Insurance Ombudsman Complaint
Toolkit

Step-by-Step Guide to Filing Complaints

Claim rejected unfairly? Here's exactly how to fight back and win.
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What is the Insurance Ombudsman?

The Insurance Ombudsman is a quasi-judicial body established by the Government of India under the Insurance
Ombudsman Rules, 2017. It provides a free, fast, and fair mechanism for resolving disputes between policyholders

and insurance companies. There are 17 Ombudsman offices across India.

KEY FACTS

The Ombudsman can award compensation up to Rs 50 lakh. The process typically takes 1-3 months. No lawyer is needed.
The service is completely FREE. The Ombudsman's decision is binding on the insurer.

When Can You Approach the Ombudsman?

You can file a complaint with the Ombudsman if any of the following apply:

Your claim has been rejected by the insurer

Your claim has been partially paid (you disagree with the amount)
The insurer has not responded to your grievance within 30 days
You are not satisfied with the insurer's GRO response

The insurer has delayed claim settlement beyond 30 days

The insurer has cancelled your policy unfairly

The insurer has charged excess premium or hidden charges
There is a dispute about policy terms or coverage

Before You File: Prerequisites

Before approaching the Ombudsman, you MUST have already filed a complaint with the insurance company's
Grievance Redressal Officer (GRO). This is a mandatory step. The Ombudsman will not entertain your complaint
unless you have first exhausted the insurer's internal grievance mechanism.
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2.
3.
4.

File a written complaint with the insurer's GRO

Wait for 30 days for a response

If no response or unsatisfactory response, approach the Ombudsman
You must file within 1 year of the insurer's final reply

Which Ombudsman Office to Approach?

You should approach the Ombudsman office that has jurisdiction over the location of the insurer's branch that
issued your policy. If you're unsure, you can file at any Ombudsman office and they will transfer it to the correct one.

You can also file online at www.cioins.co.in.

Delhi: Delhi, Haryana, Himachal Pradesh, Jammu & Kashmir, Punjab, Rajasthan, Uttar Pradesh,
Uttarakhand

Mumbai: Maharashtra, Goa, Gujarat, Madhya Pradesh, Chhattisgarh, Daman & Diu, Dadra & Nagar Haveli
Chennai: Tamil Nadu, Kerala, Puducherry, Lakshadweep, Andaman & Nicobar

Kolkata: West Bengal, Odisha, Jharkhand, Bihar, Assam, Meghalaya, Tripura, Manipur, Nagaland,
Arunachal Pradesh, Mizoram, Sikkim

Hyderabad: Andhra Pradesh, Telangana, Karnataka

For other states, check www.cioins.co.in for the complete list

Insurance Support | insurancesupport.online | +91-9986634506



Insurance Ombudsman Complaint Toolkit

Documents You Need
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e Copy of the insurance policy

e Copy of the claim form submitted to the insurer

e Copy of the rejection letter from the insurer

e Copy of your complaint to the insurer's GRO

e Copy of the insurer's response to your GRO complaint (if any)

. All medical records, bills, and discharge summaries (for health claims)

. Death certificate and post-mortem report (for death claims)

. FIR copy and repair estimates (for motor claims)

e Any correspondence with the insurer (emails, letters, WhatsApp messages)
. Your ID proof (Aadhaar/PAN)

How to File the Complaint

Option 1: Online (Recommended)

Visit www.cioins.co.in

Click on 'File a Complaint’

Fill in the online form with your details

Upload all relevant documents

Submit and note down the complaint reference number
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. You will receive an acknowledgment via email/SMS

Option 2: Offline

1 Write a complaint letter (format provided below)

2 Attach all relevant documents

3. Send by registered post or submit in person at the Ombudsman office
4 Keep a copy of everything you submit

Sample Complaint Letter Format

Use this template for your Ombudsman complaint:

To,

The Insurance Ombudsman,
[City Name] Office,
[Address]

Subject: Complaint against [Insurer Name] for unfair claim rejection
Policy No: [Your Policy Number]
Claim No: [Your Claim Number]

Respected Sir/Madam,

I, [Your Name], residing at [Your Address], am filing this complaint against
[Insurer Name] for the unfair rejection of my insurance claim.

FACTS OF THE CASE:

1. | purchased [Policy Name] from [Insurer Name] on [Date].
Policy Number: [Number]. Sum Assured: Rs [Amount].
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2. On [Date], | filed a claim for [Reason: hospitalization/death/accident].
Claim Number: [Number]. Claim Amount: Rs [Amount].

3. On [Date], the insurer rejected my claim stating [Reason for rejection].

4. | filed a complaint with the insurer's GRO on [Date]. The GRO responded
on [Date] with [Summary of response] / The GRO did not respond within
30 days.

GROUNDS OF COMPLAINT:

1. The rejection is unjust because [Explain why the rejection is unfair].

2. [Cite specific IRDAI guidelines or policy clauses that support your case].
3. [Explain any errors in the insurer's reasoning].

RELIEF SOUGHT:

I request the Ombudsman to direct the insurer to:

1. Settle my claim of Rs [Amount] with interest.

2. Pay compensation for the mental agony and financial hardship caused.
3. Any other relief the Ombudsman deems fit.

Enclosures:

1. Copy of insurance policy

2. Copy of claim form

3. Copy of rejection letter

4. Copy of GRO complaint and response
5. All supporting documents

Yours faithfully,
[Your Name]
[Phone Number]
[Email Address]
[Date]

What Happens After You File?
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The Ombudsman will acknowledge your complaint within 7 days
The insurer will be asked to respond within 15 days

A hearing may be scheduled (you can attend in person or via video)
The Ombudsman will issue an award within 3 months

The insurer must comply with the award within 30 days
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If the insurer doesn't comply, you can approach the consumer court

Tips for a Successful Complaint

e Be factual and concise — stick to the facts, avoid emotional language

»  Cite specific policy clauses and IRDAI guidelines

e Attach ALL relevant documents — missing documents weaken your case

e Keep copies of everything you submit

e Attend the hearing if scheduled (or request a video hearing)

e If you need help, consult an insurance advisory firm like Insurance Support

Need Help Filing Your Complaint?
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Our experts can help you draft a strong Ombudsman complaint, gather the right documents, and even represent you

at the hearing. We've helped thousands of families get their rightful claims.

Contact Insurance Support
Call/WhatsApp: +91-9986634506

Email: support@insurancesupport.online
Website: insurancesupport.online

Disclaimer: This guide is for informational purposes only and does not constitute legal or financial advice. Insurance regulations and IRDAI
guidelines are subject to change. Please consult a licensed insurance advisor for guidance specific to your situation. Insurance Support is an
IRDAI-registered advisory firm (Reg No: 123456).
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