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Background: Customer Grievance Redressal Policy is a document for standardized
resolution to all Customer Grievances received through any touch point. The objective of
Customer Grievance Policy at DLF Pramerica Life (DPLI) is to distinguish between Queries,
Service requests and Grievances. This also enables Operations to resolve Grievances within
Service Level Agreement.

Introduction: Having a proper system in place for capturing and ensuring speedy resolution of all
Grievances is also a regulatory requirement — Regulation 5 of the Insurance Regulatory and
Development Authority (Protection of Policyholders’ Interests) Regulations, 2002 prescribes,
among other things, that "every insurer shall have in place proper procedures and effective
mechanism to address complaints/ grievances of policyholders efficiently and with speed”. Our
customers have the right to complain about the services & the process breakdown, and to have
their complaint dealt with;

Queries are raised by customers when they are in doubt and require some clarification — these
do not fall within the purview of complaints.

Service Requests are forwarded by customers who desire certain modifications / changes.

Grievance, on the other hand, is a communication that expresses dissatisfaction and is a
grievance from or on behalf of a customer. It would include any communication from the customer
that cannot be categorized as a Query or a Service Request. Fore.g

Sales conduct of our representatives and sales intermediaries (mis selling, misrepresentation,
rebating, misappropriation, etc.) or is an allegation against the company, employee of the
company or agent of the company.

A Query that is taking too long to get resolved (i.e. the same unanswered query coming
repeatedly from the same client) or Expressing dissatisfaction regarding response of/handling off
an inquiry, about the standard of service or action or lack of action by the company.

A Request that is taking too long to get processed (i.e. the same unprocessed request coming
repeatedly from the same client) or Any Query or Service Request, which has not been

resolved/responded to within a time frame of 30 days of the receipt of the communication from
the customer.

Within 3 days of a grievance being received by the central complaints team (based out of DPLI's
Head Office), the company shall update the customer with an interim holding/resolution.

Grievance Interim Resolution given
received via through#

FAX Call*

letter |cal’

Emal Email**

Call Call*
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*Calls must be recorded. Call status to be captured
“*All email must have a return receipt option selected

# If email id is available in policy records, email to be sent to customer with complaint number,

p4 Presenﬂy communication (queries/requests/grievance) from customer is received via —
3¢ Branches (through clients / agents)
3¢ Direct Complaints
3( Contactus/customerfirst email ids & DPLI website
3 MD's office
3¢ Call Center
2¢ Other Departments
3 IRDA/Ombudsman

1)

Receipt of Grievance

Touch point Responsibility Mode of receipt at | Specifics
Grievance team
Branches Walkin at Branch Operations Scanned copy upload e Verbal grievances

branch

in Call Tracking
Application (CTA)

(telephonic / walk-ins)
are recorded in CTA.
Scanned copies of
written letters or Legal
Notices are e-mailed to
Grievance team.

Hard copies are
recorded in CTA and

sent to Central
Operations (COPS)
subsequently
DLF » Grievances are
Pramerica received via customer
Direct Customer Life Hard copy letters letters / faxes directly at
Grievances Operations Grievance team, who
(DPLI will record grievance in
OPS) ) CTA
Contactus/Customer DPLI E-mails e« Customer Grievance e-
first & DPLI website Operations/DPLI mails are forwarded to
Internal Grievance team who
Departments will record grievance in
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Touch point Responsibility

Mode of receipt at
Grievance team

Specifics

MD's office DPLI Operations

Scanned copy on e-
mails / customer e-
mails/FAX/Hardcopy

Hard Copy of Letter is
sent by MD's office to
Grievance team.

E-mails addressed to
MD or DPLI Senior
Management
Team(SMT) are
forwarded to Grievance
team

E-mails addressed to
MD or DPLI SMT are
forwarded to Grievance
team

Record grievance in
CTA

DPLI Call Center DPLI Operations

» Record
grievance in
CTA

A download of all
grievance marked by
Call Center in CTA by
grievance team for
resolution

DPLI Operations
[Tata Consultancy
Services Operations
(TCS OPS)

Other Departments

Hard copy letters / E-
mails/F AX/Call
Center/call center

Hard copy grievance
letters (from COPS or
Claims, for e.g.) are
handed over to
Grievance team
Direct e-mails from
customers are
forwarded to Grievance
team.

Record grievance in
CTA

IRDA/Ombudsman DPLI Operations

Hard copy letters / E-
mails

Record grievance in
CTA
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ill) Closure of Grievances Received at DPLI

of grievance

Mode of receipt Mode of

resolution

grievance = Mode of final

resolution

; | Closure
Closure Addressed

to date(TAT)]

in CTA
[Closed

Letter/Fax a) Client Date of
a) Received from b) To client with CC dlegien.
the client - Agent updated in
, CTA
k) Faceived:ffom ¢) To client & (closed)
the agent on _ acknowledgement to
behalf of the client third party
c) Received from
a third party on
behalf of the client Letter Colirier*
Date of
Dispatch of
letter
/Recorded
call to the
Telephone Call Letter/Recorded Call Courier* Client client.
Email marked to Email on
customer and CC to final
Email from a all the external resolution
customer/sales person parties marked on sent to the
Registered Email via the complaint email client
ID Contactus/Customerfirst | Email received.
Date of
dispatch to
Letter to update the the client
email id in our records updated in
Non-registered and intimation of the CTA for
Email ID same by e-mail Courier*/Email | Client/mail 1D (closure)
Customer Visits Date of
the Office Dispatch of
2 veroa AL
complaint updated n
b) Written CTA for
complaint Letter Courier* Client closure
a) Email to the client a) Date on
with acc to which email
Ombudsman is sent
b) Letter to the client b) Date on
Ombudsman_ a)Email from and a copy of the w)hich letter
a) Email | Contactus/Customerfirst client's closure letter is sent.
b) Letter & to Ombudsman or
vishalcare@dlfpramerica response to
life.com a) E-mail | Ombudsman with
b) Letter b) Courier* copy to client
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" Closure in CTA

Mode of 'receipt | Mode - of. 'grieva_n'c'e Mode of final  Closure Addressed system  [Closed |

of grievance /| resolution - resolution to date(TAT)]
Ombudsman « a)0n
hearing receipt of
a) Award award if in
received our favour
in favour « b)On
of the a) No completion
company. communication of all
b) Award b) Same mode by actions as
received which the required
in favour complaint was under the
of the received award
customer. Courier Client
a) Letter/Email = Date on
P to client and which letter
a copy of [ email is
the clients sent
letter to
IRDA
b) Response to
Ombudsma
n with copy
to client
IRDA IRDA- Letter/Email Courier/Email
« Dateon
which
confirmatio
n received
from legal
that the
resolution
has been
Legal Notice from Letter to lawyer with received.
lawyer Letter Courier copy to client
= | Other Government « Dateon
/ Consumer Rights which
Body Email/Letter to the letter/ email
a) Email client and a copy of is sent
received | a) Email from a) E-mail the clients closure
b) Letter Contactus/Customerfirst | b) Courier email/letter to Other
received b) Letter Regulatory body
a) If e-mail id is available » Dateon
and registered, then by which
e-mail. a) E-mail Client letter/ email
b) Else letter to mailing b) Courier is sent
Website address

Courier*- Dispatch of letter from DPLI
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IV) Service Level Agreement:

Resolution Type

DPLI
Operations

Interim resolution

100% in 3 days

Resolution/Actionable

Mon

Operations | Operations

Partner Grievance Grievance
90% in 7|90% in 15
working workings

Final resolution days days

Grievance Redressal
Policy SLA.xlsx
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V) Single Point Of Contact(SPOC) and Escalation Matrix:

Customer Service,
Complaints & Call Center Customer Services SPOC Service Delivery Head
Central Operations Central OPS SPOC Central OPS Manager
Underwriting Underwriting SPOC Underwriting Head
Finance Finance SPOC Finance Manager
National Head -Agency

Agency Agency SPOC Standards

Operations

Executive/Cluster
Branch Operations Manager Branch Operations Head
Information Technology(IT) | IT SPOC IT Manager
Third Party
Distribution(TPD) TPD SPOC TPD Relationship Head
Legal for drafting
IRDA/Ombudsman /Legal
Response Legal SPOC Legal Head

Note- If no revert or resolution provided by Level | within 48 hrs, escalation to Level 2
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Vi) Abbreviations

Acronym | Explanation g

ICT'A Call ffacking Apbi:ication

TCS Tata Consultancy Services

COPS Central Operations

DPLI DLF Pramerica Life Insurance
CcC Call Center
SLA Service Level Agreement

SPOC Single Point Of Contact

U/w Underwriting

TPD Third Party Distribution
IT Information Technology
NB New Business

POS Policy Owner Services

TAT Turn Around Time
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