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PREFACE

We have the pleasure to present the consolidated Annual Report and Audited Accounts
of the Office of the Council for Insurance Ombudsmen for the year 2024-25. This report
has been prepared as per provisions of the Insurance Ombudsman Rules, 2017 as
amended from time totime.

This year 2024-25 witnessed the opening of the 18" Office of Insurance Ombudsman at
Thane with jurisdiction areas carved out from Office of Insurance Ombudsman, Pune
and Office of Insurance Ombudsman, Mumbai. The office commenced operations from
27.12.2024

During the year 2024-25 the Offices of Insurance Ombudsman received a total of
53102 complaints out of which 48898 were disposed of. Six Offices of Insurance
Ombudsman viz. Delhi, Jaipur, Kolkata, Lucknow, Noida and Patna closed the year
with 'Nil' outstanding complaints.

Overall, more than 81% of disposed cases were within 90 days from registration.
Offices of Insurance Ombudsman, Ahmedabad, Bhubaneswar, Lucknow, Noida,
Patna and Thane resolved 100% cases within 90 days and Offices of Insurance
Ombudsman, Delhi, Chandigarh, Hyderabad, Jaipur and Kolkata, also resolved more
than 90% complaints within 90 days.

Online registration of cases marked an increase during the year to 44%, compared to
38% during the previous year. Online hearings also increased to 76% from 72% during
the previous year.

Throughout the year it was our constant endeavor to give wide publicity to the
grievance redressal mechanism through the institution of Insurance Ombudsman and
to popularize the digital medium for complaints resolution. The Offices of Insurance
Ombudsman undertook extensive activities to promote awareness during the Bima
Lokpal Day commemorations.

| am thankful to the Chairperson and all the members of Council for Insurance
Ombudsmen, IRDAI, Ministry of Finance, Department of Financial services and
members of Insurance Ombudsman Advisory Committee for their valuable guidance
and support throughout. My sincere appreciation to all Insurance Ombudsmen, staff
members of Offices of Insurance Ombudsman and the Office of the Council for
Insurance Ombudsmen for their immense contribution in strengthening the Institution
of Insurance Ombudsman through their earnest efforts towards speedy resolution of
complaints.

Anirban Sarkar
Secretary General (CIO)
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1. (A) INTRODUCTION

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 Ombudsman (CIO) vide the aforesaid
notification. 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 Council for Insurance Ombudsmen on receipt of annual
reports from all Offices of Insurance Ombudsmen, 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
Governmentandtothe |.LR.D.A.L

The annual reports for the financial year 2024-25 have been received from all the
Offices of the Insurance Ombudsman. A brief of the reports, highlighting their
observations and suggestions is also reproduced in subsequent pages.
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1. (A1) TERRITORIAL JURISDICTION OF INSURANCE OMBUDSMAN

Sr. | Name of the | State-wise Area of Jurisdiction Name of the
No.| Office Current
and Year of Ombudsman &
Inception Date of joining
1 Ahmedabad- State of Gujarat and Union Territories of Dadra Shri Collu Vikas Rao
July, 1999 and Nagar Haveli and Daman and Diu. 10.10.2022
Bengaluru- Shri Vipin Anand
2 | August, 2014 | Stateof Karnataka (21.10.2021 to
20.10.2024)
Ms.Neerja Kapur
(from 26.12.2024)
3 ghopal, Aprl States of Madhya Pradesh and Chhattisgarh Shri R M Singh
000 (15.11.2021 to
14.11.2024)
Shri Ajay Kumar
(from 31.12.2024)
Bhubaneswar- . Shri Manoj Kumar Parida
| May, 2000 Steteror Odishe 12.09.2022
5 |Chandigarh- July,| States of Punjab, Haryana (excluding 4 Shri Atul Jerath
1999 districts of Haryana viz Gurugram, (18.10.2021 to
Faridabad, Sonepat and Bahadurgarh), 17.10.2024)
Himachal Pradesh, Jammu & Kashmir, Ms. Alka Jha
Union Territories of Ladakh and (from 23.12.2024)
Chandigarh
6 | Chennai- August| State of Tamil Nadu and Union Shri Somnath Ghosh
1999 Territories- Puducherry Town and (Insurancc:; Omt?t':dsman,
Karaikal (which are part of Union Ghuwahatl, additional
Territory of Puducherry). £Aurgo
22.04.2024 to
21.10.2024)
Shri K Vinayak Rao
(from 20.12.2024)
Delhi and 4 Districts of Haryana viz. Ms. Sunita Sharma
7 Delhi- July, 1999 | Gurugram, Faridabad, Sonepat and 05.12.2022
Bahadurgarh
- Shri Somnath Ghosh
. Busshli 3t-ato<-,;s ::,f ;s;iméhhg:eghalaya, Manipur, (08.11.2021 to
Seplember, 1o P::deash : Na a?and and Tripura i
»Neg e Shri Ajay Kumar Sharma

(from 30.12.2024)
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(A1) TERRITORIAL JURISDICTION OF INSURANCE OMBUDSMAN

9 | Hyderabad- State of Andhra Pradesh, Telangana and Shri N Sankaran
August, 1999 Yanam — a part of Union Territory of (08.11.2021 to
Puducherry 07.11.2024)
Ms. G Shobha Reddy
(from 26.12.2024)
~ 10 | Jaipur- October,| State of Rajasthan Shri R D Sharma
£ 2014 (08.11.2021 to
07.11.2024)
E Shri Satyajeet Rajan
§ (from 24.12.2024)
11 | Kochi-June, States of Kerala and Union Territory of (a) Shri G Radhakrishnan
i 2000 Lakshadweep (b) Mahe- a part of Union (08.11.2021 to
7w :
i Territory of Puducherry 07.11.2024)
= Shri Pradeep Kumar
Jain
(from 26.12.2024)
12 | Kolkata— March| States of West Bengal, Sikkim and Union Ms. Kiran Sahdev
2000 Territories of Andaman & Nicobar Islands 06.10.2022
13 Lucknow — Districts of Uttar Pradesh Shri Atul Sahai
October, 1999 | Lalitpur, Jhansi, Mahoba, Hamirpur, Banda, 01.09.2022
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,
i Azamgarh, Kushinagar, Gorakhpur, Deoria,
Mau, Ghazipur, Chandauli, Ballia, Sidharthnagar.
14 | Mumbai- Metropolitan Region excluding wards in Ms. Susmita Mukherjee,
November, Mumbai —i.e M/E, MM\W,N,Sand T Insurance Ombudsman,
2000 covered under Patna,
Office of Insurance Ombudsman Thane (additional charge from
and excluding areas of Navi Mumbai. 01.02.2024 fo
07.07.2024)
Shri. Vipin Anand,
Insurance Ombudsman,
Bengaluru
(additional charge from
08.07.2024 to
20.10.2024)
% Ms. Sarojini Dikhale
(from 23.12.2024)
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(A1) TERRITORIAL JURISDICTION OF INSURANCE OMBUDSMAN

15 | Noida- State of Uttaranchal and the districts of Shri Bimbadhar
September Uttar Pradesh: Pradhan
2014 Agra, Aligarh, Bagpat, Bareilly, Bijnor, Budaun, | 26.09.2022
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.

16 | Patna- States of Bihar and Jharkhand Ms. Susmita

September, Mukherjee
2014 10.10.2022

17 | Pune- State of Goa and State of Maharashtra Shri Sunil Jain
September, excluding areas of Navi Mumbai, Thane 05.12.2022
2014 district, Palghar District, Raigad district &
Mumbai Metropolitan Region

18 | Thane- Area of Navi Mumbai, Thane District, Shri Umesh Sinha
December, Raigad District, Palghar District and wards 27.12.2024
2024 of Mumbai, M/East, M/West, N, S and T."
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1. (A2) Activities undertaken during the year 2024-25
Insurance Ombudsman related activities :
i

e
o

The Office of the Insurance Ombudsman, Thane commenced functioning on
27.12.2024 making this the 18" Office of Insurance Ombudsman.

< Recruitment process for appointment of Insurance Ombudsman at 10 centres viz.
Bengaluru, Bhopal, Chandigarh, Chennai, Guwahati, Hyderabad, Jaipur, Kochi,
Mumbai and Thane, was successfully completed and all the new Ombudsmen took
charge at their respective centres by December 2024.

< Process of appointment of Insurance Ombudsman in 8 centres viz. Ahmedabad,
Bhubaneswar, Delhi, Kolkata, Lucknow, Noida, Patna and Pune was initiated with
publication of advertisement on web portal and newspapers on 06.02.2024.

< IRDAI and CIO organized an Orientation Programme for Insurance Ombudsman at
National Insurance Academy Pune in February 2025 to familiarize the newly appointed
Insurance Ombudsman with the grievance redressal mechanism.

Publicity activities :

e
%

Print advertisement released on the occasion of Bima Lokpal Day on 11.11.2024 pan
Indiain Hindi, English and regional languages in 155 newspapers.

e
o

To mark the occasion of Bima Lokpal Day, a radio campaign of 40 seconds duration
spot was aired for 61 days from 8" November 2024 on 44 radio stations of All India
Radio in 11 languages, including Hindi and other regional languages. The radio spot
aimed at cautioning the general public against divulging personal information to
strangers

< All Insurance Ombudsman Offices undertook publicity activities to promote the
Institution of Insurance Ombudsman as a cost free mechanism available to the
common man. They displayed banners at public Bus sand, Bus shelter, inside Metro
trains. Distributed pamphlets, brochures, published report of Bima Lokpal activities in
local newspapers.

*,
Lo

Insurance Ombudsman gave TV interviews which were telecast on local TV /Cable TV
channels to impart information on the Insurance Ombudsman Office and its activities.

.
o

Insurers' Meets were arranged by Insurance Ombudsman Offices during Bima Lokpal
Day celebrations.

< Ameeting of GROs of Insurance companies was conducted by CIO on 12.11.2024 as
part of Bima Lokpal Day celebrations.

e
”n

E banners distributed to insurance companies to be displayed on their website.

®,
X4

¢ Two print advertisements released pan India in Hindi, English and regional language
newspapers spreading awareness about online registration and online hearing of
complaints and cautioning the general public about fraudsters.

i}m*Hﬁwmsmﬁa%ﬂmﬁ*amaﬁmaﬁaaﬂmamW*Hﬁbmmﬂ*mmm&
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1. (A3) Bima Lokpal Day Celebration for the year 2024

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 Notification dated
11" November 1998 to provide fair solution to Insurance related complaints. To create awareness among
the general public about the institution of Insurance Ombudsman as a cost free mechanism for redressal
of insurance related complaints, Bimalokpal Day is celebrated every year on 11" November. This year also
Bima Lokpal Day was celebrated at ClO 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, atimportant
locations like Bus Stops, Metro Stations, Railway Stations and Marketplaces to create awareness about
Ombudsmen Forum

Abriefreport of activities undertaken by CIO and some of the centres is reproduced below:-
Council for Insurance Ombudsmen:-

ClO arranged to airradio spot in Hindi and also in 11 regional languages on 44 radio stations of AIR. These
were aired from 08.11.2024 to 07.01.2025. CIO released an educative advertisement pan India, on Bima
Lokpal Day in Hindi, English and in 17 regional languages in 155 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. Ameeting of GROs of all
Insurance Companies was held on 12.11.2024 at 3 p.m. as part of Bima Lokpal Day celebrations.

Ahmedabad :- Shri Kuldeep Singh, Member Insurance Advisory Committee, IRDAI, was the Chief Guest
for the press meet followed by the Insurer's meet arranged on 11.11.2024 urged the insurers to increase
awareness about the |0 System to enable aggrieved policy holders to lodge their complaints. Shri.C. Vikas
Rao, Insurance Ombudsman, Ahmedabad in his speech advised Insurers to adopt the mediation process
based on previous Awards and Recommendations for resolving the complaints speedily. Dr.Paresh Jani,
Senior Advocate & Solicitor, was the special guest for these events informed different ways of mediation
with practical examples. Shri.V.K.Lodha, DGM, New India Assurance Company, Ahmedabad Regional
Office, Shri Bharat Joshi, Sr.Red.Consumer Forum Judge and Dr.Jyotika Banerjee, United India
Insurance Company, were among the dignitaries present at the event. Interview of Dy.Secretary ,0lO-
Ahmedabad regarding the 10 Rules 2017 and awareness towards the rights of insured public was aired on
Akash VaniAhmedabad and at FM 96.7, Ahmedabad.

Bengaluru:- Shri Rakesh Joshi, Member, Insurance Advisory committee, IRDAI, and former whole time
member of IRDAI, was the Chief Guest for the Insurer's meet. He expressed his happiness in the system
of Ombudsman and appreciated Bengaluru Centre for disposing the complaints by issuing awards within
30 to 45 days with a disposal rate of 99% as on 31.03.2024. He explained the latest changes brought in by
IRDAI. Shri R Sankar, Secretary, OlO -Bengaluru explained the functioning of the centre and presented
the performance of the Centre. He also spoke about territorial Jurisdiction, Constitution of Insurance
Ombudsman Office, nature of Entertainable Complaints, procedure for submission of complaints to the
Insurance Ombudsman and reasons for Complaints becoming non-entertainable.

Bhopal :-An Insurance Meet was held by Shri R M Singh, Insurance Ombudsman with representatives of
Insurance companies at The Kwality's Motel Shiraj, Bhopal. A Press conference was held on 11.11.2024.
This meetwas attended by reporters from Newspapers and New Channels.

Bhubaneswar:-An Insurers' meet followed by a press conference was organised on 11" Novenber'2024 .

Shri. S K Mohanty, IRS, Ex Member SEBI, Mr. Debraj Panda, IRS, CEO, Haridaspur Paradeep Railway
Project, Mr. L N Mallick, Ex Executive Director, SAIL were among the dignitaries present for the event.
Representative from life, no-life and health insurance companies attended the event. Shri Ajaya Kumar
Das, Secretary, OlO, Bhubaneswar briefed the meeting about the Annual Report for the FY 2023-24 and
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many important aspects of Bima Lokapal. In the press conference, Shri. Sri M K Parida, IAS(Retd.),
Insurance Ombudsman , OlO Bhubaneswar narrated the need for penetration of insurance to a deeper
level in a state like Odisha and creating awareness about Bima Lokpal mechanism in general public. The
press conference was covered by major print media of the State such as The Samaj, Dharitri, Sambad,
Pragati Badi, Prameya and also by electronic Media channels such as Door darshan, OTV, Kanak TV,
Kalinga News, ARGUS News, MBC TV

Chandigarh:- An insurer meet was convened which was attended by good number of insurer
representatives from Life, Non-Life, and Health insurance companies. Mr Balwant Singh, Director and
General Manager (retd.), The Oriental Insurance Co Ltd graced the occasion as chief guest. He had an
interactive discussion on various topics related to complaint redressal operations with the insurer
representatives. A power point presentation showing the achievements of Chandigarh centre and analysis
of complaints was also shared with the audience.

Chennai:- To create more awareness, about Insurance Ombudsman mechanism, 9000 Pamphlets were
distributed in the various parts of Chennai City and its suburbs and 1000 Pamphlets in Pondicherry
through dailies during the week. In order to create awareness about the system of Insurance Ombudsman
and to popularize the facility to register the complaint through online, 64 creatives were displayed in
Chennai Metro Train in English and in Regional Language for a month.

Delhi:- Smt.Pushpa Girimaji, Member Insurance Advisory Committee, IRDAI was the Chief Guest at the
Insurance meet with Insurance Company Representatives. In herkey note address, she emphasised on
bringing down the number of complaints and urged the Insurers to simplify terms and conditions of the
policy as Policy terms and conditions at present are ambiguous and complicated. Smt.Sunita Sharma,
Insurance Ombudsman, Delhi, appealed to both Complainants and Representatives of Insurance
Companies to cooperate and follow the path of mediation through conciliation for amicable setlement in
maximum number of cases. She highlighted that Insurance Companies and not TPA should take
responsibility of settling a claim.

Hyderabad:- Officials of OlO-Hyderabad personally narrated the usefulness of Insurance Ombudsman
and how the complaints of individual policyholders can be settled out of court in a speedy, cost-effective
way and impartial manner while distributing pamphlets and flyers in Indira Park. More than 100 people
were contacted and brochures were handed over to them in this way. OlO-Hyderabad arranged for
advertisement of Insurance Ombudsman on big LED TV screen for ten days starting from 11.11.2024 with
30 repetitions per day at railway stations of Secunderabad, Kacheguda and Khammam under Telangana
state and forten days 60 spots perday in the stations of Vijaywada and GudurunderAP.

Jaipur:- Shri Satyabrata Nayak, Secretary General (CIO) was the Chief Guest for the meeting with the
representatives of various insurance companies on 11" November'2024. Shri Satyabrata Nayak in his
speech appealed to the Insurers to settle claims based on humanitarian ground. Shri Rajesh Jalodiya
,Secretary OlIO Jaipur presented various statistics related to the complaints and complaints of all the
representatives and informed the insurance companies about the things needs to be taken special care of.

Kochi :- An Insurers' Meet was organized on 18.11.2024. Shri V Ramchandran, Member (Judicial),
DCDRC Emnakulam, was the Chief Guest for the Meeting. This event was covered by local newspapers
“Mathrubhoomi' and 'Malayala Manorama'. Advertisements was given by displaying Posters at 3 bus
shelters. Debates for selected Colleges and quiz Competition for selected Higher Secondary School in
and around Ernakulam was held on 19.11.2024. A local news channel , ACV (Asianet Cable Vision)
covered the Bimalokpal day activities .

Kolkata:- Ms.Kiran Sahdev ,Insurance Ombudsman, Kolkata in an interactive meet with the
representatives from Insurance companies conducted on 11.11.2024 in her key note address highlighted
the 30% yearly increase in the number of complaints and the 50% increase in the number of mediations
thathave beenregistered during the preceding year. She urged upon timely submission of Self-Contained
Notes (SCN) citing appropriate policy clauses, exclusions, applicable rules and regulations by the
Insurance Companies well before the date of hearing for smooth disposal of complaints. She expressed
her desire for faster disposal of complaints and more cases being settled through mediation. In the press
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meet the Ombudsman explained the importance and the objectives of the Insurance Ombudsman. She
also emphasized the need for spreading awareness about the Insurance Ombudsman forum to the
remotest areas with the help of the media. This even was widely covered by print & electronic media.

Lucknow:- Shri Atul Sahai, Insurance Ombudsman, Lucknow presided Insurers' Conference held on
11.11.2024 at Hotel Clarks Avadh, Lucknow, which was attended by representatives of various
representatives of Insurance companies . Interactive discussions on various topics related to 10
mechanism were discussed in this conference. In the Press Conference organised in the office, on
14.11.2024, Shri. Atul Sahai , Insurance Ombudsman, Lucknow briefed the functioning of the
Ombudsman Office in helping common man specially policy holders of Life/ General and Health insurance
for eradicating their grievances with the Insurers in the presence of Information Director, UP Government
Lucknow. This event was attended by various leading print and electronic media houses of the country and
wide media coverage of the conference was done by several TV Channels/ Web Channels such as DD
News, Bharat Samachar, ETV Bharat, PTC News UP, Samvaad Live etc. and various newspapers like
Hindustan, Group-5 Samachar, Amar Ujala and Hindustan Times.

Mumbai:- Shri S. N. Bhattacharya, Secretary General, Life Insurance Council was the Chief Guest, Shri
Milind Kharat, Erstwhile Insurance Ombudsman (Mumbai) and Shri Somnath Ghosh, Erstwhile Insurance
Ombudsman (Mumbai, Chennai &amp; Guwahati) were the Guests of Honour for Insurer's and policy
holder's meet arranged virtually through WebEx on 25.11.2024. Smt.A.S.Sandhya ,Secretary OIO,
Mumbai narrated the performance of the centre and reminded all that the occasion is a time for
Retrospection and Introspection by the Centre for giving better services to the policy holders. Shri
Satyabrata Nayak, Secretary General, CIO referred to RPG Rules 1998 and celebration of 26" year of
Insurance Ombudsman Day. He apprised about the role of CIO in the Insurance Ombudsman mechanism.
Shri Hariharasudhan V, Secretary CIO, informed about the publicity activities undertaken by CIO and
initiatives taken for improving the CMS module. Shri Somnath Ghosh advised the insurers that the
Hearings are to be considered as a discussion and the awards in favour of complainants are not the
awards against the insurers but the adjudication done by the Insurance Ombudsman to rectify the
mistakes. The Chief Guest, Shri S. N. Bhattacharya in his speech advised the insurers to have a robust
Customer Redressal Mechanism so that the number of cases received by Insurance Ombudsman will be
minimal.

Noida :- An Insurer's meet was organised on 11.11.2024 at OIO, Noida. Insurance Company
representatives and Press reports attended the meet. Shri Bimbadhar Pradhan, Insurance Ombudsman,
Noida emphasised on strengthening the relationship between Insurance company for reducing the time
lag in sending SCN's .These events were covered by local news papers. Free health camp was organised
to increase awareness about wellness.

Patna:-On 11.11.2024 there was a live telecast of one hour by DD Bihar featuring Ms.Susmita Mukherjee,
Insurance Ombudsman, Patna. AIR, Patna broadcast an interview with Insurance Ombudsman, Patna
on 8.11.2024. An interactive Insurer's meet mainly focusing on the New Master Circular of IRDAI
(IRDAI/PP&GR/CIR/MISC/117 /9/2024) dated 05.09.2024 was arranged. The salient features of the
Master Circular and its impact on policy servicing in conjunction with Protection of Policy Holders Interest
Regulations were discussed at length. A knowledge sharing session with TPAs was arranged regarding
the provisions of IRDAI Master Circular. The representatives of TPAwere informed about common lapses
that this Forum encounters while resolving complaints pertaining to Health Insurance and about the
benefits of preparing processing sheets in each Health claim, clearly demarcating heads as, Payable, Not
Payable, Co- Pay limits, Sub limits, Consumables and Non- consumables, with mention of specific policy
clause and Terms and conditions. A press meet was organised which was well attended by the
representatives of leading Hindi and English dailies such as Prabhat Khabar ,Dainik Jagran- Hindustan
Times, Times Of India etc..

Secretary General
(CIO)
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axeze Glimpses of Bima LoRpal Day Celebrations

AHMEDABAD

Shri Kuldeep Singh (Member Advisory Committee
of IRDAI on Insurance Ombudsman System)
lighting the ceremonial lamp with Shri C Vikas
Rao, Insurance Ombudsman, Ahmedabad, Shri S
D Dattani, Dy. Secretary and Dr. Paresh Jani
(Senior Advocate and Solicitor)

BENGALURU
Shri Rakesh Joshi, Chief Guest with Shri R

Secretary.

during the inauguration ceremony.
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BHUBANESWAR

Shri M K Parida, Insurance Ombudsman,
Bhubaneswar lighting the ceremonial lamp
with Shri S K Mohanty (I.R.S), Shri Debaraj
Panda (I.R.S.), ShriL N Mallick Ex E.D SAIL.

R 3 ,‘ o / BHOPAL
'3 ) 7 , ¢ ¥ Shri R.M. Singh, Insurance Ombudsman, Bhopal
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Glimpses of Bima Lokpal Day Celebrations == o=z

CHANDIGARH

Shri Balwant Singh, Director and General
Manager (Retd.) from the Oriental Insurance
Company Ltd. lighting the ceremonial lamp and
Shri Dawa Ram, Secretary, OlO Chandigarh with
dignitaries.

WHWMWW#

DELHI

Ms. Sunita Sharma, Insurance Ombudsman,
Delhi lighting the ceremonial lamp.

NHIE ol

T 2004

JAIPUR

Shri Satyabrata Nayak, Secretary General, CIO
with Shri Rajesh Jalodia, Secretary, OlO-Jaipur

E:;\nusumo“"‘ Meet
it °kpal Day

202‘

-MIML;F-'(M." .-v ',, bodarmin ' % - i
KOCHI - BIMA LOKPAL DAY e
Chief Guest Mr. V Ramachandran, Member, : N
District Consumer Redressal Forum, Ernakulam

addressing the function with Ms. Joyce Sathish,

DGM New India Assurance Co. Ltd., Ernakulam
and Ms. M S Sonija, Secretary, OlO, Kochi.
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LUCKNOW

Shri Atul Sahai, Insurance Ombudsman,

Lucknow lighting the ceremonial lamp | .

with representatives of Insurance
Companies

KOLKATA

Ms. Kiran Sahdey, Insurance Ombudsman
lighting the ceremonial lamp with Team
0Ol0-Kolkata.

MUMBAI

Shri Somnath Ghosh, Insurance
Ombudsman (Addl. Charge) with dignitaries
from CIO and representatives of Insurance
Companies and Team OlO-Mumbai.
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Glimpses of Bima Lokpal Day Celebrations =z

Shri Bimbadhar Pradhan, Insurance
Ombudsman, Noida with Team OIO-Noida.

Hed-eSHed eI Eee e e e e etk

PATNA
Ms. Susmita Mukherjee, Insurance

Ombudsman, Patna with the
representatives of Insurance Companies. |

BIMA 10Vny)
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Shri Sunil Jain, Insurance Ombudsman,

J > b \ Pune with Shri Chandrakant Gangawane,
Asst. Secretary and Ms. Parvathy lyer, Asst.
Secretary.
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Print Media Publicity By CIO OulD

Council for Insurance Ombudsmen
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2. (B) ACCOUNTS

All the Offices of the Insurance Ombudsman have submitted their audited Trial
Balances as at 31.03.2025. M/s Laxmi Tripti & Associates, 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 18
Offices of the Insurance Ombudsman for the financial year 2024-25. They have
completed their Audit and signed the Accounts on 25.04.2025.

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.

Acopy of the consolidated Audit Report of the Office of the Council for Insurance
Ombudsmen and the 18 Offices of the Insurance Ombudsman along with the Income
and Expenditure Account, Schedule of Fixed Assets and Balance Sheet as at
31.03.2025 are annexed herewith.

M*wwmwammmmmw*m&mm&mm*mm
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Laxmi Tripti & Associates 800, MVK, 8" Floor, Sangita Ellipse, Ville
Chartered Accountants v‘\ Parle (East), Mumbai - 400 057
INDIA Emall: lecaZ000fMamail.com
In 2 rt
To,

The Secretary, Office of the "Council for Insurance Ombudsmen” &
18 Offices of Insurance Ombudsman

(Erstwhile Executive Council of Insurers)

3rd Floor, Jeevan Seva Annexe,

Off. S.V. Road, Santacruz {West)

Mumbai-400054

Report on the Financial Statements

I. We have audited the accompanying financial statements of the Office of the "Council for
[nsurance Ombudsmen” (CIO) (Erstwhile Executive Council of Insurers) & 18 Offices of
Insurance Ombudsman which comprise the Balance Sheet as at 31 March, 2025 and the Statement
of Income & Expenditure for the year then ended on that date and a summary of significant
accounting policies und other explanatory information. The financial statements of 16 Offices of
Insurance Ombudsman have been audited by Other Auditors and same has been relied upon by us

Management's Responsibility for the Financial Statements

2, Office of the "Council for Insurance Ombudsmen™ (CIO) (Erstwhile Executive Council of
Insurers) and its Offices Management are responsible for the preparation of these financial
statements that give a truc and fair view of the Balance Sheet and Statement of Income &
Expenditure of the Office of the "Council for Insurance Ombudsmen” (C10) (Erstwhile Executive
Council of Insurers) and its Offices in accordance with the requirements of the Insurance Act
1938 as amended by the Insurance Laws (Amendment) Act, 2015 and Insurance Ombudsman
Rules, 2017 (as amended till date). This responsibility includes the design, implementation and
maintenance of intemal control relevant to the preparation and presentation of the financial
statements that give a true and fair view and are free from material misstatement, whether due to
fraud or error.

Auditors” Responsibilities for the Audit of the financial statements

3. Our responsibility is to express an opinion on these financial statements based on our sudit. We
conducted our audit in accordance with the Standards on Audnmg issued by the Institute of
Chartered Accountants of India. Those Standards require that we comply with cthical
requirements and plan and perform the sudit to obtain reasonable assurance about whether the
financial statements are free from material misstatement.

An audit involves performing procedures to obtain audit evidence, about the amounts and
disclosures in the financial statements. The procedure selected depends on the auditors'
Jjudgments, including the assessment of the risks of material misstatement of the financial
statements, whether due to fraud or error. In making those risk assessments, the auditors consider
mternal control relevant to the CIO and its Offices preparation and fair presentation of the
financial statements in order to dcs:gn audit procedures that are appropriate in the circumstances,
but not for the purpose of expressing an opinion on the effectiveness of the entity's internal
control. An audit also includes evaluating the appropriateness of accounting policies used and the
reasonableness of the accounting estimates made by Management, as well as evaluating the
overall presentation of the financial statements.

TRie
We believe that the audit evidence we hav M cient and appropriate to provide a
~ 7 A
basis for our audit opinion. ( &

: \E)
&l’;“ / .‘;’ ':
N\ - L
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Laxmi Tripti & Associates A 800, MVK, 8" Floor, Sangita Ellipse, Ville
Chartered Accountants r\ Parie (East) Mumbai - 400 057
INDILA Email: lteca2000@amall.com
Basis for Opinion

4, Inouropmlonandlothcbestofommfmmaﬂonandawadmgtotheexplamumgwwtoua.
except for the effects of the matter described in the Basis for Qualified Opinion financial
statements have been prepared in accordance with the requirements of the 1938 as amended by
the Insurance Laws (Amcndmen() Act, 2015 and Insurance Ombudsman Rules 2017 (as amended
till date) applicable and in the manner so required, give a true and fair view in conformity the
principles generally accepted in India, as applicable to the Office of the Council for Insurance
Ombudsmen” (CIO) (Erstwhile Executive Council of Insurers) and its Offices

(1) In case of Balance Sheets give a truc and fair view of the statc of affairs of the CIO and it's
Offices as at 31 March, 2025. and
(1i)In case of Statement of Income & Expenditure, of the deficit of the year ended on that date,

Emphasis of Matter
5. Without qualifying our opinion, we draw attention to:

&) The financial statements regarding accounts of the 16 offices of Ombudsman offices have
been audited by various auditors. We have relied on the audit reports of these various
auditors. The consolidation of the same is being done after considering the fact that the
amount received from Member Insurance Companies towards their share of expenses is not a
surplus. but an advance/reimbursement towards their share of contribution. Further the
amount received towards Capital Expenditure is reflected as a Hability for contribution for
Fixed Assets.

b) The Ministry of Finance vide its notification G.SR. 147(F) dated 02.03.2021 has amended
Insurance Ombudsman Rules 2017 as Insurance Ombudsman (Amendment) Rules 2021, As
per the said rule, the "Executive Council of Insurers" has been remamed as 'Council for
insurance Ombudsmen”,

¢) Note No, 2: The Office of the "Council for insurance Ombudsmen” (erstwhile Executive
Council of Insurers) started its operations in 1998, The accounts were maintained by L,1.C of
India till the year 2000-2001, which were unaudited figures. In the year 2001-2002. these
unaudited hgures were brought forward as the opening balances by the office of the "Council
for Insurance Ombudsmen" (erstwhile Executive Council of Insurers)

d) Note No. 08: Writ Petitions have been filed against the Office of the "Council for Insurance
Ombudsmen (erstwhile Executive Council of Insurers) and the Union of India by Shri A. K
Dasgupta, ex Insurance Ombudsman, Mumbai, Shri G. Rajeshwara Rao. ex Insurance
Ombudsman. Hyderabad, Shri A. K. Sahoo, ex Insurance Ombudsman, Pune, Shri Mateshwar
Prasad, ex Insurance Ombudsman, Bangalore and Shri Kiriti Bhushan Saha, ex nsurance
Ombudsman, Kolkata in the Hon'ble High Court of Bombay in Aprillune, 2016. The
contention of the petitioners is that not pre-commuted pension, but the pension afler
commutation should be recovered from the salaries of the Insurance Ombudsmen. A
contingent liability may arise in respect of the above cases.

€) Note No. 09. Regarding TDS on GST on Contracts applicable from 01.10.2018 as per
notification no 50/2018-Central Tax issued by CBIC, section 51 of CGST Act 2017, the
council had obtained TDS on GST No. for Council for Insurance Ombudsmen (erstwhile
Executive Council of Insurers) and 17 Offices of Insurance Ombudsman and filed the TDS on
GST returns during the financial year 2023-24. CIO had also filed appeal before the
Maharashira Appellate Authority for advance ruling for Goods & Service Tax against order
No. GST-ARA-77-2020-21/B-73 dated 31 May 2022 received from Maharashtra Authority
for Advance Ruling. A contingent liability may arise. in respect of the above cases.

Fededededed e eI eIeI eI eIeAEe3eAede 19 FedE3eIEdeNEIEI eI eI LI EIEIEIEIE

J



Laxmi Tripti & Associates . 800, MVK, 8™ Floor, Sangita Ellipse, Ville
Chartered Accountants A Parle (East), Mumbai - 400 057
INDIA Email: liccaZ000@omail.com

Report on Other Legal & Regulatory Requirements

a} We have obtained all the information and explanations which to the best of our knowledge
and belief were necessary for the purposes of our audit and have found them to be
satisfactory.

b) In our opinion and to the best of our information and according to the explanations given to
us, proper books of accounts as required by law have been maintained by the Office of the
"Counci! for Insurance Ombudsmen (CIO)" (Erstwhile Executive Council of Insurers) and its
Offices so far as appears from our examination of books.

c) The Balance Sheet and Statement of Income & Expenditure of the Office of the "Council for
Insurance Ombudsmen (CIO)" (Erstwhile Executive Council of Insurers) and its Offices refer
to in these reports are in agreement with the books of accounts and returns,

d) In our opinion, the Balance Sheet and Statement of Income & Expenditure comply with the
applicable accounting standards.

Other Matters:

In case of Bhopal:

No Interest on FDR’s of Rs.36,297/- accounted in the books of account for the year ended
31.03.2025. TbcscFDR‘shnsbeenmadefmthedq)osns for legal matters by General Insurance
Compames in compliance with the Orders of High Court. Accrued Interest on FDR’s is not
income of the Insurance Ombudsman therefore the same will be booked at the time maturity.
Hence there is no impact in Net Income/ Expenditure for the financial year.

In case of Patna:

Income Tax late filing fees in last year amounting Rs 17,550.00 Dr. balance shown as “Other
Recovery” under current assets (Deposits and Advances) which should have been charged to
statement of Income and Expenditure account. Hence Excess of expenditure over income 18
understated and current assets are over stated by the same amount.

In case of Thane:

Payment to specialist includes Rs.1.57.226/- on which no TDS was deducted and deposited.

In case of Bhubaneshwar:
As per point no, 3 of the Schedule “B™ Notes to the accounts, for Quarter 2 Total Replenishment
showed Rs.1,00,52,500/~- which also includes reimbursement for Professional Tax on OIO,
Bhubaneshwar.

FDR made against Court Order for Disputed Claims:
As the FDR’s are to be kept separately for the claims under liigaton m compliance with the
Orders of High Court / Other Jurisdictional Courts, the interest accrues over it on year (o year
basis and TDS also deducted therefrom. which is Joss on the part of the council. whereas at the
time of final verdict by the Court, the council has to pay the Policy Holder/ Insurance company as
the case may be, the full amount along with interest accrucd till date. It is imperative to get the
“Ne TDS deduction certificate™ from the income tax authorj i

Outstanding Income under Current Assets (Code-104):
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Laxmi Tripti & Associates BOO, MVK, 8" Floor, Sangita Ellipse, Ville
Chartered Accountants :\' Parle (East), Mumbai - 400 057
INDIA Email: icca2000@gmall.com
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This includes Rs.6,96,000/- recoverable from Sahara India Life Insurance Company Limited (L1
Council Member) out of which Rs.1,16,0(K)- is standing since 2023-24 and rest is for the
financial vear 2024-25.

MRN. 103066
UDIN 25103066BMHYPD9268
Place: Mumba

Date: 25.04.2025
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Council for Insurance Ombudsmen

OFFICE OF THE COUNCIL FOR INSURANCE OMBUDSMEN & 18 Offices of Insurance Ombudsman
Consolidated Income & Expenditure Account for the year ended 31st March, 2025
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Council for Insurance Ombudsmen
Ref: CIO/Accts./2024-25 /CONSO

Laxmi Tripti & Associates,

800 MVK,8™ Floor, Sangeeta Ellipse,
Sahakar Road, Vile Parle (E),
Mumbai -400057

Dear Sirs,

Re: Audit of financial statements for the year ended March 31, 2025

of Income and Expenditure for the year ended on that date, we acknowledge as
management our responsibility for preparation and fair presentation of the financial
statements and recognize that obtaining representations from us concerning the
information contained in this letter is a significant procedure for the purpose of
expressing an opinion as to whether the financial statements present fairly, in all
material respects, the financial position results of operations of Office of “Council for
Insurance Ombudsmen” and its 18 Ombudsman Offices in accordance with the
requirements of Insurance Ombudsman Rules, 2017 (as amended till date) and in
conformity with accounting principles generally accepted in India, as applicable.

We understand that your examination included such tests and procedures as you
considered necessary for the purpose of expressing an opinion on the financial
statements. We also understand that such procedures would not necessarily detect
fraud, irregularities or error, should any exist. We acknowledge that control over and
responsibility for the prevention and detection of fraud, irregularities and error
remains with us.

Certain representations in this letter are described as being limited to matters that
are material. Items are considered material, regardless of size, if they involve an
omission or misstatement of accounting information that, in the light of surrounding
circumstances, makes it probable that the judgment of a reasonable person relying
on the information would be changed or influenced by the omission or misstatement.

We confirm, to the best of our knowledge and belief, the following representations
made to you during your audit:

Financial statements and records:

1. The accounts and records of the Council for Insurance Ombudsmen and its 18
Ombudsman Offices have been maintained in accordance with the requirements

Page 1 of 4
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In connection with your audit of Balance Sheet of the Council for Insurance
Ombudsmen and its 18 Ombudsman Offices as at March 31, 2025 and the statement
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of Insurance Ombudsman Rules, 2017 (as amended till date) and also in
conformity with accounting principles generally accepted in India, as applicable.

2. The financial statements are in agreement with the books of account, and we have
maintained proper books of account, as required by law. There are no material
transactions that have not been properly recorded in the accounting records
underlying the financial statements.

3. The management has taken proper and sufficient care for the maintenance of
adequate accounting records in accordance with the applicable provisions of the
Insurance Ombudsman Rules, 2017 (as amended till date) and for safeguarding
the assets of Council for Insurance Ombudsmen and its 18 Ombudsman Offices
for preventing and detecting fraud and other irregularities.

4. The financial statements are free from material errors and omissions

5. There have been no material changes since the date of the Balance sheet in
respect of any of the statements made above, and no events have occurred
subsequent to the Balance sheet date, which are of such nature that would affect
the true and fair view of the state of affairs and results of Council for Insurance
Ombudsmen and its 18 Ombudsman Offices as at March 31, 2025 or would
require adjustment to, or disclosure in the financial statements.

6. The accounting policies and estimates followed by office of “Council for Insurance f
Ombudsmen” and its 18 Ombudsman offices during the current year are
consistent with those adopted in the audited financial statements for the year
ended 31* March 2024.

Internal Controls:

7. There are no material weaknesses in internal control, including any for which we
believe the cost of corrective actions exceeds the benefits. There have been no
significant changes in internal control, other than regular strengthening of
controls in the normal course of business, since March 31, 2024.

8. There has been no fraud or possible irregularities, involving management or
employees who have significant roles in internal control or others where the fraud
could have a material effect on the financial statements. We have no knowledge
of any allegations of fraud or suspected fraud affecting the office of the “Council
for Insurance Ombudsmen” and its 18 Ombudsman offices or received in
communications from employees, former employees, or others, which could have
a material effect on the financial statements.

9. We acknowledge management’s responsibility for implementation and operation
of accounting and internal control systems in order to prevent and detect frauds
and errors. We have adequate systems in place and we hereby certify that there

Page 2 of 4
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were no material frauds, noticed or reported on or by office of “Council for
Insurance Ombudsmen” and its 18 Ombudsman offices during the year.

Liabilities:

10. Full provisions have been made in the Balance sheet for all known liabilities of the
office of “Council for Insurance Ombudsmen” and its 18 offices of Insurance
Ombudsman, due or accrued, as at March 31, 2025

11. The provisions made for expenses are not in excess and are reasonable.

12. Other than as disclosed in financial statements, there are no other amounts which
are due from / to other Offices.

Loans, Advances and Other Assets:

13. Office of the “Council for Insurance Ombudsmen” and its 18 Insurance
Ombudsman offices have satisfactory title to all owned assets, and there are no
liens or encumbrances on such assets nor has any asset been pledged as collateral.

14, The current assets have a value on realization in the ordinary course of business
at least equal to the amounts at which they are stated in the books.

HeSHed-e e d-ee e edHed e e e etk ee e e e e e e k3

Fixed Assets:

15. The net book values at which fixed assets are stated in the Balance sheet are
arrived at:

a. After taking into account all capital expenditure on additions thereto, but no
expenditure properly chargeable to revenue;

b. After eliminating the cost and accumulated depreciation relating to items
sold, discarded, demolished or destroyed;

¢. After providing adequate depreciation on fixed assets during the year;
d. After considering impairment;

Cash and bank balances:

16. Office of the “Coundil for Insurance Ombudsmen” and its 18 offices of Insurance
Ombudsman in all have NIL cash-in-hand balance in the Balance sheet date.

17.The management believes that the outstanding items lying in the bank
reconclliation statements would not have material effect on financial statements.

Page 3 of 4
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18. There are proper controls and monitoring over the items reflected in the Bank
Reconciliation Statement.
Receivables:

19. Receivables represent bonafide sums due to the Office of “Council for Insurance
Ombudsmen” and its 18 offices of Insurance Ombudsman in normal course of
business.

Others: %
20. There have been no events subsequent to the Balance sheet date which require

adjustment of or disclosure in the financial statements.
21.To the best of our knowledge and belief, office of the “Council for Insurance

Ombudsmen” and its 18 Ombudsman offices have not made any improper
payments or payments which are illegal or against public policy.

22. The accounts of 16 offices of the Insurance Ombudsman have been audited by
various auditors whereas accounts of Insurance Ombudsman, Mumbai and
Insurance Ombudsman, Thane audited by your audit firm. The consolidation of the
same is being done after considering the fact that the amount received from all
the insurance companies would be found excess or short on receiving the requisite
data i.e., paid-up capital and gross direct premium income from all the insurance
companies. Accordingly, the excess / short will be duly adjusted from the funds
required from all the insurance companies for the subsequent financial year.

23. The Council for Insurance Ombudsmen has started filing Income Tax Returns from
the Financial Year 2023-24 onwards, on the advice of our Chartered
Accountants.

24, Regarding TDS on GST on Contracts applicable from 01.10.2018 as per notification
no 50/2018- Central Tax issued by CBIC, section 51 of CGST Act 2017, we have
obtained TDS on GST number for the Council for Insurance Ombudsmen (erstwhile
Executive Council of Insurers) and 17 Offices of Insurance Ombudsman and have
filed the TDS on GST returns during the financial year 2024-25. We have also filed
appeal before the Maharashtra Appellate Authority for advance Ruling for Goods
and Services Tax against Order No GST-ARA-77-2020-21/B-73 dated 31.05.2022
received from Maharashtra Authority for Advance Ruling,

For the Council for Insurance Ombudsmen

tary (C10)
Place: Mumbai
Date: 21.04.2025

Page 4 of 4
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Council for Insurance Ombudsmen
CONSOLIDATED ACCOUNTS OF
“COUNCIL FOR INSURANCE OMBUDSMEN" AND 18 OFFICES OF INSURANCE
OMBUDSMAN
SCHEDULE ‘B’

NOTES TO THE ACCOUNTS FOR THE YEAR ENDED AS ON 31/03/2025

1. SIGNIFICANT ACCOUNTING POLICIES

A. SYSTEM OF ACCOUNTING

Office of “Council for Insurance Ombudsmen” and its 18 Ombudsman Offices
have adopted the mercantile system of accounting, except for leave
encashment which is accounted on cash basis.

B. FIXED ASSETS
. Fixed Assets are stated at cost less depreciation.

ii. Depreciation shall be provided at the rates prescribed as below and on the
original cost of the assets on a straight-line method. All assets costing up to
Rs.5,000/- each shall be charged to revenue account code 457 — Sundry
Office Equipment in the year of purchase.

A/c code Asset Rate of depreuation
216 Office Equipment’s 10%
217 Computers 30%
218 Air Conditioners, Fridge etc. 13.91%
219 Electrical Fittings 10%
221 Fax, Phone, EPABX etc. 10%
222 Xerox Machine 20%
223 Library Books 20%
224 Misc. Capital Equipment’s 10%
231 Lease-hold Improvements 10%

iii. Operating Leases: Operating Leases are those where lessor effectively
retains substantially all the risks and benefits of ownership over leased term.
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Operating lease rentals are recognized as an expense, as applicable, over the
lease period.

2. As per Ombudsman Rules 2017 (as amended till date) and as decided in the 2™
meeting of Executive Council of Insurers, Office of the “Council for Insurance
Ombudsmen” has received Rs. Rs. 86,57,87,215.85 (Rs. Eighty-Six Crores Fifty-Seven
Lakhs Eighty-Seven Thousand Two Hundred Fifteen Paise Eighty-Five Only) from the
member companies of Life Insurance Council and General Insurance Council towards
advance sharing of expenses for the financial year 2024-25 through Life Insurance
Council and General Insurance Council.

3. Based on advance sharing done and informed to member Insurance Companies by
through Life Insurance Council and General Insurance Council for the financial year
2024-25.After getting the requisite data of actual share of expenses of each Insurance
Company from Life Insurance Council and General Insurance Council for the financial
year 2023-24, we had completed the necessary exercise of identifying the status of
each Insurance Company regarding the excess or short remittance received from
them for the financial year 2023-24.We have refunded Rs. 13,76,47,259.14 (Rs.
Thirteen Crore Seventy-Six Lakh Forty-Seven Thousand Two Hundred Fifty Nine Paise
Fourteen only) to the member Insurance companies of Life Insurance Council and
General Insurance Council and have recovered Rs. 1,25,30,682.63 (Rs. One Crore
Twenty-Five Lakh Thirty Thousand Six Hundred Eighty-Two Paise Sixty-Three only)
towards actual sharing of expenses for the FY 2023-24.

4, As per Ombudsman Rules 2017 (as amended till date) and the decision taken
regarding the sharing of expenses of CIO & 18 OIl0’s in the 2" Meeting of the then
Executive Council of Insurers, we will inform the Life Insurance Council & General
Insurance Council the actual expenses of CIO & 18 OI0’s for the financial year 2024-
25.The actual expenses will be distributed in the ratio of 69% for Gl Council member
companies and 31% for LI Council member companies .The same will be informed to
Life Insurance Council and General Insurance Council and on receipt of the details of
actual sharing of expenses, we will refund/recovery based on actual sharing given by

Ll and Gl Council for the FY 2024-25.

5. An amount of Rs.62,39,63,912.57 (Rs. Sixty-Two Crore Thirty-Nine Lakhs Sixty-Three
Thousand Nine Hundred Twelve Paise Fifty-Seven Only) (Annexure 2) has been
provided as replenishment to 18 Ombudsman offices for the financial year 2024-25.

6. The following Offices of Insurance Ombudsman have received amounts from Insurance
companies towards Deposit Payable as per High Court Order for the Legal cases
pending in the Court which is shown under liability in the Balance Sheet as on
31.03.2025.

-
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Centre
Bhopal
Hyderabad
Noida
Chennai
Kochi
Lucknow
Total

Amount in Rs.
9,42,820/-
31,62,336/-
9,74,711/-
9,41,406/-
98,100/-
21,43,718/-
84,29,569/-

7. We have reconciled and received the confirmations of Balances of Sundry Creditors

A. K. Dasgupta, ex. Insurance Ombudsman, Mumbai, Shri G. Rajeshwara Rao, ex.
Insurance Ombudsman, Hyderabad, Shri A. K. Sahoo, ex. Insurance Ombudsman,
Pune, Shri Mateshwar Prasad, ex. Insurance Ombudsman, Bangalore and Shri Kiriti
Bhushan Saha, ex. Insurance Ombudsman, Kolkata in the Hon’ble High Court of
Bombay in April / June, 2016. The contention of the petitioners is that not pre-
commuted pension, but the pension after commutation should be recovered from the
salaries of the Insurance Ombudsmen. A contingent liability may arise in respect of
the above cases.

9. Regarding TDS on GST on Contracts applicable from 01.10.2018 as per notification no
50/2018- Central Tax issued by CBIC, section 51 of CGST Act 2017, we have obtained
“TDS on GST number” for Council for Insurance Ombudsmen and filed the TDS on GST
returns during the financial year 2024-25 .We have also filed appeal before the
Maharashtra Appellate Authority for Advance Ruling for Goods and Services Tax
against Order No. GST-ARA-77-2020-21/B-73 DATED 31.05.2022 received from
Maharashtra Authority for Advance Ruling. A contingent liability may arise in respect
of the abave cases.

10. During the year, status of complaints is as under:

Particulars

Complaints
ofs as
01.04.2024

on

Received
during  the
year

Disposed
during
year

Outstanding

the | as on

31/03/2025

For Life Insurance

1899

15431

15088

2242

For General Insurance

373

5016

4654

735

For Health Insurance

4930

32655

29156

8429

TOTAL

7202

53102

11406

~
-~

"il‘
“‘ f
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and Sundry Debtors. %
8. Writ Petitions have been filed against the Office of the “Council for Insurance
Ombudsmen” (erstwhile Executive Council of Insurers) and the Union of India by Shri
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11. Council for Insurance Ombudsmen, on the advice of M/s. Anand Desai & Associates,
Chartered Accountants, has started filing Income Tax Returns from the Financial Year
2023-24 onwards, by declaring NIL income. Council of Insurance Ombudsmen, has
also applied for a Non-Deduction / Lower Deduction of Tax Certificate u/s 197 of
Income Tax Act, 1961. This certificate will prevent the loss incurred on TDS levied on
interest accrued, on court deposits held by some Offices of Insurance Ombudsman.

As per our Report of even date
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For Laxmi Tripti & Associates
Chartered Accountants
FRN: 009189C
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MRN: 103066 Rl \ 5 T %

UDIN:. 25103064 8M utfyd-nzs g
Date: zs.oa.zozsk-//’
Place: Mumbai
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COMPLAINT ANALYSIS
Complaints Statistics have been generated through the CMS. The following consolidated
statements as at 31.03.2025 are attached herewith:

SR. Description Statement
No.
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
L5 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 & Recommendations in favour of Complainants - Amount Wise

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

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

(Company Wise Analysis - General Insurance) G5
1" Details of Awards & Recommendations - 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 Stream wise comparision of Complaints Received (Life, General & Health

Insurance) GRAPH
20 Recommendations, Awards & Withdrawals in Last 5 Years GRAPH
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Council for Insurance Ombudsmen Ak
% OFFICE OF THE COUNCIL FOR INSURANCE OMBUDSMEN g
k RECOMMENDATIONS AND AWARDS %
o

IN FAVOUR OF COMPLAINANTS (COMPANYWISE) =

FOR THE PERIOD FROM 01.04.2024 TO 31.03.2025 T

STATEMENT H5 T

HEALTH INSURANCE &

(FIGURES IN LACS) $

. RECOMMENDATIONS AWARDS RECOMMENDATIONS & AWARDS z
§ Name of Insurer Number Amount | Number | Amount Number Amount $
§ ACKO General Insurance Co. Ltd 12 16.33 10 28.3 22 44.63 %
Aditya Birla Health Insurance Company Limited 882 794.14 | 384 463.06 1266 1257.2 $
Aditya Birla Sun Life Insurance Co. Ltd. 1 0.78 0 0 1 0.78| 7=

§ Bajaj Allianz General Insc Co. Ltd., 188 189.26 65 62.84 253 252.1 *
E Bajaj Allianz Life Insurance Co. Ltd. 0 0 1 0 1 0 §
$ Bharti AXA Life Ins. Co. Ltd. 1 0.3 0 0 1 0.3 i
3: Care Health Ins. Ltd. 867 907.62 834 925.55 1700 1833.17, x
Cholamandalam MS Gen. Insu.Co. Ltd 90 67.94 174 166.62 264 234.56 ic
Future Generali India Insurance Co. Ltd. 37 22.26 39 31.25 75 53.51 :t
GODIGIT General Insurance Co. Ltd 14 421 35 25.11 49 29.32 ﬁ

g HDFC ERGO General Insurance Company Ltd. 371 378.08 193 249.22 564 627.3 m
HDFC Ergo Health Insurance Ltd. 14 5.94 10 4.66 24 10.6 ;’c
HDFC Life Insurance Co. Ltd. 1 2.58 1 0 2 2.58 E

% ICICI LOMBARD General Insurance Co.ltd. 91 99.15 168 173.17 259 272.32 fg
IFFCO-TOKIO Genl. Insc. Co. Ltd. 47 44.03 85 93.2 132 137.23 ;t
Kotak Mahindra General Insurance Company Limited 21 15.33 16 21.55 37 36.88 :c

% Liberty Gen. Ins.Co.Ltd 4 23 6 3.05 10 5.35 ﬁ
LIC of India 5 9.93 11 13.81 16 23.74 3’:
Magma General Insurance Limited (Formerly Magma "

HDI General Insurance Company Limited) 8 1.96 17 10.05 25 12.01 E
Manipal Cigna Health Insurance Company Limited 178 277.11 101 125.89 279 403
National Insurance Co. Ltd. 262 114.56 541 351.62 803 466.18 %

NAVI General Insurance Ltd 12 1.68 30 12.36 42 14.04|

i NIVA BUPA Health Insurance Co.ltd 1263 1594.87 543 781.86 1805 2376.73 m
3: Raheja QBE General Insurance Co. Ltd. 1 1.45 1 0.31 2 1.76 $
Reliance General Insurance Co. Ltd. 132 107.71 128 133.27 260 240.98 $
Royal Sundaram General Insurance Company Limited 19 18.01 25 24.11 44 42.12 $

SBI General Insurance Co. Ltd 55 24.56 82 96.66 137 121.22 3:

SBI Life Insurance Co. Ltd. 1 2.5 0 0 1 25 §
Shriram General Insurance Co. Ltd. 1 0.13 0 0 1 0.13] sk

Star Health and Allied Ins. Co. Ltd. 4355 3667.54 | 1528 1577.65 5881 5245.19 m

Tata AlA Life Insurance Co. Ltd. 2 0.31 1 3.29 3 3.6 %

Tata AIG General Insurance Co.Ltd. 109 159 133 180.87 242 339.87| %

The New India Assurance Co. Ltd. 138 69.74 364 276.73 502 346.47, :,c

The Oriental Insurance Co. Ltd. 135 106.60 360 342.6 495 4492 x
United India Insurance Co. Ltd. 75 45.75 188 125.96 262 171.71 m

3%" Universal Sompo Gen. Insu. Co. Ltd. 23 12.84 48 46.53 71 59.37 g
ZUNO General Insurance Ltd. (Formerly Edelweiss General Insurance Co. Ltd.) 8 3.22 4 581 12 9.03 %

% Total 9423 8769.72 6126 | 6356.96 15543 15126.68 #
) £ ]
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Recommendations & Awards given -

Recommendations & Awards given -
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Council for Insurance Ombudsmen

3. (D) Brief Review of statistics of all offices of Insurance Ombudsman
for the FY 2024-25

AHMEDABAD

Insurance Ombudsman - Shri Collu Vikas Rao
The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE NON-LIFE HEALTH TOTAL
Opening Balance as at 01-04-2024 0 0 0 0
Received during the year 611 163 3540 4314
Disposed during the year 601 161 3473 4235
2 67 79

No. of complaints % of complaints
Disposal through online hearing 3415 91%
Disposal through off line hearing 355 9%
100%

Centre has disposed off 35.70 % of entertainable complaints through recommendation (Mediation)

Total entertainable complaints 3770
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BENGALURU

Insurance Ombudsman - Shri Vipin Anand (till 20.10.2024) Ms. Neerja Kapur (from 26.12.2024)
The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE NON-LIFE HEALTH TOTAL
Opening Balance as at 01-04-2024 0 0 22 22
Received during the year 694 207 1701 2602
Disposed during the year 694 171 1434 2299
Outstanding as at 31-03-2025 0 36 289 325
Complaints registered Online 1702 (42.74%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints | % of complaints
Disposal through online hearing 2008 100%
Disposal through off line hearing 0 0%
Total entertainable complaints 2008 100%

Centre has disposed off 51.69% of entertainable complaints through recommendation (Mediation) |

ESES T T L T

Outstanding as at 31-03-2025 10
Complaints registered Online 1752 (21.4%)
DISPOSAL OF ENTERTAINABLE COMPLAINTS
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Insurance Ombudsman -Shri R M Singh (till 14.11.2024) Shri Ajay Kumar (from 31.12.2024)
The complaint statistics of the financial year 2024-25 is as follows :
DISPOSAL OF TOTAL COMPLAINTS i
LIFE NON-LIFE HEALTH TOTAL o
o
Opening Balance as at 01-04-2024 75 14 588 677
Received during the year 648 119 2603 3370
Disposed during the year 580 99 2292 2971
Outstanding as at 31-03-2025 143 34 899 1076 "
Complaints registered Online 3200 (54.27%)
DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

Disposal through online hearing 2331 89%
Disposal through off line hearing 274 1%
Total entertainable complaints 2605 100%

Centre has disposed off 37.27% of entertainable complaints through recommendation (Mediation)

i 3k 3¢ ok 3 ok ok dkosk ok ok

BHUBANESWAR

Insurance Ombudsman - Shri Manoj Kumar Parida
The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE NON-LIFE HEALTH TOTAL
Opening Balance as at 01-04-2024 0 0 0 0
Received during the year 559 215 577 1351
Disposed during the year 555 215 577 1347
Outstanding as at 31-03-2025 4 0 0 4
Complaints registered Online 423 (23.98%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

Disposal through online hearing 689 62%
Disposal through off line hearing 427 38%
Total entertainable complaints 1116 100%

Centre has disposed of 36.74% of entertainable complaints through recommendation (Mediation)
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CHANDIGARH

Insurance Ombudsman - Shri Atul Jerath (till 17.10.2024) Ms. Alka Jha (from 23.12.2024)

The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE NON-LIFE

HEALTH TOTAL

Opening Balance as at 01-04-2024

55 25

142 222

Received during the year

1106 431

2781 4318

Disposed during the year

806 290

1909 3005

Outstanding as at 31-03-2025

355 166

1014 1535

Complaints registered Online

2078 (41.8%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

2503

93%

188

7%

2691

100%

3§ sk koK iR SokokoR ok

CHENNAI

Insurance Ombudsman - Shri Somnath Ghosh

(Insurance Ombudsman, Guwahati, additional charge from 22.04.2024 up to 21.10.2024)

Shri K Vinayak Rao (from 20.12.2024)
The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE NON-LIFE

HEALTH TOTAL

Opening Balance as at 01-04-2024

92 72

310 474

Received during the year

495 288

1558 2341

Disposed during the year

515 270

1327 212

Outstanding as at 31-03-2025

72 90

541 703

Complaints registered Online

1828 (43.83%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

Disposal through online hearing

1850

99.68%

Disposal through off line hearing

6

0.32%

Total entertainable complaints

1856

100%

Centre has disposed off 27.42% of entertainable complaints through recommendation (Mediation)
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Disposal through online hearing

Disposal through off line hearing

Total entertainable complaints

Centre has disposed off 54.78% of entertainable complaints through recommendation (Mediation)
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Insurance Ombudsman - Ms. Sunita Sharma
The complaint statistics of the financial year 2024-25 is as follows :

e
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DISPOSAL OF TOTAL COMPLAINTS

LIFE

NON-LIFE

HEALTH

TOTAL

Opening Balance as at 01-04-2024

0

0

0

Received during the year

1960

289

1418

3667

Disposed during the year

1960

289

1418

3667

Outstanding as at 31-03-2025

0

0

0

Complaints registered Online

1462 (20.29%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

Disposal through online hearing

2144

62%

1308

38%

3452

100%
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GUWAHATI

Insurance Ombudsman -Shri Somnath Ghosh (till 07.11.2024)
Shri Ajay Kumar Sharma (from 30.12.2024)
The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS
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LIFE

NON-LIFE

HEALTH

TOTAL

Opening Balance as at 01-04-2024

0

0

0

Received during the year

269

223

367

859

Disposed during the year

235

195

314

744

Outstanding as at 31-03-2025

34

28

53

115

Complaints registered Online

329 (35.74%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

o
w®
o
M

No. of complaints

% of complaints

Disposal through online hearing

568

82%

Disposal through off line hearing

123

18%

Total entertainable complaints

691

100%

Centre has disposed off 31.69 % of entertainable complaints through recommendation (Mediation)
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Disposal through off line hearing
Total entertainable complaints
Centre has disposed off 69.35% of entertainable complaints through recommendation (Mediation)
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HYDERABAD

Insurance Ombudsman - Shri N Sankaran (till 07.11.2024)

Ms. G Shobha Reddy (from 26.12.2024)
The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE

NON-LIFE

HEALTH

TOTAL

Opening Balance as at 01-04-2024

0

0

0

Received during the year

583

296

1432

2311

Disposed during the year

514

223

991

1728

Outstanding as at 31-03-2025

69

73

441

583

Complaints registered Online

2657 (65.64%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

1588

99%

20

1%

1608

100%
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JAIPUR

Insurance Ombudsman - Shri R D Sharma (till 07.11.2024)

Shri Satyajeet Rajan (from 24.12.2024)

The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE

NON-LIFE

HEALTH

TOTAL

Opening Balance as at 01-04-2024

0

0

0

Received during the year

524

470

1300

2294

Disposed during the year

524

470

1300

2294

Outstanding as at 31-03-2025

0

0

0

Complaints registered Online

939 (35%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

Disposal through online hearing

400

24%

Disposal through off line hearing

1242

76%

Total entertainable complaints

1642

100%

Centre has disposed off 27.47% of entertainable complaints through recommendation (Mediation)
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Disposal through online hearing

Disposal through off line hearing

Total entertainable complaints

Centre has disposed off 36.01% of entertainable complaints through recommendation (Mediation)
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Insurance Ombudsman - Shri G Radhakrishnan (till 07.11.2024)
Shri Pradeep Kumar Jain (from 26.12.2024)
The complaint statistics of the financial year 2024-25 is as follows :
DISPOSAL OF TOTAL COMPLAINTS
LIFE NON-LIFE HEALTH TOTAL
Opening Balance as at 01-04-2024 15 25 159 199
Received during the year 312 229 2132 2673
Disposed during the year 325 243 2243 2811
Outstanding as at 31-03-2025 2 1 48 61
Complaints registered Online 1395 (24.43%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

1936 81%
449 19%
2385 100%

Centre has disposed off 37.65 % of entertainable complaints through recommendation (Mediation)
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KOLKATA

The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE NON-LIFE HEALTH TOTAL
Opening Balance as at 01-04-2024 6 0 28 34
Received during the year 2330 315 2016 4661
Disposed during the year 2336 315 2044 4695
Outstanding as at 31-03-2025 0 0 0 0

Complaints registered Online

1977 (37.05%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

Disposal through online hearing 3448 85%
Disposal through off line hearing 626 15%
Total entertainable complaints 4074 100%

Centre has disposed off 43.30% of entertainable complaints through recommendation (Mediation)

Disposal through online hearing
Disposal through off line hearing
Total entertainable complaints
t Insurance Ombudsman - Ms. Kiran Sahdev
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LUCKNOW

Insurance Ombudsman -Shri Atul Sahai
The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE

NON-LIFE

HEALTH

TOTAL

Opening Balance as at 01-04-2024 0

0

0

Received during the year

1178

538

1484

3200

Disposed during the year

1178

538

1484

3200

Outstanding as at 31-03-2025

0

0

0

Complaints registered Online

1361 (39.22%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

987

54%

857

46%

1844

100%
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MUMBAI

Insurance Ombudsman -Ms. Susmita Mukherjee,
(Insurance Ombudsman, Patna, additional charge from 01.02.2024 to 07.07.2024
Shri. Vipin Anand, (Insurance Ombudsman, Bengaluru additional charge
from 08.07.2024 to 20.10.2024 Ms. Sarojini Dikhale (from 23.12.2024)

The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE

NON-LIFE

HEALTH

TOTAL

Opening Balance as at 01-04-2024 338

95

1766

2199

Received during the year

850

348

4044

5242

Disposed during the year

927

333

3522

4782

Outstanding as at 31-03-2025

261

110

2288

2659

Complaints registered Online

3899 (58.79%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

Disposal through online hearing

2010

64%

Disposal through off line hearing

1114

36%

Total entertainable complaints

3124

100%

Centre has disposed off 24.20% of entertainable complaints through recommendation (Mediation)
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Disposal through online hearing
Disposal through off line hearing
Total entertainable complaints
Centre has disposed off 49.40 % of entertainable complaints through recommendation (Mediation)
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NOIDA 55
Insurance Ombudsman -Shri Bimbadhar Pradhan
The complaint statistics of the financial year 2024-25 is as follows : %
DISPOSAL OF TOTAL COMPLAINTS T
LIFE NON-LIFE HEALTH TOTAL fﬂ
Opening Balance as at 01-04-2024 0 0 0 0 %
Received during the year 1067 422 1601 3090
Disposed during the year 1067 422 1601 3090
Outstanding as at 31-03-2025 0 0 0 0 N
Complaints registered Online 2008 (50.13%)
DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

Disposal through online hearing 286 14%
Disposal through off line hearing 1727 86%
Total entertainable complaints 2013 100%

Centre has disposed off 32.39% of entertainable complaints through recommendation (Mediation)
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PATNA

Insurance Ombudsman - Ms. Susmita Mukherjee
The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE NON-LIFE HEALTH TOTAL
Opening Balance as at 01-04-2024 0 0 0 0
Received during the year 886 276 529 1691
Disposed during the year 886 276 529 1691
Outstanding as at 31-03-2025 0 0 0 0
Complaints registered Online 713 (30.75%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

Disposal through online hearing 114 8%
Disposal through off line hearing 1235 92%
Total entertainable complaints 1349 100%

Centre has disposed off 37.06% of entertainable complaints through recommendation (Mediation)
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PUNE

Insurance Ombudsman -Shri Sunil Jain
The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS

LIFE NON-LIFE HEALTH TOTAL
Opening Balance as at 01-04-2024 1318 142 1915 3375
Received during the year 1279 172 3263 4714
Disposed during the year 1363 140 2615 4118
Outstanding as at 31-03-2025 1234 174 2563 3971
Complaints registered Online 2874 (25.31%)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

Disposal through online hearing 2904 99.66%
Disposal through off line hearing 10 0.34%
Total entertainable complaints 2914 100%

Centre has disposed off 8.96 % of entertainable complaints through recommendation (Mediation)
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THANE

Insurance Ombudsman - Shri Umesh Sinha (From 27.12.2024)
The complaint statistics of the financial year 2024-25 is as follows :

DISPOSAL OF TOTAL COMPLAINTS
LIFE NON-LIFE HEALTH TOTAL
Opening Balance as at 01-04-2024 0 0 0 0
Received during the year 80 15 309 404
Disposed during the year 22 4 83 109
Outstanding as at 31-03-2025 58 1 226 295
Complaints registered Online 541 (54.46)

DISPOSAL OF ENTERTAINABLE COMPLAINTS

No. of complaints

% of complaints

Disposal through online hearing 70 68%
Disposal through off line hearing 33 32%
Total entertainable complaints 103 100%

Centre has disposed off 56.31% of entertainable complaints through recommendation (Mediation)
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sabibulla Khan Bhopal

1 reviaw
A & yewr ago

Today we have discussed a matter with ombudsman Bhopal office. their OMcers are so
numbie, cooperative matter solving nature, excellent. Regards

o Hanhar Musalgaonkar Bhopal

*  ayeat ago

Insurance Ombudsman bhopa!l siaff 1s very Humble & cooperative, providing great service & quick
solution, we ane very much grateful to all of you sir it was all beyond expectation

¥ @ you ago

e elvesurer oo Sararoe of) Rramedt 3 Prarem & speagof yftyer s e 81 o) sefaefa fvar ooen B
Sy ftnurs ) g 49 fim S @ Reom o ¥

N:n,; T Bhopal

a4 year agc

| have got the solution 1o my problems related 1o insurance. The officers were very polite with there
behaviour

Rohit Agrawal
5 reviews - 1 photo Bhdpal

% % % % % G months 3go

Bimalokpal successfully resolved my compiaint and helped me get the ciaim money,

B T Bhopal

& yoar ago

Good and Brsk sernvice

HEARTFELT THANKS FOR YOUR JUDICIOUS DECISION ON MY INSURANCE CLAIM Chennai
External

Appreciations by Complainants

Search for all messages with label Appreciations by Complainants

Remove label Appreciations by Complainants from this conversation

Summarize this email

TO
THE OMBUDSMAN
SUBJECT: HEARTFELT THANKS FORYOURJUDICIOUS DECISION ON MY INSURANCE CLAIM

RESPECTED SIR/MADAM

| AM WRITING TO EXPRESS MY SINCERE GRATITUDE FOR YOUR FAIR AND JUST DECISION IN MY
INSURANCE CLAIM DISPUTE WITH STAR INSURANCE.HAVING UNDERGONE HEART BYPASS SURGERY
AND RELATED TREATMENTS, | WAS DEEPLY DISTRESSED WHEN MY CLAIM WAS REJECTED ON THE
GROUNDS OF PED. YOUR INTERVENTION AND IMPARTIAL JUDGEMENT HAVE BROUGHT ME GREAT
RELIEF BOTH FINANCIALLY AND EMOTIONALLY. | TRULY APPRECIATE THE TIME AND EFFORT YOU AND
YOURTEAM TOOKA REVIEW MY CASE THOROUGHLY AND ENSURE A FAIR OUTCOME.YOUR DEDICATION
TO MY CASE THOROUGHLY AND ENSURE A FAIR OUTCOME. YOUR DEDICATION TO UPHOLDING POLICY
HOLDER RIGHTS AND ENSURING JUSTICE IS COMMENDABLE' ONCE AGAIN, | EXTENT MY HEARTFELT
THANKS FOR YOUR SUPPORT AND CONSIDERATION. YOUR ASSISTANCE HAS MADE A SIGNIFICANT
DIFFERENCE IN MY LIFE

YOURS TRUELY
V.BALAJL

Chennai
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External

Appreciations by Complainants

Search for all messages with label Appreciations by Complainants
Remove label Appreciations by Complainants from this conversation
Summarize this email

Jacob John Thu, Sep 12, 2024, 1:09 PM
to M, Claims, bimalokpalDear Sir,
Thank you for your email.

| acknowledge the details provided regarding the settlement of the bills under the Policy. | appreciate the
clarity of the calculations, and | hereby provide my consent for the settlement amount of as outlined in
your email.

I would also like to take this opportunity to express my sincere gratitude to both the Ombudsman office
and for their efforts in resolving this matter and ensuring a fair outcome. Your continued support and
professionalism have been greatly appreciated.

Please let me know if any further steps are required from my side to proceed.

Thank you once again.

Best regards,
Jacob John
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Guwahati
Wed, May1 4.55 PM

Respected Sir,
with immense pleasure and gratitude | am wniting to extend my heartfelt gratitude for your unwavenng justice towards my
complaint Your efforts and expertise have helped me in getting my claim, | am truly grateful for your
commitment to justice.
Your fine sense of judgement to navigate the matter with precision and professionalism was truly unconditional. | am deeply
appreciative of the time and effort your good office dedicated to my case, Your dedication to upholding justice and fighting for
what 15 nght is truly commendable.
Please accept my sincerest thanks for your exceptional representation. Your impact will always be remembered.
With warmest regards and deepest gratitude,
Dr. Amrit Gogol, MVSc
Assistant Professor
Departmant of Veterinary Pathology
College of Veterinary Sciences and Animal Husbandry
Central Agricultural University (Imphal),
Jalukie, Nagaland 797110
Guwahati
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Thank you oncoe agam for your excepionsl supgont
W ann fogaron

Yours faltivfuliy
TANMOY UEY

umahkalyani
6 reviews Hyderabdad
ooooons months ago

I am very thankjful to Hon'ble Insurance Ombudsman and his team for their
dedicated support in my mother's claim settlement within one month. Infact
I tried to reach health insurance co many times to get my mother's claim
settlement. But the insurance company closed the claim 1issue without
proper reascn. Six months we wasted our time sending mails to insurance
company and to grievance cell as well. Once I reached Insurance Ombudsman,
within one month the claim has been settled and received total claim
amount. Once again I thank the Ombudsman and his team who are involved in
this case. I strongly recommend all to reach out to this Office for any
insurance related issues.

6 Rishanth Yadav

1 review

ooOoofa year ago Hyderabdad
It's good experience visiting insurance ombudsman office as I am dejected
and arrieved as my health insurance claim was rejected for reasons I could
not wunderstand. All along I was wunder the impression that once health
insurance policy is tahen then my health related issues are taken care.
But unfortunately it's not the case. Aggrieved I went to lodge a complaint
against my insurer. Officers at this office obliged my complaint and
requested me to submit missing documents in my complaint. Next day I
submitted. Belive me my claim has been settled in 25 days of my submission
of my complaint at this office. My thanks to ombudsman sir for listening
to my issue impartially and gave an award in my favour. I thank all
officers from the bottom of my heart.. I suggest people to visit this
office for getting impartial judgement for their insurance related
reiected claims bv their insurers.
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DEEPIKA DEVPURA 12 September 2024 at 06:34
To: temalokpal jaipur .ldlpllf
Doar sirfma’am .

Iwaw*mWhmmM“hmmwwm
process. Your assistance has been groatly appreciated and has made 8 posilive impact.

Thank you ance again for your help and understanding.

Regards
Deoplica Devpura

[Ouctedt vt rwaseni

Kolkata
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From: Abhishek Poojari Mumbai
Date: Thu, Jun 27, 2024 a5t 11:59 AM

Subject: Re: Ref - HLE-COMPLAINT No. JE0S000D0002DB00 M r . Kumar Vasant Babu v/sS)X0000D0OOK

DOOOOGBORONE
To: Bimalokpal mumbai <00G0GE00COC00NOCNEO0N

Dear Sir/Ma'am,

This mall is to acknowledge that the company has settied the pending clalm and released the agreed
amount.

We are extremely grateful for all your support because until your intervention we had lost all hope of
receiving the promised funds.

Thank you againl

Best Regards,

Abhishek Poojari

To,

Council for Insurance Ombudsmen,

3rd Floor, Jeevan Seva Annexe, Mumbai
S. V. Road, Santacruz (W),

Mumbal - 400 054,

Respected Sir/Madam,

I am Reena Shah, and My Complaint Refino.is
Date~6-2-2023 and complain AgainsQDH00RB0GE000BG00000DDN Regarding Short
Settlement of Claim.so Just now We got Balance Claim amount OF On 4-6-
2024.So 1 am very Thankful to you and your effort . Because of that we got Balance amount
of Claim

Once again thank you very much.
Thanking You,

Reena T. Shah.
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Patna
rajeevranjan Thak SeR/A2, S8128
1134 PM
to Bumalokpal

Hongourable Insurance Ombudaman Madam,
| am writing this o express my sincere gratitude for the justice given 1o me al the shortest possible time
Since | was disgnosed with this devastating disease of cancer, my family has endured immense auma  Further rejection

of claim &coverage by the insurancs co overwhelming distress upon our lamily, compounding
the sufferings of a cancer survivor confronting an uncerta ure
R hution of my plaint at such an sase have not only brought sclace 1o my family but will siso bring remarkable

positive change in our life

I must commend the efficiency. professionalism and dedication to ensuring justice with utmoat care and attention to
details by the team lead by honouwtabie Madam MsSusmils Mukherjee It is rare that someone combines such a high level
of competence with genuine kindness & empathy

Maost humbly, | would also request your kind honout for considering festoratian of coverage of patient under the policy
requested during hearing on 5th Seplember 2024 also incorporated in Annexure VI A

Once agaln., | with my family thank and extend my hearntfelt grathhude 1o hongurabls Insurance Ombudsman Madam and
her team In ensuring justice at the gquickest time

With Regards

Raleey Hanian

@ FTesarEr
Council for Insurance Ombudsmen

Office of the insur ance Ombuduman Reviews Noida

Rishabh Kumar Bhatnagar 3
Locet Guats 14 reveras V10 phaton

AR ayear sgo

The procoss Of PEix ahon Bnd COMITRIne aHon rom the office of the Inswranc e Ombudsman has Deen
very smooth The whole procedure of heanng has boen mely and prompt. | would heghly recormemend
By ONe WO Nas & Probiem with respect 1o Moxo

o -

Aashish Dubey 3
Locel SGumte 53 reveean % phosos

R s year MO
1 have Nnever expecteod such MMocth expenenc @ and process

ARer regestenng the griveranc | recerved comemursc aton from office that ry rore
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R Kokroo $

I revesas
- D MmO B0

Noe expenence The insurance Ombudeman and the stafl are very supportrre Insurance Ombudsman
patently stens 10 LOth partes and after that delr-ers judgement The padgement of Insur ance
Ombudsman Nowda has SONe Justice N My case also

Patna
Sachchidanand Kr i Bep 27, 2024

124 PM
1o bimalokpal patna@@cioins co in

Sir/Madam
As per your order JODODOXX has settled my heath claim and paid the amount as per your
instruction
| convey my gratitude to Bima Lok Pal, Patna for quick and active response Speciallyl | shall
convey my regards to judge madam who is very dynamic and strong judge and your team Is also very
active and supportive towards me
Thank you so much 10 you and your team for such dynamic work attitude.

Thank and regards

MrSachchidanand Kumar
OA, Division office
Navagarh Postal Division
Nayagath Division
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Council for Insurance Ombudsmen
Patna
Ajay kumarJha Mon, Oct 28, 2024,
Iy 1115AM
to Bimalokpal
Dear sir,

Regarding above | express my utmost gratitude to the honorable Lokapal for the justice awarded o
me and acknowledge the sincenty with which the Bima company made Swift compliance of the award
lesterday. | have received the claimed amount in my account

Many thanks and my best regards to everyone at Bima Lokpal office Patna . This has reinforced my
belief in the system of justice that sitting home and fostering cynicism 1s of no use unless we
approach the institution of justice
Regards
Ajay Kumar jha
Mobile

Sed-ed-EdedededEIEdEle eIl EI 3

Prasanna Maddiwar Pune
3 monthsago

Very smooth procedure.

Behaviour of staff is very good and sofesticated

Respected Lokpal sir was very careful in detailing and humble in conversation.
Overall experience nice .. | wish it should have been more fast ....

Ramchandra Deshpande R
4 months ago
| deeply thanks to the honourable Ombudsman,Pune & working staff

in the office & all are very helpfull towords sufferer & always guide positively.My case was pending
for more than year,& on hearing day process came to end within 5 minutes & award was granted in

4 days in my favour.
So | once again thanks to entire Ombudsman Pune.

Aniket shelar
Smonthsago

Pune

My experience with Ombudsman, Pune was indeed a pleasant one.|l would like to thank the entire
team.lts only due to Ombudsman my insurance claim got settled.Anyone who faces issues in
insurance matter must avail service of Ombudsman.Their staff is extremely helpful and
polite.where the settlement amount took sometime but atlast we gotit.

Thank you once again,

Swapnil Patil Pune
8 months ago

My claim by care insurance claim Is rejected by simple date mistake done by doctor..but after |
approached with insurance ombudsman office pune..my claim is approved by insurance
company..it took time about 1.5 year but all over my experience was very good with ombudsman
support..staffis very cooperative..

Government should increase the ombudsman office for fast resolution..
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AHMEDABAD
BENGALURU
BHOPAL

BHUBANESWAR :

CHANDIGARH
CHENNAI
DELHI
GUWAHATI
HYDERABAD
JAIPUR
KOCHI
KOLKATA
LUCKNOW
MUMBAI
NOIDA
PATNA

PUNE
THANE

éh

b S

: oio.ahmedabad@cioins.co.in
: oio.bengaluru@cioins.co.in

: oio.bhopal@cioins.co.in

oio.bhubaneswar@cioins.co.in

: oio.chandigarh@cioins.co.in
: oio.chennai@cioins.co.in

: oio.delhi@cioins.co.in

: oio.guwahati@cioins.co.in
: oio.hyderabad@cioins.co.in
: oio.jaipur@cioins.co.in

: oio.ernakulam@cioins.co.in
: oio.kolkata@cioins.co.in

: oio.lucknow@cioins.co.in

: oio.mumbai@cioins.co.in

: oio.noida@cioins.co.in

: oio.patna@cioins.co.in

: oio.pune@cioins.co.in

: oio.thane@cioins.co.in
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