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Grievance Redressal Mechanism:  
 
We have established a Grievance Redressal Mechanism to assist in the resolution of any complaint, 
grievance, or dispute in respect of the Policy. You are requested to submit your complaint at any of the 
below mentioned touch points: 
 

• Toll free customer care number: 1-800-2121-212 (Mon-Sat 10 AM TO 7 PM). 

• Email us at: complaints@edelweisslife.in  

• Write to us at: Customer Care, Edelweiss Life Insurance Company Ltd, 6th Floor, Tower 3, Wing ‘B’, 

Kohinoor City, Kirol Road, Kurla (W), Mumbai 400070. 

• You can lodge your grievance/complaint at any of our branches/offices 

• You can also lodge a grievance/complaint on our website at: 

https://www.edelweisslife.in/web/guest/contact-us#fileAComplaint 

 

Details of Grievance Redressal officer: 

+91-22-71013322 (Between 10 am to 7 pm on Monday to Friday, except public holidays), Email id: 

GRO@edelweisslife.in. 

 

We will respond with a resolution within 14 days 
 
In case the resolution does not meet your expectations or if you have not received any reply, you may 
approach the Grievance Cell of Insurance Regulatory and Development Authority of India (IRDAI) on 
the following contact details: 
 

• IRDAI Grievance Call Centre (Bima Bharosa Shikayat Nivaran Kendra) (IGCC) - Toll free No: 
155255 / 1800 425 4732  

• Email ID: complaints@irdai.gov.in 

• Register online at: https://bimabharosa.irdai.gov.in/LoginAdmin/Login 
 
Address for sending the complaint through courier / letter:  

 
Consumer Affairs Department 
Insurance Regulatory and Development Authority of India 
Survey No. 115/1 
Financial District 
Nanakramguda 
Gachibowli 
Hyderabad – 500 032, Telangana 
 

At any point of time, if the resolution does not meet your expectation or if you have not received any 
reply within a period of one month from the date of receipt of complaint by the Company, you may 
approach the Insurance Ombudsman for redressal as per Rule 13 and 14 of the Insurance Ombudsman 
Rules, 2017 (‘Insurance Ombudsman Rules’).  
 
Powers of Insurance Ombudsman under Rule 13 of the Insurance Ombudsman Rules:  

 
The Ombudsman shall receive and consider the following complaints or disputes relating to:  

 
a. delay in settlement of claims, beyond the time specified in the regulations, framed under 

Insurance Regulatory and Development Authority of India Act, 1999; 
b. any partial or total repudiation of claims by the Company; 
c. disputes over premium paid or payable in terms of insurance policy; 
d. misrepresentation of policy terms and conditions at any time in the Policy Document or 

policy contract; 
e. legal construction of insurance policies in so far as the dispute relates to claim; 
f. policy servicing related grievances against the Company and their agents and 

intermediaries; 

mailto:complaints@edelweisstokio.in
https://www.edelweisslife.in/web/guest/contact-us#fileAComplaint
mailto:GRO@edelweisstokio.in
mailto:complaints@irdai.gov.in
https://bimabharosa.irdai.gov.in/LoginAdmin/Login


 

Internal 

g. issuance of life insurance policy including health insurance policy which is not in 
conformity with the Proposal Form submitted by the proposer; 

h. non-issuance of insurance policy after receipt of premium in life insurance including 
health insurance; and 

i. any other matter resulting from the violation of provisions of the Insurance Act, 1938 as 
amended from time to time or the regulations, circulars, guidelines or instructions issued 
by the IRDAI from time to time or the terms and conditions of the policy contract, in so 
far as they relate to issues mentioned at clauses (a) to (f) as mentioned above. 

 
Manner in which complaint is to be made in accordance with Rule 14 of the Insurance 
Ombudsman Rules: 

 
1. Any person who has a grievance against the Insurer/Company/Us, may himself or 

through his legal heirs make a complaint in writing to the Ombudsman within whose 
territorial jurisdiction the branch or office of the Company, complaint against or the 
residential address or place of residence of the complainant is located.   

2. The complaint shall be in writing duly signed by the complainant or through his legal 
heirs, Nominee or assignee and shall state clearly the name and address of the 
complainant, the name of the branch or office of the insurer against which the complaint 
is made, the fact giving rise to complaint, supported by documents, the nature and extent 
of the loss caused to the complainant and the relief sought from the Ombudsman.  

3. No complaint to the Insurance Ombudsman shall lie unless:  
(a) the complainant makes a written representation to the Company named in the 
complaint and— 

i. either the Company had rejected the complaint; or 
ii. the complainant had not received any reply within a period of one month 

after the Company received the complainant’s representation; or 
iii. the complainant is not satisfied with the reply given to him by the Company; 

 
(b) The complaint is made within one year— 

i. after the order of the Company rejecting the representation is received; or  
ii. after receipt of decision of the Company which is not to the satisfaction of 

the complainant; 
iii. after expiry of a period of one month from the date of sending the written 

representation to the Company if the Company named in the complaint fails 
to furnish reply to the complainant. 

4. The Insurance Ombudsman shall be empowered to condone the delay in filing a 
complaint as mentioned above under (3) (b), as he may consider necessary, after calling 
for objections of the Company against the proposed condonation and after recording 
reasons for condoning the delay and in case the delay is condoned, the date of 
condonation of delay shall be deemed to be the date of filing of the complaint, for further 
proceedings under the Insurance Ombudsman Rules. 

5. No complaint before the Insurance Ombudsman shall be maintainable on the same 
subject matter on which proceedings are pending before or disposed of by any court or 
consumer forum or arbitrator. 
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The list of the Ombudsman with their addresses is given below: 

Office of the Insurance Ombudsman, 
Jeevan Prakash Building, 6th floor,  
Tilak Marg, Relief Road, 
AHMEDABAD-380 001. 
Tel.: 079-25501201/02/05/06  
 
Email: bimalokpal.ahmedabad@cioins.co.in 

Office of the Insurance Ombudsman, 
2nd Floor, Janak Vihar Complex,  
6, Malviya Nagar, Opp. Airtel Office, Near New 
Market, 
BHOPAL-462 003. 
Tel.:- 0755-2769201/9202 
 
Email: bimalokpal.bhopal@cioins.co.in 

Office of the Insurance Ombudsman 
62, Forest Park, 
BHUBANESHWAR-751 009. 
Tel.: 0674-2596455/2596461 
 
Email: bimalokpal.bhubaneshwar@cioins.co.in  

Office of the Insurance Ombudsman, 
SCO No.101-103, 2nd Floor, Batra Building, Sector 
17-D,  
CHANDIGARH-160 017. 
Tel.: 0172-2706196/2706468 
 

Email: bimalokpal.chandigarh@cioins.co.in  

Office of the Insurance Ombudsman, 
Fathima Akhtar Court, 4th Floor, 453 Anna Salai, 
Teynampet, 
CHENNAI-600 018. 
Tel.: 044-24333668/24335284  
 
Email: bimalokpal.chennai@cioins.co.in 

Office of the Insurance Ombudsman, 
2/2 A, Universal Insurance Bldg.,Asaf Ali Road, 
NEW DELHI-110 002. 
Tel.: 011- 23232481/23213504 
 
Email: bimalokpal.delhi@cioins.co.in 

Office of the Insurance Ombudsman, 
Jeevan Nivesh, 5th Floor, Nr. Panbazar over bridge, 
S.S. Road, 
GUWAHATI-781 001 (ASSAM). 
Tel.: 0361- 2632204 / 2602205 
 
Email: bimalokpal.guwahati@cioins.co.in  
 

Office of the Insurance Ombudsman, 
6-2-46,  1st Floor, “Moin Court”, Lane Opp. Saleem  
Function Palace, A. C. Guards, 
Lakdi-Ka-Pool, 
HYDERABAD-500 004. 
Tel.: 040-23312122    
 
Email: bimalokpal.hyderabad@cioins.co.in 

Office of the Insurance Ombudsman, 
2nd Floor, Pulinat Bldg., Opp. Cochin Shipyard, M.G. 
Road, 
ERNAKULAM-682 015. 
Tel: 0484-2358759/2359338    
 
Email: bimalokpal.ernakulam@cioins.co.in 

Office of the Insurance Ombudsman, 
Hindustan Building, Annexe, 4th Floor, 4, 
C.R.Avenue, 
KOLKATA - 700072 
Tel: 033-22124339/22124340   
 
Email: bimalokpal.kolkata@cioins.co.in 

Office of the Insurance Ombudsman, 
6th Floor, Jeevan Bhawan, Phase-II, 
Nawal Kishore Road, Hazratganj, 
LUCKNOW-226 001. 
Tel : 0522 -2231331/2231330     
 
Email: bimalokpal.lucknow@cioins.co.in 

Office of the Insurance Ombudsman, 
3rd Floor, Jeevan Seva Annexe, S.V. Road, 
Santacruz(W), 
MUMBAI-400 054. 
Tel: 022- 69038821/23/24/25/26/27/28/28/29/30/31      
 
Email: bimalokpal.mumbai@cioins.co.in 

Office of the Insurance Ombudsman, 
Gr. Floor, Jeevan Nidhi - II, Bhawani Singh Marg, 
JAIPUR – 302005. 
Tel: 0141-2740363 

Email: bimalokpal.jaipur@cioins.co.in 

Office of the Insurance Ombudsman, 
3rd Floor, Jeevan Darshan, C.T.S. Nos. 195 to 198,  
N.C. Kelkar Road, Narayan Peth 
PUNE - 411030. 
Tel: 020-41312555 

Email: bimalokpal.pune@cioins.co.in 

Office of the Insurance Ombudsman, 
Jeevan Soudha Building, 
PID No. 57-27-N-19 
Ground Floor, 19/19, 24th Main Road, 
JP Nagar, 1st Phase, 
BENGALURU – 560 078. 
Tel.: 080 - 26652048 / 26652049 

Office of the Insurance Ombudsman, 
Bhagwan Sahai Palace, 4th Floor, Main Road 
Naya Bans, Sector 15, Distt: Gautam Buddh Nagar 
NOIDA – 201301. 
Tel: 0120- 2514252 / 2514253 
Email: bimalokpal.noida@cioins.co.in 
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You may refer to the list of Ombudsman with their addresses on https://cioins.co.in/Ombudsman 
 

Email: bimalokpal.bengaluru@cioins.co.in 

Office of the Insurance Ombudsman, 
2nd Floor, Lalit Bhawan, 
Bailey Road, 
Patna 800 001, 
Tel No: 0612- 2547068 
Email id : bimalokpal.patna@ecoi.co.in  
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