
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

India Insurance Company limited 
 

 

SERVICE PARAMETERS AND TURN 

AROUND TIME (TAT) 

 

 



 

 

 
 
 

Policy Issuance/ New Business Related 

Service 
Maximum TAT 
(in Calendar Days) 

Processing of Insurance Proposal and seeking further requirements 

for consideration of the proposal 
7 

Decision on proposal from contract creation date/ application 

acceptance date  
7 

Providing copy of the policy along with the proposal from issuance date 15 

No proposal deposit can be taken prior to acceptance of risk, for 

cases where proposal deposit has been paid by the customer the 

Company has defined the turnaround time for Refund (postpone, 

decline, NTU, withdrawn etc.) of proposal deposit from date of UW 

decision 

15  

(One week for 

acceptance/ 

additional 

requirement/ rejection 

+ Refund within one 

week post rejection 

that is postponed, 

decline, etc.) 

Requests concerning mistakes/ corrections in the Policy document 7 
 

 

 

Post Issuance/ Policy Servicing Related 

Non payout requests from the date of receipt of service request specified 

Service 
Maximum TAT 
(in Calendar Days) 

Changes or corrections in customer details like Address/ Contact 

details, Change/ registration of Nomination, Change/ registration of 

Policy assignment, Change in Name/ DOB, Bank account updation 

etc. (KYC Norms to be complied) 

 

7 

Change or correction in Policy Features like Mode change, Change 

in Premium/ Sum Assured, Policy loan, Unit / Index Linked  

Insurance Policy - Switch, Top-up, and other related Services 

(alterations in original policy conditions - where applicable) 

 

7 

Post Issuance/ Policy Servicing Related 

Non payout requests from the date of receipt of service request specified 

Service 
Maximum TAT 
(in Calendar Days) 

Issue of Premium Payment Certificates (PPC) 7 

Issue of Duplicate Policy 7 



 

 

Pay-out requests 

Decision on Policy Revival after receipt of all requirements 7 

Customer induced payouts-Surrender, Partial withdrawal, Refund 

of proposal deposit, Refund of outstanding proposal deposit from 

receipt of request / last necessary document from the customer 

 

7 

Customer induced payouts-Free look cancellation and Refund 7 

Company Induced payouts- Maturity Claim/ Survival Benefit/ Immediate Annuity/ Monthly Income: 

Where KYC and bank details are received 7 days prior to the claim 

due date: T+3 working days (T is the due date) 
3 

KYC/ NEFT details submitted post the due date or < 7 Days prior to 

the due date: 7 days from the last requirement received date 
7 

 

 

Request for Death Claims (Life Insurance Policy) 

Service 
Maximum TAT 
(in Calendar Days) 

Claim decision (without Investigation)- from date of intimation 

of claim 15 

Claim decision and payment (with Investigation)- from the date of 

intimation of claim  45 

Request for Claims (Health Insurance Policy) 

Claim decision– from date of intimation of claim 15 

Grievance-Complaints Related 

Service 
Maximum TAT 
(in Calendar Days) 

Acknowledgement of grievance - Grievances received till 3:00 pm 

on a working day on same day, for rest by T+1 working day, T is the 

date of the receipt of grievance) 

Immediate  

(Not exceeding T+1) 

Resolution of grievance (Calendar days) - Seek and obtain further 

details, if any, from the complainant within 7 days (permitted only 

once) 
14 

If complaint is not resolved by the insurer, communicate the details 

to the policyholder of options including referring to Insurance 

Ombudsman/ Consumer Court. 
14 



 

 

 

 

Note: 

1. Penal interest as prescribed in the applicable regulations will be paid for delay in making any pay-outs on part of the Company 

2. Health Riders under Life Products will have TAT as per Death Claims 

3. Standalone Health products will have Health TAT 

4. Auto action by Insurer 

 

Intimation to customers on due premium One month before due date 

Policy payment intimation (Survival benefits, maturity benefits etc.) One month before due date 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
PNB MetLife India Insurance Company Limited, Registered address: Unit No. 701, 702 & 703, 7th Floor, West Wing, Raheja Towers, 26/27 M G Road, 
Bangalore -560001, Karnataka. IRDAI Registration number 117. CIN No U66010KA2001PLC028883. The marks “PNB” and “MetLife” are registered 
trademarks of Punjab National Bank and Metropolitan Life Insurance Company, respectively. PNB MetLife India Insurance Company Limited is a licensed 
user of these marks. Call us Toll-free at 1-800-425-6969. Website: www.pnbmetlife.com, Email: indiaservice@pnbmetlife.co.in or Write to us: 1st Floor, 
Techniplex -1, Techniplex Complex, Opp Veer Savarkar Flyover, Goregaon (West), Mumbai – 400062, Maharashtra.  

 

 

 

 

 

        

Version 1.2 / Sep’25 

BEWARE OF SPURIOUS PHONE CALLS AND FICTIOUS /FRAUDULENT OFFERS! 

IRDAI or its officials do not involve in activities like selling insurance policies, announcing bonus or investment of premiums. Public receiving such phone 
calls are requested to lodge a police complaint. 

http://www.pnbmetlife.com/
mailto:indiaservice@pnbmetlife.co.in

