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 I am really happy to present the activities report of the office of the Council for Insurance 
Ombudsmen as well as the detailed complaints disposal report of the Offices of the Insurance 
Ombudsman for the year 2023-24. A year full of productive activities aiming to provide 
resolution leading to better performance and reduced time lag. 

 Our motto for all Insurance Ombudsman Offices last year was 'Clean Slate' aiming for a 
nil/minimum backlog of complaints at the end of the year. Notably, our 9 centres namely 
Ahmedabad, Bhubaneswar, Delhi, Guwahati, Hyderabad, Jaipur, Lucknow, Noida and Patna 
achieved the feat of nil outstanding complaints as on 31.03.2024. Two offices namely 
Bengaluru and Kolkata were very close to achieving the feat.

 During the year, all 17 Insurance Ombudsman centres together received a total 52575 
complaints and disposed of 49705 complaints out of which 12855 were treated as non-
entertainable. Our sustained efforts to reduce non-entertainable complaints and focus on 
resolution by way of Recommendation (Mediation), Award and Withdrawal (RAW) were seen 
bearing fruits as there was over 43% increase in disposal of total complaints as compared to 
the previous year. There was a massive reduction in non-entertainable complaints by 50% in 
the financial year 2023-24 over the previous year. Out of the total 36850 entertainable 
complaints disposed, 15528 complaints were redressed by way of recommendation 
(mediation) which accounts for over 42% of total entertainable complaints disposed. Kudos to 
all the centres. Offices like Delhi, Chandigarh and Bengaluru disposed of over 50% complaints 
by way of recommendation (mediation) which is truly noteworthy. Our combined efforts 
resulted in scintillating performance showing 169.16% increase in the cases resolved by way 
of recommendation (mediation). Further, the mandate of speedy disposal was largely achieved 
as we disposed of nearly 87% of the complaints within 90 days from the date of registration. 

 The year 2023-24 witnessed nearly a total digital transformation in the endeavour of 
handling disposal of complaints in a speedy manner. During the year nearly 40% of complaints 
were registered online and a total 72% of complaints were heard and disposed online.  

 All the awards issued during the year were digitally signed. Digital initiatives such 
as end to end process of award automation, on hold mechanism where the pending cases are 
being followed up at regular intervals up to 45 days through auto mailers were added fillip. To 
ensure data privacy, downloading of awards is restricted only through OTP on the registered 
mobile number of the complainant. In days to come, more initiatives such as real time tracking 
of complaints, auto mailer for hearing of schedule etc are planned. Award automation initiative 
has saved an estimated over two lac papers which is a step to reduce carbon footprint. 

 Like every year, Bima Lokpal day  was celebrated on 11th November across the 
centres with a lot of fervour. Chairperson and Members of the IRDAI Insurance Ombudsman 
Advisory Committee, Member (Actuary), IRDAI blessed the occasion with their gracious 
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presence at Chennai, Hyderabad, Chandigarh, Ahmedabad, Guwahati, Bhubaneswar, 
Bengaluru centres. Press conferences, radio and TV talks, interviews of Insurance 
Ombudsmen, in various print media, media coverage of events and good publicity about 
Insurance Ombudsman redressal mechanism was done through electronic and print media. 
Camp hearings were organised in the respective jurisdictions of Insurance Ombudsman 
centres for quick disposal and for the convenience of the complainants.

 A plethora of publicity measures are taken to create awareness about the IO redressal 
mechanism amongst the general public. An advertisement in English, Hindi and in regional 

thnewspapers was published pan India on Bima Lokpal Day (11  November) to create 
awareness about the Insurance Ombudsman grievance redressal mechanism. A coloured 
advertisement to caution the public about fraudsters was also published. A radio jingle was 
played for the period of two months in Hindi and also in regional languages on All India Radio 
(Prasar Bharati). CIO had also hired 200 screens for the period of three months in tier 2 and tier 
3 cities across India at PVR and INOX multiplexes where the ads (195 slots per day per screen) 
cautioning about fraudsters and also about the IO mechanism were displayed. Feedback 
through google review was also proved to be a very good tool to get the pulse of the 
complainant. Annual report 2023-24 was made accessible through scan and the MD and CEOs 
of all Insurance Companies were requested to share the link for Annual Report with their 
respective customers. This was done with an aim to reach every customer of insurance in turn 
spreading awareness about institution of the Insurance Ombudsman.

 The way forward is to reduce pendency, increase mediation, disposal within three 
months in accordance with the provisions of Rule 17(4) of Insurance Ombudsman Rules 2017 
(amended till date). This year (2024-25) our mission is to spread awareness about the facility of 
online registration of complaints and achieve at least 70% registration of complaints through 
online mode. The agenda for the year is more automation, new features in CMS module, 
revamping of CIO website for easy access to information for the visitors. A summary of 
performance highlights on key areas is annexed.

 I am very much thankful to the esteemed Chairperson and all the members of Council 
for Insurance Ombudsmen, IRDAI, Ministry of Finance, Department of Financial services and 
the members of Insurance Ombudsman Advisory Committee for their valuable guidance and 
support throughout. Last but not the least, my sincere thanks to all Insurance Ombudsmen, all 
staff members across Offices of Insurance Ombudsman and also in the office of the Council for 
Insurance Ombudsmen for their immense contribution in strengthening the Institution of 
Insurance Ombudsman with a mission of speedy redressal of grievances. 

               “Success is no accident. It is hard work,

                Perseverance, learning, studying, sacrice 

  and most of all, love of what you are doing

  or learning to do” - Pele

Satyabrata Nayak
Secretary General (CIO)
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 The Institution of Insurance Ombudsman was created by the Government of 

India under the Redressal of Public Grievances Rules, 1998, (RPG Rules) notified in 

official gazette, on 11th Nov. 1998. The RPG rules have been replaced by Insurance 

Ombudsman Rules, 2017, vide Gazette notification 413 ( E) dated 25.04.2017, under 

which the name of Governing Body of Insurance Council was changed to Executive 

Council of Insurers.

 The Insurance Ombudsman Rules 2017 were amended and the amendments 

were notified vide Gazette notification No 147 (E) Dated 02.03.2021. (and GSR 334 (E) 

dated 18.05.2021) The name of ECOI – Executive Council of Insurers (erstwhile GBIC) 

was changed to Council for Insurance Ombudsmen (CIO) vide the aforesaid 

notification dt. 02.03.2021. The latest amendment to Insurance Ombudsman Rules, 

2017 has been notified vide Gazette Notification No.828 (E) dated 09.11.2023.

 As per the Insurance Ombudsman Rules, 2017 (as amended from time to time)  

Rule 18(2) specifies That the Council for Insurance Ombudsmen on receipt of annual 

reports from all Offices of Insurance Ombudsman, will furnish a report containing a 

general review of the activities of Insurance Ombudsman during the preceding financial 

year and such other information as it may consider necessary to the Central 
th thGovernment and to the I.R.D.A.I after 30  June but before 30  September, every year. 

 The annual reports for the financial year 2023-24 have been received from all 

Offices of the Insurance Ombudsman. A brief of the reports, highlighting their 

observations and suggestions is also reproduced in subsequent pages. 

**************

1. (A) INTRODUCTION
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 1. (A1) TERRITORIAL JURISDICTION OF INSURANCE OMBUDSMEN 
 

 

 

 

Sr. 
No. 

Name of the 
Office 
and Year of 
Inception 

State-wise Area of Jurisdiction 
Current 
Ombudsman & 
Date of joining 

1 
Ahmedabad- 
July, 1999 

State of Gujarat and Union Territories of Dadra 
and Nagar Haveli and Daman and Diu. 

Shri Collu Vikas Rao 

10.10.2022 

2 
Bengaluru-
August, 2014 State of  Karnataka 

Shri Vipin Anand 
21.10.2021 

3 
Bhopal, April  
2000 

States of Madhya Pradesh and Chhattisgarh 
Shri R M Singh 
15.11.2021   

4 
Bhubaneswar-
May, 2000 

State of Odisha
 

Shri Manoj Kumar 
Parida  
12.09.2022 

5 
Chandigarh- 
July, 1999 

States of Punjab, Haryana (excluding 4 districts 
of Haryana viz  Gurugram, Faridabad, Sonepat 
and Bahadurgarh), Himachal Pradesh,  Jammu & 
Kashmir,  Union Territories of  Ladakh and  
Chandigarh 

Shri Atul Jerath 
18.10.2021 
 

6 
Chennai- 
August, 1999 

State of Tamil Nadu and Union Territories- 
Puducherry Town and Karaikal (which are part of 
Union Territory of Puducherry). 

Shri Segar 
Sampathkumar  
12.11.2021 to  
27.09.2023. 
Addl Charge given 
to Shri N Sankaran, 
Insurance 
Ombudsman, 
Hyderabad w.e.f. 
01.10.2023 to 
31.03.2024 

7 
Delhi- July, 
1999  

Delhi and  4 Districts of Haryana viz. Gurugram, 
Faridabad, Sonepat and Bahadurgarh 

 
Smt. Sunita Sharma 
05.12.2022 

8 
Guwahati-       
September, 
1999 

States of Assam, Meghalaya, Manipur, Mizoram, 
Arunachal Pradesh, Nagaland and Tripura.   

Shri Somnath Ghosh   

08.11.2021 

 

9 
Hyderabad- 
August, 1999 

State of  Andhra Pradesh, Telangana and Yanam 
– a part of Union Territory of Puducherry 

Shri N Sankaran 
08.11.2021 
 

10 
Jaipur- October, 
2014 

State of Rajasthan 
Shri R D Sharma 
08.11.2021 
 

11 
Kochi-June, 
2000 

States of Kerala and Union Territory of (a) 
Lakshadweep (b) Mahe- a part of Union Territory 
of Puducherry 

Shri G 
Radhakrishnan 
08.11.2021 

Name of the 
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1. (A1) TERRITORIAL JURISDICTION OF INSURANCE OMBUDSMEN 

12 
Kolkata– 
March, 2000 

States of West Bengal,  Sikkim and Union 
Territories of Andaman  & Nicobar Islands  

Ms. Kiran Sahdev 
06.10.2022 

13 
Lucknow – 
October, 1999 

Districts of Uttar Pradesh 
Lalitpur, Jhansi, Mahoba, Hamirpur, Banda, 
Chitrakoot, Allahabad, Mirzapur, Sonbhadra, 
Fatehpur, Pratapgarh, Jaunpur, Varanasi, 
Gazipur,  Jalaun, Kanpur, Lucknow, Unnao, 
Sitapur, Lakhimpur, Bahraich, Barabanki, 
Raebareli, Sravasti, Gonda, Faizabad, Amethi, 
Kaushambi, Balrampur, Basti, Ambedkarnagar, 
Sultanpur, Maharajganj, Santkabirnagar, 
Azamgarh, Kushinagar, Gorakhpur, Deoria, Mau, 
Ghazipur, Chandauli, Ballia, Sidharthnagar. 

Shri Atul Sahai 
01.09.2022 
 
 

14 
Mumbai- 
November, 
2000 

State of Goa and 
Mumbai Metropolitan Region excluding Areas of 
Navi Mumbai and Thane. 

Shri B S Pandya 
14.10.2021 to 
27.07.2023
Addl. Charge given 
to 1. Shri Somnath 
Ghosh, Insurance 
Ombudsman, 
Guwahati, from 
01.08.2023 to 
31.01.2024 
2. Ms. Susmita 
Mukherjee, Insurance  
Ombudsman, Patna, 
 from 01.02.2024   
31.03.2024

15 
Noida- 
September 
2014 

State of Uttaranchal and the  districts of Uttar 
Pradesh: 
Agra, Aligarh, Bagpat, Bareilly, Bijnor, Budaun, 
Bulandshehar, Etah, Kanooj, Mainpuri, Mathura, 
Meerut, Moradabad, Muzaffarnagar,  Oraiyya,  
Pilibhit, Etawah, Farukkabad, Firozbad, 
Gautambodhanagar, Ghaziabad, Hardoi, 
Shahjahanpur, Hapur, Shamli, Rampur, 
Kashganj, Sambhal, Amroha, Hathras, 
Kanshiramnagar, Saharanpur. 

 
Shri Bimbadhar 
Pradhan 
26.09.2022 
 

16 
Patna- 
September, 
2014 

States of Bihar and Jharkhand 
Ms. Susmita 
Mukherjee  
10.10.2022 

17 
Pune- 
September, 
2014 

State of Maharashtra - Areas of Navi Mumbai 
and Thane but excluding Mumbai Metropolitan. 

Shri Sunil Jain 
05.12.2022 

* A new centre at Thane, Maharashtra has been approved.Expected to be operational soon.
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1. (A2) Activities undertaken in the year 2023-24

Automation is the key to transformation 

 Ø Awards/Recommendations are digitally signed by Insurance Ombudsman

 Ø Auto mailer to complainants/Insurers 

 Ø SMS at every stage of complaint disposal 

 Ø Downloading of awards using registered mobile number 

 Ø Follow up for pending requirements at 15 days interval at two instances 

 Ø Demo video for online registration of complaints

 Ø Online registration and online hearing of complaints

 Ø Availability of Link and scan for downloading annual report 2022-23 

 Ø For the first time, Online, recruitment process for contractual engagement of retired
  officials from Life /Non-Life Insurance Industry (Specialists -Life/Non-Life)

Publicity 

Ø Radio jingle in English, Hindi and in regional language for a period of three months on
  44 stations of Prasar Bharti for 61 days.

 Ø Advertisement on Bima Lokpal Day in 66 English, Hindi and in regional newspapers
th  on Bima Lokpal Day (11  November)

 Ø Publication of Colour advertisement in 66 Hindi, English and regional newspapers
  cautioning public about fraudsters.

 Ø 200 Screen display at PVR and Inox in tier II and III cities depicting beware of fraudsters
  and information about the Insurance Ombudsman redressal mechanism

 Ø Facilitation of distribution of Annual Report for Insurance companies for their selected
  customers. 

 Ø Press Release was issued and published in 66 newspapers 

 Ø All Insurance Ombudsman Centers have utilized the publicity budget for outdoor
  publicity, ads in Metros, press advertisement in local newspapers, radio jingles on local
  cable tv and also on All India Radio.

 Ø Distribution of pamphlets, handbills in regional language to general public disseminating
  information about the Insurance Ombudsman Mechanism. This activity is undertaken by
  all Insurance Ombudsman Centres 

 Ø E banner is provided to all Insurers to be displayed on their website  

Measures for Improvement in Disposal of Complaints

 Ø Daily tracker for all 17 Insurance Ombudsman centers

 Ø Camp Hearings

 Ø Insurers’ meets 

 Ø CMS Training for GROs  
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Premises 
th Ø In the 9  meeting of Council for Insurance Ombudsmen opening of the new centre at

  Thane is approved. The jurisdiction of Thane OIO (to be opened) will be carved out of
  some area of Mumbai and Pune OIO. 

 Ø OIO, Bhopal is shifted to the new premises.

 Ø  OIO, Kochi is shifted to the new premises.

 Ø OIO, Chandigarh is shifted to new premises.

Recruitment

 Ø For the first time, the recruitment of personnel having experience in Life & General
  Insurance (including health Insurance) companies (both public and private sector) on
  contractual basis as specialist in the offices of Insurance Ombudsman Offices was
  carried out online. Specialists are engaged to assist Insurance Ombudsmen. The entire
  exercise was completed in the month of February.

Accounts

 Final Audited report of statutory Audit for CIO & for all the 17 OIOs for the Financial Year
 2023-24 was submitted by the auditor. The statutory Audit was also conducted for
 Consolidated Accounts of CIO & 17 OIOs and the final report was submitted by the
 Auditors on 28.04.2024.
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1. (A3) Bima Lokpal Day Celebration for the year 2023-24

The Institution of Insurance Ombudsman was established under the Redressal of Public Grievances 
Rules 1998 and Insurance Ombudsman was set up after the Government of India passed a 

thNotification dated 11  November 1998 to provide fair solution to Insurance related complaints. To 
popularise the institution of Insurance Ombudsmen a speedy and free of cost mechanism for 

thredressal of insurance related complaints, Bima Lokpal Day is celebrated every year on 11  
thNovember. However this year 11  November being Saturday, the celebration happened on the next 

working day and continued for a couple of days at CIO and 17 Ombudsmen centres with lot of fervour 
and enthusiasm.  

All the 17 OIOs distributed pamphlets /flyers/ Brochures having information about Ombudsman 
forum and its functions. 

Banners/hoardings were displayed at prominent places, various Insurance Company Offices, at 
important locations like Bus Stops, Metro Stations, Railway Stations and Market places to create 
awareness about Insurance ombudsman Forum.

A brief report of activities undertaken by CIO and all 17 centres is reproduced below:-

Council for Insurance Ombudsmen:-

CIO has designed creatives for pamphlets, posters, standees for Insurance Ombudsman
offices for displaying for giving publicity to IO Mechanism.

CIO also arranged to air radio spot in Hindi and also in 10 regional languages on 44 radio stations of 
AIR .These are being aired from 05.11.2023 to 04.01.2024.CIO has also published advertisement on 
Bima Lokpal Day in English , Hindi & in all regional languages in leading pan India newspapers . 

As per the directives of IRDAI, E-banner was provided to all insurance companies to be displayed on 
their respective website during the Bima Lokpal week. CIO also provided creative for banner to be 
displayed at all offices of all insurance companies on a permanent basis for the benefit of the insured 
public.

Ahmedabad :- Dr.Venkat Changavalli (Member IAC & CEO,IIB) was the Chief Guest of the press 
meet on 23.11.2023 wherein Shri C. Vikas Rao, Insurance Ombudsman, Ahmedabad shared 
performance of the centre with the media. An interactive session with the representatives of various 
insurance companies was conducted where the Ombudsman expressed his views on speedy 
resolution of complaints by way of mediation. Interview of Secretary, OIO-Ahmedabad was aired on 
Akashwani  Ahmedabad & FM 96.7

Bengaluru:- Shri.P.K.Arora, Member (Actuary), IRDAI was invited as Chief Guest of the event. 
Shri.Vipin Anand, Insurance Ombudsman, Bengaluru made a presentation on the functioning & 
performance of the centre in an interactive session with the representatives of the Insurers, Insurance 
Intermediaries, Policyholders & Media persons on 24.11.2023. The entire event was covered by Raj 
TV.

Bhopal :- Shri Sivakumar Bose, Banking Ombudsman, RBI was the Chief Guest and Shri Kamaljeet 
Sahay, Ex.Chairman, Star Union Dai-Ichi, was the Special Invitee for an interactive meet with 
representatives of various insurance companies on 13.11.2023. A press meet was also arranged on 
the same day which was  well attended by media representatives. Insurance Ombudsman Shri R M 
Singh also interacted with media. The Press Release of the same was published in the Newspaper 
and the event was telecast by the New World News Channel.

Bhubaneswar:- Shri B P Acharya, IAS (R), Chairperson IRDAI Advisory Committee who was the 
Special Guest of the event, highlighted the recent initiatives undertaken by IRDAI and CIO, also 
stressed upon the role of all the OIOs in his speech. 

A press meet on 13.11.2023 was well attended by major print media of the State such as The Samaj, 
Dharitri, Sambad, Pragatibadi, Prameya and also the electronic media channels such as 
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Doordarshan, OTV, Kanak TV, Kalinga News, ARGUS News, MBC TV. The Interview of the  
Insurance Ombudsman Shri Manoj Kumar Parida was published in local newspaper.

Chandigarh :- Mr. Shatrunjay Rawat, Member, IRDAI Insurance Ombudsman Advisory committee 
chaired the insurers' meet on 13.11.2023. He emphasized on committee's commitment in enhancing 
the efficiency & effectiveness of the Insurance Ombudsman redressal  Shri Atul Jerath, machinery
Insurance Ombudsman, Chandigarh arranged a special campaign which was attended by 
complainants, representatives of Insurance Companies for resolution of complaints through 
mediations. 44 complaints were heard and awards were handed over on the spot. An interview with 
the Ombudsman was telecast on Doordarshan –Punjabi & Doordarshan –Haryanain.

Chennai:- Shri B P Acharya, IAS (R) Chairperson, Insurance Ombudsman Advisory Committee of 
IRDAI was  the Chief Guest of the event held on 17.11.2023. In his key note address, he reiterated the 
need to create  awareness among the policyholders about the Insurance Ombudsman mechanism. 
Shri Satyajit Tripathy, Chairman & Managing Director, UIIC Ltd, Chennai and Shri. Anand Roy, MD & 
CEO of Star Health and Allied Insurance Co Ltd, Chennai also addressed the gathering. Shri N 
Sankaran, Insurance Ombudsman (Addl. charge), Chennai briefed about the grievance redressal 
mechanism of Insurance Ombudsman and its effectiveness in resolving the complaints. This event 
was telecast on Doordarshan, Chennai.

Delhi:- Smt.Sunita Sharma, Insurance Ombudsman, Delhi in the press meet on 13.11.2023    
appealed to complainants and representatives of Insurance Companies to cooperate and follow the 
path of mediation for amicable settlement. Delhi OIO ran a radio campaign which was broadcast in 
the entire Delhi NCR region on Radio City to create awareness about the Insurance Ombudsman 
platform and to caution general public about fraudulent calls in the name of CIO/IRDAI. Bima Lokpal 
Diwas message was displayed in Delhi Metro.

Guwahati :- Prof Bejon Kumar Misra, Member, IRDAI Insurance Ombudsman Advisory Committee, 
was the keynote speaker for the Bima Lokpal Day celebration at OIO-Guwahati. He highlighted the 
performance of Guwahati Centre. He mentioned the importance of the role of Insurance Ombudsman 
for driving customer centric initiatives. He also emphasised on holding seminars and camps for 
creating awareness among the people regarding insurance. The Insurance Ombudsman, Shri 
Somnath Ghosh narrated the initiatives taken by the Centre for speedy, fast, transparent and 
economic services to the policyholders. The officials of OIO-Guwahati staged a play 'Nyay Aur 
Samadhan' to showcase the entire process of lodgement of complaint. DD Assam conducted an 
interview of the Insurance Ombudsman, Shri Somnath Ghosh in programme titled ‘Insurance 
Ombudsman - A  Discussion’.

Hyderabad:- Shri B. P. Acharya, IAS (R), Chairperson, Insurance Ombudsmen Advisory Committee, 
IRDAI was the Chief Guest and Shri L.K. Sham Sunder, Zonal Manager, LIC of India, SCZO was the 
guest of honour for the event on 14.11.2023. The Chief Guest Shri B. P. Acharya emphasised on 
creating awareness about the institution of Insurance Ombudsman mechanism & also about IRDAI's 
initiative Bima Bharosa. Shri N. Sankaran, Insurance Ombudsman, Hyderabad emphasized the 
significance of Mediation as an effective tool for resolving grievances in an amicable way. The 
function received a wide coverage in the print as well as electronic media.

Jaipur:- Mr. Hemant Bhargava, retired Managing Director LIC of India, was the Chief Guest of a meet 
with representative of various insurance companies on 20.11.2023. He narrated the importance of 
Insurance Ombudsman office and emphasized on the fact that the IO Mechanism is totally free of cost 
He has described the IO mechanism as 'No Vakeel , no appeal'.( No Lawyer, No appeal). Shri R D 
Sharma, Insurance Ombudsman, Jaipur briefed a press meet on 29.11.2023 about various aspects 
of complaint resolution process .

Kochi :- Smt. S. Preetha, Deputy General Manager, New India Assurance Co. Ltd. addressed an  
interactive meet held on 23.11.2023. Shri Girish Radhakrishnan, Insurance Ombudsman, Kochi 
emphasised on resolution of complaints through mediation and sought co-operation from Insurers. 
Interview of the Ombudsman was telecast on ACV TV and also was broadcast on Red FM and in 
Kochi FM. An advertisement was given in Kochi Metro both as Poster and LCD Display.
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Kolkata:- Ms.Kiran Sahdev, Insurance Ombudsman, Kolkata in an interactive meet with the Nodal 
Officers conducted on 20.11.2023, spoke about the timely submission of SCN (Self Contained Note) 
with proper mention of policy clause, exclusions, applicable rules & regulations by the Insurance 
Companies well before the hearing of complaint for smooth disposal of complaints. In the press meet 
the Ombudsman talked about the need of spreading awareness about Insurance Ombudsman  
Complaint redressal mechanism  in remote areas with the help of media. 

Lucknow:- Hon'ble Justice Dr. Devendra Kumar Arora, Chairperson , UP Real Estate Appellate 
Tribunal was the Guest of Honour for an Insurers' meet organised on 16.11.2023. This event was 
widely covered by many leading newspapers & news channels. Shri Atul Sahai, Insurance 
Ombudsman, Lucknow  briefed the functioning of the  Ombudsman Office in helping the policy 
holders for providing solutions to the grievances in a press Conference. This event was covered by 
many leading print & electronic media houses. An advertisement scroller was run at a local TV News 
Channel Bharat Samachar. 

Mumbai:- Shri Bharatkumar Pandya, Member, National Consumer Disputes Redressal Commission 
as the Chief Guest, Shri Inderjeet Singh, Secretary General, General Insurance Council as Guest of 
Honour and  Shri B. P. Acharya, Chairperson, IRDAI Advisory Committee as Keynote Speaker were 
invited for an  online interactive session on 22.11.2023 which was well attended by representatives of 
the insurers and the policyholders. Shri Satyabrata Nayak, the Secretary General, CIO also attended 
the session online, Shri. Somnath Ghosh Insurance Ombudsman (Addl. charge), Mumbai 
highlighted important issues such as  mis selling of policies, porting of health insurance policy etc. 
This event was covered by Sahyadri channel of Doordarshan (Marathi). An interview of the Insurance 
Ombudsman Shri. Somnath Ghosh was published in Money Control and a talk was telecast on 
channel  'Zee 24 taas' .

Noida :- Shri. Bimbadhar Pradhan, Insurance Ombudsman, Noida expressed his views & concerns 
regarding the complaint disposal mechanism in an interactive conference on 14.11.2023 which was 
well attended by representatives of various insurance companies, media representatives & policy 
holders. He also appealed to enhance the cooperation & strengthen the bond between the 
Ombudsman Office & Insurance companies. Radio jingle was aired on Akashwani- AIR 16.11.2023. A 
meet with Media personnel was arranged to create awareness of the Insurance Ombudsman 
Mechanism.

Patna:- Smt. Susmita Mukherjee, Insurance Ombudsman, Patna participated in a live session which 
was telecast on ‘DD-Bihar’ and also in a chat show as how to enhance the cooperation  & strengthen 
the bond between Insurance Ombudsman Office & insurance companies was broadcast on ‘AIR, 
Patna’. An interaction with local TV  channel  ‘Aab Tak’ was uploaded on You Tube. A press meet was 
arranged on 15.11.2023 which was well attended by print & digital media personnel. Interactive 
meetings were organized with representatives of Insurance companies in which Insurance 
Ombudsman discussed about educating the policy holders about the limitation clause, medical 
evidence, terms & of the policy before repudiating any claim. 

Pune:- Dr. Tarun Agarwal, Director NIA, Pune, was the Chief Guest for an interactive session 
arranged on 17.11.2023 with representatives of insurance companies and policy holders 
emphasized on the role of Insurance Ombudsmen in the complaint redressal mechanism & 
possibility of the insurance market expansion. Shri. Sunil Jain ,Insurance Ombudsman, Pune 
emphasised on the relevance of Bima Lokpal Day. He urged the representatives of the Insurance 
companies to come up with customer centric products, more sensitive approach towards consumer 
complaints. An audio clip of 'Insurance Ombudsman Forum Awareness' in Hindi was played for one 
day, in eight spots in 23 State Transport Bus stations situated in the jurisdiction of the OIO, Pune.  

Secretary General 

(CIO)
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AHMEDABAD

BHOPAL

CHANDIGARH

BENGALURU

BHUBANESWAR

Glimpses of Bima Lokpal Day Celebrations
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CHENNAI

GUWAHATI

DELHI

HYDERABAD

Glimpses of Bima Lokpal Day Celebrations
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KOCHI

KOLKATA

JAIPUR

LUCKNOW

Glimpses of Bima Lokpal Day Celebrations
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NOIDA

PATNA

PUNE

MUMBAI

Glimpses of Bima Lokpal Day Celebrations
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1. (A4)  Digital Initiatives by CIO

| Major online facilities available on  our website www.cioins.co.in

| Registration of complaint online using mobile number

| All awards are digitally signed by Insurance Ombudsman 

| Tracking of complaint using registered mobile number 

| SMS at every stage of complaint disposal

| Three reminder automailers for cases pending for requirements 

| Auto mailers for Award/Recommendation

| A facility for a complainant to view and download Award given by
 Insurance Ombudsman using registered mobile number 

| Addresses juisdiction and contact details and contact details of all
 17 Insurance Ombudsman offices

| Details of Grievance Redressal Officers of all Insurance
 Companies

| Educational video about lodging complaint online

| Chatbot 'Bima Lokpal Mitra' to resolve common queries

| Frequently asked questions (FAQs)

| Insurance Ombudsman Rules 2017 (amended till date)

| Annual Reports

| E-forms for complainant & for Insurance Company

13
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Publicity Drive 
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 All the Offices of the Insurance Ombudsman have submitted their audited Trial 

Balances as at 31.03.2024. M/s L.S.Nalwaya & Co. Chartered Accountants, Mumbai 

who have been appointed as External Auditors for conducting the audit of Office of CIO 

(stand-alone) and consolidated accounts of Office of CIO and all 17 Offices of the 

Insurance Ombudsman for the financial year 2023-24. They have completed their Audit 

and signed the Accounts on 25.04.2024.

 Consolidation of Final Accounts at CIO for all the Offices of the Insurance   

Ombudsman and Office of the CIO was done through “Tally-ERP 9” Package where 

consolidated statements of accounts were generated automatically without error.  

The method of funding implemented from 01.04.2015 is that the amount 

towards expenses of Council for Insurance Ombudsmen and all Offices of Insurance 

Ombudsman is collected in advance from the member companies, in the beginning of 

the financial year, as provided by Life Insurance Council and General Insurance 

Council based on the provisional market share pertaining to previous financial year and 

paid-up capital (whichever is more). Later the amount gets adjusted as per actual 

share.

A copy of the consolidated Audit Report of the Office of the Council for Insurance 

Ombudsmen and the 17 Offices of the Insurance Ombudsman along with the Income 

and Expenditure Account, Schedule of Fixed Assets and Balance Sheet as at 

31.03.2024 are annexed herewith. 

2. (B) ACCOUNTS
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OFFICE OF THE COUNCIL FOR INSURANCE OMBUDSMEN & 17 Offices of Insurance Ombudsman
Consolidated Income & Expenditure Account for the year ended 31st March, 2024

( Amount in INR)

A/C 

Code 

 Descrip�on (Expense Code)  Year ended 

31.03.2024 

 Year ended 

31.03.2023 

A/C 

Code 

 Descrip�on (Income Code)  Year ended 

31.03.2024 

 Year ended 31.03.2023 

401 Basic Salary to Omb. 4,25,26,244.00 4,43,67,806.00 501 Sundry Receipts 86,054.12 1,21,345.80

402 Dearness Allowance 1,98,93,150.00 1,67,63,491.00 502 Reversal of Excess Provisions 60,424.00 63,254.00

406 Basic Salary to Others 15,84,07,795.27 19,63,24,313.00 503 Payment received under RTI 2,020.00 3,188.00

407 Special Pay to Others 77,66,692.56 80,21,667.27 597 Pension From Previous Employer (Basic) 44,30,526.00 78,77,979.00

408 D.A. to Others 8,54,57,264.48 7,05,64,869.19 598 Recovery of Pension (DA) From Prev. Employer 19,61,615.00 29,81,243.00

409 HRA to Others 1,08,83,961.99 1,00,17,590.62 599 PROFIT ON SALE OF FIXED ASSETS 3,87,875.00 87,780.10

410 CCA to Others 25,42,619.65 24,00,880.49

411 FPA to Others 24,32,957.63 22,87,634.33 Exess of Expenditure over Income 60,62,10,284.52 57,49,43,866.07

412 Conveyance to Others 22,91,850.30 23,07,203.75

413 Deputa�on Allowance to Others 3,01,61,655.66 2,82,01,003.33

416 Qualifica�on Pay to Others 13,77,309.84 13,66,679.38

417 Other Allow. to Others 1,20,578.00 1,72,563.00

419 PLLI 19,853.00 -

420 Employer's Contribu�on to Pension 1,55,24,727.83 1,47,15,817.88

421 Employer's Contri. to PF 10,75,570.00 8,61,014.87

422 Employer's Contribn to Gratuity 1,25,79,210.99 1,17,99,154.61

423 Employer's Contribu�on to Mediclaim 29,72,812.20 20,06,376.42

424 Employer's Contribu�on to GSLI 98,115.54 1,14,737.07

425 Leave Encashment to Omb. 36,90,143.00

             

33,20,244.00

             

426 Travelling Expenses on Tour 19,05,262.30

             

11,24,908.00

             

427 Transfer T E 16,58,742.00

             

16,04,855.00

             

428 L T C Expenses 23,39,167.70

             

22,76,249.00

             

429 Motor Car Expenses 19,82,035.72

             

20,10,503.49

             

430 Auditors Fees 4,52,520.00

               

4,38,462.00

               

431 Law Charges 3,53,555.00

               

1,41,998.00

               

432 Prin�ng & Sta�onery 36,41,717.55 35,29,360.25

433 Postage,Revenue Stamps 28,84,810.34 28,52,359.28

434 Bank Charges 3,605.74 7,487.54

435 Telephone Charges 11,00,835.77 11,53,110.75

436 Electricity Charges 50,84,218.62             47,40,033.71             437 Carriage & Freight 2,69,773.00

               
2,49,439.76

               
438 Repairs & Mainenance 7,02,700.00

               

7,72,677.54

               

439 Staff Ameni�es 1,18,29,244.64

          

1,22,67,235.28

          

440 Lumpsum Medical Benefit 31,81,051.67

             

28,01,755.78

             

441 All Insurance Premiums 2,28,954.17

               

2,33,419.83

               

442 Entertainment Expenses 8,76,631.55

               

8,93,027.30

               

443 Contractual Payments Other Than AMC 2,48,68,486.68

          

2,16,49,262.03

          

444 AMC Payments 63,67,205.16

             

30,80,847.04

             

445 Office Upkeep 6,57,988.24

               

7,89,522.66

               

446 Subscrip�on to Newspaper 2,96,213.00

               

2,74,932.00

               

447 Conference Expenses 12,49,960.10

             

11,29,748.25

             

448 Training Fees 7,75,260.00

               

12,59,335.00

             

449 Consultancy Fees 5,62,431.00

               

15,29,727.16

             

450 Rent,Rates & Taxes 6,00,06,095.45

          

5,11,40,667.06

          

451 Deprecia�on 73,67,935.84

             

62,88,014.64

             

452 PR & Publicity 1,34,26,209.85

          

24,81,213.14

             

453 Other Misc.Expenses 4,94,746.88

               

5,86,510.54

               

454 Shi�ing Expenses 4,33,532.00

               

-

                            

455 Infrstructure & Renova�on Cost 27,18,636.00 -

456 Expenses on (External) Commi�ees 1,51,509.30 19,75,402.30

457 Sundry Office Equipment<Rs.5000/- 4,35,850.36 8,41,937.15

460 S R A/c 54.01 94.45

461 Library Expenses 23,221.50 20,991.50

462 Fixed Allowance 1,41,75,415.00 1,47,89,270.00

466 GST GOOD & SERVICE TAX 10,10,629.44 -

467 Reimbursement to Employer for IT Paid on Perks 8,12,335.00 12,32,325.00

468 Paymeent to Sepcialist 3,72,64,325.93 2,41,11,790.00

469 Incidental Charges Online Hearing 28,320.00 47,200.00

470 HFL Subsidy Reimbursement 2,05,226.99 1,29,659.33

471 Bima Lokpal Day 14,73,691.20 -

499 Loss on Sale of Fixed Assets 16,182.00 10,278.00

61,31,38,798.64 58,60,78,655.97 Total (In Rs) 61,31,38,798.64 58,60,78,655.97

Notes to Accounts as per Schedule 'B' annexed

As per our Report of even date

For L.S. Nalwaya & Company

Chartered Accountants

FRN: 115645W

CA. Dhanisha Jain AO

Partner

MRN: 471877

UDIN:

Place Mumbai

Date: 25.04.2024

Total (In Rs)

Secretary Secretary General 

(CIO) (CIO)
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2. (C)  COMPLAINT ANALYSIS

Complaints Sta�s�cs have been generated through the CMS. 
The following consolidated statements as at 31.03.2024 are a�ached herewith:

StatementSR.
No.

Description

1 Complaints Disposal (Summary - Life, General & Health Insurance) LIGIHI

2 Complaints Disposal (Centre Wise Life Insurance) L2

3 Complaints Disposal (Centre Wise General Insurance) G2

4 Complaints Disposal (Centre Wise Health Insurance) H2

5 Complaints Disposal (Company Wise Life Insurance) L3

6 Complaints Disposal (Company Wise General Insurance) G3

7 Complaints Disposal (Company Wise Health Insurance) H3

8 Details of Awards & Recommendation in favour of Complainants-Amount Wise 
 (Centre Wise- Life, General & Health Insurance) L4G4H4

9 Details of Awards & Recommendation in favour of Complainants - Amount Wise 
 (Company Wise Analysis - Life Insurance) L5

10 Details of Awards & Recommendation in favour of Complainants - Amount Wise 
 (Company Wise Analysis - General Insurance) G5

11 Details of Awards & Recommendation in favour of Complainants - Amount wise
 (Company Wise Analysis - Health Insurance) H5

12 Nature wise classification of complains received
 (Centre Wise-Life, General & Health Insurance) L7G7H7

13 Nature Wise Classification of complaints received 
 (Centre wise-Life Insurance)  L8

14 Nature wise Classification of complaints received 
 (Centre wise-General Insurance) G8

15 Nature wise Classification of complaints received 
 (Centre wise-Health Insurance) H8

16 Nature wise Classification of Complaints received 
 (Company wise analysis - Life Insurance) L9

17 Nature wise classification of complaints received 
 (Company wise analysis General Insurance) G9

18 Nature wise classification of complaints received 
 (Company wise analysis - Health Insurance) H9

19 Complaints received trend (Sector wise & Stream wise) GRAPH

20 Streamwise comparison of complaints received GRAPH

21 Complaints settled through Mediation (Centre wise & Year wise) GRAPH

22 Stream wise comparision of Complaints Received 
 (Life, General & Health Insurance) GRAPH

23 Streamwise ,Sector wise  comparison of complaints received 
 (Life, General & Health Insurance) GRAPH

24 Comparison of online & offline statastics of hearing GRAPH

25 Complaints settled through Mediation (Centre wise & Year wise) GRAPH
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OFFICE OF THE COUNCIL FOR INSURANCE OMBUDSMEN
Recommendation and Awards ( Company wise) in favour of complainant 

for the period 01.04.2023 to 31.03.2024 
STATEMENT H5

HEALTH INSURANCE 

Number Amount Number Amount   Number Amount

Aegon Life Ins.Co.Ltd. 0 0 0 0 0 0
ACKO GENERAL INSURANCE CO. LTD 6 18.05 4 7.47 10 25.52
Aditya Birla Health Insurance Company Limited 461 443.09 239 235.38 700 678.47
Aditya Birla Sun Life Insurance Co. Ltd. 0 0 1 0.13 1 0.13
Ageas Federal Life Ins.Co.Ltd. 0 0 0 0 0 0
Agriculture Insurance Company of India Ltd. 0 0 0 0 0 0
Aviva Life Ins. Co. India Pvt. Ltd. 0 0 0 0 0 0
Bajaj Allianz General Insc Co. Ltd., 122 86.12 78 95.32 200 181.44
Bajaj Allianz Life Insurance Co. Ltd. 0 0 1 0 1 0
Bharti AXA General Insurance Co.Ltd. 1 0 2 0.29 3 0.29
Bharti AXA Life Ins. Co. Ltd. 0 0 0 0 0 0
Canara HSBC Oriental Bank of Commerce Life Ins. Co. Ltd. 0 0 0 0 0 0
Care Health Ins. Ltd. 1111 1250.71 576 761.57 1687 2012.28
CHNHB ASSOCIATION 0 0 0 0 0 0
Cholamandalam MS Gen. Insu.Co. Ltd 69 51.06 144 140.64 213 191.7
Edelweiss Tokio Life Ins. Co. Ltd. 0 0 0 0 0 0
Exide Life Insurance Company Ltd. 0 0 1 16.06 1 16.06
Export Credit Guarantee Corporation of India Ltd. 0 0 0 0 0 0
Future Generali India Insurance Co. Ltd. 33 26.16 34 27.76 67 53.92
Future Generali India Life Ins. Co. Ltd. 0 0 2 0.65 2 0.65
GODIGIT General Insurance Co. Ltd 32 12.12 35 23.42 67 35.54
HDFC ERGO General Insurance Company Ltd. 309 330.05 256 318.09 565 648.14
HDFC Life Insurance Co. Ltd. 0 0 0 0 0 0

ICICI LOMBARD GENERAL INSURANCE CO.LTD. 176 129.54 148 159.99 324 289.53
ICICI Prudential Life Insurance Co. Ltd. 3 1 1 0.94 4 1.94
IFFCO-TOKIO Genl. Insc. Co. Ltd. 34 18.13 109 85.9 143 104.03
IndiaFirst Life Insurance Co. Ltd., 0 0 0 0 0 0
Kotak Mahindra General Insurance Company Limited 8 4.55 5 7.2 13 11.75
Kotak Mahindra Life Insurance Company 0 0 0 0 0 0
L&T GENERAL INSURANCE CO.LTD. 0 0 0 0 0 0
Liberty Gen. Ins.Co.Ltd 8 1.71 5 10.72 13 12.43
LIC of India 13 9.21 13 13.86 26 23.07
Magma HDI General Insurance Co. Ltd. 3 7.15 3 0.55 6 7.7
Manipal Cigna Health Insurance Company Limited 170 218.89 132 137.55 302 356.44
Max Life insurance Co. Ltd. 0 0 0 0 0 0
National Insurance Co. Ltd. 328 148.2 687 391.98 1015 540.18
NAVI GENERAL INSURANCE LTD 9 1.26 34 13.64 43 14.9
NIVA BUPA HEALTH INSURANCE CO.LTD 1060 1231.16 237 423.57 1297 1654.73
PNB Metlife India Ins. Co. P. Ltd. 0 0 1 3.37 1 3.37
Pramerica Life Ins.Co.Ltd. 0 0 0 0 0 0
Raheja QBE Gerneral Insurance Co. Ltd. 1 0 4 0.18 5 0.18
Reliance General Insurance Co. Ltd. 113 86.73 106 115.8 219 202.53
Reliance Nippon Life Insurance Co. Ltd. 0 0 0 0 0 0
Royal Sundaram General Insurance Company Limited 12 1.95 20 11.93 32 13.88
Sahara India Life Ins. Co. Ltd 0 0 0 0 0 0

SBI General Insurance Co. Ltd 38 44.4 58 90.36 96 134.76
SBI Life Insurance Co. Ltd. 0 0 1 24.11 1 24.11
Shriram General Insurance Co. Ltd. 1 0 0 0 1 0
Shriram Life Ins. Co. Ltd. 0 0 0 0 0 0
Star Health and Allied Ins. Co. Ltd. 5477 4330.29 2029 1723.89 7506 6054.18
Star Union Dai-ichi-Life Ins. Co. 0 0 0 0 0 0
Tata AIA Life Insurance Co. Ltd. 0 0 0 0 0 0
Tata AIG General Insurance Co.Ltd. 137 192.25 149 154.53 286 346.78
The New India Assurance Co. Ltd. 144 91.87 386 332.38 530 424.25
The Oriental Insurance Co. Ltd. 134 82.55 403 287.04 537 369.59
United India Insurance Co. Ltd. 81 68.75 233 166.13 314 234.88
Universal Sompo Gen. Insu. Co. Ltd. 38 29.9 94 92.65 132 122.55
Zuno General Insurance Limited 3 0.68 2 0.21 5 0.89

Total 10135 8917.53 6233 5875.26 16368 14792.79

(amt in Lacs)

Name of  Insurer RECOMMENDATIONS AWARDS
RECOMMENDATIONS & 

AWARDS
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1. Timely submission of SCN (Self contained Note), with relevant information pertaining to the

 complainant is required.  This will assist in taking timely decisions by Ombudsman.

2. While appearing for hearing it is suggested  that senior level officers, who have a better

 understanding about claim settlement,  should represent the company, so that they can

 apply their experience and knowledge while representing their case. 

3. Standard Operating Procedure may be formulated for preparation fo Self Contained Note,

 Mediation / settlement, timelines for submitting SCN, compliance of awards by Insurance

 companies.

4. Training of officers posted in Insurance Ombudsman centres may be conducted

LIFE 

v Majority of complaints in the Life sector were reported and received under 13(1)(d) –

 Misrepresentation of policy terms and conditions at any time in the policy document or policy

 contract). This accounts for 59% of the total entertainable complaints disposed during the

 year.

v In Life insurance, the Free Look Period of 15 days and the mechanism of Verification Call

 should be effectively implemented so as to reduce mis selling and disputes arising out of mis

 sold policies

v The Agents should be trained periodically and should possess thorough knowledge about

 the products offered to the policyholders.

v Fair and transparent dealings should be the basis of policies sold through the following

 alternate channels to avoid mis selling of life insurance policies :

 a. Bancassurance

 b. Life or Accident covers purchased concurrently with Loans

 c. Group Insurance Policies purchased by account holders of banks

 d. Where banks acts as intermediary for the Insurance wing of the Group company

 e. Purchase of new policy from the proceeds of the matured policy

NON-LIFE 

v Majority of complaints in the General Insurance sector were reported under Rule 13(1) (b) –

 any partial or total repudiation of claims by an Insurer. This accounts for 87% of the total

 entertainable complaints disposed during the year.

v Surveyors are licensed by the regulator and have to conform to certain standards.  

3. (D)  SUGGESTION & COMMON OBSERVATIONS OF INSURANCE OMBUDSMAN 
 RELATED TO IMPROVEMENT IN INSURANCE OMBUDSMAN MECHANISM 
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HEALTH 

v Majority of complaints in the Health Insurance sector were reported under Rule 13(1) (b) –

 any partial or total repudiation of claims by an Insurer. This accounts for 95% of the total

 entertainable complaints disposed during the year.

v The principle of Uberrima Fides is paramount in the contract of Insurance. It is of utmost

 importance to declare true and correct facts in the Health Declaration. Disclosing pre

 existing diseases or conditions, past ailments, treatment, will avoid rejection of

 claims under Mediclaim policies. 

v Claims are often denied using Reasonability & Customary clause. Customers should be
 educated on the terms and conditions of the policy.

v  Insurers should adopt a uniform practice in settling the amount of claim, under Cataract
 treatment.

v Due to advancement in technology, may surgical procedures do not require 24 hours of
 hospital stay. Health Insurers should modify their terms and conditions wherever
 advancement Claims are rejected under the head of untested modern treatment.

v A clear and express condition or exclusion regarding fees charged by specialist/
 physician/surgeon engaged for treatment of certain critical illness / procedure during
 hospitalisation, needs more to be mentioned clearly to Customers. In some cases,
 hospitals do not include the same in their bill and raise a separate bill.  As a result, customers
 are not clear as to the amount to be claimed under the particular policy. 

v To reduce bogus claims/frauds, a digital facility for sharing information about such suspected
 frauds among Insurers, apart from actions of police complaints and more focussed
 investigations through specialised agencies, and quick flagging or blacklisting of hospitals
 may help better tackle the situation.

GENERAL 

v Insurance companies should focus on resolution of complaints through Mediation

v Furnishing Self Contained Note by the insurers. Insurers should furnish SCN along with
 supporting documents to the Insurance Ombudsman within 7-10 days of registration, for
 speedy disposal of complaints by OIOs

v Senior level representation before the Insurance Ombudsman during the hearing may bring
 in better clarity on the dispute.
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LIFE NON-LIFE HEALTH TOTAL

Opening Balance as at 01-04-2023 3 0 20 23

Received during the year 642 176 3232 4050

Disposed during the year 645 176 3252 4073

Outstanding as at 31-03-2024 0 0 0 0
Complaints registered Online 1166 (28.79 %)

 

 

DISPOSAL OF TOTAL COMPLAINTS

AHMEDABAD

The Complaint sta�s�cs of the centre for the financial year 2023-24 is as follows :

Insurance Ombudsman - Shri Collu Vikas Rao

4. (E)  Brief Review of sta�s�cs of all offices of Insurance Ombudsman 
for the FY 2023-24

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

No. of complaints % of complaints

% of complaints

Disposal through online hearing 2556 92

Disposal through off line hearing 215 8

Total entertainable complaints 2771 100

Centre has disposed off  30.28% of entertainable complaints through recommendation (Mediation)

*************

*************

BENGALURU

Insurance Ombudsman - Shri Vipin Anand
The Complaint statistics of the centre for the financial year 2023-24 is as follows :

LIFE NON-LIFE HEALTH TOTAL

Opening Balance as at 01-04-2023 0 0 0 0

Received during the year 596 205 1401 2202

Disposed during the year 596 205 1379 2180

Outstanding as at 31-03-2024 0 0 22 22

Complaints registered Online 1152 (52.32 %)
 

 

DISPOSAL OF TOTAL COMPLAINTS

No. of complaints

  

Disposal through online hearing 1684 95

Disposal through off line hearing 89 5

Total entertainable complaints 1773 100

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Centre has disposed off  65.65% of entertainable complaints through recommendation (Mediation)
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BHOPAL

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

Insurance Ombudsman - Shri Ravindra Mohan Singh

LIFE NON-LIFE HEALTH TOTAL

Opening Balance as at 01-04-2023 18 7 48 73

Received during the year 830 113 2613 3556

Disposed during the year 773 106 2073 2952

Outstanding as at 31-03-2024 75 14 588 677

Complaints registered Online 2140 (60.18 %)

No. of complaints % of complaints

Disposal through online hearing 2347 90

Disposal through off line hearing 270 10

Total entertainable complaints 2617 100

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Centre has disposed off  37.22% of entertainable complaints through recommendation (Mediation)

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

BHUBANESWAR
Insurance Ombudsman - Shri Manoj Kumar Parida

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

LIFE NON-LIFE HEALTH TOTAL

Opening Balance as at 01-04-2023 0 0 0 0

Received during the year 549 205 566 1320

Disposed during the year 549 205 566 1320

Outstanding as at 31-03-2024 0 0 0 0

Complaints registered Online 283 (21.44 %)

   

Disposal through online hearing 454 46
  

Disposal through off line hearing 526 54 

Total entertainable complaints 980 100 

Centre has disposed off  44.18% of entertainable complaints through recommendation (Mediation)

*************

*************
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LIFE

LIFE

NON-LIFE

NON-LIFE

HEALTH

HEALTH

TOTAL

TOTAL

No. of complaints

No. of complaints

% of complaints

% of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

CHANDIGARH

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

Insurance Ombudsman - Shri Atul Jerath

Opening Balance as at 01-04-2023 42 29 141 212

Received during the year 1271 455 2743 4469

Disposed during the year 1258 459 2742 4459

Outstanding as at 31-03-2024 55 25 142 222

Complaints registered Online 2038 (45.60 %)

Disposal through online hearing 3542 95

Disposal through off line hearing 170 5

Total entertainable complaints 3712 100

Centre has disposed off  51.37% of entertainable complaints through recommendation (Mediation)

CHENNAI
Insurance Ombudsman - Shri Segar Sampathkumar till 28.09.2023

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

Shri N Sankaran, Insurance Ombudsman, Hyderabad, given Addl. Charge  from 01.10.2023 to 31.03.2024

 

 

Opening Balance as at 01-04-2023 0 0 0 0

Received during the year 524 323 2059 2906

Disposed during the year 432 251 1749 2432

Outstanding as at 31-03-2024 92 72 310 474

Complaints registered Online 1135 (39.06 %)

Disposal through online hearing 2028 92

Disposal through off line hearing 177 8

Total entertainable complaints 2205 100

Centre has disposed off 49.52% of entertainable complaints through recommendation (Mediation)

*************

*************

80



DELHI

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

Insurance Ombudsman - Smt. Sunita Sharma

 

 

LIFE NON-LIFE HEALTH TOTAL

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Opening Balance as at 01-04-2023 0 0 0 0

Received during the year 1773 317 1369 3459

Disposed during the year 1773 317 1369 3459

Outstanding as at 31-03-2024 0 0 0 0

Complaints registered Online 1296 (37.47 %)

Disposal through online hearing 1464 51

Disposal through off line hearing 1407 49

Total entertainable complaints 2871 100

Centre has disposed off  67.82  % of entertainable complaints through recommendation (Mediation)

GUWAHATI

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

Insurance Ombudsman - Shri Somnath Ghosh

 

 

LIFE NON-LIFE HEALTH TOTAL

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Opening Balance as at 01-04-2023 0 0 0 0

Received during the year 430 165 320 915

Disposed during the year 430 165 320 915

Outstanding as at 31-03-2024 0 0 0 0

Complaints registered Online 218 (23.83 %)

 

 

Disposal through online hearing 658 81

Disposal through off line hearing 151 19

Total entertainable complaints 809 100

Centre has disposed off  42.03 % of entertainable complaints through recommenda�on (Media�on)

*************

*************
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The Complaint statistics of the centre for the financial year 2023-24 is as follows :

HYDERABAD
Insurance Ombudsman - Shri N Sankaran

 

 

LIFE NON-LIFE HEALTH TOTAL

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Opening Balance as at 01-04-2023 1 0 0 1 * 

* legal case

Received during the year 765 175 1291 2231

Disposed during the year 766 175 1291 2232

Outstanding as at 31-03-2024 0 0 0 0

Complaints registered Online 1330 (59.61 %)

Disposal through online hearing 2041 98

Disposal through off line hearing 36 2

Total entertainable complaints 2077 100

Centre has disposed off  46.12 % of entertainable complaints through recommendation (Mediation)

JAIPUR

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

Insurance Ombudsman - Shri R D Sharma

 

 

LIFE NON-LIFE HEALTH TOTAL

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Opening Balance as at 01-04-2023 0 0 0 0

Received during the year 591 389 1340 2320

Disposed during the year 591 389 1340 2320

Outstanding as at 31-03-2024 0 0 0 0

Complaints registered Online 774 (33.36 %)

 

 

 

 

 

Disposal through online hearing 7 0

Disposal through off line hearing 1475 100

Total entertainable complaints 1482 100

*************

*************

Centre has disposed off  36.10 % of entertainable complaints through recommendation (Mediation)
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KOCHI

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

Insurance Ombudsman - Shri G Radhakrishnan

 

 

LIFE NON-LIFE HEALTH TOTAL

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Opening Balance as at 01-04-2023 19 35 94 148

Received during the year 385 295 2131 2811

Disposed during the year 389 305 2066 2760

Outstanding as at 31-03-2024 15 25 159 199

Complaints registered Online 823 (29.28 %)

Disposal through online hearing 1752 91

Disposal through off line hearing 178 9

Total entertainable complaints 1930 100

Centre has disposed off  46.79 % of entertainable complaints through recommendation (Mediation)

KOLKATA

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

Insurance Ombudsman - Ms. Kiran Sahdev

 

 

LIFE NON-LIFE HEALTH TOTAL

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Opening Balance as at 01-04-2023 0 0 0 0

Received during the year 1844 208 1911 3963

Disposed during the year 1838 208 1883 3929

Outstanding as at 31-03-2024 6 0 28 34

Complaints registered Online 1078 (27.20 %)

Disposal through online hearing 3162 88

Disposal through off line hearing 450 12

Total entertainable complaints 3612 100

Centre has disposed off  42.36% of entertainable complaints through recommendation (Mediation)

*************

*************
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The Complaint statistics of the centre for the financial year 2023-24 is as follows :

LUCKNOW
Insurance Ombudsman - Shri Atul Sahai

 

 

LIFE NON-LIFE HEALTH TOTAL

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Opening Balance as at 01-04-2023 0 0 0 0

Received during the year 1347 454 1329 3130

Disposed during the year 1347 454 1329 3130

Outstanding as at 31-03-2024 0 0 0 0

Complaints registered Online 1114 (35.59%)

Disposal through online hearing 122 8

Disposal through off line hearing 1355 92

Total entertainable complaints 1477 100

Centre has disposed off 44.75 % of entertainable complaints through recommendation (Mediation)

MUMBAI
Insurance Ombudsman - Shri B S Pandya up to 31.07.2023

Shri Somnath Ghosh Insurance Ombudsman Guwahati, given Addl. Charge from 01.08.2023 to 31.01.2024 

Smt. Susmita Mukherjee, Insurance Ombudsman Patna, given Addl. charge from 01.02.2024 onwards

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

 

 

LIFE NON-LIFE HEALTH TOTAL

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Opening Balance as at 01-04-2023 297 114 1568 1979

Received during the year 1033 398 4434 5865

Disposed during the year 992 417 4236 5645

Outstanding as at 31-03-2024 338 95 1766 2199

Complaints registered Online 3225 (54.99 %)

Disposal through online hearing 2966 82

Disposal through off line hearing 635 18

Total entertainable complaints 3601 100

Centre has disposed off  24.52% of entertainable complaints through recommendation (Mediation)

*************

*************
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NOIDA

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

Insurance Ombudsman - Shri Bimbadhar Pradhan

Opening Balance as at 01-04-2023 25 6 67 98

Received during the year 1107 408 1715 3230

Disposed during the year 1132 414 1782 3328

Outstanding as at 31-03-2024 0 0 0 0

Complaints registered Online 1435 (44.43 %)

 

 

LIFE NON-LIFE HEALTH TOTAL

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Disposal through online hearing 0 0

Disposal through off line hearing 2019 100

Total entertainable complaints 2019 100

Centre has disposed off 36.31% of entertainable complaints through recommendation (Mediation)

PATNA
Insurance Ombudsman - Smt. Susmita Mukherjee

The Complaint statistics of the centre for the financial year 2023-24 is as follows :
 

 

LIFE NON-LIFE HEALTH TOTAL

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Opening Balance as at 01-04-2023 0 0 0 0

Received during the year 818 261 441 1520

Disposed during the year 818 261 441 1520

Outstanding as at 31-03-2024 0 0 0 0

Complaints registered Online 578 (38.03 %)

Disposal through online hearing 92 9

Disposal through off line hearing 890 91

Total entertainable complaints 982 100

Centre has disposed off  46.03 % of entertainable complaints through recommendation (Mediation)

*************

*************
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PUNE

The Complaint statistics of the centre for the financial year 2023-24 is as follows :

Insurance Ombudsman - Shri Sunil Jain

 

 

LIFE NON-LIFE HEALTH TOTAL

No. of complaints % of complaints

DISPOSAL OF ENTERTAINABLE  COMPLAINTS

Opening Balance as at 01-04-2023 806 84 908 1798

Received during the year 1747 286 2595 4628

Disposed during the year 1235 228 1588 3051

Outstanding as at 31-03-2024 1318 142 1915 3375

Complaints registered Online 1061 (22.93 %)

Disposal through online hearing 1599 83

Disposal through off line hearing 333 17

Total entertainable complaints 1932 100

Centre has disposed off  9.16 % of entertainable complaints through recommendation (Mediation)

*************
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Testimonials
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Testimonials

maria m loyolaWed, 29 May, 11:37 (7 
days ago)

to , meBini

Dear Sir, 

With reference to the above mail, we give 
our consent for the above settlement. 

We here by request your good office to 
give appropriate recommendation to Star 
Health to initiate the claim amount.

Thank  you for your understanding and 
kind support.

Regards,

Maria M Loyola
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Testimonials

bimalokpal bhopal <bimalokpal.bhopal@cioins.co.in>

Regarding Max life insurance complain close
1 message

Dileep Solanki <dileepsolanki002@gmail.com> Thu, Nov 2, 2023 at 11:36 AM

To: bimalokpal bhopal <bimalokpal.bhopal@cioins.co.in>

Hi,

I hope you are doing well. I have file complaint against Max life  insurance 
company and bimalokpal bhopal sattle issue with the company and 
I have received my amount so please close the case.

Thank you
DILEEP  SOLANKI
MO.-8871498745

6/14/24, 1:12 PM CIO Mail - Regarding Max life insurance complain close
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Shri Manoj Kumar Parida -Insurance Ombudsman -
Bhubaneswar presenting Annual Report 2023-24 to the  

Hon'ble Governor of Odisha Shri. Raghubar Das

Shri Somnath Ghosh -Insurance Ombudsman -Guwahati  
presenting Annual Report 2023-24 to the  Hon'ble Governor 

of Assam Shri. Gulab Chand Kataria

VISIT OF VISIT OF DIGNITARIESDIGNITARIESVISIT OF DIGNITARIES

Hon'ble Chairperson, IRDAI Shri Debasish Panda being welcomed 
by Shri Manoj Kumar Parida, Insurance Ombudsman, 

Bhubaneswar during his visit to OIO, Bhubaneswar on 12.03.2024
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Jeevan Seva Annexe, 3rd Floor, S. V. Road, Santacruz (W), Mumbai - 400 054.
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