-2017

$
fife Jasurance Corporation of Judia

REVISED

___ wr___ .
|
— ,, apm,
i
n_IU ____1___..___-E____-___-___-__-_ — S
_ 1T ,__-___,,__..___ ;_r
e
am e
| | T IS
Ny,
.___.___E—_,_v
, Wy
n ...__.____zf___.___.___.___.___.___.___.___;-___.,
: R T ITTL B




CITIZENS'CHARTER

TO tI‘ElI"ISfOI'm OUI’SGN’GS II’ltO a transnanonally competitive financial conglomerate of

(@

oroducts and services of asmred attnbut s W|th competitive returns and by rendennq
resources foreconomic deveiopment.

OUR VALUES OUR CULTURE
Caring and Courtesy Agility
Initiatives and Innovation Adaptability
Integrity and Transparency Collaboration
Quality and Returns Commitment
Participation and Relationship Discipline
Trustworthiness and Reliability Empowerment
Sensitivity
Excellence

OUR COMMITMENT

TOTHE COMMUNITY We will

the socnally and economlcally weaker sections of the socnety,

* meet its insurance needs in consonance with the changing social and economic
environment:

* conduct all aspects of our business keeping in view the interest of the community and
the national priorities

TOOUR CUSTOMERS: We will
e provide them prompt, efficientand courteous service;
s actastrustees oftheir funds and invest themto their best advantage;
¢ conductour business with utmosteconomy and on sound business principles;
¢ puildand maintain enduring relationship;
e keeptheminformed about our products & services etc.




provide an environment and the opportunities for growth to enable them to realise
their full potential;

products and services;
maKe avauaole IO ihe cusromers the ||1eratu re and Drocnures relanng {0 our products

enlarge the access of the customers to reach out to the Organisation through different
channelslike Help Lines, Call Centres, Internet etc.;

on the Internet, Interactive Voice Response System, Information Kiosks etc.;

enhance the c:ontent frequency and quahty of our c:ommumcahon W|th the

STANDARDS FORPOLICY SERVICING

We will

strive to achieve and excel the benchmarks set forth in the Charter as displayed in our
Branch Offices and those prescribed by the Regulatory Authority in respect of various
aspects of policy servicing;

review the standards of servicing annually with a view to improving the benchmarks,
wherever necessary;




customer
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improve our communication with the customers under SSS policies in order to keep
theminfarmed perindically of the aans and defaults if any, and the nolicy status;

enhance the frequency of our liaison with the employers to render high quality of

strive to settle all death claims, which do not require investigation, within 30 days of
submission of ail requirements by the ciaimants. ifthere is a deiay on our part beyond

L}

-
=
=

rovude opportumty to our customers to meet the designated Grievance Redressal
Officer in all Ofﬁces of the Orga n|sat|on W|th0ut prlor appomtment durmg the second

.

days.

register all grievances received and strive to dispose off the same within fifteen days
of their receipt. In case of delay beyond this period, we will explain the reasons for
delay on request;

enable a claimant whose claim has been repudiated by the Divisional Office, the
opportunity of appealing for a review by the Claims Review Committees functional at
the Zonal and Central levels;

provide information to the aggrieved customers about the availability of the external
grievance redressal machinery in the form of Ombudsman.




Note: Palicy servicing Bench marks are as mentioned below.

Policy Servicing Bench Marks

Sr No. Description of service Bench Marks

Free look cancellation/surrender/Withdrawal/Request for refund

1 of proposal deposit/Refund of outstanding proposal deposit 15 days
subject to receipt of all documents

2 Mat'urltyclalm/.SurvwaIBeneflt/AnnU|ty/PenS|on processing On or before due date
subject to receipt of alldocuments

3 Raising claim requirements after lodging the claim 15 days

4 Death claim settlement without investigation requirement 30 days

5 Death claim settlement/Repudiation with investigation report 120 days

6 Issuance of policy document after acceptance of the proposal 5 days

7 Registration of nomination/ Assignment/ Re-assignment and 3 davs
return of policy document ¥

3 Effecting revival/ alteration/issue of duplicate policy on receipt 2 davs
of all requirements ¥

9 Loan settlement after receipt of all requirements 3 days

10 Intimation of status of SSS policies Once ayear alc?ng with

Bonus information

11 Effectingchan.g.eofaddress/transferln-Out and otherenquiries Same day
under the policies

12 Acknowledge a grievance 3 days

13 Resolve a grievance 15 days




