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To facilitate effective and speedy resolutions to the grievances and to further
improve the standards of the complaint management system, it is proposed to

issue IRDAI (Internal Insurance Ombudsman) Guidelines 2025.

The said guidelines are proposed to be issued under Section 14(2) (b) of IRDA
Act, 1999 read with Regulation 56 of the IRDAI (Protection of Policyholders’
Interests, Operations and allied Matters of insurers) Regulations, 2024.

Background
i) The draft of the Guidelines was shared with Gl and LI Council on 25.10.2023
and their comments has been suitably incorporated.

i) The Guidelines were also discussed in Bima Manthan Meeting held with
CEOs of LI and GI Insurers on 24-25" January, 2024 respectively. The

suggestions received have been incorporated suitably.

iii) The guidelines have also been placed before the Advisory Committee
constituted under Rule 9 of Insurance Ombudsman Rules, 2017 and their

comments / suggestions have been suitably incorporated.

4. The draft on IRDAI (Internal Insurance Ombudsman) Guidelines, 2025, is annexed

herewith. The following are the salient features of the draft guidelines:

i)

The Guidelines shall be applicable on the insurers (except reinsurers) who have

completed 3 years from the date of commencement of the operations.

ii) These guidelines shall come into force after three months from the date of its

issuance.

iii) A person shall be qualified for appointment as Internal Insurance Ombudsman

of an insurer, only if he / she has-

a) served for at least twenty years in the insurance industry and has held a
post not less than two level below that of the director of a Board;

b) not worked / is not working with the Insurer / companies in the Group to

which the insurer belongs into which he is going to be appointed.



iv)

Vi)

vii)

viii)

Xi)

xii)

Minimum and maximum age for appointment of Internal Insurance Ombudsman

has been specified.

Internal Insurance Ombudsman can be appointed for a fixed term of 3 years

with an extension of one more term of 3 years;

Reporting: Internal Insurance Ombudsman shall report to the Managing
Director / CEO of the Insurer administratively, and to the Board / PPGR &CM
Committee functionally.

The insurer may appoint more than one Internal Insurance Ombudsman
depending on the number of complaints received / branch network etc. In such
case, the Insurer shall define the jurisdiction of each Internal Insurance

Ombudsman.

Remuneration:

a) The Board of the Insurer shall fix the remuneration of the Internal Insurance
Ombudsman;

b) once determined, shall not be changed during the currency of the tenure of
Internal Insurance Ombudsman except a yearly fixed increase decided by

the Board in advance.

The Internal Insurance Ombudsman shall have powers to hear complaints for

claims up to Rs 50 lakhs.

The Internal Insurance Ombudsman shall consider the complaints:

a) Which have not been responded to by the insurer within 30 days of receipt
of the complaint; or

b) partly or wholly rejected complaints on which the complainants have

preferred an appeal with the Internal Insurance Ombudsman,;

The Internal Insurance Ombudsman must record a “reasoned decision” in each

case, which shall be binding on the insurer.

Appeal:
A complainant aggrieved by the decision of the Internal Insurance Ombudsman

of an insurer may within 30 days of the date of receipt of communication of the



decision prefer an appeal before the Insurance Ombudsman in accordance with

the Insurance Ombudsman Rules. 2017.

All the stakeholders are requested to forward their comments / suggestions, if any, on
the proposed regulations in the attached format (Annexure- A) on or before 5:00 PM
on 17" August, 2025 to Mr. D Rajanikant, Manager at rajanikanth@irdai.gov.in with a
copy to Shri Gautam Kumar, General Manager at gautam.kumar@irdai.gov.in

3R & 7MW/ R K Sharma
@I e y®-didieitem
Chief General Manager-PPGR



