An attempt to awaken and educate the Insuring Public of India  …. Suggestions are most welcome. 

Dear Policy holders, 

It is time to rethink, undo what we have been doing all these years, get properly educated about our rights, duty and responsibility before buying an insurance policy, when claim arises, during claim settlement process, after the claim is settled, during renewal of the policy or anytime in between, if the need arises to have a midterm review.

We will go through each point in the same sequence. 
1. Before buying an insurance policy 
2. when claim arises 
3. during claim settlement process
4. after the claim is settled 
5. during renewal of the policy 
6. anytime in between, if the situation warrants a midterm review
Check your need 

step 1. what will happen if you don't have an insurance cover? Ask these questions to yourself and write down the answers to be reviewed by your Consultant. Be absolutely sincere and transparent as if you go to a Doctor while seeking some medical treatment and a Lawyer while getting a Legal advice. Insurance matters are equally or more important as any secretive information that is held back can lead to hazardous outcome when the real test arises, during claim.Share more than what is asked here is my humble request to you. It is for your safety and your benefit.    
· will it hamper your finance? if yes, how? 
· will it result in some kind of loss -  personal or social or financial. If yes, how much would be the maximum loss amount under worst eventuality.  
step 2. What are the assets that you want to protect by this policy and what is the kind of risk they are exposed to looking at last 10 years history - please jot down all possible details 

step 3. Make a list of your assets, with description by which anyone can find out what is the correct value of that asset if it is to be bought new TODAY.
 
step 4. engage a consultant who is knowledgeable and reliable. you can choose from your past experiences or even check it out on internet as well as go through business directories and other resources. At times insurance companies can also be consulted who will surely share the inquiry with their talented agent/ broker. 
 
step 5. What consultant can be expected to do thereafter  
· translate your data into a presentable format that can be give to some broker/insurance companies directly through their agents- inviting their best possible offer to your requirements 
· collect offers of various companies 
· make a scientific analysis of their offer 
· suggest changes to their offers and bring everyone at par before presenting the data back to you for decision making 
· sit down with you and obtain feedback about quality of service post purchase both in terms of speed and quality and transparency in claims settlement 
· also inquire about the panel of surveyors who are on that company's muster
step 6. decision making As far as possible either go personally or depute your representative to submit the premium cheque or make payment electronically with all conditions of the contract <mainly proposal form> duly honored and filled up by you. You can take the help of Expert Consultant but the job must be done by you.

step 7. Get the policy document in time as committed and if there is any ambiguity bring it to the notice of your Consultant as well as the insurance company and ensure that it is corrected as per terms agreed upon. If response is lukewarm or inefficient file a complaint with their Grievance cell and IRDA and get the issue resolved immediately. In worst case cancel the policy within 15 days <normal look up period> and demand full refund of premium and simultaneously get the policy coverage from next best Company in your list.
      
step 8.  take 2 copies of the policy. Keep Original in safe custody and copy in your operating file and second copy for Claims file.

step 9. Read the procedure for Claim intimation and store the numbers in your mobile and write down on Claim file cover in BIG bold letters and also add that to your contact list. If any query on this point get it resolved right now.     
 
   
Now you can relax !! until an unfortunate incidence takes place and claim is to be lodged. Or a month before renewal date Or at some point of time you get to know some drastic changes in the rules and regulations of insurance business.
  
It is advisable to remain in touch with your Consultant though phone or mailer or any other convenient mean and register for their newsletter.   


Wishing you a Happy and Secured life for next 12 calendar months.  


When Claim arises
     
This is the real test of your relationship with the insurance company.
During this phase we shall restrict ourselves about our role as a Prudent Insured/ policy holder and our duty and responsibility. If we do our job well, there is hardly any possibility for any insurer or their intermediaries to goof up with your legitimate claim or puzzle you with unnecessary questions and queries and requirements.

step 1. 4 things must happen together. 

a.) inform the insurance company and register your claim and obtain claim number and keep a record of the same in your claim file     

b.) engage a Consultant immediately to support you on your side all throughout till the time claim is settled, consultant can play a very crucial role in preparation and compilation of correct documents as per insurance contract so that you get exactly and in full what you deserve avoiding undue deductions or delay by way of wrong presentation of the facts   

c.) take preventive and Statutory measures like filing F.I.R. or informing Fire Brigade or Electricity Board or Municipal Authorities etc. without waiting for any external advice. 

d.) Act as if uninsured This is the first and foremost founding principle of Insurance, but grossly neglected by majority of the Policy holders. 

As far as possible don't move the things without permission from insurance company <their deputed surveyor included> but in case of inordinate delay you can take photos and video which can be handed over to the Insurance company later on and make a punchnama of the situation before undertaking any such movement especially to reduce the loss from further aggravation. Remember expenses incurred towards such Loss Minimization are reimbursable under most of the insurance policies. You can discuss this point with your Consultant in case of doubt. 
   During the Claim settlement process 
Be vigilant !!!!   Be straightforward !!!  Act in prudent way !!!!   Don't jump to conclusions especially when you are in doubt yourself !!!  Accept criticism if any  from any angle but don't react immediately !!!  Wait and watch !!! Remember the last stroke is yours - Customer is the King. 

step 1. submit the records and information as per demands of surveyor and insurance company and if in doubt while sharing something that will possibly end up in misuse of Business Secret / Trade data get the Consultant to help you in putting your concerns before the Insurance company in convincing manner and finding out alternatives to deal with the same requirement.    

Remember not to overspend for doing this work as expenses are to your account. !!! Be judicious and look out for alternate economical solutions to provide the same information at lower cost--this is where the creativity matters and Consultants will play a Great role,, more than justify the fees paid to them.

step 2. keep all records copy in your Claim file and obtain acknowledgment for every documents submitted to surveyor/ insurance company.   

step 3. At every meeting create a summary of points discussed, deliberated and decisions taken in the direction of final settlement, don't hesitate to even pin down the areas where differences exist in the method of handling the investigation or loss minimization or Salvage realization or valuation of assets or whatever small or Big issue it might be. Let this discussion note be signed by all involved and copy be kept in your Office file.    

step 4. follow up on your own to ensure submissions in time and if there is likelihood of delay keep the surveyor and insurance company informed. Even if alternate solution is desired discuss with them, no surveyor or insurance company will ever refute to your genuine concerns and will be always available to suggest alternate means. 

Remember it is the reasonable and just settlement of a claim - which is the hallmark of any Insurance company's success. There is no 100% true Claim settlement figure possible in all claims,, and there is always room for fair and reasonable value assessment with a practical logic based approach both by surveyors and Insurance Company. This is the area where prudence matters and is respected and appreciated by one and all concerned. Even Auditors can not challenge or impose penalty on anyone for acting in this manner, as far as the decisions taken are not on false and imaginary grounds. One must exhaust all other options before resorting to this kind of a stand in claim and reasons must be documented well and precise to earn respect of the Auditors too.

It won't be a bad idea to seek acceptance of the Insured and Surveyor also to the Claim settlement note- which is so far the privy of Insurance Companies only.  THIS IS ONE OF MY PRIME SUGGESTION PENDING FOR APPROVAL WITH IRDA AND GICCOUNCIL to close the loop of information exchange in Claims settlement and make it a truly Transparent and honest mechanism to win better respect of the Service providers and Insured. It will go a long way in bridging the gaps and making more dynamic progress in Growth of insurance sector. An effortless selling based on Creative strategic planning.   

step 5. Once the claim assessment is over, get the offer from surveyor and give your acceptance in writing, and if any differences exist write them down on this paper. It is your best opportunity to express your views freely and fearlessly, as surveyor in his report has to address the to facilitate insurance company's decision making. In case the insurance company is not satisfied with the Surveyor's opinion and remarks they will seek additional help from an Expert and get the differences narrowed down or abolished before issuing a Final Claim Voucher to you. When you receive this Claim Voucher demand the details of assessment if it differs from what is shared by the Surveyor with you and get satisfied completely. Because once the Claim Voucher is signed and Subrrogation rights handed over no Insurance company will give time to your grievance,,, unless there is a solid proof of foulplay against their Claim handling  team. 
After the claim is settled 

step 1. Get the cheque take a copy of that and keep in Claims file. 

step 2. Deposit in bank and after it is cleared....

step 3. Give a feedback to all those with whom you interacted on the subject,,with a Keep in Touch positive attitude.   

step 4. Sometimes insurance companies deduct the reinstatement premium from your claim amount to keep the same sum insured alive for the balance period of policy cover. Check the calculations and get doubts resolved if any with the help of Consultant. If this is not done you need to deposit more premium to continue coverage at the same Sum Insured. Do needful. If you have come to know during the Claim settlement that your Sum Insured is not adequate and you are losing lot of money on Under insurance please top up the Sum Insured by way of making extra payment for balance period of policy. And ensure that it is carried forward correctly in the renewal of policy. 
During renewal of the policy 

step 1. One month before renewal take a decision whether you want to continue with the same Insurance company or change-- based on your actual experience and let the Consultant guide you to take appropriate decision. As he would be more aware of the latest offerings from other companies too.           

step 2. Ensure that the renewal is done in time and there is no loss of continuity of cover. The policy comes in force only after the money of premium is transferred/ credited to the account of Insurance company, so give 2-3 days time for cheque clearance and computer entry etc.   

step 3. Again follow the same process as elaborated in "Before buying an insurance policy"

   
Anytime in between - if the situation warrants a midterm review
This can happen due to sudden change in business or a spurt in turnover or changes in norms of doing insurance business itself. 
 
step 1. Approach the Consultant  and follow his advice. 
 
     
Dear Insured,
Hope you liked these suggestions and got some education about the duty, role and responsibility of a responsible Insured in the eyes of Regulator i.e. IRDA. Please feel free to suggest changes if any in this draft. I shall be thankful to you for the same.

Let us work together to make India a better place to live and enhance and upgrade the standards of performance of Insurance sector to put us in an enviable position globally. We have the power to direct the World Insurance market with a proven track record with Highest retention of reinsurance within the Country. With more matured behavior we can do a wonderful job for the fulfillment of Nation's optimist goals and feed the Social reforms process with the right kind of fuel that is required today. Let us do it Together. 

Thank you very much once again for sparing your precious time on the subject and love to see you in person soon to discuss the possibilities of helping you out to actually implement the process in your company. 


With warm regards,

Shailesh B. Shah
CEO- CONSULTO TECHNICA - the dream engine of General Insurance Sector in India 
 my other roles 

· IRDA approved Insurance Surveyor and Loss Assessor SLA-47537 

· Blogger  and Technical Writer- 
http://groups.google.com/group/shailesh-b-shah-of-vadodara/browse_thread/thread/fde2e70fb8404cb9?hl=en_US

My preferred style of remaining in touch
please either mail me or sms me, describing purpose before calling. thanks 

I remain awake about this while delivering my service 

"it is impossible for me to forget my first assurance of justness to the policy holders who have not suffered loss but are still contributing to payments made to those who have put up a legitimate claim" 
----------------------------------------------------
Winners Never Quit 
----------------------------------------------------

My inspiration 
Words of wisdom from H.H. Swami Chinmayananda 
Reviews as well as honest criticism from any source which is my fuel to improve performance 
My Life Mission Statement with blessings of H.H. Swami Tejomayananda- Head of Chinmaya Mission Worldwide 
