ANNEXURE-#

UNITED INDIA INSURANCE COMPANY LIMITED
Regd. & Head Office Chennai

BOARD APPROVED SURVEYORS® MANAGEMENT PQLICY

Survey and loss assessment is a8 key and critical compenent in Claims Management. Althcugh
the PSGICs already have guidelines relating to surveyors as part of the Claims Manual and
clear-cut guidelines are laid down in the |RDAI (Protection of Policyholders' interests)
Regulations, 2017, yet in view of the criticality of loss assessment function in a regulated
business environment with growing customer’s expectations on ease of claims experience. this
Policy is being propounded. Al present, though the Surveyors and Loss Assessors are regulated
by IRDAIl (Surveyors and Loss Assessors) Regulations, 2015, wherein the duties and
responsibilities of a surveyor are cleariy spelt out, it is felt appropnate that the Public Sector
General Insurance Companies (PSGICs) shall have a well designed Policy to promote
transparency, equity and incorporate the principle of “fit and proper” criteria in the entire value
chain of surveyor management starting from empanelment to allotment. finalization of
assessment, submission of report and performance appraisal, This policy shall be effective from
01.04.2019 on approval by the Board of the Company.

Surveyors' empanelment

Any surveyor and loss assessor hoiding valid license issued by IRDAI as per IRDAI (Surveyors
and lLoss Assessors) Regulations, 2015 and who is alsc a member of IISLA can apply for
empanelment in the standard application form (as_per Annexure {) of the Company. Surveyors
License is a pre-condition but not a sufficient condition for surveyor empanelment. Besides this,
the number of licensed surveyors is so large that the Company may not need that many in terms
of surveyable ciaims reported in & year. Existing Surveyors on the panel of the Company need
not apply again.

1. Applications from surveyors for empanelment shall be invited through notification on the
website of the Company in the month of November every year for the requirement of
surveyors on their panel in different portfolio in different Regional Offices/ Service Hubs/
Head Office A time period of 45 days shall be available for receipt of such duly filled
applications.

2. The Company shall provide for submission of on-line applications only and uploading of
supporting documents. No physical application shall be entertained.

3. Empanelment Process shall be centralized across four Public Sector General Insurance
Companies by formation of a "Surveyor Empanelment Committee”. After receipt of
applications online, the applications for surveyor empanelment will be scrutinized by the
Head Office on the basis of his/her Bio-data, gualification and experience and incomplete
applications! applications with mismatched prefiles will be rejected.  Further to the above,
the applicant(s) shall be called for a personal interview by 'Surveyor Empaneiment
Committee’. The common ‘Surveyor Empanelment Commitiee' is 1o be constituted at central
level for all the four Public Secter General Insurance Companies. Depending upon the
number and regquirement, several such Committees can be formed for different categories of
surveyors / portfolios/ area of operations etc.

4. Based on historical data relating to number of claims reported under different portfolios for
the Service Hub/ RO as a whole, the Service Hub/ RO should decide the number of
surveyors, portfolio wise, to be empanelled at any given point in time during the year and
inform the same to HO. The panel of surveyors for any department shall neither be toc small
nor be unwielay but be commensurate with the number of claims estimated to be surveyed in
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any geographical spread. Thus, the number of surveyors for each partfolic in the panel shall
be determined by the Regional In charges so as to ensure that the empanelied surveyors get
adequate number of jobs in a year 5o as to sustain their interest in the Company's
survey/loss assessment work. Thus, a panel of surveyors shall be 2 % of the average of the
last three years surveyable claims in Motor portfolio and 10% of the average of the last three
years surveyable claims in other portfolios. Based on the interview, a decision on
empanelment should be taken keeping in view the applicant's commitment, attitude,
professional approach, service orientation, behavioral skiils, knowledge and experience of
the portfolio {30% Weightage to qualification , 20% to experience and balance 50% to
remaining parameters of commitment, attitude, professional approach, service orientation,
behavioral skilis — 10% each) Based cn these parameters, if the Commitiee is satisfied
about the credentials of the candidate and his/her candidature is assessed as 'fit and proper’
in the light of the job profile, a decision to empanel be recorded and communicated to the
applicant. Where an applicant is rejected, clear reasons must be recorded in writing. Mere
eligibility, fling application and attending interview does not confer any right on the part of the
applicani {licensed surveyor) to be empanelled.

The entire exercise of selection of surveyors for empanelment shall be completed by the
Companies within 45 days (i.e. from the cut-off date for receipt of appiications from eligible
persons). The list of selected surveyors on the panel of Regional Office/Head Office shall be
uploaded on the Company’s website.

Surveyor who has not been empanelled after due process detailed above, may file an appeal
before Appellant Autherity, within 15 days from the date of declaration of empanelment list on
Company's website. explaining why hefshe considers himself/herself fit for empanelment.
The Appellant Authority is a Committee, constituted at the central level, for alt the four Public
Sector General Insurance Companies, being at least cne level higher than the members of
‘Surveyor Empanelment Committee’. Such Appeal cases shall be disposed off within 30 days
of receipt of the Appeal and the decision shall be communicated to the concerned surveyor in
writing immediately thereafier,

The surveyor, so selected for empaneiment, shall be empanelled till the validity of his/her
license subject to his satisfactory annual performance appraisai report. Where license is to
be renewed, evidence of his application filed with IRDAI for renewal within stipulated time-
frame to be submitted.

The Company may evolve a grading mechanism within the IISLA framework, within each
category. The grading of a surveyor shall be determined by factors like qualification, license
category, experience in handling small/medium/large claims, etc. The grading shall be
reviewed by the Company at the time of performance review of the surveyors and shall be
suitably modified, if so warranted.

The panel of surveyors shall be communicated to all the Regional Offices and Service Hubs
by the HO and additions/deletions shall also be suitably informed.

Partfolic-wise separate panel for each Divisional Office {including Branches under it) shall be
constructed by RO in turn, apart from an exclusive pane! at RO Level (for RO-level surveys)
Head Office shall maintain a separate panel of surveyors for each portfolio {which may
inciude surveyors already empanelled with Regional Offices/ Service Hubs).

As surveyor empanefment is a centralized process at HO, there shall be no separate
selection process for empanelment by any Regional Office or Service Hub.

The panel of surveyors shall be reviewed annually by “Surveyors Empanelment and
Performance Review Committee’ (to be constituted by CMD and in his absence by the two
WTDs) after the ‘Annual Performance Review' exercise is complete,

- Aligtment of syryey jobs to Surveyors

Where a surveyor needs to be appointed, it shall be done within 72 hours of receipt of
intimation of the claim. Acceptance of survey job allotted to the surveyor shall be conveyed
by him to the Company within 24 hours by mail
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The appointment of surveyor (who is duly empanelled and holding valid license on the date
of allotment of survey) for a claim shall be done by the Competent Authority to settle the said
claim {or such delegated officer devolved with such powers by the Authority/ In charge of
Office).
Spot/ Preliminary Survey is not mandatory, however Claims Authority may order such survey
in cases where it is warranted. Spot surveyor shall submit the report to the Company online,
and also a signed Report; alongwith dated digital photographs immediately and in any case
within 48 hours after visiting the affected sitefloss iocation. The surveyor has to confirm and
document (primarily through digital photographs/ videos including GPS coordinates) to the
satisfaction of the Company that the risk inspected under the claim is the same as the risk
covered under the policy.
Final Survey jobs shall be allotted on a reasonable and fair rotation basis. Profile of the
surveyor/ his or her experience shalt be kept in view in relation to a claim with special
features like nature of loss, cause and extent of loss, difficu'ty level of engaging with the
tnsured, area of operation of surveyor, frequency and severity of claims from the same
insured/geography etc. While the objective is to ensure job rotation, at the same time, it shall
be ensured that the right job is given to the right person, Alictment of jobs te the surveyor,
especially in major property, stock losses, liability claims, high-end vehicles etc. s a
specialized function and warrants careful selection, which skill is professional and
experience-based. However, on a yearly basis, fair rotation of surveyors shall be ensured.
Every Office shall maintain 'surveyar allotment register’ which records details of survey job
allotted to each surveyor.
The surveyor alloiment register shall contain the following detaits:
Date of allotment of survey
Name of the surveyor
Type of survey {Preliminary/Spot/Final/Reinspecticn)
Date of loss
Date of claim intimation
Name of the Insured
Department
Claim No.

9 Estimate of loss

10. Date of submission of Report
A standard ‘Appointment letter' shail be duly signed & sent/ mailed, a copy of which shall be
placed in the claim file.
In case of corporate surveyor, any licensed Surveyor and Loss Assessor appointed as
director/ partner of such company/ firm, shall undertake survey jobs and issue survey reports
only in the capacity of director/ partner of the corporate company/ firm. The company/ firm
can undertake survey jobs only in those department and level of membership displayed
against each of the director/ partner in the Corporate Surveyor and Loss Assessor license
1ssued by the Authority.
The Company shall deveiop facilities to send SMS / Mail alerts to Surveyors about their
appointment containing Date of Accident, Claim Number, Mabile number of contact person
and type of claim. Similarly, SMS / Mail alerts should be sent to insured and/or repairer
mentioning name & contact number of Surveyor.
The Company shall develop SMS f Mail facilities to be sent to repairer / insured on receipt of
Survey Report. The System also should send reminders by SMS / Mail to surveyors on fixed
time lines for non submission of reports. This data should be caplured in the Performance
Appraisal format.
The Office shall pay the fees t¢ Ihe surveyor within 48 hours of receipt of Final Survey Repon
without waiting for any clarifications / addendum.
The Survey Fees shall be as per the GIPSA Survey Fees Schedule, as revised from time to
time, duly approved by the Board of respective Companies.
Technology to be leveraged by the Company in better and effective management of
surveyors in terms of allotment of survey jobs, for example, generation of red flag if repeated
jobs (Final Survey) are allotted to surveyors, automated transmission of reminders to
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surveyor on delay in survey report, automated aliotment register generation on & pre-defined
template, alert on allotment of jobs to surveyors whose license has expired etc. Necessary
dash-boards alers relating to pending survey-reports with all details shall be developed for
the benefit of the claims officers.

. Separate  surveyor panel, wherever required, to specified/authorized = motor

dealer/fOEM/corporate custormers under SLAs/ MOUs, may be drawn from out of the panel of
the surveyors maintained by HO/RO or Service Hub.

Joint surveyors may be appointed in complicated claims where multiple domains of
specialization come into play in assessment or where the risk covered is specialized. The
joint surveyors shall also be guided by the Policy in the same manner.

Nermally, a second surveyor may not be appointed for a claim. However, in difficult and
complex claims, a second surveyor may be deputed with the concurrence of the Insured duly
recording the reasons for such appointment. The Competent Authority in this regard shall be
the Claim Approving Authority.

In the event of the information being received by the insurer of exit of one director/ partner of
a corporate surveyor Firm comprising only two directors/ partners, due to any reason, any
survey job alfotied to such firm shall be withdrawn and allotted to ancther suitable surveyor.

. Any surveyor engaging outside agencies (CA firms, domain consultants etc.) shall take prior

approval of the insurance Company by establishing the credentials of such outside agencies.
Reports of such outside agencies shall form part of the Survey Report and the surveyor shall
be responsible for the same,

Engagement of other cutside agencies like Advocates, Investigator, Valuers, CAs or cther
such professional agencies shall be through standard terms of engagement specifying their
role, respaonsibility and accountability. Enclosed as Annexure V.

In this regard, the Company shall take a copy of the professionals' membership/ license in
their Bar Council/ ICAl Medical Council/ any other relevant superintending or regulatory
body, before engaging them on specific assignments, The letter of engagement shall contain
a proviso whereby the outside agency/professicnal would be put on notice that they would be
liable for action under law for any fraud committed relating to subject transaction including
submission of fraudulent/ forged documents/ suppression or misrepresentation of facts
gathered either relating to claim transaction or their candidature. Such duly appointed
outside agency/ professional shail be warranted fo conduct due diligence on ali the
documents procured and submiitted to the Insurance Company touching upon admissibility
and/or valuation of claim/ underwriting aspect concerned.

While the above is indicative in nature, the Company may evclve their own specific protocol
for the above verification process.

The empanelied surveyor shall at all times cooperate fully with the Company in any legal
dispute.

The Regional in Charge & GM (Technical) shall be the final authority on any dispute/
settiement of appointment of surveyors for RG/Service Hub & HO respectively.

In case the appointed surveyor for a claim is unable to complete his assignment due to any
extenuating circumstances (with documentary evidence of ill health of selffiimmediate family
member or absence from station due to unavoidable reasons), his contract for the particular
assignment/claim may be terminated with documented reasons by the Competent Authority
to settle the claim.

Performance of each surveyor on the pane! shall be reviewed by RO/ Service Hub ance in a
year starting from 01.04.2018 to 31.03.2020 Appraisal Period and such Performance Report
shall be submitted to the relevant Technical Department at HO.

All the empaneiled surveyors to be duly informed of the Annual Appraisal Process and the
key matrix governing the same. In addition, the Policy shall be posted on the website of the
Company (which includes Annual Appraisal Process). The surveyors are expected to visit
the website from time to time for regular updates,
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Company shall have standard 'Surveyor Performance Appraisal' (SPA Form englosed as
Annexure |1} which is to be prepared and kept in the claim file concerned and one copy of the
same be maintained in master file (surveyor-wise) for annual performance review
Alternatively, Company shall ensure that a template in the Claims module comprising
‘Surveyor Performance Appraisal’ is filled up by the claims officer alongside claim settlement
in the system. The system should be enabled to generate Service Hub/RO/HO wise
‘Surveyar's Performance Appraisal Repert' (enclosed as Annexure llly for each surveyor
through these templates,

Company should develop online / SMS formats for rating of surveyors by the customer at the
time of settlement of the claim on the following points on a five-point scale —
outstanding/good/average/below average/poor:

. Was the surveyor prompt in attending to the claim ?

. Were you informed about full requirements at the beginning?
. Was he professional & focused?

. Was the conclusion of assessment communicated to you?

. Was he courteous & helpful?

[ - N FL % B

The 'Surveyor Appraisal Form' shall contain the following standard pararneters which shall be
assessed on a scale of 110 10 (10 being outstanding and 1 being poor):
1. Prompt and {imely submission of survey report )
Error free and unambiguous survey report — Fair assessment
Quick response to queries raised, if any
Suggestions for risk improvement
Feedback from the customer

o AL

Annual Performance Review shall be done by the designated "Surveyor Performance Review
Committee’ at Head Office/ Regional Office/ Service Hub comprising three members based
on ‘Surveyors' Performance Appraisall (SPA) Forms received from the Claims seftling
offices. Such committee shall be nominated by Regional In charge for Regional Office/
Service Hub and by CMD for Head Office. All such reports shall be submitted to the HO.
The Performance Appraisal results shall be shared with the respective surveyors.

Based on SPA Forms, Company shall prepare 'Surveyor Performance Appraisal Report’ for
each Surveyor. The Company shall take necessary action in respect of surveyors who
consistently under-perform on various Performance Evaluation parameters. Such action
would include counseling, reduction in number of jobs allotted and de-empane!ment.

Any complaint received against the appointed surveyor shall be handled by the Grievance
Cell(s¥ Department of the respective Company. The lime-ines laid down for redressal of
grievances should be strictly adhered to.

In respect of fraudulent claims where surveyors are found involved (either actively or
passively), Company may remove such surveyor. Such removal should be only after
recording the same with cogent documented reasons. A reference shall also be made to
{RDAI under the relevant regulatory provisions. Thereafter, the Competent Authority to settle
the claim shall appoint a new surveyor. Similar procedure is to be adopted in respect of
issues / complaints of corruption against the appointed surveyor. Surveyors shall follow
‘Code of Conduct’ defined in the IRDAI 'Surveyors and Loss Assessors' Regulations, 2015 at
all imes.

The suggested actions based on the ‘Surveyor Performance Appraisal Report’ are tabled
below:
Agsesgment Matrx;
Marks scored | Suggesled Action
1 §71- 80 Counseling for improving performance
41- 60 Counseling and reduction in number of survey jobs allotted
40 & below Steps (o be taken towards de-empanelment afler suilable counseling and
ascertaining the reasans for under/non-performance
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in case a surveyor is de-empanelled by any Regional Office/ Service Hub/ Head Office, such
communication should be shared with all the Regional Offices/ Head Office of the Company
along with the detailed reasons thereto. Such communication should also be shared across
all PSGICs. This should be in addition to quarterly reporting to IRDAI.

D. Qther Important Aspects:
Time-line for Survey Report submissfon:

Surveyer shall start the survey immediately but not later than 48 hours of his appointment.
He should submit “Interim Repcrt" along with photographs of the loss immediately but not
later than 15 days after visiting the affected site/loss location.

He shall immediately but not later than 7 days of the claim intimation, inform the insured /
ciaimant tc submit required information and essential documents in support of claim. Where
documents are available in public domain or with a public authority, the surveyor shall obtain
them,

The surveyor shall submit his ‘Final Survey Report' to the Company within 30 days of his
appointment.

For commercial and large risks claims, the surveyor shail submit the final report within 90
days of his appointment. Large risks claims may be defined by each Company depending
upen their claim profile for each segment.

Where special circumstances exists In respect of a claim, either due to its special /
complicated nature or due !o difficulties associated with replacement! reinstatement, the
surveyor shall seek an extension from the Company for submission of his report. In such an
event, the surveyor shall give the ‘Status Report' to the Company fortnightly wherever
warranted.

A scheduled follow-up shall be maintained by the Claims Office to ensure submission of
survey report by the surveyor within 30 days/ 90 days from the date of allotment of survey
job. The time-line is critical in the overall claims management perspective.

In case of delay in submission of report beyond the prescribed timeline, surveyor shall keep
the Insurance Company informed of the reasons thereof, in writing. In any event, where the
insured, fails to provide the required information/data or documents relevant tc the loss and
its assessment beyond the time extension provided by the Insurance Company, the surveyor
shall finalise the Survey Report based on available documents and details after giving three
written reminders to the Insured/ Claimant.

If the Company, on the receipt of a survey report, finds that it is incomplete in any respect, it
shall require the surveyor, under intimation to the insured/claimant; to furnish an additional
report on certain specific issues within 15 days of the receipt of ‘Finai Survey Report’.

The surveyor, on receipt of this communication, shall furnish an additional report within three
weeks of the date of receipt of communication from the Company.

Surveyor shall mark all correspondence with [nsured/Claimant to the Insurance Company.

A copy of the Survey Report shall be made available to the Insured/Claimant by the
Insurance Company, if the Insured/Claimant so desires.

On Account payment:

1. Wherever, admission of liability is clearly established, but exact quantification of loss
cannol be done immediately due to pending repairs/ replacement/ reinstatement,
voluminous records to be sifted, disposal of salvage or any other reason, and
insured/claimant makes a request for ‘on account payment’, Surveyer may recommend
‘on account’ payment to the claimant so as to provide immediate financial refief to him.

2. Surveyor shall submit his Survey Report within prescribed time-line indicating, in definite
terms, the amount that can e offered to the claimant as 'on account’ not exceeding 75%
of minimum admissible liability

3. Decision to release 'onh account’ payment shall be at the sole discretion of the Company.

4. Thereafter, the surveyor shall conclude the final loss assessment at the earliest possible.
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The empanelled surveyors shall ensure that they are in compliance with the duties and
responsibilities and code of conduct at all times as mandated by the extant Surveyors
Regulations. This Policy needs to be implemented by the Company in conjunction with the IRDA|
(Surveyors and Loss Assessors) Regulations, 2015 as amended from time to time. In case any
aspect of this Policy is at divergence with IRDAI (Surveyors and Loss Assessors) Regulations as
amended from time to time, the Reguiation shal! prevail over the same. GM (Technicai). lo be
nominated by CMD, shall have residual powers to decide on any dispute arising out of
empanelment, appointment or appraisal of surveyor based on facts and circumstances of each
caselreference considering the fact that surveyor appointment to a particular claim and managing
hisfher performance therete is an experience based and specialized skill. The Chairman cum
Managing Director (CMD) of the Company shall have the authority to provide ruling on
interpretation issues in implementation of this Policy and review the same and necessary
amendments shall be made thereto with the approval of the Board of the Company.

T e T Y YT
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ANNEXURE |
Application Form for Empanelment of Surveyor
1. Name of the applicant
2. Individual / Corporate
3. Address of the applicant

(Information on ltem Nos.4 to 9 should be provided for all the Directors/Partners of the
Corporate)

4. Qualifications (Academic / Professional/ Insurance)
5. Date of Birth/ Age

6. Year of membership with [ISLA

7. IRDAI Licence No.

8. Licence valid upto

9. State allocalion of departments and Level of Membership:

Dept Fire .| Marine | Marine | Engg Motor Misc Crop LOP
cargo Hultl Insurance

I

Level of

Membership

10. Experience (as independent surveyor/ under senior surveyor)

11. Are you already empanelled with any other General Insurance Company? If so, the details
thereof

12. Has your application for empanelment been rejected by any General Insurance Company/
have you been de-empanelled by any Generaj Insurance Company/ have you been penalized by
- IRDAF?

13. If 50, details thereof.

14, Will werking as a surveyar be your sole occupation?

15. Declaration:

| solemnly declare and confirm that the particulars given above are true to the best of my
knowledge and beiief.

Signature of Applicant

Place:

Date:

Please note that mere eligibility, filing application and attending interview does not confer
any right on the part of the applicant to be empanelied.

Page 8 of 11



ANNEXURE [t
Surveyor's Performance Appraisal (SPA} Form

{to be filled in by the Surveyor and submitted alongwith Survey Report)

Office Code - Policy No.

Name of Office | Address Insured

Name of the Surveyor Claim No.

Survey Report No. IISLA Membership No. /
IRDAI Licence No.
Valid upto

1. Date of Loss:

2. Date of Appointment of Surveyor

3.a Date of first visit to site

b  Date of submission of ‘Initial Loss Advice’
Dates of subsequent visits
Date of submission of Interim Report, if any

Date of submission of Final Report

N ek

Reasons for delay in submission of Report, if any

8. Whether consent for assessment obtained from the insured / claimant or not Yes / No
{reasons for not obtaining)

9. Number of times documents were requisitioned from the insured (excluding reminders}
(if more than 2 times, reasons thereof)

10. Remarks

Place
Date {Signature of the Surveyor)
For Office use:
{to be filled in by the Claims Officer alongside settlement of each claim})
Parametars Primary Claims Dealing | Score
Officer
Timely submission of survey report 1-10
(Please refer to Policy for marking)
Error free and unambiguous survey report — 1-10
Fair assessment
Quick response to queries raised, if any 1-10
Suggestions for risk improvermnent 1-10
Feedback from the customer 1-10
Ten point scale — Outstanding being {10) and Poor being (1):
Signature:
Name.
Designation:
Office:
Date.
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ANNEXURE H!
Surveyor's Performance Appraisal Report

For the Pariod

to

Office Code

Name of Office / Address

Name of the Surveyor

IISLA Membership No. /
IRDAI Licence No.
Valid upto

Number of surveys conducted:

Parameters Cumulativ | Average Score | Weightage | Maximu Marks
e Score of (1-5) m Marks | Scored
SPAs on {Cumulative {(bxc)
the scale score/No, of
of {1-5) Surveys)
a b c d E

1 | Timely submission of 3 30

survey report
2 | Emor free and 3 30

unambiguous  survey

report — Fair

assessment
3 [ Quick response o 2 20

queries raised, if any
4 | Suggestions for risk 1 10

improvement
5 | Feedback from the 1 10

customer

Total 10 100
Total Marks Scored:
Assessment Matrix;
61- 80 Counseling for improving performance
41 - 60 Counseling and reduction in number of survey jobs alloted
40 & below Steps to be taken towards de-empanelment after suitable counseling

and ascertaining the reasons for under/non-performance
Date : Signature:
Place: Name of the Officer:
Designation:
Office:

Comments of the 'Surveyor Empanelment and Performance Review Committee”:

Signature:

Name:

(Committee Member)
Member)

Date & Place:

Signature:;
Name:
{(Committee Member)

Sighature:

Name:

(Committee
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To

ANNEXURE IV

Draft Letter of Engagement of Outside Agencies

Shri/ Smt.

Dear Sir / Madam

Re:

We are pleased to inform you that the Competent Authority has decided to entrust you with the
above assignment.

Please note that this assignment is subject to the following conditions:

a)

b}

c)

d)

e)

9

h)

That you shall not accept any assignment against the Company during the pendency of
the present assignment.

That you will not place yourself in a situation where there will be conflict of interest or
even an appearance of conflict of interest with the Company. If you become aware of any
such conflict or appearance thereof after accepting of the assignment you shall
immediately notify the Company in writing detailing the conflict of interest or perceived
conflict of interest. In any such eventuality the Company reserves its right to immediately
withdraw the matter from you without assigning any reasen.

That this assignment shall be executed by you most expeditiously and in the time frame
requested by the Company. You shall exercise due care and caution and put in your best
efforts to complete the assignment and safeguard the interests of the Company at alf
stages and provide regular updates on the assignment in writing.

That you shall immediately notify the company in writing if any material information
regarding the assignment, affecting either liability or quantum of claim, comes to your
knowledge.

That you shall be bound by the standards of professional duties and ethics as mandated
by your professional body / organization.

That in the discharge of your professional duties during the assignment you shall not
place yourself in a situation that will subject you to either civil and / or criminal liability. In
such an eventuality, however, the Company reserves its right to pursue all legal remedies
against you in accordance with law,

That the Company reserves its right to engage additional professional in the assignment
being handled by you at any stage if so required and deemed necessary.

That the Company reserves the right to withdraw the assignment given to you at any
stage without assigning any reason.

If you agree to the aforesaid conditions please return a copy of this letter duly signed accepting
the aforesaid conditions.

Dated:

Yours sincerely,

{Competent Authority)
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Data regarding existing surveyors

S No

Name of the surveyor

SLA No

lISLA No

PAN No

Phone

emailig




ANPEXVRE AB(1)

ANNERURE= B

Departinent. Motor Date

Reterence Number- [Unique System Generated Surveyor Appointment Number] / Claim
Number ‘

To,
[Surveyor’s name/address/contect number/emaii}

Dear Madam [ Sir(s),

1. You dre herety appornited for spot/final survey and assessment of the undernoted loss ceported to us on

Name gf the tnsured . Mobile Na. . ——
Pohey isswng OMice :

PolNo .Pol Period ,Daleofiross.___

vehicle Particutars

Place of Loss . iNature of Loss ._ Eslimated Loss: -

2 You are agvised to submit a spot survey repoart to our office briefly commenting on the probable cause,
nature and extent of 10ss immediately, but not later than 3 days from the date of your deputation.

3 Fot claims upto Rs 100000/~ the igliowing time lines are required 10 be adhered for submission of firal
survey regort.
2 Wheelers - 7days
Gther than 2-Wheeler ~ L5days

For lnsses above Rs 100000/-. The Final Survey Report should be subrnitted within 30 days of appointment.

4 If the Finai Survey Report is hikely 1o be delayed, you are requited to submit within 15 days and every
tortright, $1atus fepoets

5 You e advised to strictly focHow the provisions of 1RDAI [Surveyor and Loss Assessors) Regulations, 2015
and IRDAI {Protection of Policyholders’ Interasts) Regulations, 2017

6 Prior approval of the insurance company shall be taken In case an investigator 13 regureed 19 3s515Ty0u in the
survey Reports of such outside agencies shall form part of the survey report and the surveyor shall be
respansble for the same

7 The Insured/Claimant should be informed about all the claim related documents required for settlement
of the ciaim at the beginning. All clarifications, documents and any other requirements from the insured

shoutd e sought in ane go and not in a piecemeal basis.

8. You are also advised to discuss the details of loss assessment with the Insured and to cbtain the
"acceptance letter’ / ‘Consent Letter’ from the insured / werkshop.

Thanking you,

Yours falthfully,



A EXyRE R(2)

Departeent: Fire/Eogg/Marine/ M D88
Reterenre Number: [Um‘qué System Generored Surveyor Appeintment Nurmber}

Ta,

[Surveyor's nome/addressicontart rurnber/emoif]

Suris)/Nadmn,

3 Yo are heredy sppointed tor the suryey and assessment of the yadernoted
Hnes TRPOITBE IO US OF

Name uf the Ingured © Mobite NO. :
Poticy isawing GHice -

PoiNa : Pol.Period : Date of Loss:__

Ragk Parnitutads

Place of Loss: CNature of Loss Estet Loss

4 ¥ou are ddvized 1o subimg 8 Drief First Vs repoct os 1A [Isnmedinie Losy Agvige) to our ¢ifice briefly commenting
un the probabla cause, nature anch extent of lss immediately, but not [ater than 15 days from the date of your first
visil.

3 You are advisad ro strictly folipw the IRDAE {Surveyor ant Loss Assessacs) Regulations, 2015, and IRDAI {Pratection
of Policyholders interests) Regutations, 2017

4 The msured/Clammant should e wformaed ahoua ol e dam relsted documents required for settlement of
tire Claim at the beginning. All darifications, documents ant any Gther raguaraments fzom the tnsured should be
saught i aae go and aot in & precemesl basis

5. Thea Final Survey Repait should be submitted wethin 30 days of appointrnent,

6. tn case of commercial and large sxks clalms the Final Survey Report should be submitted within 90 days of the
date of appointment.

7 H the Fnal Syrvey Report i likely (o be deleyed, you are requared to setmul withla 15 days and every fortnght,
sLRtUS (R OarTs

8. Prior spproval of the insurance company shail be taken in case a8 technical expert/investigator is reguired to assist
you = the survey . Beports of such putside sgencies shall form part of the survey repart aedd the surveyor shall be
responsibite for the same.

9. You are dsg advised to discuss the delads of igss sssessment waith the Insured and to obtam the 'acceptance
letter’ / 'Consent Letter’ from the insured

Thanking you,

o fathfully,



\ ’
ANNEXURE # C
Surveyor’'s Performance Appraisal (SPA) Form

(to be filled in by the Surveyor and submitted alongwith Survey Report)

Office Code Policy No.

Name of Office / Address Insured

Name of the Surveyor Claim No.
| Survey Report No. NSLA Membership No. /
i IRDAI Licence No.

Valid upto
1. Date of Loss:
2. Date of Appointment of Surveyor

ja Date of first visit to site

b Date of submission of 'Initial Loss Advice’

4. Dates of subsequent visits

5. Date of submission of Interim Report, if any

6. Date of submission of Final Report

7. Reasons for delay in submission of Report, if any

8. Whether consent for assessment obtained from the insured / claimant or not Yes / No
{reasons for not obtaining)

g Number of times documents were requisitioned from the insured (excluding reminders)
(f more than 2 times, reasons thereof)

10. Remarks

Place

Date (Signature of the Surveyor)

{to be filled in by the Claims Officer alongside settlement of each claim)
Parameters Primary Claims Dealing | Score

Officer

Timely submission of survey report 1-10
(Please refer to Policy far marking)
Error free and unarnbiguous survey report — 1-19Q
Fair assessment
Quick response to queries raised. if any 1-10
Suggestions for risk improvement 1-10
Feedback from the customer 1-10

Ten point scale — Outstanding being (10) and Poor being (1):

Signature:

Name.

Designation:

Office:

Date:
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ANNEXURE @ C
Surveyor's Performance Appraisal Report

For the Period

to

Office Code

Name of Office / Address

Name of the Surveyor

IISLA Membership No. /

IRDAI Licence No.
Valid upto

Number of surveys conducted;

Parameters Cumulativ | Average Score | Weightage | Maximu Marks
e Score of (1-5) m Marks | Scored
SPAs on {Cumulative {b x c)
the scale score/No. of
of (1-5) surveys)
a b c d E
1 | Timely submission of 3 30
survey report
2 | Error free and 3 30
unambiguous  survey
report — Fair
assessment
3 I Quick response o 2 20
queries raised, if any
4 | Suggestions for risk 1 10
improvement
5 | Feedback from the 1 10
customer
Total 10 100
Total Marks Scored:
Assessment Matrix;
Marks scored
&61- 80 Counseling for improving performance
41- 60 Counssiing and reduction in number of survey jobs allotted
40 & below Steps to be taken towards de-empanelment after suifable counseling
and ascertaining the reasons for under/non-performance
Date : Signature:
Place: Name of the Officer:
Designation:
Office:

Comments of the ‘Surveyor Empanelment and Performance Review Committee’:

Signature:

Name:

{Committee Member)
Member)

Date & Place:

Signature:
Name:
(Committee Member)

Signature:

Name;

{Committee




ANNEXURE-D

input from Ros to decide on the number of surveyors ie., 2% and 10% for Motor and
Nonmaotor

No. of surveyors base on 3 years
Line of Business surveyable claims




