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Aay farfremr ol frere wiftereen (Carferfturcat & feaY s d@awn) fafram, 2002

1. o e gt wy4/2002. —yifiya, s fafrmae i fasmmm witeto sifafaar, 1999 (1999 %1 41) 61
YT 14 31T ST 26 o @1 uf3a oA SIufaE, 1938 (1938 1 4) FT R 114 FY 99T (2) & @S () g
we st s vEm S gu, S gerer giat ® syt 4 frefafe faftm e e, oo

1. wftge A sl griw-( 1) 34 fafr &1 @iy o st fatrrmes o famm wivwon (afadasl &
fereit = wagon) fafm, 2002 )

(2) fafram 4( 1) =) Srgwt, S ag 1 TeEar, 2002 ® 9 BT, 3 fafTay s 4 yeatem & adta
Taa B 3T S0 avan B9 At 5 s dfgarei e d

(3) A fafm, wivsor gro a0 oo 0Q fadl o= fafaam & afafeg & e o= adil & @g-qe
aiferdiemer| & foq & @eemr & @y I9dy & aq #

(4) 3 fafrgw qut stawmaf, o afvsraisd, s geomafdd s nfadtaet =1 @m 2m
2. ftsmemd -( 1) 39 fafrodt § o aw f& ey 4 e wafem 1@
(o) ' arfufaer & iy sfafTem, 1938 (1938 W1 4) AfaEE R

(@) ‘oferreor 9 sy fafaames v famra wivmon afufam, 1999 (1999 &1 41) R RT3 R
o & A= venfos vy faframges =i fager mivao afaia &,

(1) " aEr" B ] wTE W wferwt stfate 2 S et dvn wifay w5 R ol ome 33 4 B
iR % w9 o E W HAEE W A wores Wb w T F e 22 § wsfem Gl ooy e d
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(%) "'y gEa | U 612 yE AfYa €, S e & wemasnl g fre sifaw w5t e siaret
g STafEa Weft ek e W A o forg v s 2, e R et @ fafreea 301 § wmed @
e foh Shflgm wiianr e =nfeu s1e@n gt o =fe SiR Sifigm wier T &1 gen § weR fFe 9/ 9t
FR B R, Ty ik v sraenfta we § o gud @ g,

wF : 3 fafad & waiem @ fag gl @ s g foe SA a9 Sifas @ freiea @
Heo # qeft HeEl, sTraves SR qETa SRR Ifia €t ot ad ot gate afifera 2,

() **foraror ufsat’’ | S g0 91 39T SR A SH & Gifad shal &1 SR 1S S&a ifuda
? food v fafafeai siafaw &t wifew < e foram, 1939 3 Fram 11 9 aftfa § oik o8 waem =01 fag

w0 Al w18 foafore a1 et o wfimfaa €1 @ e e Y e SarE S Ugel $ TR 3R wwy
T oft, 37 RN 9 wR H gRia A SR w ge fafis s @tk

(=) & Tafradi § vgea 08 wregi il wdi 1, < 577 aftnfra =18t © ferg erfuferam, = shem st fmw

stfufram, 1956 (1956 1 31) A1 AYRY A FREAR (W) fafram, 1972 (1972 %1 57) s
faframe 3fix faera wiftreror stfufram, 1999 (1999 %1 41) a1 sfitw fram, 1949 F wftwifa €, wow: ot
a1ef B S ST SA rfuferert = el 4§ #)

3. forsha 1 |- (1) S fafad 2(2) 4 fodt ama & 2 gu o fodt simn scorea =t faaafore 8§ e
= 1o AR 1 e & s & fava & T &y # FA A oIk 7% < wat ot af, saaret ok vt
e Ofa # T U oI e o & wme § faerfiren 98 vre s 6 591 Seare s o | (@i |fsd)
a1 9T A A el (A ) § 1 IEIE W I ST TS Al USSU 1 S HIFG! &1 o159 & Hay
# Ty &9 § qagmar e ofR fEe ot gwn § oyt ussd @ wefua Witem w1 9 ger sar & Wikam & 30
gt | aifus =& Fm

- S giferst | IS s 1 Tl #1 yhf o wEy yoF wfad) & g stafq o9 o
IS 311 9FT T A7 A1t B 3T AETER Sha sHreht o9+ qeaent | Susiy, snf s |

(2) =TS SHTeRTi, 91 ITHT ATUHT JAa T HeAEd] WIE! sl @) IEEd Fel & oy § |yt aifcs
Wﬁmmﬁa@ﬁﬁ aret shal U4 gatwd wad & fawa # fafqveg w0 § uud & 9, S sus feag §
Al

(3) wrei wret shar fordt dimreral o Sge sifvraal s1gen &t wegad @) gonrg W it w5t 2, 58 @
Hfeq =) fas T4 Q wist thar o) gee A1 =ifgw |

(4) S forelt shruraet weara oiR Heifua swnTsil sl 9Telt shat g10 el S A 98t wedrd 56 & 37 § o6t
Hdl 1 Tk TS Siwfera foman s wnfen for 3@ wew it gearas #1 fawa-awg qofd: e e & i € 8k
7% T 39 yxaifaa wfae & Hee %) ola: 9w foran 7

(5) fasna =1 gfspon & siareeal o1 St Stfasral a1 IS Aegardt
(1) TiferERTor
(i1) SUFTY T 9T 6477 & 2927 Tenfug 9fiwd} aik
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(iii) & AT gk feRta an G, forgen stfireel a1 weaadt a1 i qeaadt e €, g fafe
TR Hfed & STTER FHAE HO7 |

4. 5rH1 = foQ wFa@- (1) W S FeR P HIHE! 1 Bigy, el faaae seR vard fafad v gE 9 v
AR <, Wl Hwedl 8, e w1, AR 9% Sied wRaR & fo @) stgen wrmw wReR @ e ), oeR fee o
% foru yeara %1 fafea e g aife e S =nfen | sl &1 98 #de § f o8 v @iear st
S &% 30 e & witqt S STA 9 61 Y& wed i e wfa 2

(2) HeR AR o ST ¥ W WEl SR SRS ), TE AWl H1 eRftafiEl w fo @ g,y @
gy & 31ei Aqr=rarara Tt H IueTs S 9 |

(3) ot S ] WA % YR Y 4R & fau sfufem ) ur 45 & syasi @ foon frde wra @ st
ST 1 Hell = fere SIHeRT =1 o T@q o fdt yeara Ty § aAfafm ot um 45 F1s1iem yyE ¥R/
Higa B GFH |

(4) @i IR TET HT IHE T fwan S 2, wwi st Aifas steen fafaa w9 1 e seer #)
sfuferfaa s3m it 15 feT 1 orafy & i T § SEET g F3m iR 39 SuS Fa A @ e §
Gftrfea O | el st a8 g Fa1 | 6 wwaraet 1 R aifess s @ fsarn € @ s @ Oel @
for difcrs forddt v & dey 3 ymes 1 faean SHerd € @ 1 97t 30 yaR sifufafea 7@ &) € SHekt &
ey T Wifea w17 &1 9R dmreat |WEm

(5) el Fel yearash e 1 sifufram & FreivHt & a1 wiferst # vl & SR TEtEE %1 wEe Yo B,
TR ST YETeh a1 1 LA SHehT TR SR THA O SR STl shel o1 giaen 1 oy 337 & fag weafea s

(6) ST TS W gA T § 3R &argEE wdarel H O o 39 W Igs avft faftvea sues g fafea
# gforge wwa # St el g0 g ®i uita § 15 57 9 sifess 78 9, wgfaa fee sman)

5. R Frar YRFa-es ATl & T e F1 T B caargden S i & frer w0
imeﬁamwgw@wmaﬁwwmmﬁwuﬁaﬁwrﬁ@mammaﬁ o f
ST gHe S, §qfaa feen S

6. TR AT foeRT S s wiferst | s fean smom- (1) fedt stteq = wiferdt 8 Fafafaa = fawg
T o Sy &

(%) wiferdt 1 wnfad T el AreH 1 T, Sue e ot wd;

(@) T =g el § e w3 ATl § steran 7

(1) el F wrfterd S o1 SR S fF T arm, el e, SR a1 Swghe erEd [,
() T3 AR SR Tt SAeRforeRan, e 3R W A w19y § s dfaw & e e @R

(¥ 7= Nt ¥ 31 T TEet & =i ,
(=) SifEm gy 87 &1 aira iR afigeem st aia @ 06 o, s wEe 997 €
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i

(3) "y Hiftraw, H</a 1 strads, Wiftam & ¥ere & fore s stue tafy, sifgem =1 sifa foeva
T TR, Wiftrm #1 fev (favdt) &1 dem o9 £33 &1 o oit @g @ yeng gedh gea & swiy of;
(3) oiferet & SRy & WA g o 3 Wit foan T
(%) (%) e | wiyg wfet § gofafie #3 (@) gEem (1) svadR ok (9) =5
wferet 61 qAShitad s o forg wiferdt sriamd;
(%) g wiEd ik uget A #) ama, e & fawan # wfmfag 74«1 R srwferwan;
(2) TfrdyH, gaRvE o wifers 1 afayfa w il & foau Suay ofk uF FoF 6 1R Fo &1 @y
THAY =TS ] X AATRl 510 01 e o & wua fafeq w1 st
(3) T\ MR G, T WS, T S 18 favdm wg @1 v
(%) W T, o et gr wifereht & o7efi am  |ede F W T ey 9w e
w1 ¥
(2) <" %A At ) et sifa w0 9 fafmam 6(1) & o1via wrer 30 999 dqreat niad &
YO T BN e a1 4 o 36 uw nfert @ freivet oft vl @ qrfiees w0 @ fore wferd gwmas
wifty %1 @ | 15 B ) arafi ¥ st s s F aren 30t | fed FreivE @ v @ el ¥ @ o ses
A/ Y ST 1 F 24 HW G Tt arqw w1 1 fawe § ol 9o a8 F=r #) srafu & fag swwfus sifew
utfve e ST R W 1 fafhcdia i iR T Yo W ST Sdl & et & 374 @ 3w
Winay % yfeEE & fae gHar g

13) gfe @ wgay et #1 sea 39 fafem & sufafem (2) & ewim w3t & sifafer st
T o1 F i 9T #Y F I R gRE ) g Fh F F eHER A

(4) @ % H 1o, gt g e o w vk w5 g, Sl 9w gt wun e oafad
TS S R B g g S ) Tt R ferar e & | et g # o et S A o e 9 ey
®I AT T8 R T ¥, 9w S 21 W Hea SfuTE e W fa TEmE SO o S8 gerivd vy wien
A

7. R A forra wramor st wifedt § w9 fem smen- (1) fed R s aifast | frafafed 5
faven o woq B -

(%) Fon A T R (A ) SR A e e (R St o el v e & s, <
e o # el fiea

(@) sara dufv a1 fed &1 7o =i,

() wiferedt & arvii frea dufa o fea =t swafeafa o safeafaat i s ¢ aqfaq & 3
ArEd qog off Wy fean smam,

(9) =T Y Hafy,
(%) sMRd o7afy;
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(&) e fore 7w 3R e e fopu o

(®) A 18 fadrafysr = frmer,

() Hea st oi el &t Wi wmmeier & a1eie omian &, ael Wifiem & qemiem & e &1
Ty fohar S,

(31) uiferet & favm, v iR arfear;

(1) Wferdt & 314 q1aT 35 HE H YIS STl & €19 Y ST g hI S arell BHaw;

(a)wwwwa@wﬁwaﬁmﬁmaﬂﬁwuna}mﬁwﬂmaﬂrm
witfearfadl 4 sfmmpsi & sifeepr;

(3) ieret A T areft F1E favg o

(') gAY, HTE, qeaah qex) 1 STIHTT A1 WIHd GRI STAGANT B AR T wiferdt & WEertor &
[SLEERELS

(@) skl 1 98 a1 T8l e Saet & ey @ Tg=A et e e

(v1) q& Wi & [ Wged & =

(q) forit g w61 T Wi, for st uiferatames @ wiferdt =t afd® < fog wim g

(2) 9O sitareal, sitarend 1, wferdt & fTavm 3 3qya 9 ®) IR B B G § sl gro i vt
T et sraenaft AR sl @1 <19 1 wite TAH F § e g @ fera sHeh g ST9ATE S Al whwa
b fewe & gfaa wm ik smafus &9 A gfad s @)

8. Sfter sirar wrferst 1t arera < WK 0 & few whpar- (1) fwet Sta s giferdt § 39 qe gwrEs
& fowy & seq 8, f97eRt aramhl g1 e & el 3 wega v s %Y stde &1 St 3

(2) 1 Site S oY, Tt @y ot wife o2 fry fendllt foeia & T8 ou srrdenel 0l | farmel vispradt
wfafier SRS w1 YR T T WIS UH WY 79 K1 W@ G 15 feq wY Aty & aﬂmmmmqﬁ;
oTST- 42 i |

( 3) Siter wiferet & s1efi= faeft 21 6, A HETA St @ SUfk el Wi Y A @ 30 fa
! aTafy & ot =1 a1 Hed fhan S steen faanfad seven swom qwmf, siei 3 w5 affeafae, s st s
T W ST 1 A Sead ¥, qel o T A s ot she gl @ qen -t i gen | 2 weqg w1 & w
B 9\ A ories T J gl s

(4) ST 1 U 47 % Syas & 1A T 50 SR T S HE @ v Gan # fas a et ) agfea
wETT % fer-gl ROl A waT 76 foen s wehen R, @ Sed el wie el & wE @ e @y ) e
S Tt TR W fefl stwfer Sk o ST Aok a1 o) AN 27 R @A (H BT 7 SR d e A 30
=9 o= | wret) 33650 gom)
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(5) St st 310 e W e H § Sufafaam (4) & sttt 3 9 R S v T 7 o
Y e g ¥, 98 St Sim Fut @S @ WE W I € W & 9 O, s 39 fasda ad %, faad s
SN € 1 i T wan o, sy § wafera S 5@ 2 wiavm st ¥

9. JTOT Sfte it oY wTeer ST TR W T UIHAT- (1) SIS SR A1 Ak, SAh T h1 s
e sHi g 9 ot frdt it = fawa 3 vitenfoefts = TR fowfia v & sffa gam m, s
T ST T i ) G fepel) drg=m i R s s gl R & on AR s w2 T s
& oy # Ty w9 @ AT, I A e | 8 v § el wfe & faaion & fag wdees @t i
) W ¥, T TmHa W gIA F WTE § 72 He B i ) Frgfe ) s )

(2) et svTea waae 0 Tl gt fafafieai 33 F srawed ¥ o el wderen 1 =l @1 9ol weam
wre ¥t drn & wei, qenfrafy, st @ aders starega ) fafe 3 1@ faela & o d§ s 3w, N eE
fruftor § € wera ¥ ) gl wify = frufto & e wifusso gra fafea s w@fea & siefie @wHtwE ST @i
1ot FrgfeRt @ 30 fa & ot st o1 ored Frewal w6 G 2 Sl af sl S aven dwa # @ 5
fdrd 3 T wht 2 e e wrmel =) e aftfafet 8, adae ar a sawt fav i sifest wefa & @,
e ) G & o1t sl @ o R e v & fe i e A 2, we fre o 2 A eleen
v wege & # erot frgfem &t o @ 2¢ W sifus wmg 78 Wy

(3) afg ré s, wderor R ) wifd w7 wra T Foe et fayar o detv F a1qof ¥ o o2 e
&1 Wi H@ gty @ 9% e wum 5 9w et gro ae st o fafafde g8 o sifafe fod
TR Y ) S U i arhy g wae fol # wiw & 15 i & fm R wwmm

o sl g st fdrd aim &) g s sud e < & el | duet uh ar s
(4) w ez A e 6 wifts T, S 1 Wit $ aria @ T e @ il sifafe o wgd

(5) @S s, wenteafa, adgon fidd o sl s fdd =5t wf| w30 T & smfu % o
RATHT 1 <A F G # e y@re A afk s, deeg AR s B dyfaa R S o fw
OO @, wierd & sref fereht < A iR FO @ fafrea w T, afaf, s fod @
Afefrr wd e frdrd =) wifta & 30 & w1 safy & i Hom)

(6) s R SufafEs (5) & gemesfed TATHTE &1 WIS @R S A S R sy e
T o w1 arE O 7 @ e e W o SeE O | UerE i faene & e § Sl 56 5w S ®
TR F S BT A 3 it ad o, e su g 7 w1 Al T man an, sy § wafem g 2
& 2wt atfur €1

10, wiferetumt % widfdm- (1) wenfeafa, S a1 YR HRER HE 916 F1g s, gt weE .
1oy wiferdt ement & Wt fawai ®, 99 o -
(%) wa ¥ wftada sfufafias s,
(@) wiferdt & refis Fon =g e an amfadem 3 wfver= = w3
() e W EEEE W
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(u) wrferet =Y afar frafs W sat, W Sy, o oo of w0 vl 3R faw w1 suefi
I U SHTY ITEAH BT,

(%) el o wdaTd e i wmierst w wfiyfa o s & e s
(=) ferst = 3ol wia S

(®) wiferdl & A F1¥ Yoiehd IR T ; &9 91 Harhy R A dmsnd vt 3 uftad, fadt S
% faia feg ol o fedt @ e wo; i

() g T Woredaa w1 3l Tas i o & faw uferan w ariey, fed dgumm o wia @
gW {57 % e Fedast s om)

11, QTOI-( 1) T Tl & e Rt wema m wieeh @ dey § Cwfers drEd! & gHE #:
sy, st 3f stenaga S @ e A

(2) urferdt urer, afe domerat TE arie wvan € @), feed ufka & stfiedsm o Sl & e
e & faeg =t el 1 agelt & Tel § sEEm e

(3) wierd are TEt qlt SR WRE % O S S g ai g § 3t Wy § U o st of g
s srArE & faem @ Sifew @ gefua ¥ ek o® ierdt gro s fee s Tt i & swgaa frutor  aad
AR

(4) 74 fafraedi & frayst § fedt Sharerat o sioerfirrat o san wered w sl aemrnei @ 3o
wifreRtor 1 Afufaan Sy st fafrme ol faema wivemo afufsan 1999 & o v & o wodt &
foeg wgara: it yura: Sriard smeey 33 3 yad a9 g

A, TMERT, Sree
[ IVTV/ 16172002/
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INSURANCE REGULATORY AND DEVELOPMENT AUTHORITY
NOTIFICATION
New Delhi. the 26th April, 2002

Insurance Regulatory and Development Authority (Protection of Policyholders’ Interests) Regulations, 2002

F. No. IRDA/Regu/4/2002.— [ exercise of the powers conferred by clause (zc) of sub-section (2) of

section 1144 of the Insurance Act, 1938 (4 of 1938) read with sections 14 and 26 of the Insurance
Regulatory and Development Authority Act, 1999 (41 of 1999), the Authority, in consultation with the
Insurance Advisory Committee, hereby makes the following regulations, namely:

Short title and commencement

1.(1) These regulations may be called the Insurance Regulatory and Development Authority (Protection of

Policyholders’ Interests) Regulations, 2002

(2) They shall come into force on the date of their publication in the Official Gazette and shall apply to all
contracts of insurance effected thereafter, except regulation 4(1) which shall come into force on 1*
October, 2002.

(3) These Regulations are in addition to any other regulations made by the Authority, which may, inter
alia, provide for protection of the interest of policyholders.

(4) These Regulations apply to all insurers, insurance agents, insurance intermediaries and policyholders.

Definitions

(a)

2. (1) Intheseregulations, unless the context otherwise requires:

“Act” means the Insurance Act, 1938 (4 0of 1938);

(b) “Authority” means the Insurance Regulatory and Development Authority established under the provisions

(©)
(d)

(e)

of section 3 of the Insurance Regulatory and Development Authority Act, 1999 (41 0f 1999);
“Cover” means an insurance contract whether in the form of a policy or a cover note or a Certificate of
Insurance or any other form prevalent in the industry to evidence the existence of an insurance contract;
“Proposal form™ means a form to be filled in by the proposer for insurance, for furnishing all material
information required by the insurer in respect of a risk, in order to enable the insurer to decide whether
to accept or decline, to undertake the risk, and in the event of acceptance of the risk, to determine the
rates, terms and conditions of a cover to be granted.

Explanation: “Material” for the purpose of these regulations shall mean and include all important,
essential and relevant information in the context of underwriting the risk to be covered by the insurer.
“Prospectus” means a document issued by the insurer or in its behalf to the prospective buyers of
insurance, and should contain such particulars as are mentioned in Rule 11 of Insurance Rules, 1939 and
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-includes a brochure or leaflet serving the purpose. Such a document should also specify the type and
character of riders on the main product indicating the nature of benefits flowing thereupon;

(f) Words and expressions used and not defined in these regulations, but defined in the Act, or the Life
Insprance Corporation Act, 1956, (31 of 1956) or the General Insurance Business (Nationalisation)
Act 1972 (57 of 1972), or the Insurance Regulatory and Development Authority Act, 1999 (41 of
1999) or the Insurance Rules, 1939 shall have the meanings respectively assigned to them in those Acts
or the Rules.

3. Poin of Sale

(1) Notwithstanding anything mentioned in regulation 2(e) above, a prospectus of any insurance product shall
clearly state the scope of benefits, the extent of insurance cover and in an explicit manner explain the warranties,
excep:ions and conditions of the insurance cover and, in case of life insurance, whether the product is participating
(withi-profits) or non-participating (without-profits). The allowable rider or riders on the product shall be
cleacly spelt out with regard to their scope of benefits, and in no case, the premium relatable to all the riders
put together shall exceed 30% of the premium of the main product.

Explanation: The rider or riders attached to a life policy shall bear the nature and character of the main
policy, viz. participating‘ or non-participating and accordingly the life insurer shall make provisions, etc., in its
+ooks.

(2) An insurer or its agent or other intermediary shall provide all material information in respect of a proposed
cover to the prospect to enable the prospect to decide on the best cover that would be in his or her interest.

(33 Where the prospect depends upon the advice of the insurer or his agent or an insurance intermediary, such
aperson must advise the prospect dispassionately.

(4) Where, for any reason, the proposal and other connected papers are not filled by the prospect, a certificate
may be incorporated at the end of proposal form from the prospect that the contents of the form and documents
have been fully explained to him and that he has fully understood the significance of the proposed contract.

(5) In the process of sale, the insurer or its agent or any intermediary shall act according to the code of
conduct prescribed by:

1) the Authority
ii) the Councils that have been established under section 64C of the Act and
i) the recognized professional body or association of which the agent or intermediary or insurance

intermediary is amember.
4. Proposal for insurance
(1) Except in cases of a marine insurance cover, where current market practices do not insist on a written
proposal form, in all cases, a proposal for grant of a cover, either for life business.or for general business, must

be evidenced by a written document. It is the duty of an insurer to furnish to the insured free of charge, within
30 days of the acceptance of a proposal, a copy of the proposal form.

|235 3k reer-2
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(2) Forms and documents used in the grant of cover may, depending upon the circumstances of each &ase. be
made available in languages recognised under the Constitution of India.

(3) Ix filling the form of proposal, the prospect is to be guided by the provisions of Section 45 of the Act. Any
proposal form seeking information for grant of life cover may promineritly state therein the requireménts of
Section 45 of the Act.

{4) Where a proposal form is not used, the insurer shall record the information obtained orally or in wr.ting,
and confirm it within a period of 15 days thereof with the proposer and incorporate the informatiorfin its
cover note or policy. The onus of proof shall rest with the insurer in respect of any information not so
recorded, where the insurer claims that the proposer suppressed any material information or provided mistedding
or false information on any matter material to the grant of a cover.

(5) Wherever the benefit of nomination is available to the proposer, in terms of the Act or the conditions'of
policy, the insurer shall draw the attention of the proposer to it and encourage the prospect to avail the facilitV.

(6) Proposals shall be processed by the insurer with speed and efficiency and all decisions thereot shall be
communicated by it in writing within a reasonable period not exceeding 15 days from receipt of proposals by-
the insurer.

5. Grievance redressal procedure

Every insurer shall have in place proper procedures and effective mechanism to address complaints ana
grievances of policyholders efficiently and with speed and the same along-with the information in respect of
Insurance Ombudsman shall be communicated to the policyholder along-with the policy document and as
maybe fouhd necessary.

6. Matters to be stated in life insurance policy

(1) A hfeinsurance policy shall clearly state:

(a) thename of the plan governing the policy, its terms and conditions;

(b) whether itis participating in profits or not;

(c) the basis of participation in profits such as cash bonus, deferred bonus, simple or compound

, Teversionary bonus;

(d) the benefits payable and the contingencies upon which these are payable and the other terms and
conditions of the insurance contract;

(e) the details of the riders attaching to the main policy;

() the date of commencement of risk and the date of maturity or date(s) on which the benefits are
payable;

(g) thepremiums payable, periodicity of payment, grace period allowed for payment of the premium, the
date the last instalment of premium, the implication of discontinuing the payment of an instalment(s) of
premium and also the provisions of a guaranteed surrender value.

(h) the age at entry and whether the same has been admitted;

(i) the policy requirements for (a) conversion of the policy into paid up policy, (b) surrender (c) non-
forfeiture and (d) revival of lapsed policies;
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(j) contingencies excluded from the scope of the cover, both in respect of the main policy and the riders;

(k) the provisions for nomination, assignment, and loans on security of the policy and a statement that the
rate of interest payable on such loan amount shall be as prescribed by the insurer at the time of taking
the loan;

(1) any special clauses or conditions, such as, first pregnancy clause, suicide clause etc.; and

(m) the address of the insurer to which all communications in respect of the policy shall be sent.

(n) the documents that are normally required to be submitted by a claimant in support of a claim under
the policy.

(2) While acting under regulation 6(1) in forwarding the policy to the insured, the insurer shall inform by the
letter forwarding the policy that he has a period of 15 days from the date of receipt of the policy document to
review the terms and conditions of the policy and where the insured disagrees to any of those terms or
conditions, he has the option to retum the policy stating the reasons for his objection, when he shall be entitlec!
to arefund of the premium paid, subject only to a deduction of a proportionate risk premium for the period on
cover and the expenses incurred by the insurer on medical examination of the proposer and stamp duty
charges.

(3) In respect of a unit linked policy, in addition to the deductions under sub-regulation (2) of this regulation,
the insurer shall also be entitled to repurchase the unit at the price of the units on the date of cancellation.

(4) Inrespect of a cover, where premium charged is dependent on age, the insurer shall ensure that the age is
admitted as far as possible before issuance of the policy document. In case where age has not been admitted
by the time the policy is issued, the insurer shall make efforts to obtain proof of age and admit the same as
soon as possible.

7. Matters to be stated in general insurance policy

(1) A general insurance policy shall clearly state:

(a) the name(s) and address(es) of the insured and of any bank(s) or any other person having financial
Interest in the subject matter of insurance;

(b) full description of the property or interest insured;

(c) the location or locations of the property or interest insured under the policy and, where appropriate,
with respective insured values;

(d) period of Insurance;

(e) sums insured;

(f) perils covered and not covered;

(h) any franchise or deductible applicable;

(i) premium payable and where the premium is provisional subject to adjustment, the basis of nujustment
of premium be stated;

(j) policy terms, conditions and warranties;

J2 s e
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) action to be taken by the insured upon occurrence of a contingency likely to give rise to a claim under
the policy;

1} the obligations of the insured in relation to the subject matter of insurance upon occurrence of an
event givingrise to a claim and the rights of the insurer in the circumstances;
{1} any special conditions attaching to the policy;

¢n} provision for cancellation of the policy on grounds of mis-representation, fraud, non-disclosure of
material facts or non-cooperation of the insured,

;01 the address of the insurer to which all communications in respect of the insurance contract should be
sent;

{p} the details of the riders attaching to the main policy;

133} proforma of any communication the insurer may seek from the policyholders to service the policy.

{21 Cvery insurer shall inform and keep informed periodically the insured on the requirements to be fulfilled by
th~ insured regarding lodging of a claim arising in terms of the policy and the procedures to be followed by him
io engble the insurer to settle a claim early.

8. Claims procedure in respect of a life insurance policy

{1+ Alife insurance policy shall state the primary documents which are normally required to be submitted by
3¢ atmant in support of a claim.

# 2} A\ life insurance company, upon receiving a claim, shall process the claim without delay. Any queries or
7. 1 .rement of additional documents, to the extent possible, shall be raised all at once and not in a piece-meal
¢ ner, within a period of 15 days of the receipt of the claim.

* =¥ A claim under a life policy shall be paid or be disputed giving all the relevant reasons, within 30 days from
‘I date of receipt of all relevant papers and clarifications required. However, where the circumstances of a
¢t i1 warrant an investigation in the opinion of the insurance company, it shall initiate and complete such
i . Zatigation at the earliest. Where in the opinion of the insurance company the circumstances of a claim
W «vunt an investigation, it shall initiate and complete such investigation at the earliest, in any case not later
th-m 6 months from the time of lodging the claim.

(-2 Subject to the provisions of section 47 of the Act, where a claim is ready for payment but the payment
¢ .inot be made due to any reasons of a proper identification of the payee, the life insurer shall hold the
& nount for the benefit of the payee and such an amount shall earn interest at the rate applicable to a savings
I i account with a scheduled bankteffective from 30 days following the submission of all papers and
n:formation).

« %} Where there is a delay on the part of the insurer in processing a claim for a reason other than the one
cevered by sub-regulation (4), the life insurance company shall pay interest on the claim amount at a rate
» Tichis 2% above the bank rate prevalent at the beginning of the financial year in which the claim is reviewed
bvit,
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9. Claim procedure in respect of a general insurance policy

(1) Aninsured or the claimant shall give notice to the insurer of any loss arising under contract of insurance at
the earliest or within such extended time as may be allowed by the insurer. On receipt of such a communication,
a general insurer shall respond immediately and give clear indication to the insured on the procedures that he
should follow. In cases where a surveyor has to be appointed for assessing a loss/ claim, it shall be’so done
within 72 hours of the receipt of intimation from the insured.

(2) Where the insured is unable to fumish all the particulars required by the surveyor or where the surveyor
does not receive the full cooperation of the insured, the insurer or the surveyor as the case may be, shall
inform in writing the insured about the delay that may result in the assessment of the claim. The surveyor shall
be subjected to the code of conduct 1aid down by the Authority while assessing the loss, and shall communicate
his findings to the insurer within 30 days of his appointment with a copy of the report being fumished to the
insured, if he so desires. Where, in special circumstances of the case, either due to its special and complicated
nature, the surveyor shall under intimation to the insured, seek an extension from the insurer for submission of
his report. In no case shall a surveyor take more than six months from the date of his appointment to furnish
his report.

(3) If an insurcr, on the receipt of a survey report, finds that it is incomplete-in any respect, he shall require the
surveyor under intimation to the insured, to furnish an additional report on certain specific issues as may be
required by the insurer. Such a request may be made by the insurer within 15 days of the receipt of the original
survey report,

Provided that the facility of calling for an additional report by the insurer shall not be resorted to more than
once in the case of a claim.

(4) The surveyor on receipt of this communication shall furnish an additional report within three weeks of the
date of receipt of communication from the insurer.

(5) Onreceipt of the survey report or the additional survey report, as the case may be, an insurer shall within
a pertod of 30 days offer a settlement of the claim to the insured. If the insurer, for any reasons to be recorded
in writing and communicated to the insured, decides to reject a claim under the policy, it shall do so within a
period of 30 days from the receipt of the survey report or the additional survey report, as the case may be.

(6) Upon acceptance of an offer of scttlement as stated in sub-regulation (5) by the insured, the payment of
the amount due shall be made within 7 days from the date of acceptance of the offer by the insured. In the
cascs of delay in the payment, the insurer shall be liable to pay interest at a rate which is 2% above the bank
rate prevalent at the beginning of the financial year in which the claim is reviewed by it.

10. Policyholders’ Servicing
(1) Aninsurer carrying on life or general business, as the case may be, shall at all times, respond within 10

days of'the receipt of any communication from its policyholders in all matters, such as:
(a) recording change of address,
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(b) noting a new nomination or change of nomination under a policy;

(c) noting an assignment on the policy;

(d) providing information on the current status of a policy indicating matters, such as, accrued bonus,
surrender value and entitlement to a loan;

(e) processing papers and disbursal of a loan on security of policy;

() issuance of duplicate policy;

(g) 1ssuance of an endorsement under the policy; noting a change of interest or sum assured or perils
insured, financial interest of a bank and other interests; and

(h) guidance on the procedure for registering a claim and early settlement thereof.

11. General

(1) The requirements of disclosure of “material information™ regarding a proposal or policy apply, under these
regulations, both to the insurer and the insured.

(2) The policyholder shall assist the insurer, if the latter so requires, in the prosecution of a proceeding or in the
matter of recovery of claims which the insurer has against third parties.

(3) The policyholder shall furnish all information that is sought from him by the insurer and also any other
information which the insurer considers as having a bearing on the risk to enable the latter to assess properly
the risk sought to be covered by a policy.

(4) Any breaches of the obligations cast on an insurer or insurance agent or insurance intermediary in terms of
these regulations may enable the Authority to initiate action against each or all of them, jointly or severally,
under the Act and/or the Insurance Regulatory and Development Authority Act, 1999.

N.RANGACHARI, Chairman
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