Bajaj Allianz Life Insurance Company Limited

25" March 2014

To

Mr. Lalit Kumar

Financial Advisor

Consumer Affairs Department

Insurance Regulatory and Development Authority
3" Floor, Parisrama Bhavan

Basheer Bagh

Hyderabad — 500004.

Subject: Updated Grievance Redressal Procedure.

Dear Sir,
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Please find enclosed herewith a copy of updated Grievance Redressal Procedure of Bajaj
Allianz Life Insurance Company Limited for your reference.

We request you to kindly initiate appropriate steps to upload it on the website of the

Authority.
Thanking you,

Yours truly,

For Bajaj Allianz Life Insurance Company Limited

' w”’”%

Pawan Mahajan
Grievance Redressal Officer

Encl: As Above
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Grievance Redressal Procedure

Following is the Grievance Redressal Procedure of the Company:

A. Bajaj Allianz Life Insurance Company Limited has in place a Grievance Redressal
Policy duly approved by the Board of Directors.

B. Complaints from customer are dealt in a timely fashion and response is given to
every complaint. Customers are provided information on escalation within the
organization if they are not satisfied with the response of the Customer Service
Officer or do not receive any response on their complaint or enquiry.

C. Channels for complaints

a. Customer Care Centre: A call center with 4 toll free lines has been provided
where policyholders’ complaints can be resolved by our Customer Care
Executives. Interactive Voice Response (IVR) implementation also tracks
customers who could not speak with our customer care executive.

Toll Free No. 1800225858, 18002095858

b. Branch: Customers can approach any branch for resolution of their
complaints. The Operations in-charge at the Branch Office of the Company
has been designated as the Grievance Officer.

c. E-mail: Customers can e-mail their complaints to
customercare@bajajallianz.co.in

d. Letters: Customers can also write to us at:

Customer Focus Unit

3rd Floor, Bajaj Finserv, Survey No: 208/1-B
Behind Weik Field IT Park, Viman Nagar,
Pune —411014.

We endeavor to close all complaints preferably within 10 working days.

D. In case you are not satisfied with the decision of the above office, or have not
received any response within 10 days, you may contact the following Grievance
Redressal Officer of the Company for resolution:

1) First Escalation
Mr. Shyam Yadav,
Head - Grievance Redressal,
3rd Floor, Bajaj Finserv, Survey No: 208/1-B
Behind Weik Field IT Park, Viman Nagar,
Pune —411014
Tel.No: (+91 20)30514724. Fax: (+91 20) 40111502
Email ID: shyam.yadav@bajajallianz.co.in
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2) Second Escalation
Mr. Pawan Mahajan,
Head — Customer Service & Grievance Redressal Officer,
3rd Floor, Bajaj Finserv, Survey No: 208/1-B
Behind Weik Field IT Park, Viman Nagar,
Pune —411014
Tel.No: (+91 20) 30514749. Fax (+91 20) 40111502
Email ID: pawan.mahajan@bajajallianz.co.in

E. The customer may, on being dissatisfied with the response provided by the
Grievance Redressal Officer or do not receive any response on their complaint or
enquiry, write to the Chief Executive Officer (CEO) of the Company.

F. In case you are not satisfied with the decision/resolution of the Company, you
may approach the Insurance Ombudsman if your grievance pertains to:

- Insurance claim that has been rejected or dispute of a claim on legal
construction of the policy

- Delay in settlement of claim

- Dispute with regard to premium

- Non-receipt of your insurance document

G. The complaint should be made in writing duly signed by the complainant or by
his legal heirs with full details of the complaint and the contact information of
complainant.

H. As per provision 13(3) of the Redressal of Public Grievances Rules 1998, the
complaint to the Ombudsman can be made,
- Only if the grievance has been rejected by the Grievance Redressal
Machinery of the Insurer
- Within a period of one year from the date of rejection by the insurer
- Ifitis not simultaneously under any litigation.

Note: - The address of the nearest Ombudsman office is mentioned in the policy
document for your reference or visit below link for nearest Ombudsman office
address. Find nearest Ombudsman office -
http://www.policyholder.gov.in/Addresses of Ombudsmen.aspx#

I.  Registering, Monitoring & Reporting:

1. |-Track tool is used to register all complaints; transcript stored; voice logging;
customer care officer allocated to resolve and track each complaint.

2. MIS on all outstanding open complaints are tracked and placed daily to Head of
Operations and weekly to the CEO.

3.  Escalation complaints are specifically tracked for response and closure.
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I, Service Recovery

Complaints are analyzed to find root cause and measures are taken to reduce /

mitigate cause for complaint. Examples are:

a. Address verification started at the policy login stage to ensure maximum delivery
of policy bonds.

b. All documentation, including proposal form; BI; address; age proofs; AML
submitted by the customer is printed on the back of the policy to reduce
misselling complaints.

c. Policy Welcome letter / Renewal letter is being printed in multiple languages
(vernacular) to ensure we are able to reach maximum of our customer base.

d. Communication to customers with contact details of the Customer Focus Unit
(CFU) in all communications.
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