policy 184006351 & 84006231 has been resolved

In view of the above, no further action is required to be taken by this office and the complaint is.closed

Daed: 1009.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



PROCEEDINGS BEFORE THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 dfhe Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudkirshna
Case ofsurinder SinghV/s ICICI Prudentidlife Insurance Co. Ltd

Complaint RefNo.: CHEL-021-2021-1708

. On 26.02.2021, Sri Surinder Singhad filed a complaint in this office againkZICI Prudentialife
Insurance Co. Ltd in respect of joglbearing no69243398

. This office pursued the case with the respondent insurance company vide letted §403.2021 and
called the Self Containetbte detailing the facts of the case and para wise comments of the complaint.

. Now, the respondent Insurance Company has informed this forum vidaiedated 27.6.2021 that the
companyhas cancelled the policy n69243398and has transferred the totgdremium amount towards

the issuance of new single premium planCICI Pru Guaranteed Pension Plan Policy bearing no
99121981 on May 10, 202Physical policy document has been dispatched on May 13, 2021 via Blue
dart courier air way bill no383655833360 the registered communication address.

. The complainant policy holder hassoconfirmedthis forumthrough his e-mail dated02.09.2021 that

his dispute regarding the Policy n69243398 has been resolved and the said steps have been taken
according tchis own requirements

. In view of the above, no further action is required to be taken by this office and the complaint is.closed

Daed: 1009.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



a)

b)

d)

PROCEEDINGS BEFORE THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 1&f The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna
Case of5PS Walig/s ICICI Prudentidlife Insurance & Ltd

Complaint RefNo.: CHEL-021-2021-1776
On 03.03.2021,SriGPS Walihad filed a complaint in this office again§ICl Prudentidlife Insurance
Co. Ltd in respect of policy bearing 88961379 & 10536914
This office pursued the case with thespondent insurance company vide letteatdd 1203.2021 and
called the SelContained note detailing the facts of the case and para wise comments of the complaint.
Now, the respondent Insurance Company has informed this forum vidaiedated27.05.202 that the
companyhas processed and credited the refund of balance premium amounting to Rs.27965.81 fou
LI2f A08 y2d codgcmMoTded G2 GKS O2YLAX FAYIFYyGiQa tdzyel
The complainant haalsoconfirmedto this forumthrough his e-mail dated06.09.2021that his dispute
regarding the refund of balance amount of Rs.2796&s been resolved as the amount Rs.2796&/
credited to his bank account on 30.03.2021. Now he is satisfied and hence requested us to close tl
complaint

In view of the above, no further action is required to be taken by this office and the complaint is.closed

Daed: 3009.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN



PROCEEDINGS BEFORENS{HRRANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16f The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna
Case oflitender Sharm&/s MaxLife Insurance Co. Ltd

Complaint RefNo.: CHEL-032-2021-1861

1. On17.03.2021,Shri Jitender Sharmiaad filed a complaint in this office againgiax Life Insurance Co.
Ltd in respect of policy bearing n$63543001

2. This office pursued the case with the respondent insurance company vide letted d203.2021 and
called the SelCortained note detailing the facts of the case and para wise comments of the complaint.

3. Now, the respondent Insurance Company has informed this forum vidaiedated09.07.2021 that the
company reconsidered the complaint and has amicably settled the matitr refund of premium
amount of Rs.30950/ide NEFT on 28.05.2021.

4. The complainant haslso confirmed to this forum through his e-mail dated 27.072021 that the
company has settled the case by refunding the amount and hence requested us to clas®plaint

5. In view of the above, no further action is required to be taken by this office and the complaint is.closed

Daed: 3009.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN

PROCEEDINGS BEFORE THE NGERMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16f The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna
Case oRahul Batta//s MaxLife Insurance Co. Ltd

Complaint RefNo.: CHEL-032-2021-1828
1. On03.03.2021,SriRahul Battahad filed a complaint in this office agairdax Life Insurance Co. Ltd
in respect of policy bearing n836328328
2. This office pursued the case with the respondent insurance company vide letted d703.2021
and called the Selfontained note detailing the facts of the case and para wise comments of the
complaint.
3. Now, the respondent Insurance Company has informed this forum vidaibdated12.07.2021 that
the companyhasreconsidered the complaint dhe complainant and amicably settled the matter by
refund of the premium of Rs.200490.54 vide NEFT dated 12.07.2021.



4. The complainant haslso confirmed to this forum through his e-mail dated27.07.2021 that the
company has settled his claim and henceuested us to close this complaint

5. In view of the above, no further action is required to be taken by this office and the complaint is
closed

Daed: 3009.2021

PLACE: CHANDIGARH INSURANCE OMBUDSMAN

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna
Case ofSantosh Vs Aegdrife Insurance Co. Ltd.

Complaint Ref. No.: CHB001-2021-1782

1. | Name & Address of the Smt. Santosh, 1127 A, Sector 23A, Faridabad,
Complainant Haryana 121005; Mot9310647646
2. | Policy No: 719032231497
Type of Policy Aegon Life Jeevan Riddhsurance Plan
Duration of policy/Policy period | 12/7
3. | Name of the insured Santosh
Name of the policyholder Santosh
4. | Name of the insurer Aegon Life Insurance Company Ltd.
5. | Date of Repudiation 05.01.2021
6. | Reason for repudiation NA
7. | Date of receipt of the Complaint | 03.03.2021
8. | Nature of complaint Mis-selling
9. | Amount of Claim 150000+
10. | Date of Partial Settlement Nil
11. | Amount of relief sought 150000+
12. | Complaint registered under Rule 13.1. (d) Misrepresentation of policy terms
Rule no: and condition at any time in the policy document.
13. | Date of hearing/place 30.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant Smt. Santosh, the complainant
For the insurer ShriAjinkya Deshmukh, Associate Vice President
(Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of Award 30.09.2021

17. Brief Facts of the cas&mt. Santosh (hereinafter, the Complainant) fiked this complaint againshegon Life

Insurance Co. Ltdhereinafter, the Insurersllleging missale under the subject policy N619032231497.



18. Cause of Complaint:

0O [/ 2YLIX I Ayl Wié Qas bderNBhadWéhy (sofd the subject pollmy the employees of Karvy an
Aegon in lieu of investing her money into mutual fund. She states that last year during her visit to Char
she went to Karvy Stock Broking office in Se@®r Chandigarhat enquire about mutual fund for investmen
wherein she agreed for that. After returning back to Faridabad she got a call from a sales representative ¢
Chandigarh requesting her to open an account electronically, to which she agreed. Next dagmaiesntative
told her on call that her account has been opened and she needs to transfer the amount online for inve:
into Mutual fund, which she again did. After few months she got some documents from Aegon LIC, &
reading them she was shockéal know that instead of Mutual Fund she has been sold an Insurance Polic
enquiring with the sales representative, she was told that it was a mistake and would be rectified short
even after several months nothing happened and he told her that tdugearend and shortage of targets h
had intentionally done the Insurance Policy. She visited the Karvy Office many times but got to know that
some scam in Karvy Stock Broking the entire sales representatives have left the job. She pleadmghat
health worker, for the past one year due to CONHE) she has been continuously engaged in her job :
therefore could not register her complaint timely. Now in present situation, being little bit relaxed, she
raised her grievance. On being agged by their refusal to her request, she has approached this forum to ¢
relief.

00 Ly adzNBS NIeCompddy ditte SENiddted 09.09.2021 states that the Aegon Life Jeevan Riddhi In
Plan policy bearing no. 719032231497, having premium ofl53375/ payable annually, was issued to th
complainant with risk commencement date as 25.03.2019, for a sum assured of Rs. 638@55£ceiving duly
signed proposal form by the complainant. Since the complainant has availed this policy online, detail
verified through OTP and the policy document were emailed to the registered email address on 26.03.20:
complainant approached the company with a request to cancel the captioned policy on 25.12.2020, whi
beyond free look period. The commg after investigating the complaint and verifying the records, was unz
to consider the request of the complainant. Accordingly, the company vide email dated 05.01.2021 declin
allegations of the complainant and also, she had approached aftefréieelook period. It is pertinent to note
here that the company is not privy to what has transpired between the complainant and the person
authorized by the company in this regard. Hence the allegations made by the complainant pointing
frivolous promises made to her are false and baseless, denied in entirety.

19. Reason for Registration of Complainis-selling

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The subject policy wassuedon the basis of the application forms duly filled and signed by the Complainant
policy documents were delivered at her email address26103.2019 The policy documents had explained tt
terms & conditions of the policy and she did not raise any conoe issue about the terms and conditions of tf
policy within the freelook period. The Complainant had approached the Insurers allegingai@ion25.12.2020

which was well beyond the freleok period. Thus the complaint is in the nature of an afterthht and does not
substantiate the allegation of m&sale against the Insurers. Pursuantly, the complaint shall deserve to be reject



The complaint is rejected.

Award

(Sudhir Krishna)
Insurance Ombudsman
September 30, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case oHemraj and Naresh Kumars Bajaj Allianckife Insurance Co. Ltd.
Complaint Ref. No.: CHE006-2021-1690

1. | Name & Address of the Shri Hemraj and Smt. Naresh Kumari,
Complainant S/o Ramiji Dass, Village Nayagrown, Risdjra,
Tehsit Nalagarh, Dist Solan (HR)174101
Mob- 9816447159
2. | Policy No: 0265419331 & 0265439523
Type of Policy BALIC Cash Gain Money Back plan
Duration of policy/Policy period | 15/15 each
3. | Name of the insured Hemraj, Naresh Kumari
Name of the policyholder Hemraj,Naresh Kumari
4. | Name of the insurer Bajaj Alliance Life Insurance Company Ltd.
5. | Date of Repudiation 08.02.2021
6. | Reason for repudiation Beyond free look period
7. | Date of receipt of the Complaint 18.02.2021
8. | Nature of complaint Mis-selling
9. | Amount of Claim 50000/& 10000+
10. | Date of Partial Settlement Nil
11. | Amount of relief sought 50000/~& 10000+
12. | Complaint registered under 13.1. (d) Misrepresentation of policy terms and
Rule no: conditions at any time in the policy document or policy
contract.
13. | Date of hearing/place 02.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant Shri Hemraj, theomplainant
For the insurer Shri Amit Khanna, Zonal Head
15. | Complaint how disposed Recommendation under Rule 16
16. | Date of Award 02.09.2021




17. Brief Facts of the cas&hri Hemraj and Smt. Naresh Kumatri (hereinafter, the Complainants)file/¢his
complaint againsBajaj Alliance Lifénsurance Co. Ltdhereinafter, the Insurersalleging missale under the
subject policy N00265419331 & 0265439523.

18. Cause of Qmplaint:

FO [/ 2YLX | AY | Vhé Qamplainsd iz & Bbolicy bearing-N@65419331 issued by Bajaj Alliance LIC
on 20.04.2012 for an amount of Rs. 5000@&fter 8 months he received a call from Munish Kumar who informe;
him that he would get him entire money of this Bajaj Alliancadyaf he deposits Rs. 20000By going with his
words the Complainant deposited the said amount and a policy was issued to him from Birla Life Insuranc
Ltd. On contacting Mr. Munish Kumar for the policy amount, he again misguided the complainanheha
amount is insufficient so he needs to deposit another Rs. 660@@ain the complainant deposited the said
amount and this time also he was issued multiple policies. Now the complainant has been writing to E
Alliance Life Insurance Co. to cantted subject policies and refund the amount as he has been misguided by t
agent and these policies have been issued over and above his annual income hence illegal before the eyes
but so far no action has been taken by the company. The fraudulersiop has taken all the policies from him
with the assurance that he will get him the entire amount therefore he is not having the policy b@Ondseing
aggrieved by the rejection of his complaints, he has approached this forum to seek relief.

b) Insurer® I NH d@n¢ Sompany vide SCN dated 25.08.2021 states that the said policies have been issu
the basis of the proposal forms submitted to the company on the terms and conditions therein. Both
complainants are wekducated individuals who are ogpetent to understand the terms and conditions of the
said policies and have signed the benefits illustration along with the ECS mandates. The Company furnishe
Policy Documents to the complainants via Speed Post PODEN#57220883IN and EH4572264NL3Vith
delivery dates as 05.07.2012 and 21.07.2012 respectively. The complainants were having 15 days Free
period but they never raised any concern or request to cancel the said policies thereof but approached the fc
on 18.02.2021. It is evident & the complainant has leveled the false accusations without an iota of eviden:
just to derive illegal financial gains contrary to the contract of Insurance. It is therefore requested to dismiss
complaint in the interest of justice and equity.

19. Reason for Registration of Complaindis-selling.

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing witooth parties (Observations & Conclusion):

Case called. Parties are present and recall their arguments as noted in Para 18 above. The Complainar
Naresh Kumari has sent a letter authorizing her husband Shri Hem Raj to attend the hearing on heds®half

At this stage, the Insurers offer to cancel both the subject policies and issue one newpsarglam policy
with lockin of 5 years and no frelok option, with Shri Hemraj as the Policyholder and the Life Assured. T
Complainant accepts thisfef. Thus an agreement of conciliation could be arrived at between the Complaina
and the Insurers, which | consider as fair and reasonable for both the parties.



Award

The complaint is resolved in terms of tagreement of conciliation arrived at between the Complainant an
the Insurers. Accordingly, the Insurers shall cancel both the subject polici€268419331 & 0265439523
and issue one new singf@emium policy wth lockin of 5 years and no frelwok option, as mentioned

above.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman
September 02, 2021

Proceedings of Thimsurance Ombudsman, Chandigarh
(Under Rule 13 r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Meera Devi Vs Reliance Nippon Life Insurance Company Ltd.
Complaint Ref. No.: CHE036-2021-1753

1. | Name & Adress of the Smt. Meera Devi, Flat No. 210, Nirwana Gréen
Complainant Khanpur, Kharar, Punjeb40301
2. | Policy No: 53816674
Type of Policy Reliance Nippon Classic plan
Duration of policy/Policy period | 15/15 years
3. | Name of the insured Meera Devi
Name of thepolicyholder Meera Devi
4. | Name of the insurer Reliance Nippon Life Insurance Company Ltd.
5. | Date of Repudiation 18.02.2021
6. | Reason for repudiation Complaint beyond fredook period
7. | Date of receipt of the Complaint | 02.03.2021
8. | Nature of complaint Misselling
9. | Amount of Claim Refund of premiums Rs 200000/
10. | Date of Partial Settlement Nil
11. | Amount of relief sought Rs 200000/
12. | Complaint registered under Rule 13.1.(d} misrepresentation of policterms
Rule no: and conditions
13. | Date of hearing/place 02.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant 1. Smt. Meera Devi, the complainant
2. Shri Kulwant Singh, H/o the complainant
For the insurer Shri G G Padmakaripathi, Senior Manager Legal
15. | Complaint how disposed Award under Rule 17/ 02.09.2021
16. | Date of Award 02.09.2021




17. Brief Facts of the Cas&mt. Meera Devi (hereinafter, the Complainant) had filed a complaint in this o
about misselling of policy bearing number 53816674 by Reliance Nippon Life Insurance Company (here
the Insurers).

18. Cause of Complaint:

1. / 2 YLIX I Ay |y {Tha complamatzysGoyhitted that she applied for cancellation of the policy since
did not receive the policy document and did not accept the policy terms and conditions, but the compal
not accede to her request. She is not residing at her nativeepsance 01.010.2020. Because of her med
treatment she is residing in Chandigarh. She did not receive the policy document as the same was dis
G2 O2YLAX FAYlyGQa ylFGA@S LI I OSd 2KSy (GKS 02 YLdy)
on 08.12.2020, the complainant informed the company vide mail dated 21.12.2020 that she has not re
the same. Since then she has been requesting the company for refund of her amount but is not being
As such she has requested cancellatiothefpolicy and refund of the amount paid

2. Ly & dzZNB NB& QThd Qommayy SigeiSCN dated 25.08.2021 has informed that the policy bearing ni
53816674 was issued on 26.11.2020 for a premium of Rs 200@0bé paid for 15 years, on receipf duly
signed and executed Proposal Form and corresponding customer declaration form the Life Assured
document was dispatched to the client promptly and delivery of the same has not been disputed L
complainant. Only one premium has been reeel. The first complaint was received on 11.01.2021 which
beyond free look period. Moreover the policy was sold through direct mode by the agent after explainir
details personally.

19. Reason for Registration of Complainflisselling.

20. The dllowing documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of personal hearing with both parties (Observations & Conolujsi

Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Insurers had issued the subject policy on 26.11.2020 on receipt of dulyrfibed signed Proposal Forr
and corresponding customer declaration form tGemplainant. The Complainant has not denied the receip
the policy documents. She lodged her first complaint with the Insurers on 11.01.2021, which was beyen
look period. Moreover, the policy was sold after a qwsuance verification call, whereihe details of the
policy were explained to the Complainant and she had raised no concerns. In these circumstances, th
no missale on the part of the Insurers and, pursuantly, the complaint shall deserve to be rejected.

Award
The complaint is reped.

(Sudhir Krishna)
Insurance Ombudsman
September 02, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 16 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna
Case of Neena V/s Bharti Axa Life Insurance Co. Ltd
Complaint Ref. No.: CHE008-2021-1771

1. | Name & Address of the Smt. NeenaV/o Shri Gopal Krishan
Complainant Village Patlog, P.O. Shakra, Teliarsog, Mandi, HP
175009
Mobile N0.9817265845
2. | Policy No: DOC 501-8483494,5018272871,5018210368,5018169366
Type of Policy 11.01.2019, 28.11.2018, 26.11.2018, 16.11.20]

Duration of policy/Policy period | Bharti AXA Elite Advantage
12(12)Rs. 34486Rs.99113/Rs. 99921/Rs. 28304/

3. | Name of the insured Neena (3 & 2M) Gopal Krishan (8& 4M)
Name of the policyholder do do

4. | Name of the insurer Bharti Axa Life Insurance Co. Ltd.

5. | Date of Repudiation NA

6. | Reason for repudiation NA

7. | Date of receipt of th&Complaint | 03.03.2021

8. | Nature of complaint Mis- selling

9. | Amount of Claim Rs. 261824/

10. | Date of Partial Settlement NIL

11. | Amount of relief sought Refund of Premiums

12. | Complaint registered under Rulg 13.1.(d) misrepresentation of policy terms and
no: Insurance Ombudsman Rulg conditions at any time in the policy document or polig

2017 contract

13. | Date of hearing/place 02.09.2021/ Online hearing
14. | Representation at the hearing

For the Complainant 1. Smt. Neena, th€omplainant

2. Shri Gopal Krishan, H/o the Complainant

For the insurer Shri Ritin Purohit, Associate Manager (Legal)
15. | Complaint how disposed Recommendation under Rule 16/ 02.09.2021
16. | Date of disposal 02.09.2021

17. Brief Facts of the cas&mt. Neendhereinafter, the Complainant) hdged this complaint against Bharti Axa
Life Insurance Co. Lighereinafter, the Insurersalleging missale of policies bearing n®01-8483494 &
501- 8272871 on her life and polas bearing no. 508210368 & 5048169366 on the life of her husband
Shri Gopal Krishan.

18.Cause of Complaintt 0 / 2 Y LI I Ay I Thé édéplaindhBhasYstitgdithahe had taken one policy
bearing no. 50/867509 of Bharti Axa Co. in 2011. Shiegald that Insurance agents of Bharti Axa
Insurance Company had misguided her and fraudulently issued the two policies on her life and two on t
life of her husband with some false attractive offers. The Complainant has also stated that now tf
concernedagent / customer care of the Bharti Company are not responding about their policies. She h:
filed the complaint to the Bharti Axa Insurance Company on 27.11.2020 for cancellation of these polici



and refunds her amount but the Co. did not give any sugabply. Thus being aggrieved with the Insurance
Co. she approached this forum to seek justice.

00 LY &dzNB NIhélnsturéishdxe, SigeliSCN dated 25.08.2021, stated that the subject policies beari
no. 5018483494,5018272871,5018210368& 501-8169366 wereissuedon the basis of duly filled and
AAIYSR FLILIX AOFGAR2Y F2N¥a dzyRSNJ GKS &l AR LJ2f AOA!
registered address on 30.01.2019,14.12.2018,11.12.2018 & 01.12.2018 respectively. Therevessful
welcome call on the mobile number provided by the complainant in the proposal/ application form and sh
did not raise any concern or issue and was in complete agreement with the terms and conditions of tl
policies. The Insurance Company hasmsitifed that the present complaint is not maintainable in view of
the non obstante clause being Clause 14(3) (a) of The Insurance Ombudsman Rules, 2017 as
complainant has approached this Hon'ble Authority with his grievance without presenting the satine t
Company and the complaint has been received for the first time through the office of the Ombudsman ar
prayed for dismissal of the complaint.

19. Reason for Registration of Complaintis-sale

20. The following documents were placed fperusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall theirragnis as noted in Para 18 above.

At this stage, the Insurers offer to cancel all the four subject Policies and utilise the premium amou
received to issue one new Singleemium policy for Rs. 2 lakh with legk of 5 years and no frelok
option, and efund the balance amount to the Complainant. The Complainant accepts this offer. Thus &
agreement of conciliation could be arrived at between the Complainant and the Insurers, , which | consic
as fair and reasonable for both the parties.

Award

The complaint is resolved in terms of thgreement of conciliation arrived at between the Complainant
and the Insurers. Accordingly, the Insurers shall cancel all the four subject Policies bearing Np. 50
8483494,501 8272871, 5048210368, 5048169366, ad utilize the premium amount received to issye
one new Singlpremium policy for Rs. 2 lakh with leokof 5 years and no frelmok option, and refund
the balance amount to the Complainant.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman
September 02, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 17 of Binsurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Rashpal Singh Justa V/s Bharti Axa Life Insurance Co. Ltd.
Complaint Ref. No.: CHE008-2021-1764

1. | Name & Address of the Shri Rashpal Singh Jus&to Kehar Singh Justa,

Complainant P.O Kathasu, TehsiDubbal, Distt. Shimla, HFF 1202
Mobile N0.9805308585

2. | Policy No: DOC 502-1090476/15.10.2019, 502104426/15.10.2019
Type of Policy Bharti AXA Life Sup&ndowment Plan
Duration of policy/Policy period | 20(15)Rs. Rs.99002(12) RS. 76000 *2

3. | Name of the insured Rashpal Singh
Name of the policyholder Rashpal Singh

4. | Name of the insurer Bharti Axa Life Insurance Co. Ltd.

5. | Date of Repudiation NA

6. | Reason for repudiation NA

7. | Date of receipt of the Complaint | 01.03.2021

8. | Nature of complaint Mis- selling

9. | Amount of Claim Refund of Premiums

10. | Date of Partial Settlement NIL

11. | Amount of relief sought Refund of Premiums

12. | Complaint registered under Rule | 13.1.(d) misrepresentation of policy terms and conditio
no: Insurance Ombudsman Ruleg at any time in the policy document or policy contract
2017

13. | Date of hearing/place 02.09.2021/ Online hearing

14. | Representation at the hearing

For the Complainant Absent
For the insurer Shri Ritin Purohit, Associate Manager (Legal)
15. | Complaint how disposed Award under Rule 17
16. | Date of disposal 02.09.2021

17. Brief Facts of the caseShri Rashpal Singh JusiaA y (0 K Sw I ta2KiLA @ & >{hedgirdfieE thd y R
Complainant) hadiled this complaint against Bharti Axa Life Insurance Co. (h&teinafter, the Insurers)
alleging missale of policies bearing n602-1090476 & 502.104426.

18. Cause of Complaint: 0

[ 2 YLX I Ay | Vhé @surance\dgeiy &g misguided him and fraudulently

issued the subject policies bearing no. 5190476 & 5020104426 of Bharti Axa LIC and five more policies
of other Insirance Companies on the allurement that he shall get back the money witBid&/s. He has
has not received the policy bond of policy no. 804426 and is paying the premium almost Rs. 6 to 7 lakh
per year and maturity date of all the polices shall lfieral0 years. It is difficult for him to pay Rs. 700600/
every year and it will harm his business. He has filed the complaint to the Bharti Axa Insurance Company
08.01.2021 for cancellation of these policies and refund of his amount, but the Cootdgive any suitable
reply. Thus being aggrieved with the Insurance Co., he approached this forum to seek relief.



00 LY &dzNBS NEhE IndurbkE lizyeS widé BCN dated 25.08.2021, stated that the subject policie
bearing no. 5021090476 & 5021104426 werdssuedon the basis of duly filled and signed application forms
dzy RSNJ G KS &l AR LRtAOASA FyR LRftAO& R20dzySyia oS
22.11.2019. There was successful welcome call on the mobile humber prawd#ee complainant in the
proposal/ application form and he did not raise any concern or issue and was in complete agreement with tt
terms and conditions of the policy. The Insurance Company has submitted that the present complaint is n
maintainable inview of the non obstante clause being Clause 14(3) (a) of The Insurance Ombudsman Rul
HAMT & GKS O2YLX FAYlIy(d KIFa | LILINRIFOKSR GKAA | 2y Q¢
to the Company and the complaint has been received ferfilst time through the office of the Ombudsman.
The representative of the Company also stated that tAé@emium has also been received under policy no.
502-1104426 and prayed for dismissal of the complaint.

19. Reason for Registration of Complaintlis-sale

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing witioth parties (Observations & Conclusion):

Case called. The Complainant is absent. The Insurers are present and recall their arguments as noted in Pal
18b above.

| have gone through the arguments and evidence submitted by both the parties. The Insutessinred the
subject policies on the basis of duly filled and signed application forms and policy documents were delivered
Fd GKS /2YLE FAYLFYyiQa NBIAAGSNBR I RRNBaAad 2y HHOMM
number provided by the Complaant in the proposal form and he did not raise any concern or issue and was

in full agreement with the terms and conditions of the policy. He has paid the second annual premium for
one policy. All these facts lead to the conclusion that there was nesda@son the part of the Insurers, which
would make the complaint liable for rejection.

Award

The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 02, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, CHANDIGARH
(Under Rule 13 r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case oSumeet Sorabh Chand Vs BB Insurance Co. Ltd.

Complaint Ref. No.: CHBE041-2021-1687

1. jame & Address of the Complainathri Sumeet Sorabh Chand,
.No. 3195, Sected0D, Chandigarh160036
ob- 8699022101




2. plicy No: N704406104
ype of Policy Bl LifeSmart Money Back Gold
uration ofpolicy/Policy period 2/12
3. jame of the insured atish Kumar
ame of the policyholder atish Kumar
4.  @ame of the insurer Bl Life Insurance Company Ltd.
5. jate of Repudiation 1.08.2019
6. eason forepudiation on Disclosure of the material facts in the proposal
rm
7. jate of receipt of the Complaint  B3.02.2021
8.  jature of complaint epudiation of claim
9.  mount of Claim 50000F
10. jate of Partial Settlement il
11. mount of reliefsought DOOOOF
12. | Complaint registered under Rule 13.1. (b} Any partial or total repudiation of
Rule no: claims by the life insurer
13. | Date of hearing/place 02.09.2021/ Online hearing
14. | Representation at the hearing
For theComplainant Shri Sumeet Sorabh Chand, the complainant
For the insurer Smt. Shagun Bhalla, Manager (Client Relationsh
15. | Complaint how disposed Award under Rule 17
16. | Date of Award 02.09.2021

17. Brief Facts of the cas&hriSumeet SorablChand (hereinafter, the Complainant) Hfded this complaint against

SBI Lifénsurance Co. Ltdhereinafter, the Insurersilleging missale under the subject policy NbIN704406104.

18. Cause of Complaint:

00

0 [/ 2YLX I Ayl yTh&€ EomplavEhdrfes yiiaty he is the nominee under Policy Bearing -N
1N704406104, issued to Life Assured / Policy Holder Late Shri Satish (Kismarcle) for a sum assured of R
250000f whose 1st premium was deposited on 06.01.2018 and policy commenced on 25.01.201
29.03.2018 shri Satish Kumar passed away. It is pertinent to mention that the contents of the cover note
said policy were filled by the agent himself and the same were signed by him as authorized signatory. A
death of the Policy Holdenominee only received Rs. 3000fom the insurance company. Complainant hz
various correspondence with the Bank/Insurance Company but he was made to run from pillar to post bu
avail. Complainant sent 2 RTI dated 27.07.2020 & 04.08.2020 to thelBamer seeking insurance policy bt
both the RTI's were declined on flimsy ground. On being aggrieved by thecamopliance to his complaints he
has approached this forum to seek relief.

L y & dzNB NEn& CompaiydadeSSCHN Wated 17.03.2021sketed that it has received a proposal forr
bearing no. INYA126022 dated 05.01.2018 along with initial deposit of Rs.-803he name of Mr Satish
Kumar (hereinafter referred as Deceased Life Assured or DLA) accordingly a policy bearing no. 1N70440¢
issued with date of commencement 25.01.2018 for premium paying term of 12 years. Mr. Satish Ku
reported to have died on 29.03.2018. During the assessment of death claim, resulted just in 2 months 4
was found that DLA was suffering fradeart Disease and had undergone Heart Surgery, from 29.01.201
06.02.2013 at PGIMER Hospital Chandigarh, prior to the date of signing the proposal and cause of
mentioned as "Cardiac Arrest". As the Life Insurance Contract is a contract oftUGood Faith wherein the
proponent is duty bound to disclose everything concerning his/her health, habits & other matters at the tir
filling the proposal form. It is submitted that the DLA intentionally and fraudulently did not disclose the hi



of his heart disease and heart surgery in the proposal form rather replied in negative to the questions

point no.14(4) & 14(15). Hence the claim was repudiated and informed vide letter dated 01.08.2019 &
amount of Rs.5216Mvas transferred to complinant's bank account no. 20426575228 held in SBI on 26.07 .
towards refund of premium as per the amended insurance laws. The complainant's allegation regarding

of Rs.3000/ towards claim is denied in toto. It is therefore humbly requested wrdss the complaint in the
interest of justice and equity.

19. Reason for Registration of Complaifepudiation of claim

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of Personal hearing with both parties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The deceased life assured (DLA) leagired within less than 3 months of taking the policy. Thase of death
was "Cardiac Arrest'The Insurers conducted investigation afalind that the DLA was suffering from heal
disease and had undergone Heart Surgery (CABG), from 29.01.2013 to206302at PGIMER Hospite
Chandigarh, prior to the date of signing the proposal, but had not disclosed the same in the policy proposa
Hence the Insurers were justified in repudiating the death claim on the grounds oeflisolosure of material
information while signing up for the policy. Pursuantly, the complaint shall deserve to be rejected.

Award
The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 02, 2021



Proceedings of The Insurance Ombudsman, Chandigarh
(Under Rule 13 r/w 17 of The Insurance Ombudsman Rules, 2017)

Insurance Ombudsman: Shri Sudhir Krishna

Case of Virender Sharma Vs Reliance Nippon Life Insurance Company Ltd.
Complaint Ref. No.: CHE036-2021-1744

1. | Name & Address of the Shri Virender Sharma,
Complainant H No. 75,  Floor, Indraprastha Colony, Sector3(
33, Faridabad, HaryarE21003
2. | Policy No: 52851905
Type of Policy Reliance Whole life plan
Duration of policy/Policy period | 38 /15 years
3. | Name of the insured Virender Sharma
Name of the policyholder Virender Sharma
4. | Name of the insurer Reliance Nippon Life Insurance Company
5. | Date of Repudiation 17.09.2020
6. | Reason for repudiation Policy status paid up, 3 premiums paid.
7. | Date of receipt of the Complaint | 08.03.2021
8. | Nature of complaint Misselling
9. | Amount of Claim Refund of premiums paid Rs 445658/bonus
accrued
10. | Date of Partial Settlement Nil
11. | Amount ofrelief sought Refund of premiums paid Rs 445658/bonus
accrued.
12. | Complaint registered under Rule 13.1.(d¥ misrepresentation of policy terms
Rule no: and conditions
13. | Date of hearing/place 02.09.2021/ Online hearing
14. | Representation at the hearing
For the Complainant Shri Virender Sharma, the complainant
For the insurer Shri G G Padmakar Tripathi, Senior Manager Leg
15. | Complaint how disposed Award under Rule 17
16. | Date of Award 02.09.2021
17. BriefFacts of the Caseshri Virender Sharma (hereinafter, the Complainant) had filed a complaint in this

office about misselling of policy bearing number 52851905 by Reliance Nippon Life Insurance Compe
(hereinafter, the Insurers).

18. Cause of Complaint:

1.

/[ 2YLX I Ayl y( @iagdentNgB theYcSrypany visited his office in 2016 and gave presentation on
mutual funds. Getting impressed, the complainant invested in mutual funds and the agent became h
financial advisor, thereby having review meetings evdmgeé months with the complainant. Later a

traditional policy was sold to the complainant on 27.01.2017 with premium of Rs 149998.63 for a 15 yea
premium paying term. He told the agent that he was not in a position to pay premium for so long, the ager
advised him to pay for maximum 3 years. The complainant agreed considering premium was not to be pe
for long and it being backup plan for his retirement. However later when he visited the office of the
company he realized that he needed to pay for 15 y@&awsrder to get the full benefit. He called the agent



and was informed that he has already left the organization. Feeling cheated he complained to the compal
but to no avail. Hence this complaint.

2. L y & dzNB NA Orhel Oudpdny Gide S@iited 25.08.2021 has informed that the policy bearing number
52851905 was issued on 27.01.2017 for a premium of Rs 149898€ paid for 15 years, on receipt of
duly signed and executed Proposal Form and corresponding customer declaration form thesuifedA
Policy document was dispatched to the client promptly and was duly received by him. Three premiurn
have been received under the policy. The first complaint was received on 12.02.2020 which was beyo
free look period.

19. Reason foRegistration of ComplaintMisselling.

20. The following documents were placed for perusal:
a) Complaint to the Company b) Copy of Policy Document
c) Annexure VA d) Reply of the Insurance Company

21. Result of personal hearing with botbarties (Observations & Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Insurers had issued the subject policy on 27.01.2017, on receipt of duly signed and executed Propos
and corresponding ctsmer declaration form the Complainant. The Complainant has not denied the recei
the policy documents by him. He had paid three premiums under the policy. The Complainant lodged h
complaint of missale with the Insurers on 12.02.2020, whichswaell beyond free look period. In thes
circumstances, there was no nsale on the part of the Insurers and, pursuantly, the complaint shall dese
rejection.

Award
The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 02, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/vt7 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case oDevender Singh RawaersusKotak MahindréLife Insurance Co. Ltd.
Complaint Ref. No.: DEL026-2122-0611

1. | Name & Address of the Complainant | ShriDevender Singh Rawat
D-195, Gali no. 8, Laxmi Naghlew Delhil10(®2

2. | Policy No. 03154286

Type of Policy Life Insurance ULIP

Policy Term/Premium Paying Term 10years /05years
3. | Name of the Insured Devender Singh Rawat

Name of the Policy Holder Devender Singh Rawat
4. | Name of Insurer Kotak Mahindrd.ife Insurance Co. Ltd.
5. | Date of Rejection 24.05.2020




6. | Reason foGrievance Fund not invested as per initial proposal form
7. | Date of receipt of the Complaint 03.08.2021

8. | Nature of Complaint Mis-sale

9. | Amount of Claim Fund investment as per initial proposal form
10. | Date of Partial Settlement N.A.

11. | Amount of Partial Settlement N.A.

12. | Amount of relief sought Fund investment as per initial proposal form

13. | Complaint registered under Rule no. g 13(g) issuance of insurance policy which is not in conforr,
the Insurance Ombudsman Rules, 20| with the proposal form submitted by throposer

14. | Date of hearing 01.09.2021

Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing

For theComplainant ShriDevender Singh Rawahe Complainant

For the Insurer Shri Manish MittglAssociate Vice Presideritega)
16. | Date of Award/Order Award under Rule 17/ 01.09.2021

17 Brief Facts of the Cas&hri Devender Singh Raw@iereinafter referred to as the Complainant) has
filed this complaint against the decision of the Kotak Mahindra Life Insurance Co. Ltd. (hereinaff
referred to as the Insurers or the Respondent Insurance Company) alleging issuance of life insura
policy which is not in conformity with the proposal form submitted by the Proposer under the subjec
policy bearing number 03154286.

18.19Cause of Complaint:

a. Complainant's ArgumentThe Complainant had purchased the subjgtiPpolicy inMarch 2015 and inv&ed his
FdzyRa ylIYSte a{eadSYFLGAO {sAGOKAY3a {GNIGS3EeE o & df «
a2y Se al NSO FdzyRéd IS NBFIftATSR IyR OKSO1SR (KS SNNI
with his brotheQ & L2 f A0@3X ¢gK2 AYy@SaGSR 2yS Y2y iK o 6&apdachddy
the Insurersghrough IRDA vide token no. 28-008226for rectification of error made by thenput the Insurerscould
not provide satisfactory resolution to i in spite of admitting the mistake on 29.03.2028e then applied for
reconsideration of the decision @5.04.2020 & 25.08.202®utdid not get satisfactory reply.

Case of Devender Singh Rawat versus Kotak Mahindra Life Insurance Co. Ltd.
Complaint RefNo.: DEIL-026-21220611

b. L y & dzZNB NX & The IhNeEres &g SCN datelP.08.2021 have stated that the subject policy bearing number
03154286was issued 0rD6.03.2015 consequent upon receipt of duly signed propokaim and delivered to the
Complainant or81.03.2015hrough Blue Dart Courier vide pod 88269881201He has never approach them for any
rectification or discrepancy during the free look period available to him. This implied that he has verified an
consented for the policyThe Complainant first approached thaafter 6 yeardrom the expiry of the free look period
with aforesaidallegationagainst the settled principles of laWence, his requestould not be accepted.

19.Reason for registration of Comaint: Issuance of life insurance policy which is not in conformity with the
proposal form submitted by the Proposer.

20.The following documents were placed for perusal:
c) Copy of complaint.
d) Self Contained Note of the Insurers.
e) Policy documents.

21. Result ohearing with the parties (Observations and Conclusjon

Case called. Parties are present and recall their arguments as noted in Para 18 above.



The Complainant states that the Insurers did not invest his money prudently, as a result of which, he did n
get better return The Insurers state that the Complainant had received the Policy in 2015 and had the optic
of switching the investment option 12 times in a year without any charge. The Insurers did the investment
per their best judgement from time téime. As regards any deviation in the policy-a4gis the proposal
form, the Complainant could have raised the issue during thelfsek period, but he raised the same after
paying premium for 5 years, which is well beyond the {fi@ek period. Pursuangl the complaint deserves to

be rejected.

Award

The complaint isejected.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 012021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rulel3 r/w 17 of the Insuranc®mbudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Harish Chandra Joshi versus Future Generali India Life Insurance Co. Ltd.
Complaint Ref. No.: DE{017-2122-0612

1. | Name & Address of the Complainant | Shri Harish Chandra Joshi
House No. 34, Gali No. 10, Sehatpur, Faridabad,

Haryanal21013
2. | Policy No. 01541673
Type of Policy Life Insurance Conventional
Policy Term/Premium Paying Term 15 years / 10 years
3. | Name of the Insured Harish Chandrdoshi
Name of the Policy Holder Harish Chandra Joshi
4. | Name of Insurer Future Generali India Life Insurance Co. Ltd.
5. | Date of Rejection 28.01.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 03.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 34,928/
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 34,928/

13. | Complaint registered under Rule no. g 13(d)misrepresentation of policy terms and conditions at an
the Insurance Ombudsman Rules, 20 time in the policy document or policy contract

14. | Date of hearing 01.09.2021

Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing

For theComplainant Shri Harish Chandra Joshi, the Complainant

For the Insurer Shri Raktim Chowdhury, Senior Executive (L&gadmpliancg
16. | Date of Award/Order Award under Rule 17/ 01.09.2021

17 Brief Facts of the Cas&hri Harish Chandra Joshi (hereinafter referred to as the Complainant) has |
this complaint against the decision of the Future Generali India Life Insurance Co. Ltd. (hereinafter ref



to as the Insurers or the Respondent Insurance Company) allegggple under the subject policy bearing
number 01541673.

18.Cause of Complaint:

a) Complainant's ArgumentThe Complainant had purchased the subject policy from the agent in the month of July 2
The agent lured him with an interefiee loan of Rs. 15kh againsinvestmentof Rs.1.5 lakh in multiple policiesd
releasingRs.3 lakh against his lapsed policy. He is a semi illitesatg earnsRs.15000 p.m., cannot afford to patis
premium. Sensing something fishige approached the Insurers for catlation of the policy with aforesaid allegations on
28.01.2021 & 21.07.2021, which the Insurers declined on 17.02.2021 and 22.07H202lk0 alleges not signing proposal
form, nonsubmission of Income proof and mentioning wrong mobile humber & maiHédhas now approached this
forum for relief.

Case of Harish Chandra Joshi versus Future Generali India Life Insurance Co. Ltd.
Complaint Ref. No.: DE017-21220612

b) L y & dzNB NX) aThe IndHretzWifle/ICN dated 16.08.2021 have stated that the subject policy bearing number 015.
was issued on 22.07.201#ter getting duly filled proposal forms, thgolicy document was delivered a80.07.2019
through Blue Dart Courier vide pod m2419786603His request for cancellation with allegation of reéde was received
on 03.02.2021, after one year and 8 months after the expiry of the free look period. The Insurer has conducted PL
on 22.07.2019, but m objection was raised for anyrki of inducements during the call, which shows that there was n
mis-sale on their partHence, his request for cancellation could not be accepted.

19 Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
f) Copyof complaint.
g) Self Contained Note of the Insurers.
h) Policy documents

21. Result of hearing with the parties (Observations and Conclusion
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The subject policy wadelivered to the Complainant in July 2019 and he made his complaint efaleisin
February 2021, about 1% years after the expiry of the-foeé period. He states that he was tutored by the
agents not to raise any grievance with the Insurers. However|riburers replay the video verification call made
to the Complainant, wherein the terms and conditions of the Policy including the premium amount, prem
payment terms and other details were explained to him and he had given his concurrence for isstitimee
policy. It is, therefore, concluded that the Complainant had of his own volition chosen to ignore the caution
conditions about the policy provided to him by the Insurers through the welcome call and the policy docums
Therefore, there was nmis-sale by the Insurers and, pursuantly, the complaint would deserve to be rejected

Award

The complaint isejected.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 012021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13w 17 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Sukhdev versus ICICI Prudential Life Insurance Co. Ltd.
Complaint Ref. No.: DE{021-2122-0601

1. | Name & Address of the Complainant | Shri Sukhdev
A-40, Aruna Nagar, Cliviines, Majuna Ka Tilla,
New Delhi110054
2. | Policy No. 21298888
Type of Policy Life Insurance Ulip
Policy Term/Premium Paying Term 10 years / 07 years
3. | Name of the Insured Sukhdev
Name of the Policy Holder Sukhdev
4. | Name of Insurer ICICPrudential Life Insurance Co. Ltd.
5. | Date of Rejection 07.01.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 14.07.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 1,80,0006/
10. | Date of PartiaBettlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 1,80,0006/
13. | Complaint registered under Rule no. g 13(d) misrepresentation of policy terms and conditions a
the Insurance Ombudsman Rules, 20| any time in thepolicy document or policy contract
14. | Date of hearing 01.09.2021
Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Shri Sukhdev, the Complainant
For the Insurer Ms NituSingh, Senior Manager (Customer Service)
Ms Shahin Shaikh, Manager (Customer Service)
16. | Date of Award/Order Award under Rule 17/ 01.09.2021

17Brief Facts of the Cas&hri Sukhdev (hereinafter, the Complainant) has filed this complaint against th
decision of the ICICI Prudential Life Insurance Co. Ltd. (hereinafter, the Insurers or the Respondent Insur:

Company) alleging misale under the subject policy bearing number 21298888.

18Cause of Complaint:

c) Complainant's ArgumentThe Complainant hadupchased the subject policy in the month of August 2017 through the
agent, who told him that Rs. 3000G&ould be payable to him after 6 month of paying three yearly premiums. He
approached the Insurers on 22.12.2020 for cancellation and refund of potiogyron the basis of above allegations,
but the Insurers rejected his request on 16.01.2021. He then applied for reconsideration of the decision on 04.03.202

but it was not again declined on 19.03.2021. He has now approached this forum for relief.

d) InsureNI2 a

| NHzv$igrs vide SCN dated 14.08.2021 have stated that the subject policy bearing numbe
21298888 was issued on 22.08.2017, consequent upon receipt of duly signed proposal form and delivered to t
Complainant on 28.08.2017 through Blue D@durier vide pod no.34240353814. Only three yearly premiums were
paid by him and first unpaid premium being August 2020. Now amount transferred to policy discontinuance fund. Tt
Complainant first approached them on 28.122020 after 3 years 4 months freraxpiry of the free look period with

allegation of missale. Hence, his request for cancellation could not be accepted.



19.Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:

i) Copy of complaint.
J) SelfContained Note of the Insurers.
k) Policy documents.

21. Result of hearing with the parties (Observations and Conclusion

Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Complainant has not denied haviegeived the policy in August 2017. He has paid three annual premiums. The
terms and conditions of the policy have been adequately described in the policy document. In these circumstances, t

allegation of missale is quite unfounded and, pursuantly, t@mplaint deserves to be rejected.

The complaint is rejected.

Award

(Sudhir Krishna)

Insurance Ombudsman, Delhi

September 01, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 16 of themsurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Triloki Nath Bhat verddajaj Allianz.ife Insurance Co. Ltd.

Complaint Ref. NoDELL-006-2122-0642
Complaint Ref. NoDELEL-006-2122-0643
Complaint Ref. NoDELL-006-2122-0644
Complaint Ref. NoDELEL-006-2122-0645
Complaint Ref. NoDELL-006-2122-0646

1. | Name & Address of the Complainant | Shri Triloki Nath Bhat
D-503, Satisar Apartments, Plot No. 6, Seagtpbwarka,
New Delhi 110075
2. | Policy Nos. 384954342, 395256650, 396981991, 406534361 and 406573
Life Insurance Conventional
Type of Policy 76 years/15 years; 76 years/15 years; 76 years/15 years;
Policy Term/Premium Paying Term | 12 years/12 years; 12 years/12 years respectively
3. | Name of thelnsured Nilza Angmo (all five policies)
Name of the Policy Holder Triloki Nath Bhat (all five policies)
4. | Name of Insurer Bajaj Allianz Life Insurance Co. Ltd.
5. | Date of Rejection 09.07.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt othe Complaint 03.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 2,99,998+2,50,008+1,44,014+2,00,006+1,00,000




Total=9,94,026/respectively

10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount ofrelief sought Rs.3,10,124+2,61,258+1,50,495+2,09,006+1,04,509=10,35,3

13. | Complaint registered under Rule no. ¢ 13(d) misrepresentation of policy terms and conditions at any
the Insurance Ombudsman Rules, 20 time in the policy document goolicy contract

14. | Date of hearing 01.09.2021

Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing

For the Complainant Shri Triloki Nath Bhat, the Complainant

For the Insurer Smt. Swati Seth, Zonidead (Legal)
16. | Date of Award/Order Recommendation under Rule 16/ 01.09.2021

17 Brief Facts of the Cas&hri TrilokiNath Bhat (hereinafter, the Complainant) has filed this complaint aga
the Bajaj Allianz Life Insurance Co. Ltd. (hereinafter, the Insurers) allegirggaleisnder the subject policie:
bearing numbers 384954342, 395256650, 396981991, 406534361 abd W/ .

18.Cause of Complaint:

e) Complainant's ArgumentThe Complainant, a 70+ years senior citizen was trapped by the agents of the Insurers anc
sold multiple policies of insurance companies on the pretext of getting fictitious huge amount of Rs22%:5tom LIC of
LYRAF yR GF1Ay3 FTROIYy:(GdlI3IS 2F Lws5! Qa yIYS FyR €201 F
would be in single Case of Triloki Nath Bhat versus Bajaj Allianz Life Insurance Co. Ltd.

Complaint Ref. No.: DE006-21220642
Complaint Ref. No.: DEL006-21220643
Complaint Ref. No.: DEL006-21220644
Complaint Ref. No.: DEL006-21220645
Complaint Ref. No.: DEL006-21220646

premium policies, which could be foreclosed. They even convinced him teegand year premium. When he did not

get aforesaid invested amount, he stopped renewal payments of others policies and started collecting information an
42dAKGI GKS FROAOS 2F 20KSNJ AYyadzNENJ I ROA &2 dlapgrdachedithit @ A 2
Insurers for cancellation of the policies on 03.06.2021, which the Insurers declined on 09.07.2021. He again applied
reconsideration against the decision on 10.07.2021, but Insurers again rejected his request on 26.07.2021. He has n
approached this forum for relief.

L y & dzZNB NX2 & The INsHrez\V&ly” 8CN dated 29.08.2021 have stated that the subject policies were issued aftt
getting duly filled proposal forms and benefit illustration, etc., and delivered to Complainant on 21201.2
13.06.2020, 05.06.2020, 22.07.2020 and 24.07.2020 through Blue Dart Courier vide pod no. 3675717796
37172254265, 37292359510, 37172355614 and 37172360411 respectively. Other details are as given in the table.
Complainant is educated, businessnmard has an annual income of 11 lakh and well aware about the policies terms
and conditions. His requests for cancellation with allegation ofgale were first received approx after one year of
the expiry of the free look period. Hence, his request famaellation could not be accepted.

Complaint Ref. No:| Palicy no. Policy Term/ PP] Premium Ratg Paid Premium

Issuance date
DELL-006-2122-0642 | 384954342 15.01.2020 76/15 1,49,999 2,99,998




DELL-006-2122-0643 | 395256650 28.03.2020 76/15 2,50,008 2,50,008
DELL-006-21220644 | 396981991 23.04.2020 76/15 1,44,014 1,44,014
DELL-006-2122-0645 | 406534361 15.07.2020 12/12 2,00,006 2,00,006
DELL-006-2122-0646 | 406573957 17.07.2020 12/12 1,00,000 1,00,000

19 Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
Copy of complaint.
Self Contained Note of the Insurers.

21. Result of hearing with the parties (Observations and Conclugion

Case called. Parties goeesent and recall their arguments as noted in Para 18 above.

Case of Triloki Nath Bhat versus Bajaj Allianz Life Insurance Co. Ltd.

Complaint Ref. No.:
Complaint Ref. No.:
Complaint Ref. No.:
Complaint Ref. No.:
Complaint Ref. No.:

DHI006-21220642
DHI006-21220643
DHI006-21220644
DHI006-21220645
DHI006-21220646

At this stage, the Insurers offer (a) to cancel the Policies bearin884054342 an®95256650 and utilize
the premium amount received to issue single premium policy with-lockf 5 years ath no freelook
option, and (b) to cancel the remaining three polidiesn

inception and refund the premium amounts received, but without any interest. The Complainant accept
this offer. Thus an agreement of conciliation could be arrived at between the Complainatiieahtsurers,
which | consider as fair and reasonable fortbtite parties.

Award

Parties should implement this agreement within 30 days.

The complaint is resolved in terms of tagreement of conciliation arrived at between the Complain
and the Insurers. Accordingly, the Insurers shall (a) cancel the Policies bearing8#@b4342 and
395256650 and utilize the prenmmu amount received to issue single premium policy with Jockf 5
years and no fredook option, and (b) cancel the remaining three policiesaring N0.396981991,
406534361, andl06573957rom inception and refund the premium amounts received, but withany
interest.

ant

(Sudhir Krishna)

September 01, 2021

Insurance Ombudsman, Delhi



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 17 of thiemsurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Avdhesh Singh Chauhan versus Life Insurance Corporation of India
Complaint Ref. No.: DE{029-2122-0693 and-0697 to-0710

1. | Name & Address of the Complainan| Shri Avdhesh Singh Chauhan, 230/5, Vinay Nagar Colony,
Agvanpur extn. Faridabad, Haryah21013
2. | Policy No. 125452900, 125452901, 125452902, 125452903, 1254529
125452905, 12545290625452907, 125452908, 125453107
125453108, 125453110, 125453111, 125453113, 1254531
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 79 years and 38, 39, 40, 41, 42, 43, 45,46,44,47,48,49,52,}
years, respectively
3. | Name of the Insured Avdhesh SingBhauhan
Name of the Policy Holder Avdhesh Singh Chauhan
4. | Name of Insurer Life Insurance Corporation of India
5. | Date of Rejection No written reply received
6. | Reason for Grievance Mis-selling
7. | Date of receipt of the Complaint 29.06.2021
8. | Nature of Complaint Mis-selling
9. | Amount of Claim Rs. 75,580/
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 75,580/
13. | Complaint registered under Rule no| 13(d)misrepresentation of policy terms and conditions at ar
the Insurance Ombudsman Rules, 2| time in the policy document or policy contract
14. | Date of hearing 06.09.2021
Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For theComplainant Shri Avdhesh Singh Chauhan, the Complainant
For the Insurer Shri SK Das, Manager, CRM;DO
16. | Date of Award/Order Award under Rule 17/ 06.09.2021

17 Brief Facts of the Case:

00

Shri Avdhesh Singh Chauhan (hereinafter referred to a€tmplainant) has filed this complaint against the decision of
Life Insurance Corporation of India (hereinafter referred to as the Insurers or the Respondent Insurance Compat
selling under the subject policy number 125452900, 125452901, 1254528452903, 125452904, 12545290"
125452906, 125452907, 125452908, 125453107, 125453108, 125453110, 125453111, 125453113, 125453115.

18.Cause of Complaint:

Complainant's Argument The subject policies were rmsld to him in 2010 as pension plan with the condition that if |
pays premium for 39 years then from the age of 60 years, he would get
monthly pension of Rs. 50000Wwhereas these are not pension policies. Further, due to Cb®jdche is unable to pay

premium and so requested for surrender of policies. But, the insurer rejected his request stating that premia has nc
received for 3 gars. Whereas, he is alleging that he pdichalf yearly installment in cash to the agent. He represented
grievance to the insurer but did not receive any reply. Hence, he has approached this forum for relief.

L y & dzNB NIb& InsurékEid&CR gaied 01.09.2021 has submitted that the subject policies were purchased b
O2YLX FAYlFYydG Ay CS60Q Hwnmn ¢AGK KIFIfF @SIEN¥fe Y2RS | yR
surrender of policies, premium should have beeneiged for at least 3 years. Moreover, the policy terms and conditic



are mentioned on the policy bond and as for payment of premium to agent, they are not responsible for any paymen
by complainant to the agent.

19 Reason for registration of Complai: Mis-selling and nossurrender of policies.

20.The following documents were placed for perusal:
[) Copy of complaint.
m)Self Contained Note of the Insurers.
n) Policy document.
21. Result of hearing with the parties (Observations and Conclusion):

Case called.drties are present and recall their arguments as noted in Para 18 above.

The Insurers state that the Complainant had paid only 5-yedfly instalments andior surrender of policies,
premium should have been received for at least 3 years, that is, il Isalf-yearly instalments should have
been paid. The Complainant states that he had paid the sixth instalment of the premium to the agent in ca:
has not been able to produce the receipt. In the absence of the receipts, the Insurers are justifatdpaying
the surrender value. Hence the complaint will have to be rejected.

Award

The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 06, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rulel3 r/w 17of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Shankar Vitth8hinde versus Life Insurance Corporation of India
Complaint Ref. No.: DEL029-2122-0647

Shri Shankar Vitthal Shinde, Flat No. 304, Sarthak keshgt,
Khadve Nagar, Wagholi, Puné12207

1. | Name & Address of the Complainan

2. | Policy No. 136692407
Type of Potiy Jeevan Labh
Policy Term/Premium Paying Term | 25 years/16 years

Shankar Vitthal Shinde
Shankar Vitthal Shinde

3. | Name of the Insured
Name of the Policy Holder

4. | Name of Insurer LIC of India

5. | Date of Rejection 04.06.2021

6. | Reason fofGrievance Mis-selling

7. | Date of receipt of the Complaint 10.08.2021

8. | Nature of Complaint Mis-selling

9. | Amount of Claim Rs. 23,520/

10. | Date of Partial Settlement N.A.

11. | Amount of Partial Settlement N.A.

12. | Amount of relief sought Rs. 23,520/

13. | Complaint registered under Rule no] 13(d)misrepresentation of policy terms and conditions at at

the Insurance Ombudsman Rules, 2

time in the policy document or policy contract




d)

14. | Date of hearing 06.09.2021

Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing

For theComplainant Shi Shankar Vitthal Shinde, the Complainant

For the Insurer Shri SK Das, Manager, CRM;DO
16. | Date of Award/Order Award under Rule 17/ 06.09.2021

17.Brief Facts of the Case:

Shri Shankar VitthaBhinde (hereinafter referred to as the Complainant) has filed this complaint against the decision
Life Insurance Corporation of India (hereinafter referred to as the Insurers or the Respondent Insurance Company)
mis-sale under the subjegolicy number 136692407

18.Cause of Complaint:

Complainant's ArgumentThe subject policy was rssld to him on 02.12.2020 with the assurance of a rugim policy of
Rs. 3 lakh for five family members for 16 years, LIC credit card, 10% cash baakiompidoreover, he received the policy
bond in Jan 2021 after several follays with the insurer. He represented his grievance to the insurer multiple times bu
complaint was rejected. Hence, he has now approached this forum for relief.

L v & dzZNRINdRtaThe imdiiter vide SCN dated 01.09.2021 has submitted that the benefits mentioned in complaint a
being offered by LIC of India or its authorized agents. The terms and conditions of the policy are mentioned on the
bond and they had respord to the complainant vide their mails dated 27.05.2021 and 04.06.2021. Hence, his reque
cancellation of policy could not be accepted.

19.Reason for registration of Complainklis-sale.
20.The following documents were placed for perusal:

0) Copy ofcomplaint.

p) Self Contained Note of the Insurers.
q) Policy document.

r) Correspondence with insurer

21. Result of hearing with the parties (Observations and Conclusion):

Case called. Parties are present and recall their arguments as noted in Para 18 above.

TheComplainant admits having received the policy bond arouriti Jehuary 2021. He states that he is satisfi
with the policy as such, but wants the other benefits assured to him by the agent, as stated in Para 18a
However, after receiving the polidocuments, he noticed that those other benefits were not available. But
continued to interact with the agent, and wrote first mail of complaint to the Insurers in March 2021, which
after the expiry of the fredook period. Therefore, there was no sxsale on the part of the Insurers. Pursuantl
the complaint shall deserve to be rejected.

Award

The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman
September 06, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 16 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Ajeet Singh versus IndiaFirst Life Insurance Co. Ltd.

Complaint Ref. No.: DEt024-2122-0579
Complaint Ref. No.: DE024-2122-0580

1. | Name & Address of the Complainan| Shri Ajeet Singh, 453/5, Sant Nagar, Old Faridabad, Se
16 A, Faridabad, Haryai21002
2. | Policy No. 71469404 & 71442808
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 15 years/08 years & 22 years/14 years
3. | Name of the Insured Ajeet Singh
Name of the Policy Holder Ajeet Singh
4. | Name of Insurer IndiaFirst Life Insurance Co. Ltd.
5. | Date of Rejection 27.04.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 02.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 35,000 & Rs. 40,000
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 35,000 & Rs. 40,000
13. | Complaint registered under Rule noj 13(d) misrepresentation of policy terms and conditions a
Insurance Ombudsman Rules, 2017, any time in the policy document or policy contract
14. | Date of hearing 08.09.2021
Place of hearing Online VidedConferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Shri Ajeet Singh, the Complainant
For the Insurer Shri Viral Joshi, Senior Manager (Legal)
16. | Date of Award/Order Recommendation under Rule 168.09.2021

17 Brief Facts of the Cas&hri Ajeet Singlthereinafter, the Complainant) has filed this complaint against t
decision of the IndiaFirdtife Insurance Co. Ltd. (hereinafter, the Insurers) allegingsatés under the subject
policies No. 71469404-pmplaint Ref. No.: DEE024-2122-0579) and No71442808 Complaint Ref. No.: DEL
024-2122-0580)

18.Cause of Complaint:

a) Complainant's Angment: The subject policies with annual premiums of Rs. 35,000 and Rs. 40,000, respectively, we

sold to him on 30.08.2020 and 29.07.2020 by an agent who had lured him with an offer of an ieedstan of Rs. 10
lakh. He purchased 7 insurance ip@s from different insurance companies, 6 policies in his name and 1 policy il
FNASYRQa yIFYS FyR y2yS 2F (KS F3Syida YSi KAY 6KAfS
form. He has a small earning and is residing gemi urban area and has not received any loan amount. So he lodg
complaint on 20.04.2021 and represented to the Insurers seeking cancellation of policy but his requests have been r
Hence, he has now approached this forum for relief.

Case of Met Singh versus IndiaFirst Life Insurance Co. Ltd.
Complaint Ref. No.: DEL024-2122-0579
Complaint Ref. No.: DEL024-2122-0580



00 Ly & dzNB NIde InsurétEvitky SO ilated 16.08.2021 have stated that the said policies were issued upon re

21.

duly signed and filled Proposal Form and other relevant documents, a successful welcome call and a Video Verifice
wherein all the features and odlitions were explained to the Complainant and no concern was raised. Further, the
documents were dispatched to him on 04.09.2020 & 31.07.2020, the same was delivered on 17.09.2020 & 03.0
respectively, and request for cancellation was recéiea 20.04.2021, after about seven months from the expiry of fi
look period and well beyond the stipulated time. Hence, his request for cancellation could not be accepted.

19 Reason for registration of Complainklis-sale.

20.The followingdocuments were placed for perusal:
s) Copy of complaint.
t) Self Contained Note of the Insurers.
u) Policy documents.
d) Rejection Letter.

Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their agqisnas noted in Para 18 above.

At this stage, the Insurers offer to cancel both the subject policies and utilize the premium amounts recei
issue one new singieremium policy for Rs. 45,000 with letkof 5 years and no frelmok option and refundhe
balance amount to the Complainant. The Complainant accepts this offer. Thus an agreement of conciliatiol

be arrived at between the Complainant and the Insurers, which | consider as fair and reasonable for bc
parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at between the Complainant
the Insurers. Accordingly, the Insurers shall cancel both the subject policie81X69404 & 71442808nd
utilize the premium amounts received tcsige one new singipremium policy for Rs. 45,000 with leckof 5
years and no fredook option and refund the balance amount to the Complainant.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)

InsuranceOmbudsman, Delhi
September 08, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 17 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Gopal Dutt Tewari versus IndiaFirst Life Insu@mcitd.
Complaint Ref. No.: DE024-2122-0614

1. | Name & Address of the Complainan| Shri Gopal Dutt Tewari, 1231/A, Maruti Vihar,
Chakkarpur, Gurugram, Haryah22002
2. | Policy No. 71494683
Type of Policy Lifelnsurance
Policy Term/Premium Paying Term | 15 years/08 years
3. | Name of the Insured Sahisi Tewari
Name of the Policy Holder Gopal Dutt Tewari
4. | Name of Insurer IndiaFirst Life Insurance Co. Ltd.
5. | Date of Rejection 25.03.2021
6. | Reason for Grievance Mis-sale
7. | Date ofreceipt of the Complaint 09.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 82973/
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 82973/
13. | Complaint registered unddRule no.: | 13(d) misrepresentation of policy terms and conditions a
Insurance Ombudsman Rules, 2017, any time in the policy document or policy contract
14. | Date of hearing 08.09.2021.
Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Shri Gopal Dutt Tewari, the Complainant
For the Insurer Shri Viral Joshi, Senior Manager (Legal)
16. | Date of Award/Order Award under Rule 17/ 08.09.2021

17 Brief Facts of the Cas&hri Gopal Dutt Tewathereinafter, the Complainant) has filed this complaint agair
the decision of the IndiaFirst Life Insurance Co. Ltd. (hereinafter, the Insurers) allegisgjerusider the subject
policy number 71494683.

18.Cause of Complaint:

a) Complainant's ArgumentThe subject policy of Rs. 829785 annual premium was ms®ld to him on 23.09.2020 by ar
agent who introduced himself to be an employee of IRDA over telephone. The agent lured him with an offer oftlyetti
money of his lapsed policy from Aviva LIC transferred into this new policy. The transaction was a fraud sale of pbécy
Complainant never received any money back. He had purchased 2 insurance policies from other Insurance Compe
daugher is the life assured and she has not signed anywhere. They were tutored about the Video Verification C
Complainant was not aware about IRDA and other aspects of insurance. So he lodged a complaint on 17.03.2
represented to the Insurer s&eg cancellation of policy but his requests have been rejected. Hence, he has
approached this forum for relief

Case of Gopal Dutt Tewari versus IndiaFirst Life Insurance Co. Ltd.
Complaint Ref. No.: DEL024-2122-0614

00 Ly adzNE NheinsurensBideXSSY dated 19.08.2021 have stated that the said policy was issued upon receipt
signed and filled Proposal Form and other relevant documents, a successful welcome call and a Video Verifica
wherein all the features and conditisrwere explained to the Complainant and he raised no concerns. Further, the
document was dispatched to him on 25.09.2020 and delivered on 28.09.2020 and request for cancellation was rece



17.03.2021, after more than five months from the expifyfree look period, well beyond the stipulated time. Hence, |
request for cancellation could not be accepted.

19 Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
v) Copy of complaint.
w) SelfContained Note of the Insurers.
X) Policy documents
d) Rejection Letter.

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Complainant accepts thiais earlier policy with Aviva Life had matured and he had duly received the mat
value in his account. The subject policy documents were delivered to the Complain@8t0&2020, and his
request for cancellation was received by the Insurers on 1Z(023L, which was about 5 months after the expi
of the free look period. He accepts having received the verification call, but states that the agent had tutore
not to raise any concerns during the call. This would indicate that he ignored all thiersaprovided by the
Insurers to him against any mssle. In these circumstances, the allegation of-saile against the Insurers i
without any merit. Pursuantly, the complaint deserves to be rejected.

Award

The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 08, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 16 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Bhogbhah versus IndiaFirst Life Insurance Co. Ltd.
Complaint Ref. No.: DE{024-2122-0617

1. | Name & Address of the Complainan| Shri Bhogi Shah,
6" Floor, Signature Towes, South Citf,
Gurugram, Haryan&a22001
2. | Policy No. 10522326
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 15 years/15 years
3. | Name of the Insured Bhogi Shah
Name of the Policy Holder Bhogi Shah
4. | Name of Insurer IndiaFirst Life Insurance Co. Ltd.
5. | Date of Rejection 18.03.2021
6. | Reason foGrievance Mis-sale
7. | Date of receipt of the Complaint 09.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 30000/
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs.30000+
13. | Complaint registered under Rule no| 13(d) misrepresentation of policy terms and conditions a
Insurance Ombudsman Rules, 2017, any time in the policy document or policy contract
14. | Date of hearing 08.09.2021
Place of hearing OnlineVideo Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Shri Bhogi Shathe Complainant
For the Insurer Shri Viral Joshi, Senior Manager (Legal)
16. | Date of Award/Order Recommendation under Rule 168.09.2021

17 Brief Facts of the Cas&hri Bhogi Shathereinafter, the Complainant) has filed this complaint against t
decision of the IndiaFirdtife Insurance Co. Ltd. (hereinafter, the Insurers) allegingsatés under the subject
policy number 10522326.

18.Cause of Complaint:

a) Complainant's ArgumentThe subject policy was rasld to him on 16.01.2019 by an agent and one Shri Abhimanyu \

o

sold the policy for the payment of Rs.3000@'s annual premium for this policy of IndiaFirst LIC. The Complainant
purchased 2 insurance policies from ICICI LIC in 2008 for which he did not pay any further premiums on the advi
master for whom I8 used to driveThe agent lured him with an offer of getting all the benefits of his old policy from I
LIC.The transaction was a fraud sale of policy and the Complainant never received any benefit ad®lras a small
earning and he is not educateat all and cannot understand all the details of the policies. So he lodged a complail
11.03.2021 and represented to the Insurer seeking cancellation of policy but his requests have been rejected. Hence
now approached this forum for relief.

Caeg of Bhogi Shah versus IndiaFirst Life Insurance Co. Ltd.
Complaint Ref. No.: DE024-21220617

L y & dzZNB NeilnsureiSvitteySEN dated 19.08.2021 have stated that the said policy was issued upon receip
signed and filled Proposal Foramd other relevant documents, a successful welcome call and a Video Verificatior
wherein all the features and conditions were explained to the Complainant and no concern was raised. Further, the
document was dispatched to him on 31.01.201% #ame was delivered on 01.02.2019 and request for cancellation



received on 11.03.2021 after more than two years from the expiry of free look period well beyond the stipulated
Hence, his request for cancellation could not be accepted.

19 Reasorfor registration of ComplaintMis-sale.

20.The following documents were placed for perusal:
y) Copy of complaint.
z) Self Contained Note of the Insurers.
aa) Policy documents.
d) Rejection Letter.

21. Result of hearing with the parties (Observations a@dnclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cantle¢ subject policy and utilize the premium amousteived to issue one
new singlepremium policy for Rs. 45,000 with letk of 5 yearsand no freelook option for which the
Complainant shall have to contribute the balance amount. The Complainant accepts this offer. Thus an agr
of conciliation cald be arrived at between the Complainant and the Insurers, which | consider as fair
reasonable for both the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at between the Complainant
the Insurers. Accordingly, the Insurers shall cartbel subject policynumber 10522326and utilize the
premium amountreceived to issue one new siegpremium policy for Rs. 45,000 with leckof 5 yearsand no
free-look option for which the Complainant shall have to contribute the balance amount.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman glhi
September 08, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 17 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Gopal Duttewari versus HDFC Standard Life Insurance Co. Ltd.
Complaint Ref. No.: DE{0192122-0618

1. | Name & Address of the Complainant Shri Gopal Dutt Tewari, 1231/A, Maruti Vihar, Chakkarpu
Gurugram, Haryan&22002

2. | Policy No. 22842567
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 16 years/08 years

3. | Name of the Insured Sahisi Tewari
Name of the Policy Holder Gopal Dutt Tewari

4. | Name of Insurer HDFC Standard Life Insurance Co. Ltd.

5. | Date of Rejection 19.03.2021

6. | Reason for Grievance Mis-sale

7. | Date of receipt of the Complaint 09.08.2021

8. | Nature of Complaint Mis-sale

9. | Amount of Claim Rs. 50000/

10. | Date of Partial Settlement N.A.

11. | Amount of Partial Settlement N.A.

12. | Amount of relief sought Rs.50000+

13. | Complaint registered under Rule no:] (d) misrepresentation of policy terms and conditions at ar
Insurance Ombudsman Rules,2017 | time in the policy document or policy contract

14. | Date of hearing 08.09.2021

Place of hearing OnlineVideo Conferencing via Cisco WebEx App
15. | Representation at the hearing

For the Complainant Shri Gopal Dutt Tewathe Complainant

For the Insurer Shri Kunal Aurora, Deputy Manager (Legal)
16. | Date of Award/Order Award under Rule 1708.09.2021

17 Brief Facts of the Cas&hri Gopal Dutt Tewa¢hereinafter, the Complainant) has filed this complaint agair
the decision of the HDFC Standard Life Insurance Co. Ltd. (hereinafter, the Insurers) allegalg omsler the
subjectpolicy number 22842567.

18.Cause of Complaint:

a) Complainant's ArgumentThe subject policy witRs. 50000/as annual premiumvas missold to him on 29.07.2020 by ar
agent who had introduced himself to be an employee of IRDA over telephone. The agent lured him with an offer of
the money of his lapsed policy from Aviva Life Insurance Co. transferred into this new gudidyarisaction was a fraud
sale of policy and the Complainant never received any money back. He had purchased 2 policies from other In
Companies. His daughter is the life assured and she has not signed anywhere. The Complainant was not awRM@/Aat
and other aspects of insurance. So he lodged a complaint on 18.03.2021 and represented to the Insurer seeking car
of policy but his requests have been rejected. Hence, he has now approached this forum for relief

Case of Gopal Dutt Tewari vassHDFC Standard Life Insurance Co. Ltd.
Complaint Ref. No.: DEI019-2122-0618

00 Ly adzNB NIénsuréddviiey SCN 6f August 2021 have stated that the said policy was issued upon receipt
signed and filled Proposal Form and other ref@vdocuments, wherein all the features and conditions were explainec
the Complainant and he hagisedno concern during the fre#ok period. Further, the policy document was delivered
him on 17.08.2020, and request for cancellation was receiveti8of3.2021 after more than seven months from the expi
of free look period, well beyond the stipulated time. Hence, his request for cancellation could not be accepted.



19 Reason for registration of Complainklis-sale.

20.The following documents wer@laced for perusal:
bb)  Copy of complaint.

cc)Self Contained Note of the Insurers.

dd) Policy documents.

d) Rejection Letter.

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as moRata 18 above.

The Complainant accepts that his earlier policy with Aviva Life had matured and he had duly received the n
value in his account. The subject policy documents were delivered to the Complainant on 17.08.2020, :
request for canckation was received by the Insurers on 18.03.2021, which was more than six months afte
expiry of the free look period. In these circumstances, the allegation oEaisagainst the Insurers is withou
any merit. Pursuantly, the complaint deservedtrejected.

Award

The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 08, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 17 of the Insuran@enbudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Kavita Ranjana versus HDFC Standard Life Insurance Co. Ltd.
Complaint Ref. No.: DE0192122-0654

1. | Name & Address of the Complainan| Smt. Kavita Ranjana:22, CSIScientist Apartments,
Maharani Bagh, Ashram Chowk, New D&lthH065
2. | Policy No. 22380087
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 10 years/07 years
3. | Name of the Insured Kavita Ranjana
Name of the Policy Holder KavitaRanjana
4. | Name of Insurer HDFC Standard Life Insurance Co. Ltd.
5. | Date of Rejection 03.02.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 18.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 158278/
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 158278/(2 premiums paid)
13. | Complaint registered under Rule noj 13(d) misrepresentation of policy terms aadnditions at
Insurance Ombudsman Rules, 2017, any time in the policy document or policy contract
14. | Date of hearing 08.09.2021
Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant 1. Smt. Kavita Ranjana, tB®mplainant
2. Shri Deepak Kumar, H/o the Complainant
For the Insurer Shri Kunal Aurora, Deputy Manager (Legal)
16. | Date of Award/Order Award under Rule 17/ 08.09.2021

o

17 Brief Facts of the CaséSmt. Kavita Ranjanéhereinafter referred to as theComplainant) has filed this
complaint against the decision of the HDFC Standard Life Insurance Co. Ltd. (hereinafter referred to
Insurers or the Respondent Insurance Company) allegingatesunder the subject policy number 22380087.

18.Cause of Qmplaint:

a) Complainant's ArgumentThe subject policy with Rs. 790086 annual premium was m#®ld to her on 04.03.2020 by ar
agent of HDFC over telephone. The agent had lured her with an offer of getting higher returns on maturity than
policiesA y Of dzZRAY 3 KSNJ Kdziaol yRQa LRtAOCéd ¢KS (GNIyal OGAzy
receiving the policy bond. She did not agree to the terms and conditions and felt cheated. So she lodged a comp
07.10.2020 and representeto the Insurer seeking cancellation of policy and refund of both the premiums paid but
requests have been rejected. Hence, she has now approached this forum for relief.

Case of Kavita Ranjana versus HDFC Standard Life Insurance Co. Ltd.
ComplaintRef. No.: DEL-024-2122-0654

L y & dzNB NIDe Insurét@Evitky SO iof September 2021 have stated that the said policy was issued upon re
duly signed and filled Proposal Form and other relevant documents, wherein all the features aitebesnekre explained
to the Complainant and no concern was raised. Further, the policy document was delivered to her on 11.03.20:
request for cancellation was received on 15.09.2020 after more than six months from the expiry of free look péric
beyond the stipulated time. Hence, his request for cancellation could not be accepted.



19 Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
ee) Copy of complaint.
ff) Self Contained\ote of the Insurers.
gg) Policy documents
d) Rejection Letter.

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The subject policy documents were telred to the Complainant ob1.032020, and his request for cancellatiol
was received by the Insurers 45.09.202Q0 which wasover5 months after the expiry of the free look periothe
Insurers had explained the policy features to him through the verification call, buthe did notraise any
concerns during the callhis would indicate that h&adignored all the cautions provided by the Insurers to hi
against any misale. He paid the second annual premium also. Moreover, he has not specifitatyd the
details as to what constituted the alleged rsale.In these circumstances, the allegation of s@&e against the
Insurers is without any merit. Pursuantly, the complaint deserves to be rejected.

Award

The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 08, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 16 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Ramdhiladi Prajapati versus HDFC Standard Life Insurance Co. Ltd.
Complaint Ref. No.: DE{0192122-0616

1. | Name & Address of the Complainan| Shri Ram Khiladi Prajapati,
421/A/2, Jheel Khuranja, Geeta Colony, D&lth031
2. | Policy No. 21619493
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 16 years/08 years
3. | Name of the Insured Ram Khiladi Prajapati
Name of the Policy Holder Ram Khiladi Prajapati
4. | Name of Insurer HDFC Standard Life Insurance Co. Ltd.
5. | Date of Rejection 01.10.2019
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 09.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 50000/
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount ofrelief sought Rs. 50000/
13. | Complaint registered under Rule no| 13(d) misrepresentation of policy terms and conditions a
Insurance Ombudsman Rules, 2017, any time in the policy document or policy contract
14. | Date of hearing 08.09.2021
Place ohearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Shri Ram Khiladi Prajapati, the Complainant
For the Insurer Shri Kunal Aurora, Deputy Manager (Legal)
16. | Date of Award/Order Recommendation under Rule 16/ 08.09.2021

17 Brief Facts of the CaseShri Ram Khiladi Prajapdtiereinafter, the Complainant) has filed this complai
against the decision of the HDFC Standard Life Insurance Co. Ltd. (hereinafter, the Iadieigire) missale

under the subject policy number 21619493.

18.Cause of Complaint:

a) Complainant's ArgumentThe subject policy, having Rs. 500G the annual premium, was nssld to him on 28.06.2019
by an agent who had lured him with the offer of an interérgte loan of Rs.5 lakh. The transaction was a fraud sale of pc
and the Complainant never reeeid any loan amount. The Complainant purchased this policy and the agent never me
while soliciting the sale of the policy and he has not signed on any proposal form. He has a small earning of Rzet5(
month as a security guard. So he lodged mplaint on 19.03.2021 and represented to the Insurer seeking cancellatio

policy but his requests have been rejected. Hence, he has now approached this forum for relief.



Case of Ram Khiladi Prajapati veréi®FC Standard Life Insurance Co. Ltd.
Conplaint Ref. No.: DEL-019-2122061619.

00 Ly adzNB NIhaélnsuréidEvitly'ST) Geptember 2021 have stated that the said policy was issued upon receip

21.

signed and filled Proposal Form and other relevant documents, wherein all the featuremadiions were explained to
the Complainant and no concern was raised within the-foexk period. Further, the policy document was delivered to hi
on 31.07.2019, and request for cancellation was received on 26.09.2019, after seven weeks froniryhaf &xg free look
period, beyond the stipulated time. Hence, his request for cancellation could not be accepted.

19 Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
hh) Copy of complaint.
i) SelfContained Note of the Insurers.
ji) Policy documents.
d) Rejection Letter.

Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurersffer to cancel the subject policy and refund the premium amount received,
without any interest. The Complainant accepts this offer. Thus an agreement of conciliation could be arri
between the Complainant and the Insurers, which | consideriagria reasonable for both the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at between the Complainant

the Insurers. Accordingly, the Insurers shall cancel the subject polioyper 21619493and refund the
premium amount received, but without any inest.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 08, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 17 of the Insuran@enbudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Mange Lal versus PNB MetLife India Insurance Co. Ltd.



Complaint Ref. No.: DE{033-2122-0568
Complaint Ref. No.: DEt033-2122-0569

1. | Name & Address of the Complainant| Shri Mange LalH.No. 289, Gali No.5, Mangalpuri, Phas
Palam Colony, New Delhi0045
2. | Policy No. 22837370 & 22855113
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 10 years/10 years & 10 years/7 years
3. | Name of the Insured Mange Lal (No. 22837370); Meera Lal (No. 22855113)
Name of thePolicy Holder Mange Lal (Both policies)
4. | Name of Insurer PNB MetLife India Insurance Co. Ltd.
5. | Date of Rejection 25.06.2020
6. | Reason for Grievance Mis-sale
7. | Date of receipt of th&Complaint 02.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 50000 & Rs. 60000 (2 policies)
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 50008 Rs. 6000@2 policies)
13. | Complaint registered under Rule no.: 13(d) misrepresentation of policy terms and conditions at
Insurance Ombudsman Rules, 2017 | any time in the policy document or policy contract
14. | Date of hearing 15.09.2021
Place of hearing Online VidedConferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant 1. Shri Mange Lal, the Complainant
2. Shri Surender, S/o the Complainant
For the Insurer Shri Arijit Basu, Senior Manager (Legal)
16. | Date ofAward/Order Award under Rule 17/ 15.09.2021

17 Brief Facts of the Cas&hri Mange Lab KSNBEAY | FGUSNE WIiKS [/ 2YLX Ayl Y
RSOAaAA2Y 2F (GKS tb. aSG[AFS LYRAI LYy adzNkag Ofsler the
subject policies bearinijo. 22837370 Complaint Ref. No.: DEF0332122-0568) and N022855113 Complaint
Ref. No.: DEL-033-21220569).

18.Cause of Complaint:

a) Complainant's ArgumentThe subject policies were rrésld to him on 28.02@19 and 18.03.2019, respectively, with a
assurance of a risk cover of Rs.10 lakh, Medical Rider Benefits, refund @ 20% each year on premium payn
commission @ 10% each year on premium amount by the agent of Rohini Branch. The transaction wlasateficfipolicy
as he did not see any of the benefits on the policy bond when he received it. He trusted the agents who said the
trying to change the bond and he had also tried to call the broker to verify the benefits but it was not succeskéul.
lodged complaint on 11.06.2020 to the Insurer seeking cancellation of policy but his requests have been rejected. He
has now approached this forum for relief.

Case of Mange Lal versB®IB MetLife India Insurance Co. Ltd.
Complaint Ref. NoDELEL-033-2122-0568 & 569

00 Ly &dzNBS NIDeé Insurét@Evitly SOK idlated 09.09.2021 have stated that the said policies were issued upon re
duly signed and filled Proposal Form, Customer Declaration and other relevant documents and a sub@dssiné Call.
The Complainant is a graduate and he should have read all the policy conditions and applied during the fre
cancellation. Further, the policy documents were dispatched on 14.03.2019 & 23.03.2019 and delivered to him 16.(
& 26.03.20a9, respectively, but his request for cancellation was received on 11.06.2020, after fifteen months fro
expiry of free look period, well beyond the stipulated time. Hence, his request for cancellation could not be accepted.



19.Reason for registraon of Complaint:Mis-sale.

20.The following documents were placed for perusal:
kk) Copy of complaint.
Il) Self Contained Note of the Insurers.
mm) Policy documents.
d) Rejection Letter.

21. Result of hearing with the parties (Observations and Conclusion):
Case calledRarties are present and recall their arguments as noted in Para 18 above.

The subject policies were duly delivered b103.2019 and 26.03.2019, respectively. Complainant states thai
had received messages and calls from the agent informing him of various benefits mentioned in Para 18a
He should have got these assurances cayscked during the welcome calls wasll as after going through the
policy documents and, in case of dissatisfaction, got the policies cancelled during tHedkegeriod. But he
lodged his request for cancellation on 11.06.2020, which was about fifteen months after the expiry of kee
period. In these circumstances, there was no-gate on the part of the Insurers. Pursuantly, the complaints st
deserve to be rejected.

Award

The complaints are rejected.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 15, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 16 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Kulwant Singh versus PNB MetLife India Insurance Co. Ltd.
Complaint Ref. No.: DE!0332122-0657, 658% 659

1. | Name & Address of the Complainan| Shri Kulwant Singh, 1/7282, East Gorakh Park, Hanur
Road, Babarpur Road, Shahdara, BDEIGO32
2. | Policy No. 23594447, 22754689 & 23555434
Type of Policy Lifelnsurance
Policy Term/Premium Paying Term | 12 years/12 years, 11 years/11 years, & 10 years/10 yea
3. | Name of the Insured Amrit Pal Singh
Name of the Policy Holder Kulwant Singh
4. | Name of Insurer PNB MetLife India Insurance Co. Ltd.
5. | Date of Rejection 12.04.2021
6. | Reason fofGrievance Mis-sale
7. | Date of receipt of the Complaint 18.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 2,00,000, Rs. 60,000, & Rs. 2,00,000, respectively
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 2,00,000, Rs. 60,000, & Rs. 2,00,000, respectively
13. | Complaint registered under Rule no| 13(d) misrepresentation of policy terms and conditions a
Insurance Ombudsman Rules, 2017, any time in the policy document @olicy contract
14. | Date of hearing 15.09.2021
Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Shri Kulwant Singh, the Complainant
For the Insurer Shri Arijit Basu, SenitManager (Legal)
16. | Date of Award/Order Recommendation under Rule 16/ 15.09.2021

17 Brief Facts of the CaseShri Kulwant Singh KSNBAY | FGSNE WGKS
decision of the PNB MetLife India Insurance Co. &t SNB A Y I Fi SNE Wi KSle unged theNBroeE
subject policies bearing number 23594447, 22754689 & 2355588/ plaint Ref. No.: DEI033-21220657, 658,

and 659 respectively).

18.Cause of Complaint:

a) Complainant's ArgumentThe subject policies was rssld to him by agent Rinku Rana and Mahesh on 27.11.2(
18.12.2018, and 30.11.2020 with an assurance of the premium paid to be multiplied. The Complainant has stat
the transaction was a fraud sale of policy as thegioal policy bond was kept by the agent for some time. T
Complainant has stated that he and the life assured have not signed on any of the documents. The life assure
his grandson is settled in Canada so he did not sign at all. He is an okliffeaimg from Covid 19, diabetes and hea
ailments. He is 75 years old and is staying with his widow daughter. So he lodged a complaint on 09.04.2(
20.05.2021 to the Insurers seeking cancellation of policy, but his requests have been rejectesl. htehas now

approached this forum for relief.

] 2YLX LAY Y



Case of Kulwant Singh versus PNB MetLife India Insurance Co. Ltd.
Complaint Ref. No.: DE033-21220657

00 Ly &dzNB NIha InsurdkEvidy SGNiidated 10.09.2021 have stated that the subjectguliie issued upon
receipt of duly signed and filled Proposal Form, Customer Declaration and other relevant documents and sut
Welcome Calls. The Complainant should have read all the policy conditions and applied during the fre
cancellation. Erther, the policy documents were dispatched on 02.01.2021, 24.10.2018, and 14.12.2020 and del
to him 04.01.2021, 26.10.2018, and 16.12.2020, respectively, and request for cancellation was received on 09.(
after more than 3 months for 2 poles (N0s23594447, & 23555434nd over 2 years for one policy (N\22754689)
from the expiry of free look period, well beyond the stipulated time. He had applied for auto debit and had subr
his income tax returns at the time of issuance of the golidence, his request for cancellation could not be accepte:

19 Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
nn) Copy of complaint.
00) Self Contained Note of the Insurers.
pp) Policy documents
d) Rejection Letter.

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel two of the three subject policiem@pannual premium of Rs. 2 lakh each a
utilise the premium amounts received to issue new sifgiemium policies with lockn of 5 years and no frelok
option, if the Complainant agrees to continue with the third policy having annual premium of ORB006 The
Complainant accepts this offer. Thus an agreement of conciliation could be arrived at between the Complainant :
Insurers, which I consider as fair and reasonable for both the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at betweer
Complainant and the Insurers. Accordingly, the Insurers shall cancel the subject palicibsr
23594447 and 23555434nd utilise the premium amounts received tsiie new singkpremium
policies with lockn of 5 years and no frelwok option, and the Complainant shall continue with t
third subject policy Na22754689

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 15, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 16 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Ayodhya Prasad versus PNB ifédtidia Insurance Co. Ltd.
Complaint Ref. No.: DE033-2122-0571.

1. | Name & Address of the Complainan| Shri Ayodhya Prasad,
H. No. &1/193, Janta Camp, Railway Nursery,
Bhairon Marg, Pragati Maidan, New DeliiD001
2. | Policy No. 23119630
Type ofPolicy Life Insurance
Policy Term/Premium Paying Term | 15 years/07 years
3. | Name of the Insured Ayodhya Prasad
Name of the Policy Holder Ayodhya Prasad
4. | Name of Insurer PNB MetLife India Insurance Co. Ltd.
5. | Date of Rejection 06.04.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 02.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 200000/
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount ofrelief sought Rs. 2000006/
13. | Complaint registered under Rule noj 13(d) misrepresentation of policy terms and conditions a
Insurance Ombudsman Rules,2017 | any time in the policy document or policy contract
14. | Date of hearing 15.09.2021
Place ohearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Shri Ayodhya Prasad, the Complainant
For the Insurer Shri Arijit Basu, Senior Manager (Legal)
16. | Date of Award/Order Recommendation under Rule 16/ 15.09.2021

17 Brief Facts of the Cas&hri Ayodhya Prasal K SNBA Y FiSNE WGiKS

0KS RSOAaAA2Yy 2F (KS

subject policy number 23119630.

18.Cause of Complaint:

th. aSG[ATS

I 2YLX Ayl

L v Raflebing miGsalelzhdeytieS

a) Complainant's ArgumentThe subject policy was mésld to him on 09.12.2019 with an assurance of a return @ 9.5%
Yogesh Kumar of Mori Gate Branch. He has a savicgsir@cthere since the past 15 years and works in a petrol pum
nearby. His savings of Rs.200000As taken away as premium amount for this policy when he actually wanted a fix
deposit. The transaction was a fraud sale of policy as he did not see dhg benefits on the policy bond when he
received it after one month. He approached the bank officials to find out about this policy but they convinced him tf
was a type of Fixed Deposit. When he received a message to pay the renewal premium, heatglyndatiged a
complaint on 24.03.2021 to the Insurers seeking cancellation of policy but his requests have been rejected. Hence,
approached this forum for relief.

Case of Ayodhya Prasad verBINB MetLife India Insurance Co. Ltd.
Complaint Ref. NoDEH.-033-21220571

00 Ly adzNBS NIba Insuréd&Ewidy SGN(dated 09.09.2021 have stated that the said policy was issued upon rece
duly signed and filled Proposal Form, Customer Declaration and other relevant documents and a successfd @adlcor
wherein no concern was raised and the matter was not taken up for one and a half years. Further, the policy doct



was dispatched on 09.12.2019 and came back undelivered on 17.12.2019. It was again dispatched on 22.01.202(
branch office ad he collected it on 23.01.2020. The request for cancellation was received on 25.03.2021 after fif

months from the expiry of free look period well beyond the stipulated time. Hence, his request for cancellation coulc
be accepted.

19.Reason for regptration of Complaint:Mis-sale.

20.The following documents were placed for perusal:
gq) Copy of complaint.
rr) Self Contained Note of the Insurers.
ss)Policy documents.
d) Rejection Letter.

21. Result of hearing with the parties (Observations a@dnclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel the subject policy and refund the premium amount received.
Complainant accepts this offer. Thus an agreetr@nconciliation could be arrived at between the Complainan
and the Insurers, which | consider as fair and reasonable for both the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at betwee

Complainant and the Insurers. Accordingly, the Insurers shall cancel the subjectrpotibgr
23119630and refund the premium amount received.

Parties should impleent this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 15, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 17 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Ramesh Chander Jindal versus PNB MetLife India Insurance Co. Ltd.
Complaint Ref. No.: DE{0332122-0572

1. | Name & Address of the Complainan| Shri Ramesh Chander Jindal,
H. No. 208A, Sector 11D, Faridabad, Hanl&i®06

2. | PolicyNo. 21636253
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 41 years/41 years
3. | Name of the Insured Ramesh Chander Jindal
Name of the Policy Holder Ramesh Chander Jindal
4. | Name of Insurer PNB MetLife India Insurance Co. Ltd.
5. | Date of Rejection 19.11.2020
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 02.08.2021
8. | Nature of Complaint Servicing Issue
9. | Amount of Claim Rs. 70906/
10. | Date of Partial Settlement July 2020.
11. | Amount of PartiaBettlement Rs. 3.48 lakh
12. | Amount of relief sought Rs. 70906/

13. | Complaint registered under Rule noj 13(d) misrepresentation of policy terms and conditions a
Insurance Ombudsman Rules, 2017, any time in the policy document or policy contract

14. | Date of hearing 15.09.2021

Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing

For the Complainant Shri Ramesh Chander Jindag Complainant

For the Insurer Shri Arijit Basu, Senior Manadéegal)
16. | Date of Award/Order Award under Rule 17/ 15.09.2021

17 Brief Facts of the Cas&hri Ramesh Chander Jinfla¢reinafter referred to as the Complainant) has filed tf
complaint against the decision of the PNB MetLife India Insurancet@dhereinafter referred to as the Insurer
or the Respondent Insurance Company) allegingsaie under the subject policy number 21636253.

18.Cause of Complaint:

a) Complainant's ArgumentThe subject policy was sold to him on 30.07.2015 with an asseraf a good return. He got it
discontinued in Oct 2020 because the product was not productive and customer friendly. He got a return of Rs.3.
instead of Rs.3.75 lakh, which he had paid as premium. The Complainant has attributed it to doulde @X&5T due to
first on purchase of policy and second on reinsurance. The Mortality Charges are not calculated according to the
prevalent in the market. The market was very lucrative between July 2015 and Oct 2020 and in spite of this herleds |
a loss on the premiums paid. So he immediately lodged a complaint on 26.10.2020 to the Insurer seeking clarific
policy returns but he has not got any satisfactory reply. Hence, he has now approached this forum for relief.



Case of Ramesh Gider Jindal versus PNB MetLife India Insurance Co. Ltd.
Complaint Ref. No.: DE033-21220572

00 Ly adzNB NalnsureddvidieySEN dated 09.09.2021 have stated that the said policy was issued upon receip!
signed and filled Proposal For@ustomer Declaration and otheglevant documents and a successful Welcome Call.
Complainant is an educated person and he should have read all the policy conditions and applied during the fr
cancellation period. Further, the policy document vaéspatched on 27.11.2015 and delivered to him 05.12.2015 on i
and request for refund of the deducted amount was received on 26.10.2020 after five years from the expiry of fre
period well beyond the stipulated time. Hence, his request for thgnpent of the difference amount could not be accepte
because the Company had explained the detailed calculations in their reply.

19.Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
tt) Copy ofcomplaint.

uu)  Self Contained Note of the Insurers.

vw)  Policy documents.

d) Rejection Letter.

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Complainant had purchased the subject Policy in November 2015. The Policy had a term of 41 ye
annual premium of Rs. 75,000. He got the policy surrendered after paying 5 annual premiums, totaling
3,75,000. His complaint is that the surrendedue provided to him by the Insurers was less than the premi
amount paid by him. He states that the Insurers made undue deductions on account of taxes and high m
charges. The Insurers state that they had paid the surrender value as per theustroftthe policy.They also
state that the policy documents delivered to the Complainant had included the Benefit lllustration.

Upon examination of the evidence and the arguments submitted by both the partiescinduded that the
prematuresurrendervalue provided tdhe Complainanby the Insurers waas per the structure of the polignd
there was no deficient service on the part of the Insurers. Pursuantly, the complaints shall deserve to be rej

Award
The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 15, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 16 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Sandhy€umari versus PNB MetLifaialnsurance Co. Ltd.
Complaint Ref. No.: DE{0332122-0623

1. | Name & Address of the Complainan| Smt. Sandhya Kumari,
H. No. 34, Ground Floor, Budh Bazar, Opposite Komal

Jeevan School, Vikas Nagar, Uttam Nagar, D&bib69

2. | Policy No. 21789389
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 10 years/05 years

3. | Name of the Insured
Name of the Policy Holder

Sandhya Kumari
Sandhya Kumari

Insurance Ombudsman Rules,2017

4. | Name of Insurer PNB MetLife India Insurance Co. Ltd.

5. | Dateof Rejection 02.02.2021.

6. | Reason for Grievance Mis-sale

7. | Date of receipt of the Complaint 09.08.2021

8. | Nature of Complaint Mis-sale

9. | Amount of Claim Rs. 1000006/

10. | Date of Partial Settlement N.A.

11. | Amount of Partial Settlement N.A.

12. | Amount of relief sought Rs. 1000006/

13. | Complaint registered under Rule noj (d) misrepresentation of policy terms and conditions at a|

time in the policy document or policy contract

Date of hearing

15.09.2021.

Place of hearing

Online Video Conferencing via Cisco WebEx App

15.

Representation at the hearing

For the Complainant

Smt. Sandhya Kumari, the Complainant

o

For the Insurer Shri Arijit Basu, Senior Manager (Legal)
16. | Date ofAward/Order Recommendation under Rule 16/ 15.09.2021

17 Brief Facts of the Cas@&mt. Sandhya KumasiK SN A Y| FGSNE WiKS
0KS RSOAaAA2Y 2F (KS tb. aSi[AFTS LYyRAL
subject policy number 21789389.

I 2YLX | AY
L y-saldziiddey B

18.Cause of Complaint:

a) Complainant's Argumnt: The subject policy was rmsld to her on 18.01.2016 in the PNB Branch office and the ac
did not tell her about the concept of paying the premium of Rs.1000@0hually for 5 years. She was told that it woul
fetch Rs.170000/after 5 years. Afteb years when she went for her claim on the policy she did not get anything bec
she had not paid the premiums annually. The Complainant has managed her expenses by doing small jobs in differe
She does not have any regular income and so is len@bcontinue with payment of premiums. She represented to tl
Insurer on 28.01.2021 and 18.02.2021 seeking cancellation of policy but her request has been rejected. Hence, she
approached this forum for relief.

Case of Sandhya Kumari versus PNEie India Insurance Co. Ltd.
Complaint Ref. No.: DEL025-2122-0623

L y & dzZNB NeilnsuréiSvitteySEN dated 02.09.2021 have stated that the said policy was issued upon receip
signed Proposal Form and signed Declaration and the Sfat&8elcome Call. The Policy was purchased by Smt. San
Kumari to cover her life after understanding all the policy features and no concern was raised for about five years a
date of commencement of the policy. Further, the policy document wapatiched to her on 25.01.2016, the same w:



returned undelivered to on 20.02.2016. It was again sent on 16.06.2021 and then it was delivered on 21.06.20
request for cancellation was received on 30.01.2021 after five years from the expiry of dkepddod well beyond the
stipulated time. Hence, her request for cancellation could not be accepted.

19 Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
Copy of complaint.
Self ContainedNote of the Insurers.
Policy documents
Rejection Letter.

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offeo ttancel the subject policy and utilise the premium amount received to
issue a new singlpremium policy with lockn of 5 years and no frelmok option. The Complainant
accepts this offer. Thus an agreement of conciliation could be arrived at betweddaimgplainant and
the Insurers, which | consider as fair and reasonable for both the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at betwee
Complainant and the Insurers. Accordingly, the Insurers shall cancel the subjectruutibgr
21789389and utilisethe premium amount received to issue a new sirgtemium policy with
lock-in of 5 years and no frel®ok option.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 15, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 16 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Raghuvansh Pal versus Exide Life Insurance Co. Ltd.
Complaint Ref. No.: DE0252122-0758 & 759

1. | Name & Address of the Complainan| Shri Raghuvansh Pal,
D-4/2, Sectorl5, Rohini, Delk1 10089
2. | Policy No. 04348932 & 04348929
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 15 years/15 years (Both policies)
3. | Name of the Insured Indira Pal (04348932); Varun Pal (04348929)
Name of the Policy Holder Raghuvansh Pal (Both policies)
4. | Name of Insurer Exide Life Insurance Co. Ltd.
5. | Date of Rejection 01.07.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of th&Complaint 02.09.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 1200006/(each policy)
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 1200006/(each policy)
13. | Complaintregistered under Rule no.; 13(d) misrepresentation of policy terms and conditions a
Insurance Ombudsman Rules, 2017, any time in the policy document or policy contract
14. | Date of hearing 20.09.2021
Place of hearing Online Video Conferencing vasco WebEx App
15. | Representation at the hearing
For the Complainant Shri Raghuvansh Pal, the Complainant
For the Insurer Ms Pravalika Reddy, Asst Manager (Legal)
16. | Date of Award/Order Recommendation under Rule 16/ 20.09.2021

17 Brief Facts of the Case:

Shri Raghuvansh Pdiereinafter referred to as the Complainant) has filed this complaint against the decisic
the Exide Life Insurance Co. Ltd. (hereinafter referred to as the Insurers or the Respondent Insurance Cc
alleging missale under the subject policies bearing number 04348882:(-025-21220758)and 043489290EL

L-02521220759)

18.Cause of Complaint:

a) Complainant's ArgumentThe subject policies were rsld to him in January 2021 with an assurance that he would ge
the benefits which the agents get while soliciting business of life insurance from the Company. In this way he and
were sold 18 policies from diffent Insurance Companies. This process had started in 2019 and the agents involvec
Nirmala Ahuja and Balchandani. He represented to the Insurers on 22.06.2021 seeking cancellation of policies

requests have been rejected. Hence, he has appredchis forum for relief.



Case of Raghuvansh Pal vergxgde Life Insurance Co. Ltd.
Complaint Ref. No.: DE025-2122-0758 & 759

00 Ly adzNB NIbe Insurdidvitey SO idlated 08.09.2021 have stated thatuthject policies weréssued upon receip
of duly signed Proposal Forms, Customer Declaration Forms and Product Suitability forms. The policy documer
dispatched to him on 30.01.2021 and 01.02.2021, respectively; the same were duly delivered and request for canc
was received on 206.2021, after 5 months from the expiry of free look period. Hence, his request for cancellation
not be accepted.

19 Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
Copy of complaint.
SelfContained Note of the Insurers.
Policy documents.
Rejection Letter.

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurersffer to cancel both the subject policies and utilise the premium amount recei
against one of these policies to issue a new shpgémium policy with lockn of 5 years and no frelok option,
and refund the premium amount received for the other pgli The Complainant accepts this offer. Thus
agreement of conciliation could be arrived at between the Complainant and the Insurers, which | consider
and reasonable for both the parties.

Award

The complaints are resolved in terms of the agreement of conciliation arrived at between the Complainan
the Insurers. Accordingly, the Insurers shall cancel both the subject policie®4B#¥8932 & 0434892%nd
utilise the premium amount received aigpst one of these policies to issue a new sifgglemium policy with
lock-in of 5 years and no frelok option and refund the premium amount received for the other policy.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 20, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 16f the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Gopal Krishan versus RiNBLife Indialnsurance Co. Ltd.
Complaint Ref. No.: DE}033-21220715 to 0719

1. | Name & Address of the Complainan| Shri Gopal Krishan, H. No. 2872/214, Vishram Nagar,
Trinagar, New DelHi10035
2. | Policy No. 22412696, 22413491, 22411316, 22415404 & 2241085]
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 10 years / 05 years
3. | Name of thelnsured Gopal Krishan (All 5 policies)
Name of the Policy Holder Gopal Krishan (All 5 policies)
4. | Name of Insurer PNB MetLife India Insurance Co. Ltd.
5. | Date of Rejection 02.11.2020 and 15.02.2021
6. | Reason for Grievance Mis-sale
7. | Date ofreceipt of the Complaint 26.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 3 lakh
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 3 lakh
13. | Complaint registered under Rut®.: | 13(d) misrepresentation of policy terms and conditions a|
Insurance Ombudsman Rules, 2017, any time in the policy document or policy contract
14. | Date of hearing 20.09.2021
Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Shri Gopal Krishan, the Complainant
For the Insurer Smt. Priya Dwivedi, Deputy Manager (Legal)
16. | Date of Award/Order Recommendation under Rule 16/ 20.09.2021

17. Brief Facts of the CasBhri Gopal Krishamereinafter referred to as the Complainant) has filed these five complaints age
the decision of the PNB MetLife India Insurance Co. Ltd. (hereinafter referred to as the Insurers or the Resy
Insurarce Company) alleging rassile under the five subject polices number 22412696, 22413491, 22411316, 224154
22410851.

18. Cause of Complaint:

a) Complainant's ArgumentThe subject policies were sold to him During December 2QlBhuary 2018 with an agsnce of
a good return by agent Prashant Sachdeva of Trinagar Branch of the Insurers. He was misguided and given 5 polici
of fixed deposits for which he paid Rs. 60008 each premium. He is not able to continue the policies and want:

return of the amount he had paid as premium. So he lodged a complaint on 15.10.20

11.02.2021 with the Insurers seeking cancellation of policies and refund of the first premium but he has not g

surrender the same and

satisfactory reply. Hence, he fimow approached this forum for relief.

00 Ly &adzNB NIDe InsuréiEvitky SO dated 10.09.2021 have stated thatuhject policies weréssued upon receipt
of duly signed and filled Proposal Forms, Customer Declaration and other relevant dosuamehsuccessful Welcome

Calls, as per the following details:

Case of Gopal Krishan versus PNB MetLife India Insurance Co. Ltd.
Complaint Ref. No.: DEF033-2122-0715 to 719

Complaint Ref. No.

Policy No. | Date of Issug Premium Rs

1 DEEL-033-2122-0715

22412696 | 21.12.2017 58708




2 DELL-033-21220716 22413491 | 31.12.2017 58708
3 DELL-033-21220717 22411316 | 20.12.2017 58708
4 DELL-033-21220719 22415404 | 05.01.2018 58708
5 DEEL-033-2122-0719 22410851 | 20.12.2017 58708

The Complainant is a prudent person and should have read the policy conditions and applied during the fre
cancellation period. Further, the policy documents were dispatched and duly delivered to him and request for refund
premium amount was reeived on 15.10.2020 and 11.02.2021, after about three years from the expiry of free look pe
well beyond the stipulated time. Hence, his request for the refund of the premium amounts could not be accepted.

19. Rason for registration of ComplaintMis-sale.

20.The following documents were placed for perusal:

ww) Copy of complaint.

xx)Self Contained Note of the Insurers.
yy)Policy documents

d) Rejection Letter.

21. Result of hearing with the parties (Observations and Conclusion):

Case called. Parties are presand recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel all the subject policies and utilise the premium amount received to issue
singlepremium policy for Rs. one lakh with leckof 5 years and no frelmok option and refund the balance premiun
amount. The Complainant accepts this offer. Thus an agreement of conciliation could be arrived at betwee
Complainant and the Insurers, which | consider as fair and reasonable for both the parties.

Award

Parties should implement this agreement within 30 days.

The complaints are resolved in terms of the agreement of conciliation arrived at between the Complainant and
Insurers. Accordingly, the Insurers shall cancel all the subject policigabgr 22412696, 22413491, 22411316,
22415404, & 22410858nd utilise he premium amount received to issue a new siAglemium policy for Rs. one lakh
with lockin of 5 years and no frelok option and refund the balance premium amount.

(Sudhir Krishna)

Insurance Ombudsman, Delhi

September 20, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI

(Under Rule 13w 17 of the Insurance Ombudsman Rules, 2017)
Ombudsman: Shri Sudhir Krishna

Case of Ather Imam versus HDFC Standard Life Insurance Co. Ltd.
Complaint Ref. No.: DE{0192122-0712

1. | Name & Address of the Complainan| Shri Ather Imam,
6051, Nawab RoadaBti Harphool Singh, Sadar Bazar, N¢
Nawab Wali Masjid, Quresh Nagar, DdlihD006
2. | Policy No. 22206563
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 16 years/08 years
3. | Name of the Insured Ather Imam
Name of the Policy Holder Ather Imam
4. | Name of Insurer HDFC Standard Life Insurance Co. Ltd.
5. | Date of Rejection 22.06.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 26.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs.120000+
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 1200006/
13. | Complaint registered under Rule no| 13(d) misrepresentation of policy terms aodnditions at
Insurance Ombudsman Rules, 2017, any time in the policy document or policy contract
14. | Date of hearing 20.09.2021
Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Shri Athedmam, the Complainant
For the Insurer Shri Kunal Aurora, Deputy Manager (Legal)
16. | Date of Award/Order Award under Rule 17/ 20.09.2021

17 Brief Facts of the Cas&hri Ather Imanthereinafter referred to as the Complainant) has filed #tosnplaint
against the decision of the HDFC Standard Life Insurance Co. Ltd. (hereinafter referred to as the Insurer

Respondent Insurance Company) allegingsais under the subject policy number 22206563.

18.Cause of Complaint:

a) Complainant's Argument: The subject policy was mssld to him on 15.01.2020 by a Relationship Manager Paras She
who had lured him with an offer of getting the money back every year from thge@r onwards and an amount of Rs.1
lakh as maturity claim. The transactieras a fraud sale of policy as he had not signed the benefit illustration and he n
received any Verification Call. When he received the policy bond, the above features were not incorporated. So he I
complaint on 13.06.2021 and represented to thesurers seeking cancellation of policy, but his requests have b

rejected. Hence, he has now approached this forum for relief

00 Ly adzN®INIba InsrétEvidy SCN of September 2021 have stated that the said policy was issued upon re
duly signed and filled Proposal Form and other relevant documents, wherein all the features and conditions were ex
to the Complainant and he hadisedno concerns. Further, the ePDF policy document was delivered to him on 18.01.

Case of Ather Imam versus HDFC Standard Life Insurance Co. Ltd.
Complaint Ref. No.: DE019-21220712



and request for cancellation was received on 13.06.2021 after more than sixteen months from the expiry of free look
well beyond the stipulated time. Hence, néxgjuest for cancellation could not be accepted.

19 Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
zz)Copy of complaint.
aaa) Self Contained Note of the Insurers.
bbb) Policy documents
d) Rejection Letter.

21. Result ohearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Insurers replay the recording of the Ranversion Verification Call, wherein the policy term, the premit
term and other details were explained to the Complainant, and he had raised no concerns whats
Moreover, he had paid the second premium also, ahead of filing his complaint. In these circumstances, t
no evidence of misale on the part of the Ingers. Pursuantly, the complaint would deserve to be rejected.

Award
The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 20, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 16 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Mohammed Faheem versus Exide Life Insurance Co. Ltd.
Complaint Ref. No.: DE{0252122-0713

1. | Name & Address of the Complainan| Shri Mohammed Faheem,
2754, 3 Floor, Chhoti Baradari, Ballimaran,
New Delhi110006
2. | Policy No. 04189106
Type of Policy Life Insurance
Policy Term/Premium Paying Term | 31 years/08 years
3. | Name of the Insured Mohammed Faheem
Name of the Policy Holder Mohammed Faheem
4. | Name of Insurer Exide Life Insurance Co. Ltd.
5. | Date ofRejection 25.02.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 26.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs.60000/




10. | Date of Partial Settlement N.A.

11. | Amount of Partial Settlement N.A.

12. | Amount of relief sought Rs.60000/.

13. | Complaint registered under Rule no] 13(d) misrepresentation of policy terms and conditions a
Insurance Ombudsman Rules, 2017 any time in the policy document or policy contract

14. | Date of hearing 20.09.2021

Place of hearing Online Video Conferencing via Cisco WebEx App & Telg
15. | Representation at the hearing

For the Complainant Shri Mohammed Faheem, the Complainant

For the Insurer Ms Pravalika Reddy, Assistant Manager (Legal)
16. | Date of Award/Order Recommendation under Rule 16/ 20.09.2021

17 Brief Facts of the Cas&hri Mohammed Faheerfnereinafter referred to as the Complainant) has filed tf
complaint against the decision of the Exide Life Insurance Co(hetainafter referred to as the Insurers or th
Respondent Insurance Company) allegingsaise under the subject policy number 04189106.

18.Cause of Complaint:

a) Complainant's ArgumenfThe subject policwith the premium amount of Rs. 6000@as missold tohim on 18.02.2020 with
an assurance that he would get all the loan benefits in future on this policy. He had been lured by an agent Mr. Amit
trusting this agent he fell into this trap and is now unable to continue with payment of premium becabse hest his job
due to the pandemic. He has not got any of the benefits as promised by the agent. He represented to the Inst
22.02.2021 seeking cancellation of policy but his requests have been rejected. Hence, he has now approached this f
relief.

Case of Mohammed Faheem versus Exide Life Insurance Co. Ltd.
Complaint Ref. No.: DEI0252122-0713

00 Ly adzNBS NmalnsuréidvidieySEN dated 08.09.2021 have stated that the said policy was issued upon receipt
signed Proposal FormCustomer Declaration Form, and Product Suitability forms. The Policy was purchased &
Mohammed Faheem to cover his life and not for any other benefits. Further, the policy document was dispatched to
24.02.2020 by registered post, the same vdadivered on time and request for cancellation was received on 22.02.2(
after 12 months from the expiry of free look period well beyond the stipulated time. Hence, his request for cance
could not be accepted.

19.3Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
ccc) Copy of complaint.
ddd) Self Contained Note of the Insurers.
eee) Policy documents
d) Rejection Letter.

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties gpoeesent and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel the subject policy and utilise the premium amount received to i
new singlepremium policy with lockn of 5 years and no frelwok option. The @mplainant accepts this offer.
Thus an agreement of conciliation could be arrived at between Gloenplainantand the Insurers which |
consider as fair and reasonable for both the parties.



Award

The complaint is resolved in terms of tagreement of conciliation arrived at between ti@mplainantand
the Insurers Accordingly,the Insurersshall cancel the subject policywumber 04189106and utilise the

premium amount received to issue a new singtemium policy with lockn of 5 years and no frelok
option.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 20, 2021




PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 17 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case ofNaveen Kapoor versus IndiaFirst Life Insurance Co. Ltd.
Complaint Ref. No.: DE{024-2122-0656

1. | Name & Address of the Complainan| Shri Naveen Kapoor,
BN5, Shalimar Bagh (East), De1hiD088
2. | Policy No. 71453407
Type of Policy Life Insurance
PolicyTerm/Premium Paying Term | 15 years/08 years
3. | Name of the Insured Naveen Kapoor
Name of the Policy Holder Naveen Kapoor
4. | Name of Insurer IndiaFirst Life Insurance Co. Ltd.
5. | Date of Rejection 28.04.2021
6. | Reason foGrievance Mis-sale
7. | Date of receipt of the Complaint 18.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 27500/
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs.27500/
13. | Complaint registered under Rule no| 13(d) misrepresentation of policy terms and conditions a
Insurance Ombudsman Rules, 2017, any time in the policy document or policy contract
14. | Date of hearing 20.09.2021.
Place of hearing OnlineVideo Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Shri Naveen Kapoor, the Complainant
For the Insurer Shri Viral Joshi, Senior Manager (Legal)
16. | Date of Award/Order Award under Rule 1720.09.2021

17 Brief Facts of the CaseShri Naveen Kapodhereinafter referred to as the Complainant) has filed tf
complaint against the decision of the IndiaFicgie Insurance Co. Ltd. (hereinafter referred to as the Insurer:

the Respondent Insurance Company) allegingsale under the subject policy number 71453407.

18.Cause of Complaint:

a) Complainant's ArgumentThe subject policy was mssld to him on 14.8.2020 by an agent Shubham Gupta, who had lur
him with an offer of getting a loan from HDFC Bank against this policy. The transaction was a fraud sale of policy
Complainant never received any loan amount. The Complainant had purchased 5 inquulicies from other Insurance
Companies. He approached the agents when he did not receive any loan but they created excuses and delayed hi:
unnecessarily. The Complainant had approached the IRDA and the National Consumer Finenbuithe answers were
not satisfactory. So he lodged a complaint on 20.04.2021 and represented to the Insurers seeking cancellation of pc

his requests have been rejected. Hence, he has now approached this forum for relief.

00 Ly adzNE NealnsuréididieySEH dated 25.08.2021 have stated that the said policy was issued upon receipt
signed and filled Proposal Form and other relevant documeatsuccessful welcome call and a Video Verification
wherein all the features and conditions were explained to the Complainant and no concern was raised. Further, the
document was dispatched to him on 20.08.2020, the same was delivered 08.2220 and request for cancellation wa

Case of Naveen Kapoor versus Ifdtist Life Insurance Co. Ltd.
Complaint Ref. No.: DEL024-2122-0656



received on 21.04.2021 after more than eight months from the expiry of free look period well beyond the stipulated
Hence, his request for cancellation could not be accepted.

19 Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
fff) Copy of complaint.
ggg) Self Contained Note of the Insurers.
hhh) Policy documents.
d) Rejection Letter.

21. Result of hearing with the partie@bservations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Complainant accepts having received the Verification Call from the Insurers, wherein the policy ter
premium term and other det#s were explained to him, and he had raised no concerns about the assure
given to him by the agent. He states that he was tutored by the agent not to raise any concerns durit
Verification Call. These facts indicate that he had voluntarily chaseepend on the agent and to ignore all th
cautions against any mgale, provided to him by the Insurers. In these circumstances, there is no eviden
mis-sale on the part of the Insurers. Pursuantly, the complaint would deserve to be rejected.

Award
The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 20, 2021

PROCEEDINGS OF NBJRANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w 17 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Naveen Bansal versus Reliance Nippon Life Insurance Co. Ltd.
Complaint Ref. No.: DE036-21220751
Complaint Ref. No.: DEI036-21220752

1. | Name & Address of the Complainan| Shri Naveen Bansal
RZ318/C (F43), Raj Nagar Palt, Palam Colony,
New Delhi 10077

2. | Policy No. 53605129 and 53734760
Type of Policy Life Insurance Conventional (Both Polices)
Policy Term/Premium Paying Term | 15 years / 10 years and 20 years / 10 years
3. | Name of the Insured Naveen Bansal
Name of the Policy Holder Naveen Bansal
4. | Name of Insurer Reliance Nippon Life Insurance Co. Ltd.

5. | Date of Rejection 09.03.2021




6. | Reason for Grievance Mis-sale

7. | Date of receipt of the Complaint 30.08.2021

8. | Nature of Complaint Mis-sale

9. | Amount of Claim Rs. 99,000 + 99,000 = 1,98,000/
10. | Date of Partial Settlement N.A.

11. | Amount of Partial Settlement N.A.

12. | Amount of relief sought Rs. 99,000 + 99,000 = 1,98,000/

13. | Complaint registered under Rule noj 13(d) misrepresentation of policy terms and conditions at
Insurance Ombudsman Rules, 2017 any time in the policy document or policy contract

14. | Date ofhearing 21.09.2021

Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing

For the Complainant Shri Naveen Bansal, the Complainant

For the Insurer Shri Nikunj Chikani, Manager (Legal)
16. | Date ofAward/Order Award under Rule 17/ 21.09.2021

17.Brief Facts of the CaseShri Naveen Bansal (hereinafter referred to as the Complainant) has filed tr
complaint against the decision of the Reliance Nippon Life Insurance Co. Ltd. (hereaiefiterd to as the
Insurers) alleging misale under the subject policies bearing number 53605128L(-036-21220751) and
53734760 DELL-036-2122-0752)

18.Cause of Complaint:

Complainant's Argument The Complainant was lured by the agents to buy thejesmibpolicies in the month of
December 2019 and June 2020 on the pretext of fixed deposit @9% interest P.A., a promise to rele
commission/bonus accrued on his 3 running policies\aadsold multiple policies of other insurance companiééthe
policies were issued fraudulently i.e. with forged signatures and ECS mandate etc. Going through all polices, whe
realized that he was duped, he approached the Insum@n 27.02.2021 for cancellation of policies with above
allegations, buthey rejected hisrequest on 09.03.202He represented tdhem on 09.07.2021 against their decision,
but it was turned down on 13.07.2021. Now, he has approached this forum for relief.
Case of Naveen Bansal versus Reliance Nippon Life Insurance Co. Ltd.
Complaint Ref. NODELEL-036-21220751
Complaint Ref. No.: DEI036-21220752

L y & dzZNB NI 4 The INSHrdeY &g 8CN dated 06.09.2021 have contended that the subject policy bearing num
53605129 and 53734760exe issued on 12.12.2019 and 29.06.2020 dispatched to the Complainant on 13.12.2019 a
03.07.2020 through Speed Post vide pod no. EQ202950573IN and EQ203003148IN respectively. His reque:
cancellation with allegation of misale was received on 24.11.20)Zfter the expiry of the free look period. The Insurer
sought response of concerned advisor who had sourced the policy and he had informed that the customer had c
filled and signed proposal form/Benefit Illustration/self certification form along WEFT Mandate. No objection was
raised after receiving the policy, which shows that there was nesales on their part and the said complaint initiated
with nefarious motive. Hence, his request for cancellation could not be accepted.

19 Reason for registtion of Complaint:Mis-sale.

20.The following documents were placed for perusal:
Copy of complaint.

Self Contained Note of the Insurers.

Policy documents

21. Result of hearing with the parties (Observations and Conclusion):

Case called. Parties gpeesent and recall their arguments as noted in Para 18 above.



The Complainant had purchased thiest sulject policy in the month of Deceper 2019 after submitting the
duly signed proposal form/Benefit Illustration/self certification form along with NEBfddte. He had raised
no concerngduring the freelook period after receiving the policy document ameént on to purchasethe
secondsubect policy in the month of June 202Ble had purchased policies from other companies too.
these circumstancest is concluded thatthe Complainantwas well familiar with the terms & conditions of
the policies and never lodged any complaint during the 4aak period. Therefore, thallegationof mis-sale
against the Insurers loses merit. Pursuantly, the complaintegerve to be rejected.

Award
The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 21, 2021

PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/iL6 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Udham Singh versus ICICI Prudential Life Insurance Co. Ltd.
Complaint Ref. No.: DE021-21220732
Complaint Ref. No.: DEI021-2122-0733

1. | Name & Address of the Complairtan | Shri Udham Singh
195B, Ground floor, Arjun Nagar, Opposite Bada
Gurudwara, Safdar Jung Enclave, New ElbD29
2. | Policy No. 86590115, 86592030
Type of Policy Life Insurance Conventional
Policy Term/Premium Paying Term 12 years / 12 yeargBoth policies)
3. | Name of the Insured Charanjeet Singh Devgun (both policies)
Name of the Policy Holder Udham Singh
4. | Name of Insurer ICICI Prudential Life Insurance Co. Ltd.
5. | Date of Rejection 21.03.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 26.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 17,000+17,000= 34,000/
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 34,000/
13. | Complaint registered under Rule no. 0 13(d) misrepresentation of policy terms and conditions a|
the Insurance Ombudsman Rules, 20| any time in the policy document or policy contract
14. | Date of hearing 21.09.2021
Place of hearing Online VidedConferencing via Cisco WebEx App
15. | Representation at the hearing




For the Complainant Shri Udham Singh, the Complainant
For the Insurer Ms Nitu Singh, Senior Manager (Customer Service)
Ms Shahin Shaikh, Manager (Customer Service)
16. | Date of Award/Order Recommendation under Rule 16/ 21.09.2021

17 Brief Facts of the Cas&hri UdhantSingh (hereinafter, the Complainant) has filed this complaint against
the decision of the ICICI Prudential Life Insurance Co. Ltd. (hereindiéeinsurersor the Respondent
Insurance Company) alleging msle under the subject pol&s bearing numbe86590115 DEEL-021-2122-
0732 and 86592030QEEL-021-21220733)

18.Cause of Complaint:

g) Complainant's ArgumentThe Complainant was sold the subject policies in the month of December 2020, on the
pretext of 3 years premium paying term. Heceived only one policy bearing number 86592030 on 06.02.2021 by post
and while going through the policy he realized that premium paying term was different then what was proposed. H
felt that he was missold the policy and submitted cancellation request 10.02.2021. Not getting any response he
again approached the Insurers on 08.03.2021 but the Insurers rejected his request on 27.08.2021. He has n
approached this forum for relief.

h) L y & dzNB NI & Thé NEmz¥i8eySCN dated 06.09.2021 have stathdt the subject policy bearing number
86590115, 8659203@ere issued 0r23.12.2020 and8.12.2020, consequent upon receipt of online application forms
along with the relevant supporting documents for issuance of policies and delivered to the Complairizhid.2020
through digital kit credited to EIA (NSDL) on 11.12.2020. Informatory SMS sent on 02, 09, 10, 14, 24, 27 December :
to his registered mobile number regarding policies details and also through his registered email id for downloading tt
policies kit. The Complainant first approached them on 10.02.2021 after the expiry of the free look period witl
allegation of missale. Hence, his request for cancellation could not be accepted.

19 Reason for registration of Complainklis-sale.
20.The following documents were placed for perusal:

Copy of complaint.
Self Contained Notef the Insurers
Policy documents.

21. Result of hearing with the parties (Observations and Conclugion
Case called. Parties are present and recall their arguments as ndBadlarl8 above.

At this stage, the Insurers offer to cancel both the subject policies and refund the premium amount receive
The Complainant accepts this offer. Thus an agreement of conciliation could be arrived at between t
Complainant and the Insurerahich | consider as fair and reasonable for both the parties.

Award

The complaints are resolved in terms of the agreement of conciliation arrived at between the Complaina
and the Insurers. Accordingly, the Insurers shall cancel both the subgéicies Gumber 86590115,and
86592030 and refund the premium amount receved.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 21, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI

(Under Rule 13 r/w 16 of the Insurance Ombudsman Rules, 2017)
Ombudsman: Shri Sudhir Krishna

Case of Durga Karki versus Reliance Nippon Life Insurance Co. Ltd.
Complaint Ref. No.: DE{036-2122-0665

1. | Name & Address of the Complainan| Dr. Durga Karki
Flat no. 201, Yamura, SectoiD-6, Vasant Kunj,
New Delhi110070
2. | Policy No. 53786334
Type of Polig Life Insurance Conventional
Policy Term/Premium Paying Term | 24 years / 12 years
3. | Name of the Insured Durga Karki
Name of the Policy Holder Durga Karki
4. | Name of Insurer Reliance Nippon Life Insurance Co. Ltd.
5. | Date ofRejection 17.11.2020
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 16.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 99,999/
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 99,999/
13. | Complaint registered under Rule noj 13(d) misrepresentation of policy terms and conditions at
Insurance Ombudsman Rules, 2017 any time in the policy document or policy contract
14. | Date of hearing 21.09.2021
Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Dr. Durga Karki, the Complainant
For the Insurer Shri Nikunj Chikani, Manager (Legal)
16. | Date ofAward/Order Recommendation under Rule 16/ 21.09.2021

17 Brief Facts of the Cas@&r. Durga Karki (hereinafter referred to as the Complainant) has filed this complai
against the decision of the Reliance Nippon Life Insurance Co(het@tinafter referred to as the Insurers)

alleging missale under the subject policy bearing number 53786334.

18.Cause of Complaint:

a)Complainanf) a

I NHTd® Somplxinant was sold the subject policy in the month of September 2020 by tl
agent on the pregxt of revival of her existing HDFC life policy by paying two yearly premiums and took her
proof with cancelled cheque. Since her husband was on ventilator she could not crosscheck the facts and init
the payment through a link sent by the agent muirprised to see the policy confirmation SMS from the Insurer.
When she tried to contact the agent for clarification, she found his mobile switched off. She has denied receif
policy except receiving SMS for delivery of policy to her from the Insurelr9010.2020. Later on when she got

soft file on mail, she becamswvare of the fraud and approached the Insurer for cancellation of policy with allegation ¢

mis-sale on 12.11.2020 but the Insurer declined her request on 17.11.2020. She applied




Case of Drga Karki versus Reliance Nippon Life Insurance Co. Ltd.
Complaint Ref. No.: DEL036-21220665

for reconsideration of the decision on 14.12.2020, but it was again declined on 18.12.2020. She has now approachec
forum for relief.

b) L y & dzZNB NI & The INSAreézy Bdg BCN dated 06.09.2021 have contended that the subject policy was issued
29.09.2020 and delivered to the Complainant on 06.10.2020 through Speed Post vide pod no. EQ203038266IN.
request for cancellation with allegion of missale was received on 12.11.2020, after expiry of the free look period. The
Insurer sought response of concerned advisor who had sourced the policy and he had informed that the customer
duly filled and signed proposal form/Benefit Illusicat/self-certification form along with NEFT Mandate, PLVC call was
conducted but no objection was raised during the call, which shows that there was rsalmisn their part and the said
complaint initiated with nefarious motive. Hence, her request faraalation could not be accepted.

19.Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
Copy of complaint.
Self Contained Note of the Insurers.
Policy documents

21. Result of hearing with the parties (Obs&ations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel the subject policy and utilise the premium amount received to is
a new single premium policy witlockin of 5 years and no frelok option. The Complainant accepts this
offer. Thus an agreement of conciliation could be arrived at between the Complainant and the Insure
which | consider as fair and reasonable for both the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at betwee
Complainant and the Insurers. Accordingly, the Insurers shall cancel the subjecthealayy
number 53786334and utilise the premium amount received to issue awvnsingle premium
policy with lockin of 5 years and no frel®ok option.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 21, 2021



PROCEEDINGS OF THE INSUFRMNEIEDSMAN, DELHI
(Under Rule 13 r/ivt6 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case oHardeep Kumaversus Reliance Nippon Life Insurance Co. Ltd.
Complaint Ref. No.: DE036-2122-0747

1. | Name & Address of th€omplainant | ShriHardeep Kumar
H. No. B1, Opp. Hanuman Mandir, Mahalaxmi Enclave,
Karawal Nagar, Delhi 10094
2. | Policy No. 53907604
Type of Policy Life Insurance Conventional
Policy Term/Premium Paying Term | 24 years / 1¥ears
3. | Name of thelnsured Hardeep Kumar
Name of the Policy Holder Hardeep Kumar
4. | Name of Insurer Reliance Nippon Life Insurance Co. Ltd.
5. | Date of Rejection 07.082021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 23.082021
8. | Nature ofComplaint Mis-sale
9. | Amount of Claim Rs. 104,500/-
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 104,500/-
13. | Complaint registered under Rule noj 13(d) misrepresentation of policy terms and conditions at
Insurance Ombudsman Rules, 2017 any time in the policy document or policy contract
14. | Date of hearing 21.092021
Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For theComplainant ShriHardeep Kumarthe Complainant
For the Insurer ShriNikunj ChikaniManager (Legal)
16. | Date of Award/Order Recommendation under Rule 16/ 21.09.2021

17 Brief Facts of the Case:

ShriHardeep Kumathereinafter referred to as the Complainant) has filed this complaint against the decisio
of the Reliance Nippon Life Insurance Co. Ltd. (hereinafter referred to as the Insurers or the Responc
Insurance Company) alleging msale under the subject pialy bearing numbes3907604

18.Cause of Complaint:

a) Complainant's ArgumentThe Complainant, vide hmplaint letter dated16.08.2021has alleged that the
subject policy was sold toirh in March2021, on the false promise dhterestfree loan of Rs12 lakh.When
not getting loan as promisedje realizel of being duped of hisnoney. He approached the Insurers for
cancellation of the policy with aforesaid allegations@h08.2021 which the Insurers declined &v.08.2021
He represented to Insurer 0@7.08.2021 against their decision, but the same was turned down again ol
27.08.2021He has now approached this forum for relief.



Case oHardeep Kumaversus Reliance Nippon Life Insurance Co. Ltd.
Complaint Ref. No.: DE036-2122-0747

b) L y & dzNBS NI aThe INsHrezy Vidg 8CN dated 16.09.2021 have contended that the subject policy bearing num
53907604 was issued on 27.03.2021 and delivered to the Complainant on 05.04.2021 through speed post vide poc
EQ452264352IN. His request francellation with allegation of misale was received on 04.08.2021, after four months
from the expiry of the free look period. The Insurer sought response of advisor who had sourced the policy and he
informed that the customer had duly filled and &gl proposal form/Benefit lllustration/self certification form along
with NEFT Mandate. Hence, his request for cancellation could not be accepted.

19.Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
Copyof complaint.
Self Contained Note of the Insurers.
Policy documents

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers fef to cancel the subject policy and utilise the premium amount received to
issue a new single premium policy with lankof 5 years and no frelmok option. The Complainant accepts
this offer. Thus an agreement of conciliation could be arrived at betwieerComplainant and the Insurers,
which | consider as fair and reasonable for both the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at betwee
Complainant and the Insurers. Accordingly, the Insurers shall cancel the subjecthealiayy
number 53907604and utilise the premium amount received to issue avngingle premiun
policy with lockin of 5 years and no frel®ok option.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 21, 2021

PROCEEDINGS OF THE INSUFROMNMEIEDSMAN, DELHI
(Under Rule 13 r/ivt6 of the Insurance Ombudsman Rules, 2017)



Ombudsman: Shri Sudhir Krishna

Case oMeenaversus Reliance Nippon Life Insurance Co. Ltd.
Complaint Ref. No.: DE036-2122-0748

1. | Name & Address of the Complainan| Smt.Meena
H. No. B1, Opp. Hanuman Mandir, Mahalaxmi Enclave,
Karawal Nagar, Delhi 10094
2. | Policy No. 53909668
Type of Policy Life Insurance Conventional
Policy Term/Premium Paying Term | 24 years / 1¥ears
3. | Name of the Insured Meena
Name of the Policidolder Meena
4. | Name of Insurer Reliance Nippon Life Insurance Co. Ltd.
5. | Date of Rejection 07.082021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 23.082021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs.83,600 -
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs.83,800/-
13. | Complaint registered under Rule noj 13(d) misrepresentation of policy terms andnditions at
Insurance Ombudsman Rules, 2017 any time in the policy document or policy contract
14. | Date of hearing 21.092021
Place of hearing Online Video Conferencing via Cisco WebEx App
15. | Representation at the hearing
For the Complainant Smt.Meena the Complainant
For the Insurer ShriNikunj ChikaniManager (Legal)
16. | Date of Award/Order Recommendation under Rule 16/ 21.09.2021

17 Brief Facts of the Case:

Smt.Meena (hereinafter referred to as the Complainant) has filed this complaint against the decision of tt
Reliance Nippon Life Insurance Co. Ltd. (hereinafter referred to as the Insurers or the Respondent Insur:
Company) alleging misale under the subject pialy bearing numbes3909668

18.Cause of Complaint:

a) Complainant's ArgumentThe Complainant, vide he@omplaint letter dated16.08.2021has alleged that the
subject policy was sold toelnin March2021, on the false promise ahterestfree loan of Rs12 lakh. Upon
not getting the loan as promisedhs realizel of being duped of hemoney. Ske approached the Insurers for
cancellation of the policy with aforesaid allegations@h08.2021 which the Insurers declined &v.08.2021
She represented to the Insurers on 07.08.2021 against their decision, but the same was turned down agai
27.082021. Sk has now approached this forum for relief.

)

L vy & dzZNB NI aThe InHEeswiSie/ICN dated 16.09.2021 have contended that the subject policy beari
number 53909668 was issued on 28.03.2021 and delivered to the Complaina®®.@h2021through
speed post vide pod no. EQ45B287N. Her request for cancellation with allegation of rr8ale was
received on 04.08.2021, after four months from the expiry of the free look period. The Insurer sougl
response othe advisor who had sourced the iy and he has informed that the customer had duly filled
and signed proposal form/Benefit lllustration/self certification form along with NEFT Mandate. Hesrce,
request for cancellation could not be accepted.



19.Reason for registration of Complainklis-sale.

20.The following documents were placed for perusal:
Copy of complaint.
Self Contained Note of the Insurers.
Policy documents

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall thguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel the subject policy and utilss@remium amount received to issue
a new single premium policy with loak of 5 years and no frelmok option. The Complainant accepts this
offer. Thus an agreement of conciliation could be arrived at between the Complainant and the Insure
which | onsider as fair and reasonable for both the parties.

Award

The complaint is resolved in terms of the agreement of conciliation arrived at betweel
Complainant and the Insurers. Accordingly, the Insurers shall cancel the subjecthealicyg
number 53909668and utilise the premium amount received to issue avngingle premium
policy with lockin of 5 years and no frel®ok option.

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 21, 2021

PROCEEDINGS OF THE INSUFRMNEIEDSMAN, DELHI
(Under Rule 13 r/w 17 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Case of Rakesh Rohilla versus Reliance Nippon Life Insurance Co. Ltd.
Complaint Ref. No.: DEt036-2122-0753
1. | Name & Address of the Complairtan| Shri Rakesh Rohilla

H. No. 430/3, Gali N&., New Patel Park, Line Par,
Bahadurgarh, Haryarb24507




2. | Policy No. 53589570

Type of Policy Life Insurance Conventional
Policy Term/Premium Paying Term | 15 years / 10 years
3. | Name of the Insured Rakesh Rohilla
Name ofthe Policy Holder Rakesh Rohilla
4. | Name of Insurer Reliance Nippon Life Insurance Co. Ltd.
5. | Date of Rejection 28.04.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 30.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs. 1,17,51%
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs. 1,17,51%

13. | Complaint registered under Rule noj 13(d)misrepresentation of policy terms and conditions at
Insurance Ombudsman Rules, 2017 any time in the policy document or policy contract

14. | Date of hearing 21.09.2021

Place of hearing Online Video Conferencing via Cisco WebEx App & Teled
15. | Representation at the hearing

Forthe Complainant Shri Rakesh Rohilla, the Complainant

For the Insurer Shri Nikunj Chikani, Manager (Legal)
16. | Date of Award/Order Award under Rule 17/ 21.09.2021

Copy of complaint.
Self ContainedNote of the Insurers.
Policy documents.

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Complainant had purchased the subject policy in theatmof October 2019 after submitting the duly
signed proposal form/Benefit lllustration/sedertification form along with NEFT Mandate. He had
participated in the prdassuance verification call conducted by the Insurers, wherein he had raised r
concernsHe went on to pay the renewal premium. In these circumstances, the allegation -safeisigainst
the Insurers loses merit. Pursuantly, the complaint will deserve to be rejected.

Award
The complaint is rejected.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 21, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w Rule 16 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Cases of Avtar Singh vergrmmerica Life Insurance Limited

Complaint Ref. No.: DEI013-2122-0666
Complaint Ref. No.: DE013-21220667

1. | Name & Address of the Complainant | Shri Avtar Singh
G93, Sant Nagar Extension, Tilak Nagar, B116D18
2. | Policy No. 00721396 and 00723683
Type of Policy Pramerica Life Roz Sanchay / Pramerica Life Roz San
Policy term/Premium Term 16/12 and 16/12
3. | Name of the insured Harpreet Kaur (Both policies)
Name of the policy holder Avtar Singh (Both policies)
4. | Name of insurer Pramerica Life Insurance Ltd.
5. | Date of Rejection 26.02.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 09.08.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs.2,00,000 + Rs.65,000/
10. | Date of PartiaBettlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs.2,00,000 + Rs.65,000/
13. | Complaint registered under Rule no: | 13(d}misrepresentation of policy terms and conditions
Insurance Ombudsman Rules, 2017
14. | Date ofhearing/ Place of hearing 06.09.2021/ Online Video Conferencing via WebEx
15. | Representation at the hearing
For the Complainant Shri Avtar Singh, the Complainant
For the insurer 1. Shri Sundeep Gupta, Associate VP (Opns)
2. Shri SahMahajan, Manager (Legal)
16. | Date of Award/Order Recommendation under Rule 16/ 06.09.2021

17. Brief Facts of the CaseShri Avtar Singhhéreinafter, the Complainant) has filed this complaint against the
Pramerica Life Insurance Ltd. (hereinafter, theurers) alleging misale under the subject policy Nos. 00721396 and

00723683.

18.Cause of Complaint:

c)/ 2YLI I Ayl y i Dhe subjésBpdiri&s ywére sold to him in the lockdown period with the pretext of
single premium and with false assurance of money back after 5 years. Realizsajentse approached the
Insurers seeking cancellation and refund of policy premium, bay thejected his request. Now he has

approached this forum for relief.

3insurer's Argument:The Insurers have stated vide Self Contained Note dated 02.09.2021 that said polic
documents along with copies of all the supporting documents were dispatched to the Complainant. Th

dispatch details of the Policy documents are mentioned below:

Cases oAvtar Singh versus Pramerica Life Insurance Limited



Complaint Ref. No.: DEL013-21220666
Complaint Ref. No.: DE013-21220667

Policy Nos. 00721396 00723683
AWB No. 20303200236660 20303200237817
Delivery Date 11.06.2020 14.07.2020

The Company has also made HRssuance Verification Call and explained the features of the Policy.
Complainant had not raised any issue during the call. The policyholder retained the Policy documents and
not invoke the free look option and did not revertithin 15 days alleging any discrepancies. Hence, his
request for cancellation could not be accepted.

19. Reason for registration of complainMis-sale.

20. The following documents were placed for perusal:
c) Copy of policy.
d) Correspondence between the Complainant and the Insurance Company.
e) Self Contained Note from the Insurers.

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.
At this stage, the Insurers offer to cancel both the subject policies and utilize the premium amounts receive
to issue one new Singleremium policy for the premium athdzy 1 & NB OSA QPGSR f Saa

with lockin of 5 years and no frelwok option. The Complainant accepts this offer. Thus an agreement of

conciliation could be arrived at between the Complainant and the Insurers, which | consider as fair an
reasonable for both the parties.

Award

The complaint is resolved in terms of thgreement of conciliation arrived at between the Complainan
and the Insurers. Accordingly, the Insurers shall cancel both the subject pdlioief0721396 and
00723683and uilize the premium amounts received to issue one new Sipggenium policy for the
LINBYAdzY | Y2dzy(ia NBOSAGSR f Sandf5lydasS and doSrgkeibkpatior02 Y'Y

—

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 06, 2021



PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w Rule 16 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

Cases of Manish Sharma versus Bharti Axa lstednce Co. Ltd.

Complaint Ref. No.: DEL008-21220674
Complaint Ref. No.: DEL008-21220675

1. | Name & Address of the Complainant | Shri Manish Sharma
WZ59, Possangipur Village, Janakpuri, D&lii058
2. | Policy No. 502-1830640 and 502834733
Type of Policy Bharti Axa Life Shining Plan / Bharti Axa Life Shining F
Policyterm/Premium Term 15/10 and 15/10
3. | Name of the insured Manish Sharma
Name of the policy holder Manish Sharma
4. | Name of insurer Bharti Axa.ife Insurance Co. Ltd.
5. | Date of Rejection 16.02.2021 & 12.05.2021
6. | Reason for Grievance Mis-sale
7. | Date of receipt of the Complaint 08.07.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs.60,000/+ 75,000¢ (TotalRs.1,35,006)
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs.60,000+/+ Rs.75,000/Total Rs.1,35,006)
13. | Complaint registered under Rule no.: | 13(d}misrepresentation of policy terms and conditions
Insurance Ombudsman Rules, 2017
14. | Date of hearing/ Place of hearing 06.09.2021/ Online Video Conferencing via WebEx
15. | Representation at the hearing
For the Complainant Shri Manish Sharma, the Complainant
For theinsurer Shri Ajay Kumar, Manager (Digital Cell)
16. | Date of Award/Order Recommendation under Rule 16/ 06.09.2021

17.Brief Facts of the Case:

Shri Manish Sharmdéreinafter, the Complainant) has filed this complaint against the Bharti Axa Life Insurance Cc
Ltd. (hereinafter, the Insurers) alleging rsisle under the subject policy Nos. 50230640 and 502834733.

18.Cause of Complaint:

d)/ 2YLX FAYEYGEQ&

The Complainant said that the subject policies were sold to him on pretext of interest free loan of Rs. 20 lak
Realising misale, he approached the Insurers seeking cancellation and refund of policy premium, but the

| NBdzyYSyay

rejected hs request. Now he has approached this forum for relief.

Cases of Manish Sharma versus Bharti Axa Life Insurance Co. Ltd.
Complaint Ref. No.: DEL008-21220674
Complaint Ref. No.: DEL008-21220675

e) Insurer's Argument:



The Insurers stated in their Sélfontained Note dated 31.08.2021 have stated that said policy documents
along with copies of the supporting documents were dispatched to the Complainant and duly delivered, ¢
per details mentioned below:

Policy No. 502-180640 502-1834733
POD 37684118555 37684134622
Dispatch Date 01.10.2020 14.10.2020
Delivery Date 05.10.2020 16.10.2020

The Company has also made {&suance Verification Call and explained the features of the Policy.
Complainant had not raised any issue during the call.pdtieyholder retained the Policy document and did
not invoke the free look option and did not revert within 15 days alleging any discrepancies. Hence, h
request for cancellation could not be accepted.

19. Reason for registration of complainiis-sale.

20. The following documents were placed for perusal:
f) Copy of policy.
g) Correspondence between the Complainant and the Insurance Company.
h) Self Contained Note from the Insurers.

23.Result of hearing with the parties (Observations and Conclusion):
Case called. Piées are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel both the subject policies and refund the premium amounts
received. The Complainant accepts this offer. Thus an agreement of conciliatilohbeoarrived at between
the Complainant and the Insurers, which | consider as fair and reasonable for both the parties.

Award

—

The complaint is resolved in terms of thgreement of conciliation arrived at between the Complainan
and the Insurers. Accordingly, the Insurers shall cancel both the subject pdicies021830640 and
502-1834733and refund the premium amounts received.

Parties should implement this agreemensithin 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 06, 2021
PROCEEDINGS OF THE INSURANCE OMBUDSMAN, DELHI
(Under Rule 13 r/w Rule 16 of the Insurance Ombudsman Rules, 2017)



Ombudsman: Shri Sudhir Krishna

Case of Sunil Dhar versus Bharti Axa Life Insurance Co. Ltd.
Complaint Ref. No.: DE{0082122-0672

1. | Name & Address of the Complainant | Shri Sunil Dhar
634, Princess Park Apartment, Plot No. 33,
Sector6, Dwarka, Delkl 10075
2. | Policy No. 502-7323301
Type ofPolicy Elite Advantage
Policy term/Premium Term 20/12
3. | Name of the insured Sunil Dhar
Name of the policy holder Sunil Dhar
4. | Name of insurer Bharti Axa Life Insurance Co. Ltd.
5. | Date of Rejection 26.12.2020
6. | Reason fofGrievance Mis-sale
7. | Date of receipt of the Complaint 26.07.2021
8. | Nature of Complaint Mis-sale
9. | Amount of Claim Rs.99,999/
10. | Date of Partial Settlement N.A.
11. | Amount of Partial Settlement N.A.
12. | Amount of relief sought Rs.99,999/
13. | Complaint registered under Rule.no | 13(d}misrepresentation of policy terms and conditions
Insurance Ombudsman Rules, 2017
14. | Date of hearing/ Place of hearing 06.09.2021/ Online Video Conferencing via WebEXx
15. | Representation at the hearing
For the Complainant Shri Sunil Dhathe Complainant
For the insurer Shri Harpal Singtrinancial Executive
16. | Date of Award/Order Recommendation under Rule 166.09.2021

17. Brief Facts of the Cas&hri Sunil Dhamhgéreinafter, the Complainant) has filed this complaint against the Bharti
Axa Life Insurance Co. Ltd. (hereinafter, the Insurers) allegingateisinder the subject policy no. 56223301

18.Cause of Complaint:

[ 2YLIX | Ayl yi QBe subjd paNc$ was ¥old to him in the month of October 2020 with false
assurance of payment of Rs. 3 lakbm his old policy of HDFC. Realizing-saile, he approached the
Insurers seeking cancellation and refund of policy premium, but they rejected his request. Now he hg
approached this forum for relief.

g) Insurer's ArgumentThe Insurance Company has sthie their Self Contained Note dated 26.08.2021 that
said policy document along with copies of all the supporting documents were dispatched to the Complainal
on 24.10.2020 and delivered on 27.10.2020. The Company has

Case of Sunil Dhar versus Bharti Aifa Insurance Co. Ltd.
Complaint Ref. No.: DEL008-2122-0672

also made Préssuance Verification Call and explained the features of the Policy. The Complainant had n
raised any issue during the call. The policyholder retained the Policy documemtichndt invoke the free
look option and did not revert within 15 days alleging any discrepancies. Hence, his request for cancellati
could not be accepted.



19. Reason for registration of complainMis-sale.

20. The following documents were placed fperusal:
i) Copy of policy.
]) Correspondence between the Complainant and the Insurance Company.
k) Self Contained Note from the Insurers.

21. Result of hearing with the parties (Observations and Conclusion):
Case called. Parties are present and recall their arguments as noted in Para 18 above.

At this stage, the Insurers offer to cancel the subject policy and utilize the premium amount received to issu
one new Singkpremium policy of 16§ear term but lockn of 5 years and no frelwok option. The
Complainant accepts this offer. Thus an agreement of conciliation could be arrived at between the
Complainant and the Insurers, which | consider as fair and reasonable for both the parties.

Award

The complaint isesolved in terms of thagreement of conciliation arrived at between the Complainan
and the Insurers. Accordingly, the Insurers shall cancel the subject poli&0R?6323301and utilize the
premium amount received to issue one n&inglepremium policy of 1§/ear term but lockn of 5 years
and no freelook option.

—

Parties should implement this agreement within 30 days.

(Sudhir Krishna)
Insurance Ombudsman, Delhi
September 06, 2021



PROCEEDINGS OF THE INSUFRANSIEDSMAN, DELHI
(Under Rule 13 r/w 17 of the Insurance Ombudsman Rules, 2017)

Ombudsman: Shri Sudhir Krishna

1. | Name & Address of the Complainant | Shri Pardeep Salmatrai Ajwani
Flat No. €/202 Printers Appt. Near Bhagwati Hospif]
Rohini, Sectefl3, New Delhi110085

2. | Master Policy No:/Certificate No. 00269100201900
Type of Policy Max Bupa Health Insurance Policy
Duration of policy/Certificate period 15.07.2020 To 14.07.2021
3. | Name of the insured Pardeep Salmatrai Ajwani
Name of the policy holder Pardeep Salmatrai Ajwani
4 Name of the insurer The Max Bupa Health insurance Company Ltd.
5. | Date of repudiation N.A.
6. | Reason for repudiation N.A.
7 Date of receipt of the complaint 30.08.2021
8 Nature of complaint Refund of premium due to misale
9. | Amount of claim Rs. 18303/
10. | Date of partial settlement N.A.
11. | Amount of partial settlement N.A.
12. | Amount of relief sought Rs. 18303/

13. | Complaint registered undeRule No. of 13(1)(d)¢ Misrepresentation of policy terms & condition
the Insurance Ombudsman Rules, 2017 at any time in the policy document or policy contract

14. | Date of hearing/place 14.09.2021, Delhi, Online, Via WebEXx

15. | Representation at the hearing
For the Complainant Shri Pardeep Salmatrai Ajwani, the Complainant
For the insurer Shri Bhuwan Bhashker, Manager (Legal)

16. | Date of Award/Order Award under Rule 17/ 14.09.2021

17 Brief Facts of the Cas&hri Pardeep Salmatrai Ajwahiereinafter referred to as the Complainant) has filed thi
complaint against the decision of The Max Bugealth Insurance Company Ltd. (hereinafter referred to as tl
Insurers) alleging nerefund of premium.

18.Cause of Complaint:

Complainant's ArgumentThe Complainant stated that he took health policy from Max Bupa Health Insura
Company through Bankf @aroda, Delhi that the said policy exclusively covers € ideatment, which includes
hospitalization also. But later complainant found that in the policy, nowhere is mentioned that-C®wichs
covered. However Bank of Baroda and Max Bupa represgatabld me that this policy covers Cowvidl®. But
complainant was not convinced and asked insurance company for refund of premium paid for the policy. |
was expired on 14.07.2021 but complainant received fake message for renewal for which he rmeaetecb
Complainant wrote letter to Bank of Baroda and insurance company not to renew the policy. He approachec
on 20.07.2021 for refund of premium as Coti@ not covered under the policy, fake message sent by insurar
company, but did not get theefund. Therefore, he has approached this forum for relief.
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Insurer's Argument:The Insurers in their SCN dated nil have stated that the insured had taken the policy only a
going through the application for insurance, had submitted the declaration in the member enrolment form. On tl
basis, complainant and his family members e Group Health policy were covered wherein Bank of Baroda is th
master policyholder bearing policy no. 00269100201900, commencing from 15.07.2020 to 14.07.2021. He had free
period of 15 days and he had option of cancelling the policy if he wastidfgesh But insurance company did not
receive any Cancellation request from policyholder within free look period. The renewal of policy was due
15.07.2021, but Insurers did not receive due premium from the complainant for renewal of cover. Furth@rsnsu
stated that no claim was filed by the complainant during the policy period. If insurance Company could have rece
the claim, it would have been settled as per terms and conditions of the policy. Therefore, all allegations of complai
regarding teatment of Coviell9 is not covered in the policy is baseless.

22. Reason for registration of Complaindon refund of policy premium
23. The following documents were placed for perusal:

Complaint

GRO

SCN
24. Result of hearing of the parties (Observations and Cosan):

Case called. Parties are present and recall their arguments as noted in Para 18 above.

The Complainant states that he had taken the subject Policy on 15.07.2020 when a representative of the Insurer:
told him that it would cover Covidreatment also. He later realized that it would not cover Covid Treatment an
therefore he did not renew the policy for 2021. The Insurers confirm that while they have not renewed the Policy
2021-22, however, for 202@1, the Complainant had enjoyedelpolicy cover and hence the premium cannot be
refunded. The Insurers are justified in this respect and, therefore, this part of the complaint deserves to be rejected

The Insurers also clarify that even though Covid is not specifically mentioned in libg, piois covered under the
normal terms & conditions of the policy, and agree to send a written communication to the Complainant to clarify
matter. The complaint deserves to be allowed patrtially to this extent only.

Award

The complaint is allowk partially only to the extent that thelnsurers shall send a writte
communication to the Complainant within 30 days, to claofy the coverage of Covid under th
subject policy, even though the Complainant has not renewed it.

(SudhirKrishna)
Insurance Ombudsman, Delhi
Septemberl4, 2021






