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T g RSIuaITS/Sla-/13ims SR /sl S ee/174/10/2023 9 3[AgaR, 2023
Ref: IRDAI/LIFE/CIR/GDL/174/10/2023 9th October, 2023

YR 41 fafframme iR faera wiftevu (@ar age) feznfader, 2023

Insurance Regulatory and Development Authority of India (Bima Vahak)
Guidelines, 2023

st faframme 3k faerg uiftrevor sifefam, 1999 &Y URT 14(2) §RT Uex faqadl ol TN
I U, UMY, 3P R FafeRad fGRme=r okt =T &:

In exercise of the powers conferred by Section 14 (2) (e) of the Insurance Regulatory
and Development Authority Act,1999, the Authority, hereby issues the following
Guidelines:

1. ﬂ'fEIWT-ITF[ GﬁTW‘H / Short Title and Commencement

&) 3 feendw wRdg o fafame ok faer uitieu (& age) fa=nidy,
2023 & U H S U

a) These Guidelines are known as ‘Insurance Regulatory and Development
Authority of India (Bima Vahak) Guidelines, 2023’

W) A R & URY B &I IRE d U gl

b) These shall come into force from the date of launch of Bima Vistaar*

(ST fIRAR U ATUS ST IS & S JUTRTHY SIRT foam simam)

(* Bima Vistaar is a comprehensive Insurance product which will be issued in due
course)

2. B%Q'q/ Objectives

®) ARI Birsd FHU [Ad0r HIETH RATUT BT S ST JHGRH H Jig R adl TAD
Tiiq / I Uamrad § STl AfHd $R1 & §RI <X & TS HH-DIH T S Bt
Ugd 3R Iua«/dl H R M R bi=d 7

a) To establish women centric dedicated distribution channel that is focused on
enhancing insurance inclusion and creating awareness in every village / Gram

Panchayat, thereby, improving accessibility and availability of insurance in every
nook and corner of the country.

@) R IR UR I P UG HAT AR I fIBT BT Sl RIFY SHrawehand
I © YT FSI8 31U TITd / UTH U &1 RIT SIdT 6T HINT 3R fayrg ureg
2

b) To identify and develop resources locally who understand and appreciate local

needs and enjoy the trust and confidence of the local population of their village /
Gram Panchayat.
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3. URYTITE: 37 feenewl # & de IgH 9 3T smfea T 8,

Definitions: In these Guidelines, unless the context requires otherwise,

®) dHTIEE I AT 8

a) Bima Vahak means

i. oufed @ feenfAdel # 39 91 dafade A1 args & U H Ifcafad) siyar

an individual (hereinafter referred to as Individual Bima Vahak) or

i. fafte afed @ fewnfAden & sU% 91 FRURE 9T a8® & U A Ifcafaq)
S YR & Feifdid BT & IER Uolipd &
a legal person (hereinafter referred as Corporate Bima Vahak) registered in
accordance with the respective laws of India

o &1 femnid= & arefi Yart Iueisy e & forg Frged g man 2|

engaged for providing the services under these Guidelines

4, Tﬂ'ﬂTWﬁﬁ'ﬁ%/ Engagement/Appointment of Bima Vahak:

@) dATwHd! AT g B Ste (@A) R auT urferdt 3R arar e Jar o
gH g1 & Ui o ford:

a) Insurers may for the purpose of solicitation of insurance business and to facilitate
policy and claims servicing:

i)  HRURCS ST I8P P YaTd fFgad o Tahd § STRAT

Engage the services of a Corporate Bima Vahak and/or
iy 1Y Jafdas ST args! @ Fgfad HR IHd |
Directly appoint Individual Bima Vahaks.

W) Sl 394 gRT fAgad fohd T e arge! & ait Sl SR SR & fore e R
B

b) The insurer shall be responsible for all the actions and the conduct of Bima
Vahaks engaged by them.

M PHRURE dH dIEH:
c) The Corporate Bima Vahaks shall:

i) Sl & AT i T FRR BT €T & SR ST dTed! & =0 J Afaad) bl
fgfad H quT 390 it Sl SR SR & forw 3 fSeR i

Appoint individuals as Bima Vahaks, as per the terms and conditions of the

agreement with the Insurer and shall be responsible for all their actions and
the conduct

i) oA SATE(ITTGN) B 0T AT, TIfert 3R arat ¥ Waifta qidRir o7 giaen
& 6T dhad 30+ fAgad ST argen! & AT 4 gl S|

Solicit insurance product(s), facilitate policy and claims servicing only through
its appointed Bima Vahaks.
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o) S dIe®

d)

A Bima Vahak shall:

i) ST AR SR Tifereur gRT faffes U9 o IdTa! o1 fashd S 8k 39
Gefdd a1 BT
Sell and service Bima Vistaar and such other insurance products specified
by the Authority

i) Had SWYUIRA AP TR JUBIUN BT 51 YN Hd gC fashd 3R Jar
BT SNl SHTH TS & FAdCI-D WehH & 1Y Y JAfd B |
Sell and service only using handheld electronic communication devices that
are directly integrated to the electronic platform of the insurers;

iii) SHIATE® Pl UIANIYRS YT SHITId TIferieRe ¥ §ia1 Hiftad &) Slgar
Dis Ht 3T Yo S1YaT TUR TYA B B AN o1 f oiawh |

Not be allowed to collect any fees or charges from the policyholder or
prospective policyholder, other than the insurance premium;

&) Sitad orar uRue 3R WyRo 91 kv S8 el & e ar] aReread $iR

f)

TR Hejtfl Aeh] BT T U VAU D & ot Tgad =0 ¥ FaRar! gl T
T AFS! H R BT SEHRI JAaH e A, HHRM! $ 7, TiIem i
ATHAY (I8P Jaell TR qraum / Hasyl Ufdhal, AfGdiTd Sl TREf,
Uil R BRars R arar Jad Ja1 Gergar wieq), Frafe & a9e Id @ gl
Yt B sensfl, ggar ®rel & H |fgd), §91 aed! & WE I fuled
@fafics) it TRl & ST & Mu-iaar dfed Screy &1 SREU aul 3=
WWWﬁWIWWdMQW OF®! &1 THIET EH dR
R I |

The Life Insurance Council and General Insurance Council shall be jointly
responsible for establishing a common set of operational and conduct standards
applicable to Bima Vahaks. Such common standards shall include qualifying
minimum educational standards, scales of commissions, training requirements
(including customer due diligence / KYC process, Personal Data Protection, policy
handling and claims service support), standard terms of appointment (including
due diligence requirements, issuance of identification cards), maintenance of
database including confidentiality of the data of all policies solicited through Bima
Vahaks and other operational and compliance aspects. The councils may jointly
review the said standards periodically.

TS AR & N 4(F) & vl Sad URNG! & gRI 9gad =0 ¥ FHuiRd A
& TR §THT argh! o Tafd fawal & ey & ats gRT srHifed —ifd grftl

Every Insurer shall have a Board approved policy in respect of matters related to
Bima Vahaks in accordance with the standards set jointly by the council under 4(e).
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B) TP SHIGA UAP T GTd T Havel WITHT IR TR U B & Bihd & Iy

Jafdad ST dTed! 3R / J1 HRURC STHT I8! &1 (gfad B & foIe T S|
U UMY UArad | o141 digeh] &1 AT 31 fadsr, 2024 § ugd fobar Sia|
TAd 5T / FORST &F & 30T ATl (3gey § axid 1 &4 H) Fyfeiad
TRET & AR 9 UGl &1 3fedd Havs R H1 & fou dare-i &
SIS BT FH-ag H:

g) Every insurer shall endeavor to engage Individual Bima Vahaks and / or
Corporate Bima Vahaks with the focus to progressively achieve coverage of every
Gram Panchayat. Bima Vahaks shall be deployed in each Gram Panchayat
before 315t December, 2024. Lead Insurers of each State / Union Territory (as in
Annexure) shall coordinate deployment of resources to ensure maximum
coverage of Gram Panchayats as per the following structure:
%9, | diureal AT /| HIRTG &F & 3 M Y
S.No. | Insurer CIECIRIP IR CILGE
Gram Panchayats to be covered within
the State / Union Territory*
1 3UT Sita STl 40%
Lead Life Insurer (S)
2 3UR TR-Sita STl 40%
Lead Non-Life Insurer (s)
3 3ryoft T didrddl 5%
Lead Health Insurer (s)
4 Tt 3= TRl Th Y fHa®R | gAdH / minimum 15%

All other Insurers together

AgURId, STaRaH sl 3R AN & YR W ARl uférd Wem & ST args! & fAgfaa
3R 1 SIS FHRA & o W= 5|

*Thereafter, depending on the requirements and demand, Insurers are free to engage
and deploy as many Bima Vahaks as may be required.

5. oA 98P & HTABATUI BT fAFR / Scope of activities of Bima Vahak

P)

a)

ST aIgS! B A SaTa Briddt & faedr B fRufeifad i 8 9ed §:

The scope of activities that may be assigned to the Bima Vahaks may include:

i) TRATd BIH WA, TR SAaei-e YaR IUHRUN & HIH I hargdl Uemd
quT ST aTfafy &1 i |

Filling of proposal forms, KYC requirements through hand held electronic
communication devices and issuance of insurance policies.

i) OTfordt 3R arat & Wit QAR & gH-ag oik wHdH, S ArL gl

Coordination and support in policy and claims related servicing, as applicable.

iii) gral & fAueq § e
Support in claims settlements.
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6. %w@'\:ﬁala’maq/ KYC Compliance
U AT ST dTgh! o HIegH J Hidigbd TRl & Jefy § barsdl 3R TeHTd
U AT S & forg Iorerf ghml

Every Insurer shall remain responsible for ensuring KYC and AML compliance with
respect to the policies sourced through Bima Vahaks.

7. WiaH &1 AT/ Collection of premium

®) IAGTD UGl P gRTHHTH BT YIaH oA & forg Juifdd Treat / urferfieRes!
oI gXAUTRG IR0 T FR fored Fuffvd o ard & siftrast &1 e favyor
g ghT |

a) Handheld device shall enable the prospects / policyholders to make premium
payment through electronic mode to enable direct remittance of premiums to the
designated bank account.

W) TEE U g1 IR WI-JE1 &1 Saae-d Sa dabTd RITIG AT &3 HINT 3{ydT
fe=dl a1 St & Wwifad urew / uiferfiuRe & faded & AR JHIAT TEH!
YT TR YR | &1 Uolihd HiaTd T IR 3R / 1 USiidd 3-Ad Tse! IR SR
foba e |

b)  On receipt of premium, electronic message acknowledgement shall be issued
immediately in either the local or regional language or Hindi or English, directly
to the registered mobile number and / or registered email-id of the prospects or
policyholders as per the choice of the prospect / policyholder.

8. 3fiafe® fAizrur 3R ATl [T/ Internal controls and Infrastructure

T STHThd] ST dTeh! o BTG AT & fAR 8q g THYS TaTd ITas HRH
%%ﬁﬂlﬁﬁ&@ﬁ%@ﬂﬁ@famﬁmﬁwﬁaﬂﬁésmmwm
UferaTy, Sfiaie FEum 3R Tt TRaT AR S|

Every insurer shall put in place appropriate systems processes, internal controls and
infrastructure to enable seamless interface with all Bima Vahaks for providing
necessary support services for their scope of activities.

9. mmﬁm/Terminaﬂon of the Bima Vahaks

&) [ Jufade diA1 ae® o1 Ja1 AT fohd 9H Pt FRUTT H Iad S1H1 918 gRT 3]
UG @1 T Tt o urfaiRiar sitma: I &7 & SieR fodl 3=y i ass
asfed ot S

a) In the event of the termination of an Individual Bima Vahak all the insurance

policies serviced by the Bima Vahak shall be allotted, to another Bima Vahak
preferably within the same territory.

W) UdS SHedl 37 fUfGa) Ifgd Siel JargHT fHdl $RURE AT dI8d &t 8,
OTfeRiteR®! @ Sifavd a1 G HA & g Sraxasds gaimi s |

b)  Every Insurer shall make necessary arrangements to ensure uninterrupted
service to the policyholders, including in situations where the termination is of a
Corporate Bima Vahak.
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10. SYHIEIT TI&IUT IUTI / Consumer Protection Measures

D)

a)

SHTHd 3R HRURE ST AED:
Insurers and the Corporate Bima Vahaks shall:

i) Jafddd ST aTgH! B HIfdd TgdH HIS SIRT H3T | Hifde Uga BT di 3gfd
TS ‘SAGCND S P gRI B! o Jbat &1 YAP UgdH Uh GHI DI
TRRE q gard &I U1 IGBT O: Jeiepur T 1 RR A Y ) 71 uga & fopan
ST
Issue physical identification cards to the Individual Bima Vahaks. The physical
identification card may be supplemented by online ‘electronic ID’s’. Every
identification shall bear an ‘expiry date’ and shall be revalidated by a freshly
issued identification.

i) Tg G B & Iy Suged MR sraur Ry B8 b srlan @ik )
3R fashg Haa WU & gRT SIIHd SdIe] o forg gl g1l

lay down suitable monitoring framework to ensure that solicitation and sales are
of only products as allowed by the Authority.

TS HRURCS ST T8 3 FaxT [t s W Fufiiad &1 ue=H Ham:

Every Corporate Bima Vahak at each of its retail outlets shall display:

i) ST dTee () W, v sSTHTe ! T =17 qUT SiHTehdl B T 3yl 3
=% Hrafad o CdtH TBAd) |
The name(s) of the Bima Vahak(s), name of the appointing insurer and
telephone number(s) of the Branch or other controlling office of the insurer.

i) T ATEH(@N F gRT <Y STaTe Yard fAfEY #d §U U Yohdd (@go)) |
A signage indicating the services offered by the Bima Vahak(s).
iii) T ¥4 ¥ diAmd) & FUid Rierd Haro sifieRt & 91y ¥ud &1 faavon

Prominently the contact details of designated Grievance Redressal Officer of
the insurer.

iv) fafdy =u I i1 ares! & oo Riemadl o1 fFaru &4 & fou [uiid Riera
T HBRY BT 1 3R Jueh o1 faavun|

Prominently the name and contact details of the Complaints Handling Officer
designated to specifically address complaints against Bima Vahaks.

v) S AeUTd & U BT fqaRT|

The contact details of the Insurance Ombudsman.

11. Rremad yay ferrYt / Complaints Handling Officer

Ud® sG] Ud® TTH UIRd & Fdpcdd RIMT ST & Ugar dT 9ol SiHT

qIgh (@8D)) P favg Rerdl, afe #1s gf, R ARy ©u 3 &l H37 & foru 03 st
T toh Rierd gey SUHRt &1 AMiey S| @Rd JHYM &1 gHiYd H1 & g

TR dl HTaRTP RIS Usy Ufehar RITfUd S|

Every insurer shall identify a nearest local office to every Gram Panchayat and
designate a Complaints Handling Officer in such office, to specifically attend to the
complaints, if any, against Bima Vahak(s). The Insurer shall establish the necessary
complaints handling process to ensure speedy resolution.
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12. fafay / Mmiscellaneous

D)

)

b)

2 feznfadan o @ forsht oft fomnfacer & ar] o= srar S9! sidfAufg HA &
ey forddt +ft HIETE B gr vl & Forg, UTfeaor 1 3rexef THI-THg TR SUga]
TFIHRO R} HR HhT |

In order to remove any difficulties in respect of the application or interpretation of
any of the provisions of these Guidelines, the Chairperson of the Authority may
issue appropriate clarifications from time to time.

3 ez Siar ares! oF Yl (SmafEm 3R Ui 3q Saxds saaRITd oA
& fore Srardarstt &1 aHd 99 8g IIR) o ST vE 7 | 3 femmfAa=n &t orurdt ana
QT Y ferd Pt Sat|

These Guidelines are being issued to enable insurers to make necessary
arrangements for onboarding and training of Bima Vahaks. The effective date of
the guidelines will be notified separately.

gEaTeIia / Sd/-

@THARY & / Meenakumari J)
FRIHRY AR (SilaH) / ED (Life)
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