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ENKEISES
(ERIREEIEER I

(FHT-1T SITATT)

st
75 faeedt, 22 fewwaw, 2020

aT.H1.1. 788(31).—=aT SrwuTer R, 2017 § "ot # & forw ey Ay, 9 Fw 9w,
7 AfFaTEE i e st sifafaara, 1999 (1999 &1 41) &t €T 24 F gTT Tacd Tfhal &
TART A gU, T T TEATT HAT &, TAERT UH Al SARRAT il SATFHRET 6 o7, [ieg 3899 Tertad
B AT 9T g, TR 6T 1T § 3T TAEgT Jg AT |l &f ATl g o6 3Fq a1 {9 9% 39
qIrE & fSEr 28 AT & 59 SEH T GEAT TR 0l AT, T TAAT ST A S9se FIAT S
FT AT | 45 AT At srafer 7 qurie & o= A= o S|

U R, oree THE T9Tfad g &l §9TaHT 8, & T SeAdi 7 gATal, A1 FIe 2, H1 94,
faeq w3, A Jard @9, g ad, stad €9 999, 898 90, 95 f@eel-110001 F:7 97 1
AT 2

UH AT, Riee T T9THEd g 6 §9Ta4T g, ¥ IU9ad fAftate sater & Wiae Sad JTey
TRt o Taer & ST AT T qRHATAT 92 hal T FEhT g7 o= fohar Srosm)

6277 GI1/2020 (1)
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&Y FaH

1. == Rt iy frar T (Ferre) e, 2020 FET STUT)
2. ST AT [FEH, 2017 (39 99T IFT FIH F € F qGf9q) H “HATERAT A wEEET 9us”
9Tsal, STgT el ST AT YA 3T 9T g, & T 9 AT AT aRue” ores F giaesTiod T
ST
3. 3% fAgw #, 9w 4 7 39 F9w (1) & @ve () & weanq Mfated gue &1 siaeafuq B s,
TATH:-

“(3) “FArRTIT Terer TOrTeRy” T ATHTT U AT werewmr g, S R off e wrater ®

AT forsTaa TS e 3T TS forRrarat it R  waer § g=ar IS #A F IZ9T | ST AR
TRUE gRT T BT T Bl

4, 3Fq Faw H, Faw 7 # -
(i) 37 A= (3) & T wx fAeforfeaa 3 fFaw = wiaeenfoa R smowm aras-
“(3) TF =TI AHTT REH Meforad artae 8, & gT [gRe # o sreitEa st
=T T o TeAT AT ATHRITT TR T FTHT ATHITA il HIFT HT-
(F) TTETS & AT — AT
(@) 9% A I F T-ALRRT Geedi § F IR0 AT FRER T gated qawdr §
AELTF FALATTAT AT AHT TET ATAT U ATk — T3,
(1) 9% ATE AT % I-AAT Taed] | § S{iaq AT a9 § Ga1ed ArHaAl § aeqsh
Fa=aT ST S 9a T ATAT U oA <k — 9aed;
() HATAT T IUSTHAT ATAFRT T T At & qrag, U1 ATAHl ¥ gatad
HIHEAT § ATGLTF [AATTAT AT AHT TAH ATAT T A<k — I, AT
(3.) T g=rer, facdha f&Td BT & g AT T UF AT, S AT aa o
AT Fod AT I THHET T | A 7 &l — a7,
FFTLIFTO — ‘S FTE SN | ATHITT U T (A g, o %% T9a gy a3l
& T AT FAAAT o6 UTTTorsh HaedT & 94 & (oIT IISa 6T T3T 817;
(ii) 37 9w (4) F = ¥ Metataa 37 [aw &1 gfaenfea BT o, amds-

“(4) AT FATHRITT TR T AF A a9 & s | 19T AR F R § g He I
Rfer sfiw facdft o & S Ioa=T g1 aTelt giTtag e & 9 =9+ & fore sraee st
FIT TO AESES adr ART HAT AT F Frar @A 399 9w F oaqar
Aafofag AATEse 9m=ar aevet # Q@ #33T aT daesi § § Jod® X & Jid SmE7
AR it e F-

(F) ATASIAF AT H e 9o g il AffEe sifaw [t 1 smags T sy 53 av |
FH 3T 62 T F ATerF Al gl ATGU 3T AFAfoiad ATHaveT &l I2T FLAT AT 0:

FUf11 : A T 9% 9 HATLq g1 AT 94T %l gl —
(i) 3== =ATATAT & =TT AT

(i) T SreT =maTefter s ST = F g9y § vemEes Sadarddl agd
TOIETT =ATATSA 3 TAT T STLTLAAT T ITRT TIA&A07 FohaT BT, AT

(iii) WYX FHEAT ITAT ATAFIT H =AATATEN T 2T,
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SREL

FUf12 : AaaH FF 9% 9 HATA g1 AT AT il g1 — Aol TIEA T JaT AT AT T
Fr fRrfere Tar 1 gae7 g1 3% S af=d, 9T Gt AT g qER | IHh THHe
T 4TI AT Bl

JYqr

Ff} 3 ; TS AT IR § FH T F7 25 900 q it qa70 A 2I, oEd 37 grar

Sifaw gTd Uz a1e 39 & &% & UF | off8F &q¢ =7 7 @Il
(@) =T AT g i i "etad At § I /4T raty F AU 9¥ 9ve (F)
# afira S AforaT & ToF H 9T ;AT § a7 AEATIIT T FAT FAT

T AE T TEIaE T F 32T H 3od ATATAT o AT Al ST =ramefter v
HIe THAT ITAT ATHIOT & ~ATATeer F FETar &7 ST

TTeq Ag T o AR 37 TR § FAAT et il 9 AT 9§ FH g 7 AT Ae ATy
H T sfafaa sreati= &1 It TaT STafd & e 9T, Joit § regfa it "ear av a%
T T % wiaaer & AT 38 avg entee T ST & geitas sreafat i g den
ERCIEICETC S

(M) I F gHEtaE qv gl 7 =] TH X U T § AT Iqdq64 waAT gt sar
F9T AT e fafAtase #1 -

(i) T =IO ST F= 6 AT ST AT F w9 § I e G sar g v &
AT % FAT U @Al g § Bl F efa F 9 21 3 7 g w3, &
(ii) =t & |99 § g=a
(F) I T GTAT ST, S @rar @, i AR agee ge gt
R TgaTe faae,
(@) T2 &1 9% 907 2 Ated T9T qaeT Thaged
(M) STRTrEE AT & GETaT T, AR FE 8
() sreredT ST Ik el & AT ST afed A =7,
(z.) wTew o T "afea gf;
() TErfT AT I Reqal & Gafad Tahe [0
(1) T Jade AT a9 J7 FHAT g1 & 414,
(1) T Fgeaqur AT T,

(1) F@TITes, FIAT G=a JT AET @R 6 BH H HHAAT AT Ao AT
AWMETE g & AT J7 fafae a7 qemel w6 § o de-ad i oY

(IV) Tt oft FT-ATHRTET TS o T FIAHTT ATIFRTT IT A9 g o A1
S 918 SHTRaT AT SEeT QATETRAT, ST AT TEEE HAAT hl Hgea o
ITTHT 2T;

(B) sregefi a7 3o+ Redad & AR rgiasal, HaT J&rar A7 Agd a1 oher

FIATHAT & TSITAT AT TSIIL G 6 AT &I TTA9T | STTEF AITHTAT T The [0
FEATI
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() @ue () | AT TAT TGO, T AT GAAT H AT ARIT TG F THET TG STTOAT, ST ST
FATHATA 6 ®F § [T 60 S 2 o (95 AT 19T1 6 999 | ZaAl 7 ehad Tal g & & g3
H T §qe B 6 TIATY =TI Qi GRT ard-=1d & (o0 et it sifqd =99 g1 @
FT;
(2.) SITAH =T AT | QAT THATAAT, ST FR 1T TAhaT AT T eTRAT ST FHTAT 6 TMALH A
Tl ATRHEF AT ATAFRTE Bl F Tae |
(i) sTeref gIT Teqa/Iaersy FXAY AT FEAT HIATOT FId THT WA SrA7 A =i
foreTe ITTEraeoT & F=AT T ST0R(T; ST
(ii) T FAFAT AT & Fashar fHeret i Rofa gt sosfy;
(F) FTT FARAT ATART T TRAT 3T FTAT & 1AL | AT AT I AT AT AT ATARTIAT F STATAT
Afaw = § o Aol TETHAT F Hae H, IAh FINT & TS GAAT T GTAT FLd qHA, AT FTHT
e A arfereeor, Jade Reames, Tered A=A 9T 7T U 94T FT Aga9T 9T $urT
THA FT ATE & TAAT AT SITUIAT
(®) =a= afufa sifaw sreeff &t ara-=a F7 a9 I F 97 SHT ATRATA F FTATAT Y TedF <h
& HEg H U AT sreterd srexedt F 3w we & forw syt 7 e S Ao 9ius
T AT
(3T) == |IETT T gATT T0 SAwafial & SHT drdre & 98 97 =gt 2q e w F o e s
HqaE # GUL (2.) 3T () F AET FAAT 7 Tt AT ArFer 70 F qHeT Tt AT0AT|
TICEHIIT — GUE (F) o AT o (70, AT o FHael, FAT ATl il AT HAATTETE G-

(i) ST 9gf<R 7 9gell arg & 3= ATATAT % AT % 9 92 7 Srer =amamedter & 9 92 a7
He FHEAT ITAT SATATIEHIIT & ATITLT & % 9T Had 3T,

(ii) ST RF it T2l aE ¥ ARG S 6 GIFd qiod ATGT haid R H 36 THEE,
AT AT FAT AT ATLT T T AW HAT o TaeT o & | F97 T 21 AT F T &1, 4T
(iii) ST AR it TgeT aE &, AT IR § a1 [I9F & UF T F 9 98 9T, ST SART F
AT &I 3,
(iii) 37 7= (5) 1 A=t T sroem
5. 3Fq F7w & F=w 8 & v o Mwaferea R v witeetag e somm, ame:-
“8. ATHRITA T HTAHTA:- ATHITA HI A1 a9 =l A F o Fgera BFam STowT o o @EgRe &
(RRSIEREEARE
g ag T FE ot =9ich 65 T & S T FA o d18 ATHITA T T8 T Al HT:

i g A 6 T e AT AT (Ferree) fFaw, 2020 F aRp g A At o st 6
ot MR & g9 [fdse safd 9 91 70 a9 &if o T 3 aF, S | 98 gl, 98 9 a9 7§
T 2l
6. SFq M| H, FIW 9 # “FrdF1a & I AHIX FIATT Meal & T 2 A ered wi Jraerod

o
(e T STTUNTT, ATHd -

“QITETTR STeTHAT, AT arteerar, fEarferamae, srorfess amer 3§ Soffa] 9T qrietas 91 o=
et T  foreg gl
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7.3 e ®, Raw 13 -

(F) 39 7w (1) H, orex “SArRdTer TRt AT FEtad AaTat Fr T FO A7 39 97 A= #7907, F
TATT U7 ATFRITA STHTRAT ST TETT T TS STAT Farei § FHT F Sarera fOrrraar F1 T e 07
3 9% A= T, @ wiaearioa BT srom

(@) 39 77 (1) #, @ve (1) % foru Aeferfaa gve i giaeatoa e s, saiq:
“(=1) =T srferfeem, 1938 & IUET AT 39F g a9 U felt Ay a7 iR, ar aref S
faffemas i e arfereor (qifertteans % Bat &1 @veron) @fFaw, 2017 % Soo=a 7 3oa=
S AT HTHAT, AT TXETE gTT a1y M0 et off st faffewe, o seets g o oo o foredt
T gfvo, feemfader am staer a1 Tiferft srqaer it Megs i odt ¥ gaferg arHar g (F) 7 (W)
H Ifeaferd 721 ¥ dag grml”
8. 3 A=t F w14 ¥, -
(F) 37 77| (3) &, @ve (F) § ore “forfra” o aTe 9rsx “AT TAF i+ STAT SITUAT;
(@) 39 == (5) * are, Mt 39 M=w &t sia.eiad R o, stri-
“(6) AT AT TS T TAHTIT TILT TUTAT T FHT”
9. 3Fq ATt #, 37 F=w (4) & 1= {9\ 15 ¥, fMwaferted 37 s &t sia:eafua B s, sri:-

“(5) AT T AT FAFTATRAT * AL TL THH T o2 g I T = Farer | ST A1 7w
T =9 oo § fOraasdl quT Sated ARl w1 ATaEAr AR U AT F T Ioae
afefRafa # srufera 1 ar, ASAT FIHE 6 ST A 6l TS HL Tl g AT 7 ATAT Jaarze
T THTTT T FqHhaT 817

10. 3 =9 #, 9w 17 ¥, 37 9w 6 § “Trdara” 9re8 & T997q “SHT O TG qortet § e
AYATS F2” oreat a1 w3 strom)

[T, &. 14019/02/2019-7-11]
T o, S af=a
feoqofy . g Mem 9Ra F TS0, SETETR, A-1l, -3, 37 @E (i), 27 99, 2017 FT SATeEr
Her AL, 413(3.), 25 0, 2017 % FTT TR =17 T4 o7 7 qore=rq Afag=ar
Tt |1.H. . 785(31.), 17 Ted, 2018 # FIT A& =a 6T 3T 9|

MINISTRY OF FINANCE
(Department of Financial Services)
(INSURANCE-II SECTION)
NOTIFICATION
New Delhi, the 22nd December, 2020

G.S.R. 788(E).—Draft rules to amend the Insurance Ombudsman Rules, 2017, which the Central
Government proposes to make in exercise of the powers conferred by section 24 of the Insurance
Regulatory and Development Authority Act, 1999 (41 of 1999), are hereby published for information of all
persons likely to be affected thereby, and notice is hereby given that the said draft rules will be taken for
publication in the Gazette of India after the expiry of a period of forty-five days from the date on which the
copies of the draft rules are made available to the public.

Objections or suggestions, if any, from persons likely to be affected may be addressed to the
Secretary, Ministry of Finance, Department of Financial Services, Jeevan Deep Building, 3" floor, Sansad
Marg, New Delhi — 110 001.

Objections or suggestions that may be received from persons likely to be affected with respect to
the draft rules within the aforesaid period shall be considered by the Central Government.
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DRAFT RULES
1. These rules may be called the Insurance Ombudsman (Amendment) Rules, 2020.

2. In the Insurance Ombudsman Rules, 2017 (hereinafter referred to as the said rules), for the words
“Executive Council of Insurers”, the words “Council for Insurance Ombudsmen” shall be substituted
wherever they occur.

3. In the said rules, in rule 4, in sub-rule (1), after clause (k), the following clause shall be inserted,
namely:—

“(1) “complaints management system” means an online platform developed by the Council for
Insurance Ombudsmen for the purpose of online submission and tracking of the status of
complaints lodged with any office of Ombudsman.”

4. In the said rules, in rule 7, —
(i) for sub-rule (3), the following sub-rule shall be substituted, namely:—

“(3) The Council for Insurance Ombudsmen shall appoint an Insurance Ombudsman after
considering candidates recommended for appointment by a selection committee comprising—

(a) The Chairperson of IRDAI — Chairperson;

(b) One person drawn from among the non-official members of the Banks Board Bureau
possessing necessary expertise and experience in matters relating to general
insurance business — Member;

(c) One person drawn from among the non-official members of the Banks Board Bureau
possessing necessary expertise and experience in matters relating to life insurance
business — Member;

(d) One person possessing necessary expertise and experience in matters relating to
consumer rights, to be associated from the Ministry or bodies concerned with
consumer rights — Member; and

(e) One official of the Central Government in the Ministry of Finance, Department of
Financial Services, not below the rank of a Joint Secretary to the Government of India
or its equivalent — Member.

Explanation.— 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.”;

(i1) for sub-rule (4), the following sub-rule shall be substituted, namely:—

“(4) The Council for Insurance Ombudsmen shall issue public notice inviting applications for
selection against each vacancy existing in the office of Insurance Ombudsman at the beginning
of each financial year and those likely to arise during the financial year, and shall appoint
Insurance Ombudsman against each vacancy from among applicants meeting the eligibility
criteria specified below, as per the selection procedure specified below:—

(a) The applicant should be not below 53 years and not more than 62 years as on the last
date specified for receipt of applications in the public notice and should meet the
following criteria:

Category 1: The applicant should be serving as, or should have served as,—
(i) aJudge of a High Court, or

(i) a District Judge and should have presided over and supervised the affairs of
the district judiciary, including administrative responsibilities in respect of
the district judiciary, or

(ii1) a Judge of a Motor Accident Claims Tribunal;
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OR

Category 2: The applicant should be serving as, or should have served as, a member
of an all-India service or a civil service of the Union of India, and should have held
the post of a Joint Secretary to the Government of India or its equivalent in the
Central Government;

OR

Category 3: The applicant should have served for at least 25 years in the insurance
industry, with the last position held being not less than one level below that of a
board director;

(b) The Council for Insurance Ombudsmen shall shortlist from among eligible applicants

(c)

up to two candidates in each of the three categories enumerated in clause (a), on the
basis of the length of service of the candidates in their respective category:

Provided that a Judge of a High Court shall be preferred over a District Judge or a
Judge of a Motor Accident Claims Tribunal for purposes of the shortlisting:

Provided further that in case the number of candidates so shortlisted is less than
four, additional candidates from among eligible candidates may be included in the
shortlist on the basis of their length of service without restricting the number of
candidates in a category to two, such that the total number of shortlisted candidates
does not exceed six;

Each shortlisted candidate shall be required to furnish, in such manner and form as the
Council for Insurance Ombudsmen may specify,—

(1) a declaration and undertaking that if appointed as Insurance Ombudsman, he shall
ensure absence of conflict of interest in the discharge of functions and duties of
Insurance Ombudsman; and

(i) information in respect of the following:

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

(B) Professional history, including directorships;
(C) Disclosure regarding criminal prosecution, if any;

(D) The financial interests, including beneficial ownership, of the candidate
and his relatives;

(E) Organisational affiliations;

(F)  Disclosure regarding the candidate or his relatives—
(I) being a promoter or director or employee of,
(I) having material pecuniary relationship with,

(IIT) 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

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

an insurer or its holding, subsidiary or associate company;

(G) 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;

(d) The declaration, undertaking and information as in clause (d) shall be laid before the

Council for Insurance Ombudsmen, which, after satisfying itself regarding the absence
of conflict of interest in the event of the shortlisted candidate being appointed as
Insurance Ombudsman, shall prepare the final shortlist of candidates for interaction by
the selection committee;
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(e) In respect of candidates figuring in the final shortlist who are public servants or
officials falling within the scope of the powers and functions of the Central Vigilance
Commission,—

(1) inputs shall be sought from the Insurance Regulatory Development Authority of
India while sharing the information furnished by the candidate, and

(i) the status of vigilance clearance shall be sought from the Central Vigilance
Commission;

(f) In respect of candidates figuring in the final shortlist who are other than public
servants or officials falling within the scope of the powers and functions of the Central
Vigilance Commission, inputs shall be sought from the Insurance Regulatory
Development Authority of India, the Directorates of Enforcement, Revenue
Intelligence and Goods and Service Tax Intelligence, and the Central Board of Direct
Taxes, while sharing with them the information furnished by the candidate;

(g) The selection committee shall, after giving candidates figuring in the final shortlist an
opportunity for interaction, recommend to the Council for Insurance Ombudsmen a
candidate for appointment against each vacancy in the office of Insurance
Ombudsman, along with an additional candidate as reserve; and

(h) Inputs and status as in clauses (e) and (f) in respect of the candidates recommended by
the selection committee shall be placed before the Council for Insurance Ombudsmen
for its consideration for appointment as Insurance Ombudsman.

Explanation.—For the purposes of clause (b), the reckoning of length of service shall be, in
respect of an applicant—

(1) who is serving as or has served as a Judge of a High Court or as a District Judge or as
a Judge of a Motor Accident Claims Tribunal, from the date of first appointment as
such Judge;

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

(iii) who has served in the insurance industry, from the date of first appointment to a
position not more than one level below that of a board director in the insurance
industry.”;

(iii) sub-rule (5) shall be omitted.”.
5. In the said rules, for rule 8, the following rule shall be substituted, namely:—

“8. Term of office of Ombudsman.—An Ombudsman shall be appointed for a term of three years
and shall not be eligible for reappointment:

Provided that no person shall hold office as Ombudsman after he has attained the age of
sixty-five years:

Provided further that every Ombudsman in office on the date of coming into force of the
Insurance Ombudsman (Amendment) Rules, 2020, 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.”.

6. In the said rules, in rule 9, after the words “gross misconduct during the term of office”, the following
shall be inserted, namely:—

“physical incapacity, unsoundness of mind, insolvency, conviction in a criminal case and
engagement in any other paid employment,”.

7. In the said rules, in rule 13,—

(a) in sub-rule (1), for the words “The Ombudsman shall receive and consider complaints or
disputes relating to”, the words “The Ombudsman shall receive and consider complaints relating
to deficiency in insurance services provided by an insurer, including” shall be substituted;
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(b) in sub-rule (1), for clause (i), the following clause shall be substituted, namely:—

“(i) any other matter arising from violation of the provisions of the Insurance Act, 1938, or
of any rule or regulations made thereunder, or of the Insurance Regulatory and
Development Authority of India (Protection of Policyholders’ Interests) Regulations,
2017 or any other regulation made by IRDAI, or of any circular, guideline or instruction
issued by IRDALI, or of the terms and conditions of the policy contract, in so far as such
matter relates to issues mentioned in clauses (a) to (h).”.

8. In the said rules, in rule 14,—

(a) in sub-rule (3), in clause (a), after the word “written”, the words “or electronic” shall be
inserted;

(b) after sub-rule (5), the following sub-rule shall be inserted, namely:—
“(6) The Council for Insurance Ombudsmen shall develop a complaints management system.”.
9. In the said rules, in rule 15, 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 concerned, subject to guidelines issued by the Council for Insurance
Ombudsmen in this regard and published on its website.”.

10. In the said rules, in rule 17, in sub-rule (6), after the words “the Ombudsman”, the words “and upload
the details in the complaints management system” shall be inserted.

[F. No. 14019/02/2019-Ins.11]
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 27" April, 2017, vide notification number G.S.R. 413 (E), dated the
25" April, 2017 and were subsequently amended by notification number G.S.R. 785(E), dated the
17" August, 2018.
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