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qIHLA. 147(30).—F a7 areg {7, srafq S Ao (Feired) =W, 2020 IRd 99F6 1 &
o ¥, i fard fBranT fr sfeRg=eT g 788 (31), A 22 faweEy, 2020 3RT 9Rd &
TSI, ST, 9T 11, @Ue-3, 3UEve (i), aira 22 feeeaw, 2020 ¥ 37 a+ft =xfaFaat &, ™t so9
TATHT BT HATT 8, 39 arir@ o, SrEar 3aa ATeg=ar safate wad arel Toraa &l Sadi STaremor
T I FATs T2 off, Faretter e it srafer it aArfed ¥ Tger SMarT ¥ AT AHAT FId gU THIAT
R
AT, IFA TSI shl ITAAT STAETET 7 22 faea¥, 2020 FT Iqs4 FT &F T2 AT ;
3T, I gTeT Il % Hae § STAErEmor § ITed e S A 9L b T G g A=A
RN

qT: AT F T GHRTT, 97 Bt =i e artesror srfarfa=m, 1999 (1999 =1 41) Fi 41T 24
FIRT &< ATl &0 SIRT Fd g4 AT AT (948, 2017 (B =897 T8 9997q 3Fq HaH Fgl T3T
) T ST Heg F & forg At Faw aardr g, soiq —

1. (1) == Rt T ferea a8 ST ArsdTer (Feree) e, 2021 21
(2) T TISTIS § 3ok TRTLA T TG F T gi |

1316 G1/2021 0
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2. FHT AT e, 2017 F, —
(i) “MEATLTATE” oTs7, S-Sl T AT &, 3 T T “TIErFT0r” 9Ted T ST,
(i) “rATHRAT T FHAFET TRUT” 77, T-ST&l & 3T &, & T4 9, “THAT AR TS M58
T ST |
3. 3o ot % e 4 % sufaem (1) §, —
(i) @< (%) F T 9 AeAforied @ v ST, 79—
‘(=) “FrATeRat £ FwrdwEr afa” & [ 5 % srefie afya Smr e e afita g )

(i) @ (F) § “FATHOT” 77 o €19 9Y, “FAIaFa” ere T@r ST

(iii) @< (F) FT A9 AT ST

(iv) B (2) & T9ATq MFfaed @ sia:etaa AT STToaT, 9 —

‘() ‘ST TATA” | UHT SATFd ATHIT g T TTTEERT0T GTT AT AT oF €9 | ToTEE [

THTOTTS FaT 3 T e ;)

4. 3Fq 8T & A9 5 F IUMTH (2) F @< (v) ¥, “Faas o7 F w9 9T “HyFq qt9a qT
T 9758 T SO |
5. 3 [ % faw 7 % = ox Retorted Faw o S, i —

“7. ST AT HF [gET & o s 'fmta.— (1) 97 e 9Rue =1 et F g
FAeAl ST FAl & Fagd & o UHT Toaers Afashtiar & fore UHr dedr § S97 Arwara &
A & Ferft ST AT e ahus EfefEse w317

(2) ST TR, e aaet & e aet =799 afefa i Feret 9% SEmr e
afiwe grT A o s, s - —

() TTTEFTOT T STeqer AT TTIAFIOT FT VAT ST TUIhlierh qI&d S8 0T T Stae

FAT FRAT T HATAT ATHA = o017 T ¢ ST LT T AL — LT,

(@) 9% dTe T & - qE T | § GO 47 FaE § qa6idq qrEar |§
eI TAATHAT 3T ATAT T ATAT Teh Ao — TG,
(1) S IS AT F AL-ATHH T TGl § | S(ad STHT AT T Gad ATl § AT9TF

OIS SliY SI9a T@e aTaT U sFad — T3,

() U sAtFq Sreent AT &5 § ITATFAT ATAHT Tl TTeAq LA T STHFAT HLEAT 6
329t | Afdgfy 1 & e g1 — Tae;

() f=m 5 % 37 R (2) F @ (v) ¥ [Afdse T g #1 vF afafAfa— e

T FOT—H 37 W § “dF 91 A uT § ufedd dFe SHT FUAEAt & gl
faert & =7 % oI sl 93 T UH 919 § $I19T #979d =R 99T 2 |

(3) STt Suf==w (2) * @< (@) AT @< (M) ¥ [Afdee - ase7 &1 95 REa g, Fa+
LR 39d Gt # s Araat § UF T-oehiT 927 g o7 a7 3= =i &1 949 gt
T HGET B o (o0 ATAA{aSe T Tl |

(4) T AT TR, AT ATHRIT o =TI 6 o0 @S9 g sae = wEi $fiT vEr

=TT FAST a¥ & YR 9 9T AT i T3E Femme R e s 39 e v g
A I ATAT IS (i AT §, F Tarer | STy o ST |
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7. ST ATFRATA T AT F o Sgar—anrs safaa T AT & w9 H A & forw o
Tel g 5T aeh o, —
(i) g AT & sraes &t yiieq & fow AfHfEs sifow a1 =99 av 7 F7 &g
O a¥ T AT Y FT 7l 2 ;
(i) =g srferer ATt Far = @9 fir Bfae 9t #1 g0 987 & 37 78 w1 g Y 399
AT T | Had T 7 THqed I8 910 981 fhar g ; ar
(iiii) ST FHT ITURT H FF T FH T=A4 6 qY 0l HaT Al Al g 3T q1E | Ha9F | o737 I8
&TYOT gl AT 2 |
79, ST AR i AR F o shrar—(1) 8T AT 9RvE, el F gatEd gaw o
ITHT AT AT F AT U GO IT ATeaehl § & T o & forw, By 74 % @< (i) 3 (iii)
# fafAfEce sreaent & Tous Tavt § § 7= T 11 il FA\d Heil
Ui Sl GHIT HAT At T@d AT &f AT ATIE STATHAT & HRO AT 60 S aTed
Fetaat #ir 9edr =9 Faw & g Rfafdse q@er o afas g, v 93t satg arer asft sreneft
e gt § afeafora B s |
Trsiaor—ad 7| o Yl o forw foreft smaae o gag §—
(i) STT o7faer T 4T a1 |9 0 =i 967 % 9367 % &9 § 997 g AT e 941 6t
g, TaT sraeft Y AT FRT TR § ITeh! T TR o6 GLFT qod I7 GG 6 &9 § Tga
AT & arira & it ST, ST
(ii) gt FreT SwT =T & a7 it g, T4 sraeh i woEr 6 3= A 9 F Feew
T & FAAled <A AT als & (Haerd &2 o vuaw [gfaa i e |, S o 98 2, A
ST
(2) wes =TT sreredt, ey O & w=a #, S A\ Arerare afiug BAfEs w7y, qetotag
faferfeeat seqa e, stariq —
(F) TF YOI AT Faqae & ag =7 AT & Fodl i waear & Haga § {ai &
THTT o F g & &l FATIAT HT; 37T

(@) Mo & aer § gadr—

(i) =TT T F AL oreh sava Arg-F7 T AT @7 HEdT, S 9rar gl

3 e wg= gear At g
(ii) Fhcas hagr e siava Maer 1 98 g7 #3471 5 g,
(iii) sorTier ST F Hay R, I I 8
(iv) ol 2 foreer staeta srereff i I9eh ATdaTl T BIIETE T 9 €;
(v) Frea, foree = Fefed 2 ;
(vi) STFrAT AT IHF ATART 6 ool H Thelaio—
(F) ST 36 T AT (39 AT FHAT 2,
(&) Sk |1 ATTcash 1T Heel TEd g,

() S@T TheE, FAAT g AT ARG AGTHRT FH AT IEE ATT qTCAE
TqagTe Tad arett e a7 aerweft & # FH=T A7 T gy A1 ariE €, s
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(%) STT ToFefY STATHaRTET 1S T qeaardaTl AT [Haer 8, e 919 Sfmear
T IET T, SOt AT AETE HAAT 6l qTfcash JIeaai g,

(vii) TH Teq=fT a7 IHF ATARTL o qTL § Tehed, ST STHTRaT §, & Tfaed o ATerF
T YT A & AT ST 39 ATHIAT TEAFAT, TAT TETaT IT ITF &, AT ST 3T TgThal
ITIEINE |
(3) FATHITA AT TRUE, ITAA (2) # T, HATUT TR ST THT 3777 ATHHEA, ST a8
T THA, Fl e | T@d gU, AAaH i IULHAT, HAET SI¥ Fd THTd & TA1T 6 a1 | I T
7 % oo faferfea wrfersreor i @5foa 5

(4) SufF=® (3) F erehia wrfersor it ¥ W fFAER #F F 7Hr, SuHEH (2) § f[AfEw
FTAT it FRATATSAT =7 FfHf & Twer TEr AT, ST w2 6 IThar, S staviq /i &
THETT o AATT % I H ITLHAT AT 8, T FF= 0l i et & forw syerteiat i =g+ @=h
T TR 7 sifaw &9 30 |

(5) UTTH (4) F TN == FHTT T ATaT =T &7 T2 799 AT § AT 67 S aTer TH
FEIAl F Gag H, S FerT qahdr dranr Afafeaw, 2003 (2003 FT 45) F srefiw wqvfua ST
qAHAT ATTRT AT STRFIT ST Feal iF TRIT F AT AT AT AT A AT TR 8, ATl
a7 aRwg, o e, it Jar o9 & Jreas & qashar sETIisr ST FHi |

(6) IUTATH (4) F TN == FHTT T ATaT =T &7 T2 799 AT § AT 67 S ATl TH
Fertdat F "oy #/, S sufaaw (5) § iy e dasht a1 gertasat & f9=r €, e
gfvug, 39 (2) § [Afde S, yadq Meermad, TS STE=dT 97 |47 Sl JaT 7 Argadr
T TAT FAT TAT FT ATE Al UH A7l & faeg qieaa T ST a1 Sy a1 Frharer a2 396!
et 3 forw seqa Fft |

(7) =99 |9, AR (4) F FefiT ITH FT AT AT ST /T A=A 0T F o0
HAHT T&T HLA & THT, ATHATA dTHT 6 FEATAT H T4 6 & ga9 § [Agie F o, smfem
FEITHAT oF T § TIAHTT o F7 | &7 Afah Aeariay afza, srereff i e #f )

(8) FATHIT AT TG, IUFH (7) # 37l === A st Fopriert 9% F=w F39 & 747,
et srvareff Y & ArhaTer & =7 H <6 FT ft Mo aa 9% Tei B, S a6, —

(i) SIfF=w (5) F stefie srafera sraehar sTaty w7 7 87 o 2v; Av

(ii) =rRaTer SAT TR i 7g 1T g T 3Aae A yFta vHt 2 % ag o R | wg g
o 39 =7 ya g o s,
S UH AT | ATRTT STHT TG ST & hH & FqaTe amerera srvgefi o2 gl & fow =
AT |

(9) ATHAT AT TG, FARITAFT T ITLHAT I A= FA F TTq, et sreredt &1 fiwr
AR o =T H HIH HAT

g Afe g T 3 =Ai=F 0ET 92 T Tl FAT g AT SHT FATST qY o AL [hel |l
AT IT TGO FA & TET IT T 399 98 F AR & AT & T ITH geT (&AT FATqT g IT 38! g
BT ST g T AR ST TG, ATIHT & FH 6 ST Iq+=aH (7) § e smefera srereff =,
ST TSTHET AT F o T, s F2 Tl 17

6. S FIW & IUFFH (8) F T 4, Mofertaa aw w&r ST, st —

“8. ST AT T TETAH—=AT AT, 9 AT Y ratd F forw 97 Ik g sEHs av i
A ITH 3 T, TAH & ST AT T8 2, T8 10 HT &Y [ [gfe & forg o 7t g
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qiq A 2 AT, 2021 FT I €T § IF T FIA ATAT TAF FTHT AT, a1 e 5
a9 AMEE sate & T a1 396 g0 997 a9 &if o YT FT aF, =98 § 1 9T 98 2l, 98
ETLOT LT LT 17|

7. 3 & (= (9) o, ‘st & g 79T FEET O5al F T U, “TETate & & g
=T AT AT sreqwar, B Bt a7 fRarferamas a1 Gl sy % oo sofafs, e s
FYHAT qaterd g, AT el 57T Ta Mo | a=qay 7 2 &7 2o a7 F99 TRAT o A6 & &9 |
Y SITRTE T foT ST, ST et € = arfcass aei & fAfRfEe w7 1 Frg w7t 8,7 s T AT |

8. 3 F=w & F=w (1) ®, sufH=w (3) & warq, Fuforfaa suftaw siaenfua BT s,
TAT(—

“(4) SUfRFH (1) 3T SUFH (2) § T a1 & gid gu T, STei S16T A0 wEad 8§, S

ST (1) % el FArawaTer AT 9wy gy 7t GfafEs v g sfaemiar w@ar g, 71 R

g, Tl ATHIT SHT 9Rug, IS IHHT g THITT B STAT & o6 ATwigd § AT FLAT AaTF g,

A FIET, B ATE o ST f @ty & forw a7 {=F 98 i1 9 9 T 7 ITeh! qIZrarer & a9

B TF, TAH F ST o qFaH gI, AT ATSTiedr & & % ATATh UH IF % Fcdl 1 Hagd 7 &

forT ForeT st=r SreRdTer &1 ITferha e Fail 1)

9. 3<% Az & A= (13) & sufa=sw (1) &, —

(F) “AT HATAT FaTat T TR FET AT I 9 A= FAAT M1l 6 &4 92, “Frarrar (S
ST I ATHRAT ST HeAAT HT 2) IT AT FATA 6 AdTerd w1 Feara # Faferfad s #
o FreT smeme 9% T T ATFRAT T F gatad ehrar 9 o= wam,” e T S

(@) @ (A) & =9 9%, e @< T@r ST, g —

“(=7) WTfersRToT EIT, OTfereiem<eht & T2t it ST AT A AT F Hag § qAr0w AU AT
ArfFw =7 artersreer g SR R aiws, Anteeft gt ar Mo & ar afert |@fewr &
e =T oat % IUadl, Tgf a% vy fAudi &7 g6 g (F) g @ (M) s AfEe qgia g, 5
AAAITAT & TS g1 ATAT Fle o7 w7 ;”;

(1) T easteRTor st o STTosT, sreriq - —

CITHROT—EH SUAIH % T & [orT, “FH” 98 7 agr o7 O, ST ST STAR
HET fAfE, 2019 (2019 &7 35) Fr amT 2 F @ (1) HE 1)

10. 3<F Mo & R 14 ®, —
(i) ST (1) #, —
(F) “FIE TTHTHRAT RN o THT, AT AT TATA” 67 A FATIIT FohT STU
(@) “dTHTHRAT” 95 F TITH U, *, AATRAT, STHTRAT T 19T TATA” 9768 TG S0 ;

(i) suf= (2) ¥, “graraiid gRi osal & T U, “gEAreARd gRil AT Ti-E o &
HTETH & AT ATHATA AT TRUE AT ATHTSE & ATEAT H SAF-ATST I SO 9768 T ST ;

(iii) Suff=w (3) &, —
(31) “dHTFRAT” e F TATH U, TGI-STGT 9 AAT g, ©, TATRATY, fATRat =T AT T7TA”
9TeT ¥ SO ;
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(3m) @< (F) ¥, “Forfaa sremase T8i F3ar 7 M5al & W 9T, ‘i § a7 e
A o HTLAH | AT AT SHTHAT AT STHT TATA il dGETSE F ATEAH H AF-ATSA T¥TAaA
Tel ThaT & 9% 1@ STUAT ;
(iv) IURIH (4) H, “SHTRAT 9768 F T 9T, “, TATRATY, STHTRAT AT S1HT SATA” 978 T
ST
(v) SUtRF (5) & T, FMeforfaa Safeas st BT ST, st —
“(6) STEHRIT ATHT TRTE, T T&g TOTe T FwEd wair, S siava a9« (14) +
FefI FOFTaal T AT WA FA & O v IEehr T % yEe & fow el
ATATEA ey off 21T 1)
M. 3w AaaFRaw 159, —
(i) U= (2) ®, “SHTRal o8 & T 9%, ¢, TATRATS, SATRal I7 F97 T 9e) W
ST
(ii) SITH=H (4) F TeTq, Fefered Sufeas siaeaaa BT o, sraiq —
“(5) ATITA, AT IHHT T THTATH I 1T g T TReAtaai § VAT FIAT A8 ¢ al 39
HaE § ATRITA ST TRUE FRT SR T 380! dad1ge T T Anraelt faiar & sefia

A gU, Hated ferraashdl a9 AT AT SHT TAT T TS T HLeA o6 TAT, UL o
T FAFTIAHAT 6 UG T, AITSAT FHIHE & HIETH F HIHA il TS HL G0

TR AR, TATRATT, dATRaT (e siaviq S8 TTHahal e Tedadr st §) a7 SHT
TATA I, AITSAT FHIHH 6 TEAH &, T T o [T SATATT HL TR 17

12. 3 (979 & 99 16 ¥, “SHATHal” o3 % &I 9%, SI-STgl a8 AaT g, ¢, AT, darehar a1
& TATA” 9T T S0 |

13. 3 g % R 17 %, —
(i) Suf=w (5) ¥, “furewal” oz F T U, “, FATRATS, HATHRAT 37 9T AT oTe7 W
ST ;
(ii) Sufer (6) &, —
(37) “NATHRAT 9Tx *F T UL, , AT, FHTHAT AT AT TATA” 288 T ATU
(3) “FT T FEM MEET F TAT, “3T FUFAT TG TTeAT § SHL I ATATS H
9Tex fq:ETiua fro ST ;
(iii) Iuf=w (8) ¥, “draATdaial” oreq F T u¥, *, FATRRAfA, fHATHRATAT IT AT TATA 9TeT
T STU |

[FT.5. 14019/02/2019-3r5TTH.2]
T s, w9 a=

feoqur: oo e, TR % TSI, SETETr, 90 11, 92 3, SUEE (i), A 27 999, 2017 ¥, Ateg=Er
AT ArALE. 413(3), I 25 e, 2017 FRT THd B0 0 o ST aorETd Afeg=_r
T AT.FT.R. 785(3), AT 17 3T, 2018 FTT 3T Ferrer o 13 |
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MINISTRY OF FINANCE
(Department of Financial Services)
NOTIFICATION
New Delhi, the 2nd March, 2021

G.S.R. 147(E).—Whereas, certain draft rules, namely, the Insurance Ombudsman (Amendment) Rules,
2020, were published in the Gazette of India, Extraordinary, Part II, Section 3, Sub-section (i), dated 2ond December,
2020 under the notification of the Government of India in the Ministry of Finance (Department of Financial Services)
number G.S.R. 788 (E), dated the 22™ December, 2020, inviting objections or suggestions from persons likely to be
affected thereby before the expiry of a period of forty-five days from the date on which the copies of the Official
Gazette containing the said notification were made available to the public;

And whereas, copies of the said Official Gazette were made available to the public on the 22™ December
2020;

And whereas, the objections and suggestions received from the public on the said draft rules have been
considered by the Central Government.

Now, therefore, in exercise of the powers conferred by section 24 of the Insurance Regulatory and
Development Authority Act, 1999 (41 of 1999), the Central Government hereby makes the following rules further to
amend the Insurance Ombudsman Rules, 2017 (hereinafter referred to as the said rules), namely:—

1. (1) These rules may be called the Insurance Ombudsman (Amendment) Rules, 2021.
(2) They shall come into force from the date of their publication in the Official Gazette.
2. In the Insurance Ombudsman Rules, 2017,—
(1) for the letters “IRDAI” wherever they occur, the word “Authority” shall be substituted;

(i)  for the words “Executive Council of Insurers” wherever they occur, the word “Council for Insurance
Ombudsmen” shall be substituted.

3. Inrule 4 of the said rules, in sub-rule (1),—
(i) for clause (d), the following clause shall be substituted, namely:—

‘(d) “Council for Insurance Ombudsmen” means the Council for Insurance Ombudsmen constituted
under rule 5;’

(i1) in clause (e), for the word “established”, the word “appointed” shall be substituted;
(iii) clause (f) shall be omitted;
(iv) after clause (k), the following clause shall be inserted, namely:—

‘()  “insurance broker” means a person who has been granted a certificate of registration as an
insurance broker by the Authority;’.

4. In rule 5 of the said rules, in sub-rule (2), in clause (v), for the word “Director”, the words “Joint Secretary or
equivalent” shall be substituted.

5. For rule 7 of the said rules, the following rules shall be substituted, namely:—

“7. Selection Committee for appointment of Insurance Ombudsman.—(1) The Council for Insurance
Ombudsmen shall appoint such number of Insurance Ombudsman for such territorial jurisdiction as the
Council for Insurance Ombudsmen may specify, for discharging the duties and functions under these rules.

(2) The Insurance Ombudsman shall be appointed by the Council for Insurance Ombudsmen on the
recommendations of the Selection Committee consisting of the following members, namely:—

(a) the Chairperson of the Authority, or such other whole-time member of the Authority entrusted
with matters relating to the general or life insurance business as the Chairperson may authorise
— chairperson;

(b) one individual drawn from amongst the non-official members of the Banks Board Bureau
possessing necessary expertise and experience in matters relating to general insurance business
— member;

(c) one individual drawn from amongst the non-official members of the Banks Board Bureau
possessing necessary expertise and experience in matters relating to life insurance business —
member;

(d) one individual with a track record of promoting consumer rights or advancing the cause of
consumer protection in the insurance sector — member; and

(e) the representative of the Central Government referred to in clause (v) of sub-rule (2) of rule 5
— member.
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Explanation.—In this sub-rule, the expression “Banks Board Bureau” means the autonomous body named as
such, set up by the Central Government for selection of whole-time directors of public sector insurance
companies.

(3) Where there is vacancy in the office of the non-official member referred to in clause (b) or clause (c) of
sub-rule (2), the Central Government may nominate another individual eligible to be such non-official
member in matters referred to in the said clauses to be a member of the Selection Committee.

(4) The Council for Insurance Ombudsmen shall invite applications by advertisement for selection of
Insurance Ombudsman and such advertisement shall be issued in respect of each vacancy existing in the
office of the Insurance Ombudsman at the beginning of a calendar year including any vacancy likely to arise
in that calendar year.

7A. Qualification for appointment of Insurance Ombudsman.—A person shall not be qualified for
appointment as Insurance Ombudsman, unless he—

6))] is not less than fifty-five years but not exceeding sixty-five years of age as on the last date
specified for receipt of application in the advertisement;

(i)  is, or has been, a member of an all-India service or a civil service of the Union and has held a
post of Joint Secretary or equivalent to the Government of India; or

(iii)  has served for at least twenty-five years in the insurance industry and has held a post not less
than one level below that of a director of a board.

7B. Procedure and selection criteria for appointment of Insurance Ombudsman.—(1) The Council for
Insurance Ombudsmen shall shortlist up to five candidates from each category of applicants specified in
clauses (ii) and (iii) of rule 7A, for each vacancy from amongst eligible applicants, reckoned on the basis of
the length of service of the applicants in their respective category:

Provided that where the number of candidates to be shortlisted exceeds the number specified under
this rule, on account of two or more candidates having the same length of service, all candidates with such
length shall be included in the shortlist.

Explanation.—For the purposes of this rule, the length of service, in respect of an applicant—

(i) who is serving as or has served as a member of an all-India service or a civil service of the Union,
shall be reckoned from the date of his first appointment as Joint Secretary to the Government of
India or equivalent thereof in the Central Government; and

(il) who has served in the insurance industry, shall be reckoned from the date of his first appointment
to a position either immediately below the level of a director of a board in the insurance industry or
at the level of a director of a board, whichever is earlier.

(2) Each shortlisted candidate shall furnish the following particulars, in such manner and form as the Council
for Insurance Ombudsmen may specify, namely:—

(a) adeclaration and undertaking that he shall ensure absence of conflict of interest in the discharge of
functions and duties of Insurance Ombudsman; and

(b) information in respect of—

(1) personal identification details, including income-tax Permanent Account Number, bank
account numbers and Director Identification Number;

(i)  professional history, including directorships;

(iii)  disclosure regarding criminal prosecution, if any;

(iv)  the financial interests, including beneficial ownership, of the candidate and his relatives;
(v)  organisational affiliations;

(vi)  disclosure regarding the candidate or his relatives—

(A) being a promoter or director or employee of,
B) having material pecuniary relationship with,
© being an employee or proprietor or partner in a firm of auditors, company

secretaries or cost accountants of, or in a legal or consulting firm having
material transactions with, and

D) being chief executive or director of any non-profit organisation that has
material receipts from,

an insurer or its holding, subsidiary or associate company;
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(vii) disclosure regarding the candidate or his relatives holding shares in excess of two per
cent. in, or being a material supplier, service provider or customer of, or being a lessor or
lessee of, an insurer.

(3) The Council for Insurance Ombudsmen shall convey to the Authority, the particulars under sub-rule (2) for
its opinion as to the applicant’s suitability, integrity and absence of conflict of interest, keeping in view the
information conveyed and such other information as it may consider relevant.

(4) After considering the opinion of the Authority under sub-rule (3), the particulars of the candidates referred
to in sub-rule (2) shall be laid before the selection committee which shall take into account the suitability of the
candidates including as to absence of conflict of interest and finalise the process of shortlisting of candidates
for interaction.

(5) In respect of candidates figuring in the shortlist finalised by the selection committee under sub-rule (4) who

are public servants or officials falling within the scope of the powers and functions of the Central Vigilance
Commission established under the Central Vigilance Commission Act, 2003 (45 of 2003), the Council for
Insurance Ombudsmen shall obtain the vigilance clearance through the Ministry of Finance, Department of
Financial Services.

(6) In respect of candidates figuring in the shortlist finalised by the selection committee under sub-rule (4) who

are other than those referred to in sub-rule (5), the Council for Insurance Ombudsmen shall furnish the
information referred to in sub-rule (2) to the Directorates of Enforcement, Revenue Intelligence and Goods and
Service Tax Intelligence, and the Central Board of Direct Taxes for their reports on any inquiry or investigation
or proceeding instituted against such candidate.

(7) The selection committee shall, after giving an opportunity for interaction to all the candidates shortlisted by
it under sub-rule (4), recommend to the Council for Insurance Ombudsmen a candidate for appointment against
each vacancy in the office of Insurance Ombudsman, along with up to two additional candidates in order of
preference as reserve candidates.

(8) The Council for Insurance Ombudsmen shall, after considering the recommendations of the selection
committee under sub-rule (7), appoint the recommended candidate as Insurance Ombudsman unless—

(1) the vigilance clearance required under sub-rule (5) has not been received, or

(i)  the Council for Insurance Ombudsmen is of the opinion that the nature of the inputs is such that it
would not be in public interest that he be so appointed,

and in such a case, the Council for Insurance Ombudsmen may consider a reserve candidate, in accordance
with the order of preference, for appointment.

(9) The Council for Insurance Ombudsmen, after considering of the suitability of the candidates, shall appoint
a candidate as an Insurance Ombudsman:

Provided that if the appointed candidate does not assume office or, after assuming office at any time
during the same calendar year, either resigns his office or is removed therefrom, or dies, then the Council for
Insurance Ombudsmen may appoint the reserve candidate referred to in sub-rule (7), in accordance with the
order of preference, after ascertaining his willingness.”.

6. For rule 8 of the said rules, the following rule shall be substituted, namely:—

“8. Term of office of Insurance Ombudsman.—An Insurance Ombudsman shall hold office for a term of
three years or till he attains the age of sixty-eight years, whichever is earlier, and shall not be eligible for
reappointment:

Provided that every Insurance Ombudsman holding office as such as on the 2™ day of March, 2021,
may continue to hold office for the term specified at the time of his appointment or till he attains the age of
seventy years, whichever is earlier.”.

7. In rule 9 of the said rules, after the words “gross misconduct during the term of office,”, the words “or physical
incapacity, or unsoundness of mind, or insolvency, or conviction for an offence involving moral turpitude, or
engagement in any other paid employment, or conflict of interest or furnishing as part of the selection process
information that is false or omits to specify material facts,” shall be inserted.

8. Inrule 11 of the said rules, after sub-rule (3), the following sub-rule shall be inserted, namely:—

“(4) Notwithstanding anything contained in sub-rules (1) and (2), where there is a vacancy in an office of
Insurance Ombudsman having territorial jurisdiction as specified by the Council for Insurance Ombudsmen
under sub-rule (1), the Council for Insurance Ombudsmen may, if it is satisfied that it is necessary in public
interest so to do, by order, authorise any other Ombudsman to discharge the functions of such office in addition
to his area of jurisdiction for a period not exceeding six months or till the vacancy is filled or till the expiry of
his term of office as Ombudsman, whichever is earliest.”.
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9. In rule 13 of the said rules, in sub-rule (1),—

(a) for the words “or disputes relating to—", the words “alleging deficiency in performance required of an
insurer (including its agents and intermediaries) or an insurance broker, on any of the following
grounds:—” shall be substituted;

(b) for clause (i), the following clause shall be substituted, namely:—

“(1) any other matter arising from non-observance of or non-adherence to the provisions of any
regulations made by the Authority with regard to protection of policyholders’ interests or
otherwise, or of any circular, guideline or instruction issued by the Authority, or of the terms and
conditions of the policy contract, insofar as such matter relates to issues referred to in clauses (a)
to (h).”;

(c) the following explanation shall be inserted, namely:—

“Explanation.— For the purpose of this sub-rule, the term “deficiency” shall have the meaning as
assigned to it in clause (11) of section 2 of the Consumer Protection Act, 2019 (35 of 2019).”.

10. In rule 14 of the said rules,—
(i)  insub-rule (1),—
(a) after the words “an insurer”, the words “or insurance broker” shall be inserted;

(b) after the words “the insurer”, the words “or the insurance broker, as the case may be,” shall be
inserted;

(il)  in sub-rule (2), for the word “signed”, the words “signed or made by way of electronic mail or online
through the website of the Council for Insurance Ombudsmen,” shall be substituted;

(iii)  in sub-rule (3),—

(A) after the word “insurer”, wherever it occurs, the words “or insurance broker, as the case may
be,” shall be inserted;

(B) in clause (a), for the words “makes a written representation”, the words “has made a
representation in writing or through electronic mail or online through website of the insurer or
insurance broker concerned” shall be substituted;

(iv) in sub-rule (4), after the word “insurer”, the words “or insurance broker, as the case may be,” shall be
inserted;

(v) after sub-rule (5), the following sub-rule shall be inserted, namely:—

“(6) The Council for Insurance Ombudsmen shall develop a complaints management system, which
shall include an online platform developed for the purpose of online submission and tracking of
the status of complaints made under rule 14.”.

11. Inrule 15 of the said rules,—

6 in sub-rule (2), after the word “insurer”, the words “or insurance broker, as the case may be,” shall be
inserted;

(i)  after sub-rule (4), the following sub-rule shall be inserted, namely:—

“(5) The Ombudsman may, on his own or on the request of the complainant, hear a matter
through video-conference if he is satisfied that circumstances so require, after notifying the
complainant and the insurer or insurance broker concerned, subject to guidelines issued by the
Council for Insurance Ombudsmen in this regard and published on its website:

Provided that the Ombudsman may allow the insurer (including its agents and
intermediaries) or insurance broker, as the case may be, to be heard through video-conference.”.

12. In rule 16 of the said rules, after the word “insurer”, wherever it occurs, the words “or insurance broker, as the
case may be,” shall be inserted.

13. Inrule 17 of the said rules,—

1) in sub-rule (5), after the word “insurer”, the words “or insurance broker, as the case may be,” shall be
inserted;

(i1))  in sub-rule (6),—

(A) after the word “insurer”, the words “or insurance broker, as the case may be,” shall be
inserted;
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(B)  after the words “the Ombudsman”, the words “and upload the details in the complaints
management system” shall be inserted;

(iii)  in sub-rule (8), after the word “insurers”, the words “or insurance brokers, as the case may be,” shall
be inserted.

[F. No. 14019/02/2019-Ins.1II]
SAURABH MISHRA, Jt. Secy.

Note: The principal rules were published in the Gazette of India, Extraordinary, Part II, Section 3, Sub-section (i),
dated the 27th April, 2017, vide notification number G.S.R. 413 (E), dated the 25th April, 2017 and were
subsequently amended by notification number G.S.R. 785(E), dated the 17th August, 2018.
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