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Change Control
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Purpose of the document

Comment

Functional Requirement Specification document on IRDA Grievance
Management System

Updated based on meetings and feedback from IRDA
Updated based on inputs from Meeting at IRDA on 18/03/2010
Diagrams and flowcharts modified as required

The purpose of this document is to provide a functional understanding of the IRDA Grievance Management System. The document contains the
workflows of grievance management. This document will act as a base while the system is developed. It will also enable the testing team to prepare

test scenarios.

Audience

The intended audience for this document are the software development team, testing team, and the support team. This document could also act as a

reference for the business/operations team of the IRDA to understand the revised process of grievance management.
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Abbreviations & Acronyms

IRDA Insurance Regulatory and Development Authority
FRS Functional Requirement Specification

SLA Service Level Agreement

IGMS Integrated Grievance Management System
TPA Third Party Administrator

TAT Turn Around Time

MIS Management Information System

HUF Hindu Undivided Family

API Application Programming Interface

NAV Net Asset Value

ECS Electronic Clearing Service

RTI Right to Information

CPIO Central Public Information Officer
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1 EXECUTIVE SUMMARY

The Insurance Regulatory and Development Authority (IRDA) is a national agency to protect the interests of the policy holders, to regulate, promote
and ensure orderly growth of the insurance industry and for matters connected therewith or incidental thereto.

There are 23 Life Insurance Companies and 23 Non-Life Insurance Companies in India and each has its own process of complaint registration &

addressing to the complaints. Once the complaint is filed, mostly the policy holders are unaware about the progress of their complaint or the time frame

within which they can expect it to be resolved. At present, IRDA has a web based system in place, but is accessible to IRDA authorized personnel

only. As of now, there is no system for the policyholders at large to register and view their grievances online with IRDA. Moreover, in most cases the

i nsurance companies dondt report the c¢omplhasidoes rot have a emnswlidated iew onthbvewsll theo | RDA
insurer is following the grievance redressal procedure.

To improve the current grievance redressal procedure in the Insurance sector, IRDA intends to create a new IRDA Integrated Grievance Management
System (IGMS).

The functional requirement specifications laid out in this document proposes an online Grievance Management System for IRDA, capable of capturing

all the complaints across the registered insurers, allowing policy holders to view and escalate on the complaints made against all the insurance

entities. The highlight of the online IGMS is not only the ability to provide a centralized access to the policy holder but access and control to IRDA for

monitoring the grievance redressal procedure. The proposed online IGMSwoul d t hus cater to | RDAG6s objective of
1 Ensuring fair treatment to policy holders and protecting their interests.

1 Ensuring speedy settlement of genuine claims, and putting in place, effective grievance redressal machinery.
This document (Functional Requirement Specification: FRS) highlights the underlying goals and objectives for the proposed system based on the
current needs and shortcomings. It gives a detailed explanation on the various workflows, processes in detail, interactions with underlying systems
and attempts at highlighting some compliance requirements.

Workflow diagram presentation, reviews and walkthroughs were done in collaboration with the IRDA team to come up with in-depth details and
explanations.
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2 BACKGROUND

IRDA would like to have a comprehensive Integrated Grievance Management System (IGMS) solution which has not only the ability to
provide a centralized and online access to the policy holder but complete access and control to IRDA for monitoring the grievance
redressal procedure. The proposed IGMS would be able to solve the current issues being faced by IRDA.

Currently, there is no single point system for policy holders to file, view status of complaint with insurance companies. Often, the policy
holder approaches the insurance agent, who in turn takes up the matter with the insurance company. Alternatively the complainant
may approach the insurance company directly in person and file a written complaint or use other communication media like tele phonic
fax, mailers, courier, e-mail etc with the respective Entity. Once the complaint is filed, in most cases the policy holders are unaware
about the progress of their complaint or the time frame within which they can expect it to be resolved.

There are many insurance companies in India and each has its own process of complaint registration & addressing to the complaints.
Once a complaint is filed, there are many scenarios that can emerge to the policy holders and they do not get clarity on the status
due to following points mentioned below:-

The insurer may delay or not take any action, or the action taken may not be appropriate, or to satisfaction

The insurer may take their own time to attend to priority complaints

The policy holder may demand for something, which may be addressed differently by the Entity

The insurer may ask for more information regarding the claim and keep delaying the process

For large claims the policy holders need to approach the insurance ombudsman if he has not received any reply within a period of
one month after the concerned insurer has received his complaint.

Policy holders may escalate to the grievance cell of the IRDA, but is limited to information as updated fact data are not available
centrally with IRDA

> > > >

At present, IRDA has a web based system in place, but is accessible by IRDA authorized personnel only. This system is capable of
registering complaints; tracking the new complaints; tracking status of the complaints already forwarded to the respective insurance
companies; updating the status of the complaint; and tracking the time taken by the insurers to resolve the issues. But as of now, the
IRDA users need to input the details of the complaint manually in the system. There is no system for the policy holders at large to
register their grievances online with IRDA.
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Shortcomings in the current scenario

Lack of one point source for consolidated grievances filed data with various Entities at IRDA

Lack of real time status of complaints at any given time or at a central location

Lack of online visibility to Policy Holders with respect to progress of their registered complaints

Lack of Tracking for complaint resolve status with IRDA towards Entities, which may not comply with the prescribed SLA
Lack of any system for IRDA to monitor and control on the complaints registered with Entities

Lack of MIS on grievances handling performance to IRDA with respect to Entities, category of frequent complaints registered
Lack of one window grievance escalation facility for policy holders

NoakwNpE

Based on these shortcomings and the need for a new online IGMS, following sections cover the goals and objectives and then the
workflow and processes in detalil.
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3 INTEGRATED GREIVANCE MANAGEMENT SYSTEM (IGMS): PURPOSE, OBJECTIVES AND
SCOPE

The Purpose of the proposed Integrated Grievance Management System (IGMS) is:

x | GMS is to provide a standard platf or m tandtaprdvideilRDA withatodtot o r esol v
monitor the effectiveness of the grievance redressal system of insurers.

The Objectives of the proposed Integrated Grievance Management System (IGMS) are:

x To provide a gateway to policyholders to register and track their grievances with Insurers with a facility to escalate to IRDA.
x To facilitate IRDA to have access, monitor and track details of all grievances lodged with all Insurers, along with their disposal
status.

The Scope of the proposed Integrated Grievance Management System (IGMS) is:

x  Set up industry wide uniform standards for grievance redressal

x Mirroring the complaints database of the Insurers to the IRDA portal

x Provide MIS reports to IRDA in all aspects of grievance redressal

x  Provide advice to policyholders regarding referring their complaints to the Ombudsman

x To provide a simple ,easy to use platform to policyholders to lodge Complaints against brokers and insurers
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FRS on IRDA Grievance Management System verl1.0

4 |IGMS FUNCTIONAL OVERVIEW

The proposed Grievance Management System caters to eliminating the current issues. The section below describes the recommended
functional architecture highlighting various components of the proposed system and the way the system will interact with different
Entities and interfaces.

4.1 Functional Architecture

,_Online Registration / Escalation %' %
Integrated Grievance Management System !——
< s
o Intermediary gla‘trzle)g:;
1 APLI\Connector ® Status Manual /Auto
| o) 1Ml Management Escalation W 7 7 N
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54 Email Escalati k. E Generation
Fax pSc23000 d Insurance = R o |ntemet—%o
whLetter ® call = &5
LCca |« ¢ coater ¢ -*fl %’
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R Walk-in LAN System
| |RDA Grievance Celf
MmuA-Gnevance el

t - IRDA TOKEN NUMBER
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The IRDA grievance system will act as a centralized database system for all the grievances in the insurance sector. IRDA IGMS system
will allow policy holders to approach all the respective Entities through an existing mode of online communication. The system will then
allow the Entities to upload the complaint to the IRDA IGMS repository on a regular basis. IRDA IGMS will allow the policy holders to view
and escalate the grievances through online access and directly report to IRDA Grievance Cell.

The IRDA Integrated Grievance Management System (IGMS) accepts inputs in the following scenarios:
A Policy Holder lodging the complaint directly into the portal which is downloaded by the entities for further processing.
A Policy Holder lodging a complaint to the Entities which is uploaded to the IRDA IGMS on daily basis.

A Policy Holder lodging the complaint to IRDA which is subsequently entered by IRDA into the portal and then downloaded by the
entities.

A Policy Holder escalates complaint through IRDA Grievance Cell via e-mail, fax, letter, call etc will be uploaded to the IRDA IGMS

A Policy Holder visits IRDA IGMS to track the complaint Status.
The main components of IRDA IGMS are:

A IRDA Token Number Generation: The IRDA Token number will be generated for all the complaints at every entry point. Entry point
could be | GMS or THeoken nuenbed fer canplairtseagainst the registered entities will be in the format of MM-YY-
999999. E.g. - 03-10-212465. The running serial number shall be reset every month. The complainant has to remember only the
running serial number. In case the number of complaints exceeds one lac per month, the running serial number can be increased by 1.
Internally, the IRDA Token Number should be distinctly identified by the system based on the following parameters:

1. Insurance Type

2. Insurance Co. / Broker / IRDA

3. Type of Complaint

4. Policy / Claim No/ Cover note No. / Proposal or other Ref.No.
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A Complaint Registration: Complaint registration enables the policy holder to register complaints against registered entities, against
unregistered or unlicensed entities and against IRDA. Policy holders can lodge the complaints directly into the portal, or through IRDA
coordinated call centres or by sending the complaints to the insurers.

A Status management: The Status Management component contains a list of status that is relevant to a complaint in the IRDA IGMS.
The complaint status will change dynamically both on trigger of a manual process or an automated process.

User Roles: IGMS would have the following user roles who would have access to the system based on specified access permissions

Aggrieved Policy holders / Claimants or Brokers/Agents on behalf of the insured
Insurance Companies

IRDA

Insurance Councils

Insurance call centers can view the complaint status on a real time basis.
Consumer Organizations

ok wNE

A Manual/Auto Escalation: Policy holder will manually escalate the complaint via online mode or via e-mail fax call letter to IRDA
grievance cell. Automated escalation will be initiated by the IRDA IGMS for a pending complaint exceeding the stipulated time.

Reports: The system allows generating MIS reports on a real time basis. IRDA Grievance Cell and the Insurance Company will be
allowed to generate reports.

A Process & Update Grievance: All the Entities will receive complaints lodged by the policy holders, process the complaints and will
update the status of the complaints on IGMS.

SLA Engine: The SLA engine is an automated process which sends notifications to the IRDA Grievance Cell, against all Entities on
breach of defined SLAOGS

A\ Escalation Propagation Engine: The escalation propagation engine is an automated process which identifies the respective action
user to whom the complaint will be escalated.
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A Configuration Management: Configuration management will enable configuring master activities that helps the users to define the
parameters for all the modules of the IRDA IGMS. Configuration includes Product Master, Complaint Master, SLA Definition, Corporate
Hierarchy Definition, set escalation days, Complaint closure settings, etc.

The IGMS will interface with internal systems within IRDA (Surveyor Database and the IRDA Licensing Agency Portal) and with external
systems( Il nsurersé6 and brokersd in house grievance management systems)

A Surveyor Database: The surveyor code needs to be validated using the Surveyor database
A IRDA Licensing Agency Portal: The Agent code gets validated through the IRDA Licensing portal
A Third Party System: Third Party System is the complaint management system with the Entities. Complaints get uploaded from that

system to the IGMS and return file will be uploaded to the IGMS. Also API/Connector can be connected between the third party system
and IGMS.

4.2 User Profiles for the IGMS

The workflow diagram also depicts the users/actors as part of IGMS. Following table enlists them and their activities:

Users Activities
Policyholder 1. Lodge complaints
2. Check status of complaints
3. Escalate complaints
Insurance Company Receive complaints
(TPA/Surveyor/ Process complaints

Intermediary) and Broker Upload complaints

Action on escalated complaints

hPwphPE
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o

MIS reports (Insurer v/s Industry)

IRDA Grievance Cell Monitor escalated complaints

Receive complaints against companies not listed with IRDA
Analysis on the grievance registered for each insurer

Analysis of grievance management of the insurance industry
Analysis of grievance by geography, and classes of grievances

View grievance status and details

oahkwnE

Consumer Organization

1. Role based access to certain reports in the IGMS portal

4.3 Definitions

1. Entity
The word AEntityo used in this document r ef er s |déroandshnd/upmadthet i e s
complaints to the IRDA. In the current scenario, it refers to the Insurance Company (TPA, Surveyor, Agents) and Broker. The
intermediaries will receive the complaints from policy holders and will send the complaints to Insurance Company / Broker and
these entities on behalf of the intermediary will upload it to IGMS.

2. Intermediary
Insurance Intermediary acts as Interface between the Insurers and the Insured - it includes Agents, Brokers, Corporate Agents and
Consultants, etc. Intermediary could be an individual or firm that provides advice on insurance and can arrange policies.

3. Masters
The records entered in the master would act as a reference for the other modules of IGMS. Masters helps the user to configure
parameters which will be used in IRDA IGMS. Masters will include Product Master, Entity Master, SLA Definition, and Corporate
Hierarchy Definition and so on.

4. Ombudsman

Ombudsman is a government body appointed by the Government of India, with the purpose of handling the grievances of the
insured customers and to mitigate their problems involved in redressal of the grievances. This body investigates complaints and
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mediates fair settlements, especially between aggrieved parties such as consumers or students and an institution or organization.
This institution is of great importance and relevance for the protection of interests of policy holders and also in building their
confidence in the system.

5. Policy Holder
Policy Holder is the owner of the insurance policy. It could be an individual or a group. A group may be a corporate, an association
or any other set of people who have taken a group insurance policy. An individual will be addressed with the help of the policy
number and a member of a group insurance will be addressed with the help of a certificate number.

6. Product/Action User
The wuser defined in the masters to take action on an eswméekat ed
Entity, the action user will be defined by the Entity.

7. Surveyor
Insurance surveyors, also known as risk surveyors and risk analysts, who conduct surveys and assess the loss at the point of claim.

8. TPA
A third party administrator (TPA) is an organization that processes insurance claims. This can be viewed as "outsourcing” the
administration of the claims processing, since the TPA is performing a task traditionally handled by the company providing the
insurance or the company itself.

9. Grievance
A o6grievance [/ ¢ o mp lcanmunicaionithat expreskes dissatisfaation ahautyan action or lack of action or about
the standard of service / deficiency of service of an insurance company and / or an intermediary representing, the insurance
company.

10. Inquiry
An Oinquiryo6 is defined as aforthe peiroany pupose of aeguesiing information about tha compamyge r
and its services.

11. Request
A 6requestod is defined as any communication from a custaoayner sol i
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4.4 Modules in IGMS
The users having login access to personal dashboards in the IGMS will be Insurers/ Brokers and IRDA.

|l nsurers6 / Broker s o6 folawingbeataresd wi | | Il ncl ude
1. Grievance input form
2. To upload grievances to IGMS portal
3. To view and update status and comments of grievances against them
4. To view | RDA6s comments on grievances against them
5. MIS Reports

| RDAGs Dashboarfdllowngl féatuiesic | ude

To view grievances entered directly through the portal against insurer, unregistered entities and IRDA.

Toviewgrievancesupl oaded / mirrored from the insurer [/ brokerds dat at
To escalate the grievances

To view and update status and comments of grievances

To be able to track and monitor the grievance handling by insurance companies

Detailed MIS Reports

oOuhAWNE

Insurance Call Centre Executives:
1. To attend to calls on grievances and enter the complaints through the IGMS portal and provide the token number to the
complainants.
2. To view status of grievances and inform the complainants accordingly
3. To view the approximate resolution time based on type of complaint and inform complainants accordingly

Policyholders and Others (Agents, TPA, Surveyors, Consumer Organizations)

1. Access to Grievance input form
2. Access to view status of complaints
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5 GRIEVANCE RESOLUTION WORKFLOW

Registration to Resolution i Various stages of a complaint

-

Responds to
complaint

= Satisfactory

Fresh

Complaints Escalated

Does not Escalated
respond to

Follow up with Insurer to re-examine and
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. The policy holder will initiate a NEW complaint and send the complaint details to the respective Entities.
. Policy holder will register a NEW complaint directly into the portal and on successful submission, the status will change to OPEN

. Policy holder will register the complaint with IRDA Grievance Cell and IRDA Grievance Cell will lodge this complaint into the portal
on successful submission, the status will change to OPEN

. These complaints will be downloaded by the entity into their system

. If the Entity accepts the complaint, the status of the complaint will be PENDING.

. Once the complaint is resolved, the status will change from PENDING to RESOLVED

. The complaint with status OPEN, PENDING, RESOLVED and CLOSED will be uploaded to IRDA IGMS by the Entity

. When the complaint is received by the IRDA IGMS system, an IRDA Token Number will be generated and the status will remain
same

. The system automatically escalates the OPEN / PENDING complaints that have been in the system for over a stipulated time to
ESCALATED

10.The policy holder can manually escalate the complaint to IRDA

11.To escalate the complaint to IRDA, the policy holder will be able to search and escalate the complaint on the IRDA IGMS or

escalate the complaints through the IRDA Grievance cell:

a. If the complaint is against a Non-listed company, the complaint will be registered and marked as NON-LISTED

b. If the company exists but complaint is not found, the complaint will be registered and the status of the complaint will be
ESCALATED

c. If the complaint is found and the policy holder escalates the complaint, the status of the complaint will change from
RESOLVED or PENDING to ESCALATED

d. The complaints which are open will be automatically escalated and the status will be changed ESCALATED

e. If the complaint comes from a higher authority like the ministry of finance, the complaint will be escalated with high priority
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flag on it with the status as IRDA ESCALATED
12.The ESCALATED and IRDA ESCALATED complaints will be sent to the respective Entity
13.The Entity will either accept the ESCALATED complaint or send a request to IRDA for closure of complaint

14.1f sent for closure and request accepted by IRDA, the complaint status will change to CLOSED. If the request is rejected, the status
will remain ESCALATED

15.The ESCALATED or IRDA-ESCALATED complaint when accepted by the Entity, the status will change to RE-OPEN
16. Eventually, the RE-OPEN complaint will be resolved and the status will change to RESOLVED

17.1f no action is taken on a RESOLVED complaint for a stipulated time, IRDA/Insurer will close the complaint manually changing the
status to CLOSED

18.1f the complaint is taken to the court, the status would become ON-HOLD.
19.The ON-HOLD status will be marked to CLOSED by the insurance company, if the complaint remains ON-HOLD for a long time.
The insurance company needs to provide a reason on marking the status as CLOSED. If closed, the complaint status will be

CLOSED and the reason for closure will be that the complaint remained on-hold for a long time.

Please refer Annexure for the table explaining this flow.
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6 IGMS PROCESS DETAILS

Following sub sections describe in detail all the processes briefly explained in the previous section, enlisted in the figure below.

1. Complaint Registration 2. Escalate Complaintto
IRDA
7.MIS Reports. 8. Configuration
- Management

6.1 Complaints against Registered Entities

The policy holder will lodge a complaint against the registered entities either directly to the IRDA IGMS, or will send the complaint to IRDA
Grievance Cell or will send the complaint to the respective entity. The policy holder can use different modes of communication (e-
mail/fax/letter/call/insurer website/walk-In) to approach the Entity. As per the complaint product type, the respective department of the
insurer will receive the complaint and initiate the complaint processing. It is mandatory for the Entity to send all the complaints to IRDA.
This could be done on a daily basis or an hourly basis or on a real time basis, as per the convenience of the firm. Once the complaints are
sent to the IRDA IGMS, the firm will process the complaints and when they update any information on the complaint; it will be a mandate
to update the details of the complaint on the IRDA IGMS as well.

Steps included in this module of IRDA IGMS are:

A Policy holder lodges a complaint against registered entities

A Entity will receive and process the complaint

A Entity will send (upload) the complaints to IRDA

A Policy Holder /Insurance company /Broker will update the complaint

Compliance recommendations during this process:
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A All complaints received by the entities should be uploaded to the IRDA IGMS and get the IRDA Token Number
A The IGMS will issue a return file which the firm should download. For successful records, the unique IRDA Token number should be

mapped to internal reference number maintained by the Entity. These entities will make the respective changes as guided by IRDA for
the rejection and upload the file back into the IRDA IGMS
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6.1.1 Lodge a complaint

Lodging a complaint is an activity that will be done by the policy holder. The Policy holder can wither lodge the complaint online or offline.

Policy Holder
lodges a
complaint
through

F Y

h 4

Call center,
Executive of
insurer

‘ Offline Comﬁlaints }

» Voice
Fax

» Email

Letter

h 4

Insurer
IRDA
Intermediaries

‘ Reﬁistration Process ;

/

Web

(Online

Register

| (Select Insurer)

r

Fill in mandatory
IRDA fields and
other fields as
required by
Insurer

.

Resolved cases — Intimate Policyholder

Insurer's
System

IRDA
Grievance
Database

MIS based on
TAT for IRDA
officers

Process at
Insurer (to be
determined by

insurer)
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He has the following 3 options to lodge a complaint:-
1. Enter complaint directly into the IRDA IGMS Portal.
2. Enter compl aint t hr ou ghensynciupwithshe IGRIS porsal. por t al and
3. Send the complaint to IRDA Grievance Cell / Insurer call centre and the call centre personnel at the respective locations will enter

the complaint on the IRDA IGMS portal on behalf of the policy holder.
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6.1.1.1 Enter complaint directly into Portal

One of the ways to lodge the complaint for the policy holder is to visit the IRDA IGMS portal and lodge the complaint. Grievance
registration form shall be in the form questionnaire. Separate interface will be provided to complaint against Intermediaries. The
guestionnaire may be prepared in consultation with an insurance expert. There would a link provided on the portal to the insur er 6 s we b s i
grievance management section. Also, provision for an extensible mechanism for defining criteria to identify duplicate entries should be in
place. Following details need to be captured to lodge the complaint:-
1. The complaint will be lodged against the following set of entities:
a. Insurance Company (TPA /Surveyor /Corporate agents /agents)
b. Brokers

2. Following are the details that need to be provided to lodge a complaint:
a. Policy Number
b. Certificate Number for group insurance
c. Complaint Details (Please refer to the Annexure to view complete classification of complaints. The classification of
complaints is subject to change)
i. Product Type
ii. Functional Area
iii. Complaint Type
iv. Complaint Description
d. Surveyor Code i In case of lodging a complaint against the surveyor (The entered surveyor code is internally validated by
the system. The system is interfaced with an external surveyor code database).
e. Agent Code 1 In case of lodging a complaint against Intermediary (The entered Agent code is internally validated by the
system. The system is interfaced with an external agency licensing portal).
f. User Details
I. Name
ii. Address
iii. Door No./Bldg.Name / Floor
iv. Street/ Area
v. City/Town/Panchayat/Village
vi. Taluk/ Tezhil
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vii. District / Mandal

viii. State

ix. Pin code

X. Email

xi. Telephone number with STD code
xii. Mobile Number
xiii. Fax number with STD code
xiv. Whether an individual or company
xv. Whether Policy holder or claimant
3. On submission of the complaint, IRDA Token number will be generated as per the logic mentioned in the functional overview

section.

4. The complaint status will be NEW and it would be marked for download. Mail will be sent to the product user defined in the entity
hierarchy master with the complaint details and the IRDA token number.

oo

The product user will login to the IRDA IGMS portal and an interface will be provided to download the complaints.
Once downloaded, entity will validate the complaint details and generate the internal reference number for the complaint. Same will

be updated on the IRDA IGMS portal either through single update, bulk upload or APl / Connector.

7. Mail will be sent to policy holder with complaint status, details, IRDA token number and internal reference number.

Field Name Use Type Description / Validations / Data Source
Complaint Against | Mandatory Drop Down Insurance Company (TPA, Surveyor, Agents),
Entity Type Broker, IRDA
Entity Name Mandatory Drop Down The drop down field would contain the entities

as per the entity type selected
Policy Number Mandatory Text To be entered by the policy holder
Certificate Number Mandatory  if | Text To be entered if group insurance
group
insurance
Product Type Mandatory Drop Down To be selected from list of insurance products
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Functional Area Mandatory Drop Down To be populated on the basis of Product Type
selected

Complaint Type Mandatory Drop Down To be populated on the basis of Functional
Area selected

Complaint Sub Type Mandatory Drop Down To be populated on the basis of Complaint
Type selected

Complaint Description | Mandatory Text Area Description of the complaint

First name Mandatory Text First name of the policy holder

Last name Mandatory Text Last name of the policy holder

Communication Postal [ Mandatory Text Area Address of the policy holder

Address

Email Mandatory Text Email address of the policy holder

Mobile Number Mandatory Number Mobile number of the policy holder

6.1.1.2 Send complaint to IRDA Grievance Cell

Policy holder can send the complaint to the IRDA Grievance Cell and the call centre personnel can lodge the complaint on behalf of the
policy holder. The Policy holder can send the complaint to the IRDA Grievance Cell by way of fax, email, letter, walk-in or call. When the
complaint is received by the IRDA Grievance Cell, the IRDA product user can lodge the complaint on the IRDA IGMS Portal on behalf of
the policy holder. The product user is defined in the user creation module below. The procedure to lodge the complaint will be same as
followed in the above section of entering the complaint directly into the portal.
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6.1.1.3 Send complaint to Entity

Policy holder can approach the Entity directly or contact the intermediary to file the complaint. The intermediary on the behalf of the policy
holder will lodge the complaint with the Entity on behalf of the policy holder. The below process of filing the complaint will be an offline
activity carried out at the entity level and not in the purview of the IRDA IGMS.

1. The Entities who will receive the complaint are:

a.
b.

Insurance Company (TPA, Surveyor)
Broker

2. Policy Holder will be using the following mode to lodge a complaint:

a.
. E-mail

b
C.
d.
e
f.

Fax

Letter
Call

.l nsurerd6s website

Walk-in complaints

3. The complaint will be lodged against the following set of entities:

a.

Insurance Company (TPA /Surveyor /Corporate agents/ Agents)

b. Brokers

4. Following are the details that need to be provided to lodge a complaint:
a. Policy Number

b. Certificate Number for group insurance
c. Complaint Details (Please refer to the Annexure to view complete classification of complaints. The classification of

complaints is subject to change)
i. Product Type
ii. Functional Area
iii. Complaint Type
iv. Complaint Description
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. Surveyor Code i In case of lodging a complaint against the surveyor (The entered surveyor code is internally validated by

the system. The system is interfaced with an external surveyor code database).

. Agent Code 1 In case of lodging a complaint against Intermediary (The entered Agent code is internally validated by the

system. The system is interfaced with an external agency licensing portal).

User Details

I.

ii.
iii.
iv.
V.
Vi.
Vii.
Viii.

Xi.
Xil.
Xiii.
Xiv.
XV.

Name

Address

Door No./Bldg.Name / Floor
Street / Area
City/Town/Panchayat/Village
Taluk / Tezhil

District / Mandal

State

Pin code

Email

Telephone number with STD code
Mobile Number

Fax number with STD code
Whether an individual or company
Whether Policy holder or claimant
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6.1.2 Process Complaint

6121 Process at Il nsurance Company |/ Brokersd Office

Process complaint is an offline activity which is carried out by the Entity on receiving the complaint from the policy holder. The
following workflow explains the flow of processing a complaint.

Status =
Token Number Format - Hesn
MM-YY-<running serial no.>
¥ 3 Y
Communicate
Classify th Generate Internal " — the Internal
asSIy e Classify as per Classify as per Reference 5| Accept/Resolve| »  Reference » <
i P g » ; Mark it for Upload
campiait | the product ”| type of complaint Nurnber and "| the Complaints [ nurmber ta the i il
AgAInSLERHLy IRDA Token Policy Holder
Number
h 4 A
Status =

Resolved

1. The complaints will be processed by the Insurance Company (TPA / Surveyor / Agents) or Broker as an offline activity.

2. The Entity will classify the complaint on the basis of the product and functional area. The respective department of the Entity will
receive the complaint and will then work on the complaint.
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3. On receiving the complaint, the Entity will have to generate an Internal Reference Number and IRDA token number. The generation
of IRDA Token Number should be as per the logic shared. Both the numbers will be communicated to the policy holder for further
reference.

4. If the Entity requires additional information to process the complaint, it will contact the policy holder to seek more information.

5. The Entity will be allowed to accept the complaint. On acceptance of the complaint, the Entity will mark the status of the complaint
a SPENDINGO . For all t he cRENMDPNG thenEntdy wil iake hespsctiva actios to resolve the complaints

6. On successful resolution of the complaint, the Entity will mark the status of the Complaint as RESOLVED.

7. All the complaints following the below criteria will be marked for upload
A New Complaints
A Complaints on which any additional information is received from the policy holder

A Complaints on which any additional information is provided by the Insurance Company

6.1.2.2 Process at IRDA
The following actions will be taken against the complaints received by IRDA.

1. Complaints that need to be referred to insurers will be forwarded to insurers.

2. Complaints that need to be referred to brokers will be referred to the respective brokers.

3. Complaints against unregistered entities, there will be a facility to forward such complaints to the respective department for
examination/disposal. It could be the respective technical (life and non-life) and/or legal department.

4. Complaints falling within the purview of the Ombudsman, the complainant will be informed that he could opt to go to the

Insurance Ombudsman.
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5. Complaints which need to be examined /enquired into by IRDA (either by calling for inputs from other departments within IRDA
or by calling for information from another entity /organization) need to be processed differently and the same needs to be

provided for.

In case (1) and (2) above, the scenarios and the actions thereby will be as follows:-

1. Complaints filed for the first time without approaching the insurer /broker will be forwarded to the insurer /broker for action
at their end.

2. Complaints against which the insurer has replied for the first time and policyholder is not satisfied with the response
/comments of the insurer, IRDA will ask insurer to act on their comments and continue to monitor the response from the
insurer.

3. If the policyholder provides additional information on the complaint, the same will be referred to the insurer by IRDA.

4. If no further information is received, the complaint will be closed and the insured will be duly informed.

In case (5) above, IRDA should be able to identify complaints and mark them for enquiry / investigation with inputs from other
departments within IRDA or from any other entity. It should also be able to escalate the complaint internally to senior officials.

These complaints, if registered through IGMS, should not be part of the downloadable complaints for the insurer. IRDA may want to
investigate these complaints without the knowledge of the insurer, initially and subsequently, may transfer the complaint to the

insurer for action.
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6.1.3 Send (Upload) to IRDA

Once the complaint is received by the Entity or if there is any update on an existing complaint, it will be uploaded on the IRDA IGMS. The
complaints against all the Entities will be collected and displayed on the IRDA IGMS. The following diagram explains the workflow in

k 4

r

Communicate
complaint
details along
with IRDA
Token Number

and Internal
Reference
Number to

Policy Holder

b

detail:
Map the
Successful ;
: internal
I???m (?Od: ; records with » complaints
van'c:n!soi:gw:ongle,n ‘RSA Tthe” with IRDA
Surveyor code from URGKEE Token
Surveyor database, Token Number Format - C Number
Internal Reference MM-YY-<running serial no.>
Mumber
Successful
D D records
> Walidate file = . . | Generation of .| Generation of .| Download -
format o Valg:{t:eufdach "] IRDA Token Return File "1 Return File
number Unsuccessful
records
Bulk Upload 2
A
oy Unsuccessful EhanRaa
ent records with >
complaints 5| Login to IRDA . reasons Re-upload
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Single
iy Enter policy = &
details (If group Enter Enter Internal : o | Generation of
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