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GRIEVANCE REDRESSAL POLICY

1. Preamble

As per the provision of PFRDA (Redressal of Subscriber Grievance) Regulations
2015 "every intermediary under the National Pension System and any other
pension scheme regulated by the Authority shall follow the grievance redressal
policy as laid down by these regulations".

The grievance redressal policy shall be in consonance with the PFRDA (Redressal
of Subscriber Grievance) Regulations 2015, the provisions of which shall have an
overriding effect in case of any ambiguity or conflict, at any point of time. The
PFRDA (Redressal of Subscriber Grievance) Regulations, 2015 require for
a two-level grievance redressal policy for intermediaries and other entities
for the overall grievance management system.

This Policy is being put in place to comply with the requirements of these
Regulations as applicable to LIC Pension Fund Limited (LIC PFL).

a. Objective
The objective of this Policy is to ensure that: -

e The grievances received are examined, registered, acknowledged
and effectively redressed in a prompt and fair manner

e Any grievance, request or complaint raised by the Subscribers is
resolvedwithin stipulated timelines

b. Definition

“‘Grievance or Complaint” includes any communication that expresses
dissatisfaction, in respect of the conduct or any act of omission or commission
or deficiency of service on the part of, an intermediary or an entity or a person
governed by the provisions of the Act and in the nature of seeking a remedial
action but do not include the following—

(i) complaints that are incomplete or not specific in nature;

(i) communications in the nature of offering suggestions;

(iii) communications seeking guidance or explanation;

(iv) complaints which are beyond the powers and functions of the PFRDA
or beyond the provisions of the Act and the rules and regulations framed
thereunder;

(v) any disputes between intermediaries; and

(vi) complaints that are sub-judice (cases which are under consideration by
court of law or quasi-judicial body) except matters within the exclusive domain
of the PFRDA under the provisions of the Act;

"Ombudsman” means any person appointed under the Pension Fund
Regulatory and Development Authority (Redressal of Subscriber Grievance)
Regulations, 2015 as amended from time to time.



ALIC PFL

LIC PENSION FUND LTD

2. Roles and Responsibilities

The Company shall appoint a Grievance Redressal Officer (GRO)
who shall be responsible to resolve complaints received from
subscribers. The company shall also appoint Chief Grievance
Redressal Officer (CGRO) who will be designated senior
management executive who shall be responsible to resolve the
complaint/grievance escalated to CGRO.

Managing Director & CEO of the company is empowered to appoint
GRO and CGRO.

The office address and email ids where complaint/grievance could be
sent, would be as under,

LIC Pension Fund Limited,

Grievance Redressal Officer (GRO) | Chief Grievance Redressal Officer

(CGRO)
1st Floor, Industrial Assurance LIC Pension Fund Limited,
Building, Veer Nariman Road, 5t Floor, Industrial Assurance
Churchgate, Mumbai 400 020 Building, Veer Nariman Road,

Churchgate, Mumbai 400020
Tel: 022 — 61414 534 Tel: 022 — 61414 505

Email: grievance@licpensionfund.in | Email:grievance @licpensionfund.in

3. Grievance Registration Mechanism

The subscribers to NPS can raise grievance/complaint through the following
modes:

a. Modes of Registration:For any grievance the complainant can approach the
company through physical or electronic mode as detailed below,

> Can send an email to the GRO at GRIEVANCE@LICPENSIONFUND.IN

» Can send a letter to the GRO at the Company’s registered address
namely,

LIC Pension Fund Limited,

5th Floor, Industrial Assurance Building,

Veer Nariman Road, Churchgate,

Mumbai 400 020
» By way of Personal Visit at the Office Address mentioned above
» By way of Telephone call

» The subscriber may also register the grievance/ complaint through the
Centralized Grievance Management System (CGMS) using the login and
password provided by Central Recordkeeping Agency (CRA). The same can
be assessed at the below mentioned links:

1. NSDL: https://cra-nsdl.com/CRA/
2. KFINTECH: https://nps.kfintech.com/login/login/

3. CAMS: https://app.camsnps.in/CRA/auth/subscriber-
portal/login?source=SUBSCRIBERPORTAL
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» Upon receipt of grievance/complaint at CRA, the same shall be processed
through Central Grievance Management System and a unique grievance
number may be provided to the subscriber for future reference for
grievance/complaint registered.

b. Escalation to CGRO:

> If the subscriber is not satisfied with the response offered by the GRO, then
subscriber may choose to refer the matter to the Chief Grievance Redressal
Officer (CGRO).

c. Approaching NPS Trust:

In case the grievance/complaint is not resolved within 30 days of its receipt
along with all requisite documents by the Company or the subscriber is not
satisfied with the resolution provided, the subscriber can escalate the
grievance/complaint to the NPS Trust.

d. Appeal to the Ombudsman:

The subscriber whose grievance/complaint is not satisfied with the resolution
provided by the NPS Trust shall prefer an appeal to the Ombudsman appointed
by the PFRDA.

The name, address and contact details of Ombudsman:

The Ombudsman,

The Office of Ombudsman

C/o Pension Fund Regulatory and
Development Authority, E-500, 5" Floor, Tower
E, World Trade Center

Nauroji Nagar, New Delhi-110 029.

Email Id:
ombudsman@pfrda.org.in
Landline No.: 011 - 40717900
Ext: 188.

4. Details required in grievance

The subscriber is required to furnish the following details/documents while
registering the grievance/complaint with the Company:

e Name, address, contact number and e-mail address of the subscriber;

¢ Permanent Retirement Account Number (PRAN)

e Specify nature of grievance/ complaint;

¢ Name of the concerned branch with respect to the grievance/ complaint;
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e Supporting documents, wherever applicable.

5. Grievance Resolution

e The turnaround time (TAT) would be 30 days as per the regulations.
The Grievance Redressal Officer (GRO) shall send the complainant a
written intimation which offers redressal of the grievance or rejection
of the complaint recording the reason for the same.

e The Grievance/ Complaint shall be deemed to be have been
commenced on thefirst date of receipt of the Grievance/ Complaint
by LIC PFL

e The complainant shall be intimated on resolution of Grievance/
Complaint. The intimation of resolution shall contain the date of
receipt of Grievance/ Complaint, Name, Designation and Contact
details of officer signing the communication, procedure of
representing the matter to NPS Trust (contact details and address)
and further right to approach Ombudsman and PFRDA in case of
non-satisfactory resolution of Grievance/ Complaint within the
specified in the regulation.

e Any complainant feels that the Grievance/ Complaint has not been

responded or has not been resolved satisfactorily, will have a right
to approach to the CGRO of the company.

6. Closure of Grievance

A grievance/complaint shall be considered as disposed off and closed in all
respect under any of the following instances, namely:

e The Company has acceded to the request of the subscriber fully;

e The subscriber has indicated in writing, its acceptance of the response of the
Company;

e The subscriber has not responded within 45 days of the receipt of the written
response of the Company;

¢ Intimation to the subscriber that the Company has discharged its obligations
and therefore closes the grievance/ complaint;

e The subscriber has not preferred any appeal within 45 days from the date of
receipt of resolution or rejection of the grievance/complaint communicated
by the Company or the National Pension System Trust, as the case may be;

e The decision of the Ombudsman in appeal has been communicated to such
subscriber.
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7. Maintenance of Records

e The record of each grievance/complaint received by the Company and the
measures taken for its redressal shall be preserved for a minimum period
of three years from the date of resolution.

e The Company shall submit required reports as per the guidelines prescribed
by the Authority.

8. Review of Policy

This policy has been approved by the Board of Directors of the
Company and will be reviewed annually.

The Policy would be available on the Company’s website.

In case of any ambiguity English version of the policy will prevail.
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fRArraa Faror Afa
1. EATGST
PFRDA (FsgshrgeR RIshrdd faron) fafags, 2015 & 367aR, "I dRle Jotelr
(NPS) 3R PFRDA garT fafaafaa fret off 3w Jere Asterr & 3ideTa 3me arel
Ucdeh ALY I 31 [ATAIAT & 3TAR R fFaror S 1 arere e gem|”
g e 3ued fAfg#T o1 3e]arelel AT s¥al o v LIC Ui ths faffes (LIC
PFL) EaRT 5115 715 & |

a. 3¢

o I YA AT o Ure Rl i @875 0¥ 3R feuet olies @ S, gofieor,
gise R FATUT fohaT ST

o Ig GEART AT foh TeHPSR SaRT 3018 5 i 3 Rishrga/sesi/qaean
TR T AT 7 Felsms |

b. gfsTeTT

"R a1 fAaw &7 F15 o 0 sifcaiea afae & forae fonddy Ty, sg ar
ITFd & SIIER, SITIRATeY, BT T FHHY 37 T o 3rGAY eTerd fhar 3= 8 3
TorenT 3¢aRT AT UTod & 81| SHH AT anfae =181 &:

(i) 3rETse 7 37T RIS,

(i) g1,

(iii) ATELTA AT TISEFIOT ST FT,

(iv) PFRDA & 31K &1 & aTgX ol R,

(v) FEIEAT & o faare,

(Vi) ST H AT AT (S9 dh T o faIY &7 & PFRDA & J¥IeR &3 7 o
gl

"SFAT" T Y § PFRDA EaRT fged W1 egidd Sit PFRDA (Riehrret foiaron)
fafera, 2015 & 3icaeTd HT FaT &l

2. ifaTd 3R et
o HUC Uh RIFIT FATROr AAFRY (GRO) g Sl St armgent &b RIshraat
T THTHTST AT
o UH aRss gau fURRT o FEg RAFrad f@aror sfasdt (CGRO) & &9 &
fgeFd fohar SITUaT St GRO & 320 TR &1 AT &bl FHATETT |
« GRO 3R CGRO & fagfad &1 38R veer fcereh va M3t o ard giem|
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9a 31X §9F faavor 5§ R &

fArFrra fAaror e (GRO) A& RIFraa fAaror 3f@=r (CGRO)
1st FollY, 53 8cTer TRy fafeser, X 5th FalR, Ssfcaer vaRy fafeser, X
AR U3, TEIIE, HeS — 400020 AR U3, TLIE, HeIs — 400020

HleT: 022 — 61414534 BleT: 022 — 61414505

SHe: grievance@licpensionfund.in A grievance@licpensionfund.in

3. Rr&ma gsfieor a1

a. ISITeYoT & ATETH:

egssa Aeafaf@d aregat ¥ Rad &t T Jad &

. é?fraraja'm: grievance@licpensionfund.in

« 3T AR FW 3fed@d 9d W

o STFAINT T F HRATT H TR

o Tlel Shiel GaNT

« CGMS (Centralized Grievance Management System) & HTEIH &, CRACTART
Ued SliaTeT T 3TJIT ahieh |

CGMS 9I&eH:

e NSDL: https://cra-nsdl.com/CRA/

o« KFINTECH: https://nps.kfintech.com/login/login/

« CAMS: https://app.camsnps.in/CRA/auth/subscriber-
portal/login?source=SUBSCRIBERPORTAL

b. CGRO & f&RIe 3r3vor:

If& GRO EaRT T aIv FATUI & HJSE w161 &1, ol HeHshIgs CGRO & HUSh &
ghd &l

c. TdeH TEe &I A+

Ife; 30 feat & iR RIS T THATUTA 8T 81T § AT FHATTA I AYSTAH g, ar
HeashrseR NPS TTC & TUs Y Hhd ¢ |

d. dergrer ¥ 3rdie:

Ife NPS eFe &7 GATUT 3t 3 dIvsiele 8, df GeHshTss alshdTel & 37Tl Y Hohdl
gl

ANHUTS T TT:

ATl AT,

PFRDA, E-500, 53T #foTeT, efa¥-E, des ¢3 ey,

ARIST 7R, 8 f&eel-110029

A ombudsman@pfrda.org.in

WHieT: 011-40717900 TFHERA: 188
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4. AT gof I TAT ATTIF faavor
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o  TURI RERRFAT Wrar I&IT (PRAN)
o TASTT FT FGFT
o TETAT ATET T ATH
o  HEIS SEdral, Ife IS g

5. freaa AT gfhar
o 31THdH AT THT (TAT): 30 e
o RIS & FATUE I7 3Edpid i fafad gaer & seeh
o  HATUTS HT FIAT 7 fRIhRI T FAT, 3iTRepRY &7 #1716, Fueh fdaxor, NPS g&e
T 379YeT T aIeRT 3R SliehuTer & 31dYer 1 wfshar enfdrer greft
o 3AY Fr AT F CGRO ¥ TUSF 7T ST ThaT &

6. fRAYFIIT FT FATI
fRrrra 1 Tt aREufaat # s A Sreem:
o HUA F I T T FT F FNFR AT @Y
OB of ToITd §T H AT T TAIhR THAT 8T
o FTel o IR h 45 &1 a6 ¢ FIg 3 o AT T
o U o A AT g1 o 38 39 aTRica WA AU §
« NPS ¥ IT HUsIT GaRT 30 [HcTel & 45 &7 a1 87 Flg 31dier o I 715 g
. drurel F fAvTr Hesmsat 1 giad & foar &

7. Ra1E &1 @@
o TAF R 3R 36& FATHT 1 RrS 3 ant oeh FIaTd T@r Siean
o JTERIHATHR PFRDA &l RUIE ST Sesft

8. +Aifa &Y ga

g A Sl & TG #Hse caRl i ¢ 3R gicay qeftam $r smeat
AT ot Hr g T 3T el |

e ToReT $1T9T 3 7e7 &1 aY 3731l TERI0T AT T |
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a@R faaror gixor

2. gEdTaET
HIUHITNEIT (ATRHATEAT ThRITAT [ATRUTETST) THAIATIA 2025 AR, TSET
Qe2lel JOTTell § TUEHIRETTTAT CEREETAS 3o Yeeled ANSTeliciel Tedh
FEITYTeT FeX fATATTRNTAR FhR fAaROT GROT IT0T 3TaTeh 31T
7 TATATTC el TRST HIVTCATET HiGTLAATS! fehaT FaRETaTdT yrerear) serd
G cive.
T UROTT 3EEISC NUGIRSITAT ATHATGNTHR T3t deereT s fafies
(TASTTIT FTHT) FTST ITFF TR fATROT JOTTT FATTT FHI0T 3Tg.
31. 3gfese:

o« YTCH STeledT dshRid dabd 30T YRGLThdel fdaRoT

o ITEHAT THRI S feeledT e fraror
¥. SUTEdT:
“THR” fhaT “TFRRT fAdes” Ied Trellel S FATTISE AR
(i) 37T faraT T AHelel dhR)
(ii) ehercd FE=AT SUT=T ATfg T
(iii) AT AT TISEIHIOT ATITOTAT AT
(iv) TTUR3TRETTAT HRIGTATER I TeAT dshil
(v) FETEIAYTC a1g
(vi) FaTTere Jerior (FAfeger I fohar Farafaviaes Hs@qdrer Jenion)
“ANHYT” FGUTS NUBIREITH TGl Sholell eTefell, ST AToRehcATeAT ThRIT]
fAaROTATST ST Fe.

2. AT IO SaTEE=AT
o @R arer AfAHRE (GRO): drid TrafAe HaRuT oI SJEEeR
o HEY dHR AR HAFH (CGRO): ITaEclig T fHarRoT shyvare
S CIC[-1EY
o T AHUE STGEATIHIT FaTersh d HIg3i Flciiel
TSR ITSfAvITET 94T T A
GRO:
¢ a1 HoToll, $51Ecaer 312g%H oS, IR ARHA Vs, TIE, HS - Yoooo
ThleT: 0 — £3Y 0¥ 93y
A grievance@licpensionfund.in




ALIC PFL

LIC PENSION FUND LTD
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S o HToT, $5TETel IYLH f9fese, IR ARAT Us, TIE, HeS - yoooe
Thlel: 0 — E3Y 0¥ Yoy
A grievance@licpensionfund.in

3. GFR ATGUlt IO
AU YR
. SHEEIR
« UACAR
o YcuET e
o EIelIaET
+ CGMS YUTTellgaR, Wrellel CRA Hehc¥UaBIa:

e NSDL: https://cra-nsdl.com/CRA/

e KFINTECH: https://nps.kfintech.com/login/login/

e CAMS: https://app.camsnps.in/CRA/auth/subscriber-
portal/login?source=SUBSCRIBERPORTAL

CGRO#3 i

GRO gaR fA@rerer ufadre FATdERe o dicedrd CGRO®S dshR dieddr ASd.
NPS g¥e®s i

30 fEaHIT ThR o Feourd NPS TEChS HIET il A,

AFITARS e

NPS g¥edr AT TATYE SRS o dieedrd, PFRDA diehdTelehs 37dTel SHidT Asd.
CICEICCIA]b

& 3TTha 31T alehdrd,

/o PFRDA, E-500, $ aT H#oTell, €1} E, dos ¢8 e,

ARISH 59K, =7dY fgeell — £9003%

A ombudsman@pfrda.org.in

hlel: 08¢ — YolygRoo Ext: 9¢¢

Y. THRIATS AT IF Alfgal:
o T AT, UAT, BieT g SHA
« PRAN s%#H
o dHRIYT TTEY
o A A AT
o QRIS HETE (SR ITaRIS AITH)

9. R fAaror:
o 3o fegara fAaRUT F0T 39T H
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o U dhRIT WY gfadre
o fATEROT ST AEHTT FHdaul
o  IRTATUTHARRS UfATE=AT SI9did CGRO &3 34T TR

€. TR §¢ HIUITTAT I
e SHUcilel JTghTT HATITON AT dhell
o TgHI ITAAIE AT Fell
o ¥y fadia Tge gfadre e Ay
o  HUIA Hed IR IISeardr @ AR el
o ¥y aard AN o Srear
o AU AU Ae@earar

. ATET GI&TT:
o  dHREN Ale frareT 3 ¥ TEel TS
o 319U 37gdTel PEFRDA T Tl shel SiTdTel

¢. YR YeTaelichet:
g EROT &S 3T SRRFCH HOY chel 3Tg 0T aTf¥eh YoiRTdeliehel dhel STTgel.
YROT hUIIT dedTSCar 3Tolsd Aol

HIVTCATEN Tarerear REUcid Sorsi e Jo Teie.




