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HDFC ERGO General Insurance Company Limited
Policy Wordings

Product Recall Insurance Policy

PREAMBLE

This Product Recall Insurance Policy is made between the 
Insured and HDFC ERGO General Insurance Co., Ltd (the 
“Company”) (collectively the “Parties”). In consideration of 
the Premium paid and in reliance on the warranties and 
representations made by the Insured in the application for 
this insurance, the Parties agree as follows.

This Policy consists of the attached Declarations, this Preamble, 
the following General Terms and Conditions and the attached 
endorsements, if any.

Words and phrases appearing in boldface type in the text of 
this Preamble and the following General Terms and Conditions 
shall have the meanings set forth in Section 2 of this Policy 
entitled “Definitions.”

GENERAL TERMS AND CONDITIONS

1)	 INSURING AGREEMENT

	 Subject always to the Limit of Liability set forth in the 
Declarations, and to all of the terms, conditions, exclusions 
and other provisions hereinafter mentioned, the Company 
will indemnify the Insured for Product Recall Expenses 
arising out of a Covered Incident in excess of the 
Attachment Point set forth in the Declarations, provided 
that the Covered Incident is discovered and first reported 
to the Company during the Policy Period. It shall be a 
condition precedent to the obligations of the Company to 
provide indemnification under this Policy that the Insured 
shall have complied with all of the terms and conditions 
of this Policy.

2)	 DEFINITIONS

A)	 “Attachment Point” shall mean the amount referred to in 
Section 5 of the Declarations.

B)	 “Bodily Injury” shall mean physical injury to the body of 
any person(s), including sickness, disease or death at any 
time resulting therefrom.

C)	 “Claim” shall mean either a written demand for money, 
services or other non-monetary relief, or a civil, regulatory, 
governmental or administrative proceeding for monetary 
or non-monetary relief.

D)	 “Covered Incident” shall mean the recall, removal, 
recovery of possession or control, or disposal of Insured 
Product(s) from a distributor, purchaser, or user of the 
Insured Product(s), arising out of the use or consumption 
of the Insured Product(s) resulting in or posing actual or 
imminent danger of resulting in Bodily Injury or Property 
Damage, provided that such action is:

	 i)	 ordered by a regularly constituted governmental, 
federal, state or local regulatory or judicial body; or

	 ii)	 voluntarily initiated by the manufacturer of a 
finished product of which the Insured Product(s) is 

a component part, due to the failure of the Insured 
Product(s), to prevent or mitigate any Bodily Injury 
or Property Damage.

E)	 “Insured” shall mean the Named Insured listed in the 
Declarations. This policy shallcover joint ventures of the 
Insured only if the Insured has management control of 
the joint venture and/or has a fifty (50%) percent or more 
ownership interest in the joint venture, but always only 
to the extent of the Insured’s percentage of ownership 
interest in such joint venture.

F)	 “Insured Product(s)” shall mean all components, 
accessories and equipment of the Insured that are in 
production, have been manufactured, handled, distributed 
by or prepared for the Insured, including products of the 
same categories manufactured by a third party for the 
Insured.

G)	 “Limit of Liability” shall mean the amount specified in 
Section 4 of the Declarations.

H)	 “Material Change in Risk” shall mean any change in the 
overall risk limited to the following events or transactions:

	 i)	 increase or decrease of 10 % or greater in the annual 
sales of the Insured’s Product(s) as compared to the 
immediate preceding year (this may be triggered by 
acquisitions or divestitures of the Insured’s business 
as at Inception); or

	 ii)	 acquisitions or expansion into areas of activity other 
than the Insured’s business areas as at Inception, or 
any divestitures, where such acquisition or divestiture 
materially increases or decreases the exposure to the 
Covered Incidents insured hereunder; or

	 iii)	 introduction or acquisition of a new product line by 
the Insured.

I)	 “Policy Period” shall mean the period of time from and 
including the inception date to the earlier of either the 
expiration date specified in Section 3 of the Declarations 
or the effective date of cancellation of this Policy.

J)	 “Premium” shall mean the amount specified in Section 6 
of the Declarations.

K)	 “Property Damage” shall mean physical damage to or 
destruction of tangible property (other than to the Insured 
Product(s) itself) and/or animals and/or livestock. Property 
Damage shall not include any destruction, distortion, 
erasure, alteration or corruption of any computer data, 
coding, program or software.

L)	 “Product Recall Expenses” shall mean all reasonable 
and necessary costs incurred, due to the occurrence of 
a Covered Incident, to inspect, collect, withdraw and/or 
destroy recalled Insured Product(s). All Product Recall 
Expenses shall be limited to:

	 i)	 the cost of publishing the recall in newspapers, 
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magazines, or any other printed media, in radio and/
or television broadcasts, or any other announcements 
(whether electronic or otherwise), as well as the cost 
of correspondence exclusively made for the purpose 
of announcing and/or implementing the recall of the 
Insured Product(s);

	 ii)	 the cost of shipping the Insured Product(s), or the 
finished product of which the Insured Product(s) is 
a component part, from the purchaser, distributor or 
user of such product to the place or places of return 
designated in the event of a product recall by the 
Insured or by the manufacturer of the product of 
which the Insured Product(s) is a component part.

	 iii)	 the cost of hiring additional persons, other than 
regular employees, necessary for the analysis, 
research, consulting, inspection, collection or 
withdrawal of such Insured Product(s), including 
any reasonable costs incurred for additional 
accommodation for such persons during the product 
recall process, if so required;

	 iv)	 the remuneration paid to regular employees of the 
Insured for overtime dedicated exclusively to a 
Covered Incident;

	 v)	 the cost of renting additional warehouse and/or 
storage space incurred directly as the result of the 
recall of the Insured Product(s);

	 vi)	 the cost of properly disposing of the recalled Insured 
Product(s);

	 vii)	 the cost of replacing defective Insured Product(s), 
including the cost of dismantling, taking out, exposing 
or removing the defective Insured Product(s) and 
the cost of installing, fitting, laying or applying non-
defective products in replacement of the Insured 
Product(s), but not the cost of the new or non-
defective replacement products of the Insured or of 
any third party.

		  Insured replacement costs shall also include 
expenses incurred by third parties, acting on behalf of 
the Insured, as a result of processing, working on and 
assembling non- defective products in replacement 
of defective Insured Product(s);

	 viii)	 the cost of repairing any defective Insured Product(s), 
where such Insured Product(s) is a component part of 
an otherwise non- defective product; and/or the cost 
of replacing or retrofitting any defective components 
of such Insured Product(s).

	 ix)	 the cost of shipping any new or non-defective 
replacement products from the place where the now 
defective Insured Product(s) was originally delivered 
to by the Insured (“Original Place of Delivery”) to the 
place or places of return designated in the recall by 
the Insured or by the manufacturer of the product of 
which the Insured Product(s) is a component part 
(“Place of Return”). Notwithstanding the foregoing, 
where the shipping costs of any replacement 
products from the premises of the Insured (or any 
other third party appointed by the Insured) to the 
Place of Return, are less than the shipping costs from 
the Original Place of Delivery to the Place of Return, 

only the lesser costs, being the shipping costs from 
the premises of the Insured /third party, to the Place 
of Return, will be covered hereunder.

3)	 EXCLUSIONS

	 The Company is not liable for payment of any costs or 
expenses directly or indirectly caused by or resulting from:

A)	 any Claim for Bodily Injury or Property Damage or any 
other Claim made by a third party against the Insured 
arising out of, or in connection with the use or consumption 
of the Insured Product(s);

B)	 any dishonest, fraudulent, illegal or criminal act committed 
by any of the Insured’s directors, officers or trustees;

C)	 any intentional violation of governmental laws or 
regulations by any employee of the Insured in connection 
with the manufacture, sale or distribution of any Insured 
Product(s) or any intentional use by such employee of any 
material or substance in the manufacturing process which 
has been banned or declared unsafe by any governmental 
agency;

D)	 any nuclear reaction or nuclear radiation or radioactive 
contamination howsoever caused;

E)	 any direct or indirect consequences of war, invasion, 
hostilities (whether war is declared or not), civil war, 
rebellion, revolution, insurrection, riot, civil commotion, 
or military or usurped power;

F)	 any litigation or any proceedings before any governmental 
body as a result of a Covered Incident or otherwise;

G)	 any directive, demand, claim, lawsuit or request that the 
Insured or others test for, monitor, clean up, remove, 
contain, treat, detoxify, naturalize or assess the effects of 
pollutants or for damages in respect thereof;

H)	 any Insured Product(s) which are prototypes, single-units 
or experimental products;

I)	 any Covered Incident which occurs more than 5 years 
after the Insured Product(s) has left the control of the 
Insured;

J)	 any breach of warranty with respect to the fitness, 
merchantability, quality, efficacy or efficiency of the 
Insured Product(s);

K)	 any liability assumed by the Insured under any oral or 
written contract or agreement, except that this exclusion 
shall not apply to a Claim where legal liability for Product 
Recall Expenses would exist even in the absence of such 
contract or agreement, provided always that such liability 
arises from a Covered Incident;

L)	 a Covered Incident resulting from any alleged, threatened 
or actual wilful and/or malicious product tampering.

4)	 CONDITIONS

A)	 Confidentiality

	 The Insured will keep the existence of this Policy 
confidential and will use all reasonable efforts not to 
disclose its existence unless required to do so by law. This 
condition will also apply to any excess or other insurance.

B)	 Cancellation

	 The Insured can cancel the policy at any time during the 
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policy term, by informing the Company. The Company 
can cancel the policy only on the grounds of established 
fraud, by giving minimum notice of 7 days to the Insured.

	 The Company shall refund proportion premium for 
unexpired policy period subject to no claim(s) made during 
the policy period.

C)	 Representations, Warranties and Covenants of the Insured

	 In order to induce the Company to enter into this Policy, 
the Insured represents, warrants and covenants to the 
Company that:

	 i)	 No Material Misstatements
		  The Application for this Insurance, as well as any 

reports, financial statements, or any other exhibits 
furnished by or on behalf of the Insured to the 
Company in connection with this Policy or the 
procurement thereof, did not, do not and will not 
conceal, misrepresent or fail to disclose any material 
fact concerning this insurance, the procurement 
thereof, the Insured Product(s), or any Covered 
Incident or claim under this Policy.

	 ii)	 Disclosures to the Company
		  The Insured has made full disclosure to the Company 

of all information that is material to the risks being 
assumed by the Company under this Policy.

	 iii)	 Disclosures and Approvals
		  With respect to this Policy, the Insured has made all 

disclosures to and obtained all approvals from any 
applicable governmental entity as required under any 
applicable law, rule, order, decree or regulation.

	 iv)	 Reporting of Material Changes
		  The Insured shall provide full disclosure of any 

Material Changes in Risk as set forth in the 
Definitions within thirty (30) days following such 
material change.

		  Any concealment, misrepresentation or non-
disclosure by the Insured of a material fact concerning 
this Policy or its procurement, the Insured Product(s), 
or any Covered Incident or claim, shall render this 
Policy null and void with immediate effect.

D)	 Territory

	 This Policy applies to Covered Incidents occurring in the 
territories specified in the Declarations.

E)	 Excess Insurance
	 The Insured may purchase excess insurance over the 

Limit of Liability set forth in this Policy without prejudice 
to this Policy. The existence of such insurance, if any, will 
not reduce the Company’s liability under this Policy.

F)	 Other Insurance
	 This insurance is excess over any other insurance available 

to the Insured for a Covered Incident covered by this 
Policy, whether primary, excess, contingent or on any 
other basis, except other insurance written specifically to 
apply on a proportional basis to the Limits of Insurance. 
This provision shall not apply to other insurance written 
specifically to be excess over this Policy. Nothing herein 
shall be construed to make this Policy subject to the terms, 

conditions or limitations of any such other insurance.

	 Multiple policies involving Bank or other lending or 
financing entity - 

	 In case there is more than one insurance policy issued 
to the customer/ policyholder covering the same 
risk, the Company will not apply contribution clause. 
Underinsurance will be applied on an overall basis taking 
into consideration the sum insured under all policies and 
comparing it with value at risk.

G)	 Notice of Covered Incident& Endorsements
	 As a condition precedent to obtaining indemnity under 

this Policy, the Insured shall provide written notice of any 
Covered Incident as soon as practicable to the Company 
(but in any event no later than 30 days) after receiving 
notice or becoming aware of such Covered Incident. The 
written notice of such a Covered Incident to the Company 
shall include, but not be limited to, a description of the 
circumstances of the Covered Incident, the nature of the 
Covered Incident, the nature of the alleged or potential 
damage, and the date and manner in which the Insured 
first became aware of the Covered Incident. The Insured 
shall also provide promptly any additional information 
which the Company may reasonably require to determine 
the existence of a Covered Incident or the amount of any 
Product Recall Expenses hereunder.

H)	 Assistance and Cooperation
	 i)	 The Company shall not be called upon to assume 

charge of the settlement, defense or control of the 
handling of any loss, claim or legal action, or other 
proceeding commenced against the Insured. At the 
Company’s discretion and expense, and upon its 
express written request therefore, the Insured shall, 
however, permit the Company to associate with the 
Insured and/or the Insured’s underlying insurers in 
the investigation, evaluation, settlement, defense 
and/or handling of any such loss, claim or proceeding 
that potentially may affect the Company’s liability 
under this Policy. If the Company exercises this right 
to associate, then the Insured shall cooperate fully 
with the Company or its authorized representatives 
in the investigation, evaluation, settlement, defense 
and/or handling of such loss, claim, or proceeding.

	 ii)	 If liabilities, Claims, costs and/or expenses are in 
part covered by this Policy and in part not covered 
by this Policy, the Insured and the Company shall 
use their best efforts to agree upon a fair and proper 
allocation, to determine which part thereof is covered 
hereunder. The Insured shall cooperate with such 
efforts by providing all pertinent information with 
respect thereto.

	 iii)	 Any expenses incurred by the Company on its own 
behalf in connection with the defense and control 
of any claim or as a consequence of the Insured’s 
obligations pursuant to this Condition H shall be 
borne by the Company at its own expense and 
shall not be considered part of the Product Recall 
Expenses.

	 The Insured will exercise due diligence and take all steps 
reasonable and practical to prevent any Covered Incident 
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and to make all reasonable efforts to prevent or mitigate 
any Product Recall Expense arising out of a Covered 
Incident. The Insured will take the most cost efficient 
decision as respects Product Recall Expenses.

I)	 Subrogation
	 In the event of any payment hereunder, the Company 

shall be entitled to exercise rights of subrogation and the 
Insured shall execute and deliver instruments and papers 
and do whatever else is necessary to secure such rights. 
In such case, the Company will act in concert with all other 
parties, including the Insured, interested in the exercise 
of rights of recovery. The apportioning of any amounts 
which may be so recovered, net of expenses, shall follow 
the principle that any parties, including the Insured, that 
shall have paid an amount over and above any payment 
hereunder shall first be reimbursed up to the amount paid 
by them. The Company is then to be reimbursed out of any 
balance then remaining up to the amount paid by it; lastly, 
the parties of whose interests this coverage is in excess, 
including the Insured, are entitled to claim the residue, if 
any.

J)	 Salvage
	 Any salvage or other recovery, after expenses incurred 

for salvage or recovery are deducted, will accrue entirely 
to the benefit of the Company until the sum paid by the 
Company has been recovered. In case of damage to 
property bearing a brand or trademark, or which in any 
way carries or implies the guarantee or the responsibility of 
the Insured, the salvage value of such damaged property 
will be determined after removal in the customary manner 
of all such brands or trademarks or other identifying 
characteristics, the costs of which will be borne by the 
Insured. The Insured will have full right to the possession 
of all goods involved in any Covered Incident under this 
Policy and will retain control of all damaged goods. There 
can be no abandonment of any property to the Company.

K)	 Inspection and Audit
	 i)	 Inspection of Books and Records. The Company and 

its authorized representatives shall have the right, at 
any reasonable time, to inspect, examine, and copy 
at its own expense all books and records of any 
kind of the Insured, its agents and representatives 
which relate to the underwriting of risks under this 
Policy; or to any Covered Incident, including all non-
privileged reports of loss adjusters and legal counsel 
appointed by the Insured with respect to any Product 
Recall Expenses which potentially could exceed the 
applicable Attachment Point. This right of inspection 
shall survive the cancellation or termination of this 
Policy for as long as one of the parties has a claim 
arising under this Policy against the other.

	 ii)	 Inspection of Properties and Operations. The 
Company and their authorized representatives 
shall have the right but not the duty to inspect the 
properties and operations of the Insured at any 
reasonable time. No act, omission, advice or report 
by the Company with regard to any inspection of the 
Insured’s properties or operations shall constitute 
an undertaking by the Company to determine or 

warrant the safety of those properties or the Insured’s 
compliance with law. The Company shall bear any 
expenses incurred in making inspections pursuant 
hereto.

L)	 Notices
	 All notices and other communications under this Policy 

shall, unless otherwise stated herein, be in writing 
(including telex and facsimile communication) and shall 
be personally delivered or sent by certified mail with 
postage prepaid, or overnight courier or facsimile, to 
the intended party at the address or facsimile number of 
such party set forth in the Declarations or at such other 
address or facsimile number as shall be designated by 
such party in a written notice to the other party hereto. All 
such notices and communications shall be effective i.) if 
personally delivered, when received, ii.) if sent by certified 
mail, five Business Days after having been deposited in 
the mail, postage prepaid, iii.) if sent by overnight courier, 
two Business Days after having been given to such 
courier, unless sooner received by the addressee and 
iv.) if transmitted by facsimile, when sent, upon receipt 
confirmed by telephone or electronic means. Notices 
and communications sent hereunder on a day that is not 
a Business Day shall be deemed to have been sent on 
the next succeeding Business Day.

M)	 Miscellaneous
	 i)	 Amendments. This Policy may only be amended by 

mutual consent of the Parties expressed in a written 
addendum and executed by the Parties with the same 
formalities as this Policy. Such addendum shall form 
an integral part of this Policy and be binding upon 
the Parties hereto.

	 ii)	 Assignment. This Policy shall be binding upon all 
successors, assignees and transferees of the parties 
to this Policy, provided, however, that neither this 
Policy nor any rights or obligations under this Policy 
may be assigned or transferred by either party 
without the prior written consent of the other party.

	 iii)	 Errors and Omissions. Inadvertent errors and 
omissions of any nature made by either party shall 
neither increase nor reduce the liability of either party 
from what that liability would have been had no such 
error or omission occurred. Upon discovery, the party 
committing an error or omission shall promptly correct 
such error or rectify such omission and advise the 
other party thereof as soon as possible.

	 iv)	 Waiver. No failure to exercise and no delay in 
exercising any right, remedy, power or privilege 
hereunder by any party, shall operate as a waiver 
thereof by that party; nor shall any single or partial 
exercise of any right, remedy, power or privilege 
hereunder preclude any other or further exercise 
thereof or the exercise of any other right, remedy, 
power or privilege. No waiver of any provision of this 
Policy or consent to any departure by a party therefrom 
shall in any event be effective unless the same shall 
be made in writing by two authorized representatives 
of that party, and then such waiver or consent shall 
be effective only in the specific instance and for the 
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purpose for which it is given. The rights, remedies, 
powers and privileges herein provided are cumulative 
and not exhaustive of any rights, remedies, powers 
and privileges provided by law.

	 v)	 Right of Offset. Both the Company and the Insured 
shall have and may exercise at any time the right to 
offset any balance or balances due the other. Such 
offset may include balances due under this Policy and 
any other policies heretofore or hereafter entered 
into between the Parties, regardless of whether 
such balances are in respect of premiums or Product 
Recall Expenses or otherwise and regardless of the 
capacity of any party, whether as Company or Insured 
or otherwise. This provision shall not be affected by 
the insolvency of either the Company or the Insured.

	 vi)	 Currency of Indemnity Payment. It is agreed that 
Product Recall Expenses, if any, shall be payable in 
the same currency in which the premium has been 
paid. In the event that Product Recall Expenses 
involving local currency must be converted to 
the currency listed in the Declarations (or any 
other currency) in order to indemnify the Insured, 
conversion shall be at the foreign exchange selling 
rate published in the Wall Street Journal as of the date 
of the payment. For the purposes of this paragraph, 
the term “local currency” shall mean the currency of 
the country where the Covered Incident occurs, if 
other than the currency listed in the Declarations.

	 vii)	 Authorization Clause. By the acceptance of this 
Policy, the Insured named in the Declarations agrees 
to act on behalf of any entities defined herein as an 
Insured with respect to the giving and receiving of 
any return premiums that may become due under this 
Policy, the acceptance of endorsements, the giving 
or receiving of any other notice provided for in this 
Policy and the submission and adjustment of claims, 
and all entities defined herein as an Insured agree 
that the Insured named in the Declarations will act 
on their behalf.

N)	 Choice of Law and Construction
	 This Policy, and any dispute, controversy or claim arising 

out of or relating to this Policy, shall be governed by 
and construed in accordance with the laws stated in 
the Declarations. The language used in this Policy shall 
be deemed to be the language chosen by the parties 
to express their mutual intent, and no rule of strict 
construction shall be applied against any party.

O)	 Arbitration
	 The parties to the contract may mutually agree and enter 

into a separate Arbitration Agreement to settle any and 
all disputes in relation to this policy.  

	 Arbitration shall be conducted under and in accordance with 
the provisions of the Arbitration and Conciliation Act, 1996.

P)	 Sanctions/Embargoes
	 The Company shall not be deemed to provide cover 

and shall not be liable to pay any claim or provide any 
benefit hereunder to the extent that the provision of such 
cover, payment of such claim or provision of such benefit 

would expose the Company to any sanction, prohibition 
or restriction under United Nations resolutions or the 
trade or economic sanctions, laws or regulations of the 
European Union, United States of America and/or any 
other applicable national economic or trade sanction law 
or regulations.

Q)	 Renewal
	 The Company shall be under no obligation to renew the 

policy on expiry of the period for which premium has been 
paid. The Company reserves the right to offer revised 
rates, terms and conditions at renewal based on claim 
experience and a fresh assessment of the risk. This policy 
may be renewed only by mutual consent and subject to 
payment in advance of the total premium at the rate in 
force at the time of renewal. The Company, however, 
shall not be bound to give notice that the policy is due 
for renewal or to accept any renewal premium. Unless 
renewed as herein provided, this policy shall automatically 
terminate at the expiry of the period for which premium 
has already been paid.

R)	 Condonation of delay in case of claim:
	 If the claim is not notified/ or submitted to us within the 

specified time limits, then we shall be provided the reasons 
for the delay in writing. We will condone such delay on 
merits where the delay has been proved to be for reasons 
beyond the claimant’s control.

S)	 Fraud Warning
	 This policy shall be voidable at the option of the HDFC 

ERGO in the event of mis-representation, mis-description 
or non-disclosure of any material particulars by the 
Applicant. Any person who, knowingly and with intent to 
defraud the insurance company or any other person, files 
a proposal for insurance containing any false information, 
or conceals for the purpose of misleading, Information 
concerning any fact material thereto, commits a fraudulent 
insurance act, which will render the policy voidable at the 
sole discretion of the insurance company and result in a 
denial of insurance benefits.

CLAIMS PROCEDURE
It is a condition precedent to cover under the Policy that as 
soon as the Insured becomes aware of a Claim during the 
Policy Period, the Insured must notify the Company in writing 
of the Claim.

W here the Insured becomes aware of facts that might give 
rise to a Claim against the Insured, or an Inquiry that might 
involve the Insured, during the Policy Period then the Insured 
may elect to report those facts in writing to the Company as 
soon as the Insured becomes aware of those facts but before 
the end of the Policy Period in which case any Claim that 
subsequently arises out of those facts shall be deemed to 
have been reported to the Company at the time those facts 
were reported to the Company.

All notices must be sent to:

HDFC ERGO GENERAL INSURANCE COMPANY LIMITED
Corporate Claims Department 6th Floor, Leela Business Park,
Andheri Kurla Road, Andheri(E), Mumbai – 400059 
Call Centre - 022-6234 6234
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If the Insured reports a Claim, or facts that might give rise to a 
Claim, to the Company then the Insured must give the Company 
such information and co- operation as it may reasonably require 
including but not limited to:

•	 Detailed description of the incident in chronological order 
and the manner by which insured first became aware of 
the circumstance/claim right from the date of discovery 
until the current status

•	 Brief description of the product and its usage including 
the details of the manufacturer

•	 Details of quantum of loss with supporting documents

•	 Actions taken by the insured in connection to its product 
post discovery of claims

•	 Copy of any demand and/or compliant made by third party 
along with loss supporting

•	 Copy of other Insurance covering the same risk

•	 Any other documents which could be construed as 
material information to the case

Our Claims process:

•	 An acknowledgement with respect to the claim intimation 
is given to the insured, once we are in receipt of any claim 
intimation from the insured A list of preliminary documents 
is requested from the Insured.

•	 Surveyor / Investigator may be appointed, if required.

•	 In case of surveyor appointment, the same will be 
appointed within 72 hrs from the date of intimation and 
the details of the appointment is conveyed to the Insured

•	 Within 48 hrs of appointment, the surveyor will start the 
survey and will request the list of preliminary documents 
within 7 days of appointment from the insured

•	 Final survey report will be provided by the surveyor 
within 90 days of appointment except where special 
circumstance exist in respect of a claim due to its special 
complicated nature or due to difficulties associated with 
replacement/reinstatement ,the surveyor will seek an 
extension from Insurers for submission of report

•	 In case of settlement, offer of claim settlement will be made 
to the Insured within 30 days of receipt of the last document

•	 In case of settlement, Claim will be settled by the Insurer 
within 30 days from the receipt of last, relevant & 
necessary document from the Insured.

•	 In case of rejection, the same will be conveyed to the 
Insured within 30 days from the receipt of the final report 
and/or documents

•	 Based on the information submitted in the claim intimation 
letter / claim form, if required, we may procure more 
information from the insured depending on the facts 
mentioned therein up to the satisfaction of the Company.

•	 Apart from surveyor, an investigator and/or forensic 
investigator can be appointed and Legal counsel opinions 
e can be sought, if required.

The documents required for processing of claims are:

•	 Policy/Underwriting documents.

•	 Survey Report along with annexure and/or Photographs 

wherever applicable

•	 All documents and/or information relevant to the claim

•	 Discharge voucher of the Insured accepting full and final 
settlement

•	 KYC documents are compulsory

Apart from above Standard documents some other documents 
may be called for based on the nature of claim.

GRIEVANCE REFRESSAL PROCEDURE

If you have a grievance that you wish us to redress, you may 
contact us with the details of your grievance through:

•	 Call Centre - 120 6234 6234 / 022-6234 6234

•	 Emails – grievance@hdfcergo.com 	

•	 Contact Details for Senior Citizens: 022 6242 6226 
| Email ID: seniorcitizen@hdfcergo.com Designated 
Grievance Officer in each branch.

•	 Company Website – www.hdfcergo.com

•	 Courier - Any of our Branch office or corporate office

You may also approach the Complaint & Grievance (C&G) 
Redressal Cell at any of our branches with the details of your 
grievance during our working hours from Monday to Friday.

If you are not satisfied with our redressal of your grievance 
through one of the above methods, you may contact our Head 
of Customer Service at

	 The Complaint & Grievance Redressal Cell ,
	 HDFC ERGO General Insurance The Company Ltd.
	 D-301, 3rd Floor, Eastern Business District (Magnet Mall),
	 LBS Marg, Bhandup (West),
	 Mumbai – 400078, Maharashtra

In case you are not satisfied with the response / resolution 
given / offered by the C&G cell, then you can write to the Chief 
Grievance Officer of the the Company at the following address

	 To the Chief Grievance Officer
	 HDFC ERGO General Insurance The Company Limited
	 D-301, 3rd Floor, Eastern Business District (Magnet Mall),
	 LBS Marg, Bhandup (West),
	 Mumbai - 400078, Maharashtra
	 e-mail: cgo @hdfcergo.com

Grievance may also be lodged at IRDAI Integrated Grievance 
Management System- https://bimabharosa.irdai.gov.in

You may also approach the nearest Insurance Ombudsman for 
resolution, if your grievance is not redressed by the Company. 
The contact details of Ombudsman offices are mentioned 
below if your grievance pertains to:

•	 Insurance claim that has been rejected or dispute of a 
claim on legal construction of the policy

•	 Delay in settlement of claim

•	 Dispute with regard to premium

•	 Non-receipt of your insurance document

You may also refer Our website www.hdfcergo.com”https://
www.hdfcergo.com/customer-voice/grievances for detailed 
grievance redressal procedure.
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ii.	 If You are not satisfied with Our redressal of Your grievance through one of the abovemethods, You may approach the nearest 
Insurance Ombudsman for resolution ofYour grievance. The contact details of Ombudsman offices are mentioned below.

Names of Ombudsman and Addresses of Ombudsmen Centres

OFFICE DETAILS JURISDICTION OF OFFICE (UNION TERRITORY, DISTRICT)

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

Gujarat, Dadra & Nagar Haveli, Daman and Diu.

BENGALURU 
Office of the Insurance Ombudsman,
Jeevan Soudha Building, PID No. 57-27-N-19,  
Ground Floor, 19/19, 24th Main Road,  
JP Nagar, Ist Phase, 
Bengaluru – 560 078.
Tel.: 080 - 26652048 / 26652049
Email: bimalokpal.bengaluru@cioins.co.in

Karnataka.

BHOPAL 
Office of the Insurance Ombudsman,
1st floor,”Jeevan Shikha”, 60-B,Hoshangabad Road, 
Opp. Gayatri Mandir, Bhopal – 462 011. 
Tel.: 0755 - 2769201 / 2769202 
Email: bimalokpal.bhopal@cioins.co.in

Madhya Pradesh, Chattisgarh.

BHUBANESHWAR 
Office of the Insurance Ombudsman,
62, Forest park, Bhubneshwar – 751 009.
Tel.: 0674 - 2596461 /2596455
Fax: 0674 - 2596429
Email: bimalokpal.bhubaneswar@cioins.co.in

Orissa.

CHANDIGARH
Office of the Insurance Ombudsman,  
Jeevan Deep Building SCO 20-27, 
Ground Floor Sector- 17 A, Chandigarh – 160 017. 
Tel.: 0172-2706468 
Email: bimalokpal.chandigarh@cioins.co.in

State of Punjab, Haryana (excluding 4 districts vizGurugram, 
Faridabad, Sonepat and Bahadurgarh), Himachal Pradesh, Union 
Territories of Jammu &Kashmir, Ladakh and Chandigarh.

CHENNAI 
Office of the Insurance Ombudsman,
Fatima Akhtar Court, 4th Floor, 453,
Anna Salai, Teynampet,
CHENNAI – 600 018.
Tel.: 044 - 24333668 / 24333678
Fax: 044 - 24333664
Email: bimalokpal.chennai@cioins.co.in

Tamil Nadu, Puducherry Town and Karaikal (which are part of 
Puducherry).

DELHI 
Office of the Insurance Ombudsman,
2/2 A, Universal Insurance Building,
Asaf Ali Road,
New Delhi – 110 002.
Tel.: 011 - 23237539
Email: bimalokpal.delhi@cioins.co.in

Delhi, 4 districts of Haryana vizGurugram, Faridabad, Sonepat and 
Bahadurgarh)
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OFFICE DETAILS JURISDICTION OF OFFICE (UNION TERRITORY, DISTRICT)

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

Gujarat, Dadra & Nagar Haveli, Daman and Diu.

GUWAHATI 
Office of the Insurance Ombudsman,
Jeevan Nivesh, 5th Floor,
Nr. Panbazar over bridge, S.S. Road,
Guwahati – 781001 (ASSAM).
Tel.: 0361 - 2632204 / 2602205
Email: bimalokpal.guwahati@cioins.co.in

Assam, Meghalaya, Manipur, Mizoram, Arunachal Pradesh, 
Nagaland and Tripura.

HYDERABAD 
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

State of Andhra Pradesh, Telangana and Yanam – a part of Union 
Territory of Puducherry

JAIPUR
Office of the Insurance Ombudsman,
Jeevan Nidhi – II Bldg., Gr. Floor,
Bhawani Singh Marg,
Jaipur - 302 005.
Tel.: 0141 - 2740363 /2740798
Email: bimalokpal.jaipur@cioins.co.in

Rajasthan.

KOCHI 
Office of the Insurance Ombudsman, 
10th Floor, Jeevan Prakash,LIC Building, 
Opp to Maharaja’s College Ground,M.G.Road, 
Kochi - 682 011. 
Tel.: 0484 - 2358759 
Email: bimalokpal.ernakulam@cioins.co.in

Kerala, Lakshadweep, Mahe-a part of Union Territory of Puducherry.

KOLKATA 
Office of the Insurance Ombudsman,
Hindustan Bldg. Annexe, 4th Floor,
4, C.R. Avenue,
KOLKATA - 700 072.
Tel.: 033 - 22124339 
Fax : 033 - 22124341
Email: bimalokpal.kolkata@cioins.co.in

States of West Bengal, Sikkim and Union Territories of Andaman & 
Nicobar Islands

LUCKNOW 
Office of the Insurance Ombudsman,
6th Floor, Jeevan Bhawan, Phase-II,
Nawal Kishore Road, Hazratganj,
Lucknow - 226 001.
Tel.: 0522 - 4002082 / 3500613
Email: bimalokpal.lucknow@cioins.co.in

Districts of Uttar Pradesh :
Lalitpur, Jhansi, Mahoba, Hamirpur, Banda, Chitrakoot, Allahabad, 
Mirzapur, Sonbhabdra, Fatehpur, Pratapgarh, Jaunpur, Varanasi, 
Gazipur, Jalaun, Kanpur, Lucknow, Unnao, Sitapur, Lakhimpur, 
Bahraich, Barabanki, Raebareli, Sravasti, Gonda, Faizabad, 
Amethi, Kaushambi, Balrampur, Basti, Ambedkarnagar, Sultanpur, 
Maharajgang, Santkabirnagar, Azamgarh, Kushinagar, Gorkhpur, 
Deoria, Mau, Ghazipur, Chandauli, Ballia, Sidharathnagar.
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OFFICE DETAILS JURISDICTION OF OFFICE (UNION TERRITORY, DISTRICT)

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

Gujarat, Dadra & Nagar Haveli, Daman and Diu.

MUMBAI 
Office of the Insurance Ombudsman,
3rd Floor, Jeevan Seva Annexe,
S. V. Road, Santacruz (W),
Mumbai - 400 054.
Tel.: 022 - 69038800/27/29/31/32/33
Email: bimalokpal.mumbai@cioins.co.in

Goa, Mumbai Metropolitan Region excluding Navi Mumbai & Thane.

NOIDA 
Office of the Insurance Ombudsman,
Bhagwan Sahai Palace
4th Floor, Main Road,
Naya Bans, Sector 15,
Distt: Gautam Buddh Nagar,
U.P - 201301.
Tel.: 0120-2514252 / 2514253
Email: bimalokpal.noida@cioins.co.in

State of Uttaranchal and the following Districts of Uttar Pradesh:
Agra, Aligarh, Bagpat, Bareilly, Bijnor, Budaun, Bulandshehar, 
Etah, Kanooj, Mainpuri, Mathura, Meerut, Moradabad, 
Muzaffarnagar, Oraiyya, Pilibhit, Etawah, Farrukhabad, Firozbad, 
Gautambodhanagar, Ghaziabad, Hardoi, Shahjahanpur, 
Hapur, Shamli, Rampur, Kashganj, Sambhal, Amroha, Hathras, 
Kanshiramnagar, Saharanpur.

PATNA 
Office of the Insurance Ombudsman,
2nd Floor, Lalit Bhawan, 
Bailey Road, 
Patna 800 001. 
Tel.: 0612-2547068 
Email: bimalokpal.patna@cioins.co.in

Bihar, Jharkhand.

PUNE 
Office of the Insurance Ombudsman,
Jeevan Darshan Bldg., 
3rd Floor,C.T.S. No.s. 195 to 198,
N.C. Kelkar Road,  
Narayan Peth,
Pune – 411 030.
Tel.: 020-24471175
Email: bimalokpal.pune@cioins.co.in

Maharashtra, Area of Navi Mumbai and Thane excluding Mumbai 
Metropolitan Region.


