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AWordwith You

Dear Learner,
Welcometothecourse™ Diplomain Insurance Services'.
| am glad that you have chosen thisvocational course.

Many young people are choosing Insurance asacareer with well-paying jobs. In thiscontext, our god isto
givelearnersafundamental understanding of theInsurance Sector. Additionally, thiscourseshall makeyou
awareof theemployment and businessopportunitiesavailablein thissector, dlowing you to focusyour time
and energy on activitiesthat will produceresuilts.

Thisoneyear programme providesindividua swith specialized knowledge and skillsrelated to theinsur-
anceindustry. Thiscourse providesbasic knowledge of Life, General and Health insurancethat enable
learnersto understand and appreciate their professional career intheright perspective. Inputsthat you
receiveinthiscoursewill assist youin comprehending how and why you could decideto pursueit asa
career since | nsurance Sector isone of the most demanding careersin today's market.

Thiscourse hasfivemodules, namely Skill Indiaand BFSI Introduction to Insurance, Lifelnsurance, Non-
Lifelnsurance, Health Insurance and Regul atory A spectsin Insurance. Each modul e has been designed
keeping in view therequirementsof self-motivated learnerslikeyou. Thetextsarewritteninsmplelan-
guage, supplemented by picturesand figuresto lend clarity to the content. You will find thelessonsinterest-
ing and will beableto apply your knowledgeinreal-lifestuations. So, read dl theselessons carefully and
preparewel | for the examinations. You ultimately haveto enter the competitiveworld and your successat
the place of work will depend on how skillfully you have performed your assignedjob.

Asthisisavocationa coursewhichisskill based so master your skills, practical trainingismust. So, we
request you to kindly attend the Personal Contact Programme (PCP) at your allotted Accredited Voca-
tiond Ingditutes(AVIs).

| hopethisstudy materia will bevery helpful to thelearnerswho haveregistered for thiscourse. Our Sincere
thanks go to the expertsof the coursewriting and editing team (list given el sewherein thisbooklet) who
worked very hard in revising thisself instructional materia, particularly to Dr. Sunil Kadyan and histeam,
who had excdllently revised the Qualification Packs (QPs) asper the BFSI Sector Skill Council.

In caseyou have any difficulty in your studies, do not hesitateto writeto usat dirvoc@nios.ac.in
Wishing you good luck and success!

Ms. AnithaNair
Deputy Director
Nationd Ingtituteof Open Schooling (N10OS)

\_




HowtousetheLearningMaterial

Congratulations! You have accepted the challengeto be aself-learner. It means, you have to organize your
study, learn regularly, keep up your motivation and achieveyour goa. Hereit issolely you, whoisresponsible
for your learning. NIOSiswith you at every step. It hasdevel oped thematerid in Diplomain Insurance Services
keeping only youin mind. A format supporting independent learning has been followed. You can takethe best
out of thismaterid if youfollow theinstructionsgiven below.

Title: will giveaclear indication of the contentswithin. Doread it.
Introduction: Thiswill introduceyou to thelessonlinking it to the previousone.

Objectives: These are statementsthat explain what you are expected to learn from the
lesson. Theobjectiveswill also hel p youto check what you havelearnt after you have gone
through thelesson. Do read them.

Notes: Each page carriesempty spaceinthe sidemargins, for you to writeimportant points
or make notes.

Intext Questions: Very short answer self check questions are asked after every section,
theanswerstowhich aregiven at the end of thelesson. Thesewill help you to check your
progress. Do solvethem. Successful completionwill allow you to decide whether to pro-
ceed further or go back and learn again.

What You HaveL ear nt: Thisisthesummary of themain pointsof thelesson. Itwill helpin
recapitul ation and revision. You arewel cometo add your own pointstoit also.

‘g’ Terminal Questions. Thesearelong and short questionsthat provide an opportunity to
practicefor aclear understanding of thewholetopic.

AnswersTo Intext Questions: Thesewill help you to know how correctly you have

answered thequestions.
Ve L ear ning Outcomes: Thisbox providesadditiona information. Thetext in boxesisimpor-
L@ tant and must be given attention. It isnot meant for evaluation, but only toimprove your
genera knowledge.

Activities: Certain activities have been suggested for better understanding of the
concept.

www Web site: Thesewebsites provide extended learning. Necessary information has
been included in the content and you may refer to thesefor moreinformation.
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Practical - 1

"RISK MANAGEMENT ROLE-PLAY:
THE IMPORTANCE OF INSURANCE"

Objective: Thisactivity amsto demongtratethe necessity of insurancein managing
risksand protecting against financial losses.

Duration: 1-2 hours

Materials Needed:

®  Scenario Cards: Prepare scenario cardsoutlining different situationswhere
insurance could bebeneficia (e.g., car accidents, medica emergencies, property
damage, liability claims).

® Role-Play Props: Optional propsor visua aidsto enhancetherealism of the
scenarios.

®  Whiteboard or Hipchart: For recording key pointsand facilitating discussions.

®  Pensand Paper: For note-taking and group discussions.

Introduction:

®  Briefly introduce the concept of insurance and its varioustypes (e.g., auto
insurance, healthinsurance, property insurance, liability insurance).

® Explanthepurposecf theactivity whichistoillusratetheimportanceof insurance
inmanaging risksand protecting against unforeseen events.

® Emphasizeontheneed of insurancethat aimsto provide asafety-net that helps

individual sand businessesrecover financially from unexpected |osses.

Notes

Module- 1

Skill Indiaand BFSI
Introduction to
Insurance

Practical Manual

Diploma in Insurance Services



Module- 1

Skill Indiaand BFSI
Introduction to
Insurance

Practical Manual

Notes

"RISK MANAGEMENT ROLE-PLAY: THE IMPORTANCE OF INSURANCE"

Scenario Selection:

Choose a selection of scenario cards covering arange of potential risksand
gtuations.

Ensure scenarios are diverse and relatable to the participants' lives and
experiences.

Customize scenariosbased on the demographicsand interests of the participants
(e.g., young adults, families, smal businessowners).

Group Formation:

Theactivity can beassigned toindividual learnersor dividethelearnersinto
small groups, ensuring amix of backgroundsand experiencesif possible.

Assign each individual/group a scenario card and instruct them to read and
familiarizethemsdveswiththedetails.

Role-Play Preparation:

Encourageindividua s/groupsto discuss and assign rolesfor each participant
based on the charactersor stakeholdersin the scenario.

Prompt the participantsto consider the emotions, motivations, and challenges
faced by the charactersintheir scenario.

Role-Play Performance:

Allow eachindividua/group timeto performtheir role-play in front of the other
participants.

Encourageindividual/groupto enact the scenario realistically, portraying the
consequencesof both having and lacking insurance coverage.

Facilitate engagement by encouraging audience participation and reactionsduring
therole-play performances.

Discussion and Analysis:

After eachrole-play, facilitate agroup discussion by asking open-ended questions:

What risks or losseswere depicted in the scenario?
How did insurance (or thelack thereof) impact the outcomefor the characters?

What arethe potential financia consequencesof not having insurance coverage
ingmilar Stuations?

Open Vocational Educational Programme



"RISK MANAGEMENT ROLE-PLAY: THE IMPORTANCE OF INSURANCE" M Od u I e- 1

® How doesinsurance contributeto financial security and peace of mind? Skill Indiaand BFSI
Introduction to

® Arethereany misconceptionsor concernsabout insurancethat arose during the Insurance

activity?

Conclusion and Reflection:

Practical Manual

® Summarizethekey indgghtsand takeawaysfromtherole-play activity.

® Renforcetheimportanceof insuranceasarisk management tool and financial

safeguard.

Notes
®  Encourage participantsto reflect on their own insurance needs and explore

optionsfor obtaining appropriate coverage.
Example:
Title: Car Accident Scenario Card
Scenario Description:

You and your friend are driving to aconcert in anearby city. Asyou approach an
intersection, another driver jumpsared light and crashesinto your car/vehicle. Both
vehiclessustain significant damage, and you and your friend suffer minor injuries. The
other driver admitsfault at the scene, but they do not have insurance coverage. Your
car isyour primary mode of transportation, and you rely onit for commuting to work
and other essentia activities.

Roles:

®  You(Primary Driver)

®  Your Friend (Passenger)
®  OtherDriver

Key Pointsfor Discussion:

® Immediate actions to take after a car accident (e.g., checking for injuries,
exchanginginformation, contacting authorities).

® Theimportance of insurance coveragein covering vehiclerepairs, medical
expenses, and liability inaccidents.

® Potentid financid implicationsof not having insurance coverage, bothfor theat-
fault driver andthevictims.

Diploma in Insurance Services



Module- 1

Skill Indiaand BFSI
Introduction to
Insurance

Practical Manual

Notes

"RISK MANAGEMENT ROLE-PLAY: THE IMPORTANCE OF INSURANCE"

® Youmay dsodiscusstheimplicationsinthegiven scenarioif theat-fault driver
hasinsurancefor higher vehicle.

TheOutcomeof theActivity:

By conducting thisrole-play activity, participants can gain adeeper understanding of
the practical importance of insurance in protecting against financial risks and
uncertainties. Through redlistic scenariosand interactivediscussons, they can gppreciate
thevalueof insurance asavital component of risk management.

Open Vocational Educational Programme



"RISK MANAGEMENT ROLE-PLAY: THE IMPORTANCE OF INSURANCE"

L earner'sObservations; -

Invigilator'sSign

Notes

Module- 1

Skill Indiaand BFSI
Introduction to
Insurance

Practical Manual

Diploma in Insurance Services



Module - 1

Skill India and BFSI
Introduction to
Insurance

Practical Manual

Notes

Practical - 2

FLOWCHART EXPLAINING THE
CLASSIFICATION OF INSURANCE

Objective:

® Tounderstand thevarioustypesof insuranceand their classification criteria

® Toanalysethepurposeand coverageof different insurancetypes.

Duration: 1-2 hours

Materials Needed:

® Whiteboard or chalkboard

® Markersorchak

® Handoutsor accesstointernet for research

Activity Steps:

Introduction (10 minutes):

®  Briefly introducethe concept of insuranceand itsimportancein managing risk.

® Explainthat insurance can beclassified into different typesbased on various
criteria

Group Formation (5 minutes):

® Theactivity can beassignedtoindividual learnersor dividethelearnersinto
small groups, ensuring amix of backgroundsand experiencesif possible.

Open Vocational Educational Programme



FLOWCHART EXPLAINING THE CLASSIFICATION OF INSURANCE

Research (15 minutes):

®  Provideeachgroupwith handoutsor direct themto onlineresourcesto research
different typesof insurance.

® Instructthemtoidentify at least fivetypesof insurance and classify them based
on any relevant criteriasuch as coverage, purpose, or risk mitigation.

Classification (20 minutes):

® Askeachgroupto createaclassification chart(flowchart) or diagram onthe
whiteboard, in notebook.

® Eachgroup should present their classification criteriaand explain how they
categorized thetypesof insurance.

Discussion (15 minutes):
® Fadilitateadiscussion ontheclassifications proposed by each group.

®  Encourage studentsto compareand contrast the different classificationsand
discussthe advantagesand limitations of each approach.

Wrap-Up (5 minutes):
® Summarizethemain pointsdiscussed during theactivity.

® Emphasizetheimportance of understanding the classification of insurancefor
meaking informed decisionsregarding risk management.

The Outcome of the Activity:

Thisactivity encourages collaboration, critical thinking, and research skillswhile
deepening students understanding of insuranceand itsclassification.

Notes

Module - 1

Skill India and BFSI
Introduction to
Insurance

Practical Manual

Diploma in Insurance Services



M Od u Ie - 1 FLOWCHART EXPLAINING THE CLASSIFICATION OF INSURANCE

Skill Indiaand BFSI Learner's Observations: -
Introduction to

Insurance

Lo Te oI T aTU -

Invigilator'sSign
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Module - 1

Skill India and BFSI
Introduction to
Insurance

Practlcal - 3 Practical Manual

"UNDERSTANDING CUSTOMER
NEEDS IN THE INSURANCE
SECTOR" otes

Objective:

® Toexploreand understand the diverse needsand expectations of customersin
theinsurance sector.

®  Toanadysehow insuranceproductsand servicescan betail ored to meet customer
needseffectively.

Duration: 1-2 hours

Materials Needed:

®  Whiteboard or flip chart

® Markers

®  Handoutswith case studiesor scenariosrelated to insurance
®  Penand paper for participants

Introduction (10 minutes):

® Explainthat understanding and meeting customer needsiscrucia for thesuccess
of insurance companies.

®  Provideparticipantswith casesor scenariosdepicting various Situationswhere
individual sor businessesmight requireinsurance coverage.

® Encouragethemtoidentify thekey needsand expectations of the customers
portrayed in each scenario.

Diploma in Insurance Services n



Module - 1

Skill India and BFSI
Introduction to
Insurance

Practical Manual

Notes

"UNDERSTANDING CUSTOMER NEEDS IN THE INSURANCE SECTOR™

Group Discussion (20 minutes):

® Theactivity can beassignedtoindividual learnersor dividethelearnersinto
small groups, ensuring amix of backgroundsand experiencesif possible.

® Assgnesachindividual/group oneor more cases/scenariosto anayze.

® Indructthemtodiscussandidentify the specificinsurance needsand expectations
presented in the cases.

®  Encourage participantsto consider factors such asdemographics, lifestyle,
occupation, risk exposure, and financia circumstances.

Presentation (15 minutes):
® Askeachgroupto present their analysisof the cases.

®  Encourageparticipantsto sharetheir ingghtsand observetionsabout theidentified
needsand expectations.

Brainstorming Session (15 minutes):

® Fadlitateabrainstorming session where participantscan identify the common
needs and expectations of insurance customersbased on the given cases.

Example:

Scenario: Anjali recently purchased a new house in a flood-prone area. She's
concerned about potential damageto her property during therainy season.

Needs:Anjdi requireshomeowner’s insurance to protect her house and belongings
againgt risks such asfloodsand any other natural disasters.

Cases:

® Rahul runsasmall businesswith ateam of employees. Oneof hisemployees,
Sunita, hasleft the organization dueto her seriousillness, which effected the
busi nessof theorganization.

® Nehacommutestowork daily using her car. She'sworried about the safety of
her car.

® Raeshownsanonlineretail business. Hiswebsite stores sensitive customer
data

Open Vocational Educational Programme



""UNDERSTANDING CUSTOMER NEEDS IN THE INSURANCE SECTOR™

Note: - Instructor may identify more cases, if required.

The Outcome of the Activity:

Thisactivity will helpthelearnersinidentifying the needs of the customersand their
expectation towardsinsurance.

Notes

Module - 1

Skill India and BFSI
Introduction to
Insurance

Practical Manual

Diploma in Insurance Services



Module - 1

Skill India and BFSI
Introduction to
Insurance

Practical Manual

"UNDERSTANDING CUSTOMER NEEDS IN THE INSURANCE SECTOR™

Learner's Observations: -

Invigilator'sSign
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Practical - 4

"BRIDGING THE GAP: AN
INTERACTIVE EXPLORATION OF
CUSTOMER SERVICE IN
INSURANCE"

Objective: To understand the GAPmodel in the context of insurance servicesand
devel op strategiesfor improving customer satisfaction and serviceddivery.

Duration: 60-90 minutes

Materials Needed:

®  Scenariocardsoutlining different insurance service scenarios
®  Whiteboard/markersor aflip chart

® Evauationformsfor participants

Introduction to the GAP Model (10 minutes):

® Beginwithabrief presentation or discussonintroducing the GAPmode inthe
insurance sector. Explain the concept of the GA Pbetween customer expectations
and serviceddivery.

® Provideexamplestoillugtrate how the GAPmode appliestoinsurance services.
Gap analysis (30 minutes):

®  Askeachstudent toidentify the Gap (1-5) for each scenario mentioned below
Scenario 1

Management Perception: The management team at XY Z Insurance Company
believesthat customers prioritizefast claimsprocessing and easy accessto customer
servicerepresentatives. They have set service quaity specificationsto ensureclaims
are processed within a specific timeframe, and customer inquiries are addressed

promptly.

Notes

Module - 1

Skill India and BFSI
Introduction to
Insurance

Practical Manual

Diploma in Insurance Services



Module - 1

Skill India and BFSI
Introduction to
Insurance

Practical Manual

Notes

"BRIDGING THE GAP: AN INTERACTIVE EXPLORATION OF CUSTOMER SERVICE IN INSURANCE"

Service Quality Specifications: XY Z Insurance Company hasestablishedinternal
processesand protocol sfor clamsprocessing, including timelinesfor claim assessment,
approval, and payment. They have also trained customer servicerepresentativesto
handleinquiriesefficiently and provideaccurateinformation to policyhol ders.

Discrepancy: Despite management's belief and established service quality
specifications, customers may experience delaysin claims processing and difficulty
reaching customer servicerepresentatives. For example, apolicyholder may submita
claim and expect it to be processed within a week, but it takes longer due to
adminigtrativeerrorsor inefficienciesin the clamshandling process.

Answer: GAP
Scenario 2

Service Quality Specifications: XY Z Insurance Company has established service
quality specificationsthat include claimsprocess ng within 5 businessday's, responding
to customer inquiries within 24 hours, and providing clear and accurate policy
informationto customers.

Actual Service Delivery: Despitethese servicequality specifications, somecustomers
experiencedeaysin claims process ng, receiveincond stent responsesfrom customer
sarvicerepresentatives, and encounter difficultiesunderstanding their policy termsand
coverage.

Discrepancy: Customerswho fileinsurance claimswith XY Z Insurance Company
may find that their claimstakel onger to processthan the company's specified turnaround
time. They may a so receive conflicting information from different customer service
representativesor struggleto understand thedetail sof their insurancepolicies, leading
to frustration and dissatisfaction.

Answer: GAP
Scenario 3

Customer Expectation: Sarah, apolicyholder with ABC Insurance Company, expects
timely and personalized communication regarding her policy coverage, clamsstatus,
and premium payments. Sheval uestransparency and accessibility wheninteracting
with her insurance provider.

Management Perception: The management team at ABC Insurance Company
believesthey are meeting customer expectationsby providing sandard communication
channels, such asemail notificationsand phone support. They assumethat customers
aresatisfied with theleve of service provided.

Open Vocational Educational Programme



"BRIDGING THE GAP: AN INTERACTIVE EXPLORATION OF CUSTOMER SERVICE IN INSURANCE"

Discrepancy: Despite the management's perception, Sarah feelsfrustrated by the
lack of personalized communication and difficulty in reaching customer service
representatives when she has questions about her policy or claims. She perceives
ABC Insurance'scommunication asimpersona andinsufficient, leading to dissatisfaction
with her overall experience.

Answer: GAP
Scenario 4

Communication of Service Promises: XY Z Insurance Company promotes its
insurance policiesthrough various marketing channel s, highlighting featuressuch as
"24/7 clamsassistance,” " dedicated customer support,” and "fast claimsprocessing
within48 hours.

Actual Service Delivery: Despitethese promises, somecustomerswhofileinsurance
claimswith XY Z Insurance may experience delaysin claims processing, encounter
difficultiesreaching customer servicerepresentatives, or find limitationsin coverage
that werenot clearly communicated inthemarketing materias.

Discrepancy: Customerswho purchaseinsurance policiesfrom XY Z Insurance based
onthecompany'spromisesmay have certain expectationsregarding thelevel of service
they will receive. However, whenthey encounter challengesor discrepanci esbetween
the promised serviceand the actual service ddlivered, their expectationsare not met,
leading to dissatisfaction and distrust.

Answer: GAP
Scenario 5:

Service Delivery: ABC Insurance Company has established efficient claims
processing procedures, responsive customer service channels, and comprehensive
coverage optionsfor policyholders. However, dueto administrative errorsor system
glitches, some customers may experience delaysin claims processing or encounter
difficultiesaccessing support.

Communication of Service Promises: Despitethese service delivery capabilities,
ABC Insurancemay overpromiseor miscommuni cati on serviceguaranteesto customers
inmarketing materials, policy documents, or customer interactions. For example, the
company may advertise"24/7 clamssupport” but fail to deliver timely assistancein
practice.

Notes

Module - 1

Skill India and BFSI
Introduction to
Insurance

Practical Manual

Diploma in Insurance Services



Module - 1

Skill India and BFSI
Introduction to
Insurance

Practical Manual

Notes

"BRIDGING THE GAP: AN INTERACTIVE EXPLORATION OF CUSTOMER SERVICE IN INSURANCE"

Discrepancy: Customerswho purchase insurance policiesfrom ABC Insurance
Company may have certain expectationsbased on the company's marketing messages
or policy terms. However, when they experience delaysor challengesduring claims
processing or customer serviceinteractions, these expectationsare not met, leading to
dissatisfaction and mistrust.

Answer: GAP
Conclusion (5 minutes):
Summarizekey insghtsgained fromtheactivity.

® Askparticipantstoreflect individually or in small groupson onetakeaway or
strategy they planto apply intheir futureinteractionswith customersin the
insurance sector.

Discussion:
® Aftertheactivity, facilitate adebriefing sesson where participants can discuss:
® Thecustomer'sexpectationsand needsduring the claimsprocess.

®  Strategiesforimproving customer serviceand minimizingthe GAPinsimilar
insuranceclaim scenarios.

The Outcome of the Activity :

Thisactivity engages participantsin experiential learning, allowing them to apply
theoretical conceptsof the GAPmodd to practical Stuationsintheinsurance sector. It
fogterscritical thinking, communication skills, and adegper understanding of customer
servicedynamicsininsurance services.

Open Vocational Educational Programme



"BRIDGING THE GAP: AN INTERACTIVE EXPLORATION OF CUSTOMER SERVICE IN INSURANCE"

Learner's Observations: -

Invigilator'sSign

Notes

Module - 1

Skill India and BFSI
Introduction to
Insurance

Practical Manual

Diploma in Insurance Services



Module - 1

Skill India and BFSI
Introduction to
Insurance

Practical Manual

Notes

Practical - 5

OPTIMIZING MARKETING MIX
STRATEGIES FORAN INSURANCE
COMPANY

ABC Insurance Company, aprominent player intheinsuranceindustry, facesincreasing
competitioninthemarket. Despiteitsreputation for reliability and customer service,
the company strugglesto attract and retain customers amidst evolving consumer
preferencesand heightened competition. After redising that themarketing of insurance
products and servicing is not an easy task and recognizing the need for strategic
marketing initiatives, ABC Insurance aimsto revamp itsapproach by optimizing the
marketing mix strategies.

Objectives of ABC Insurance Company:

®  Enhancemarket shareand brand recognition.

® Improvecustomer acquisition and retention rates.

® Enhancetheoveral efficiency and effectivenessof marketing efforts.
Challenges Faced:

®  Fercecompetitionfrom both traditiond insurersand emerging InsurTechfirms.
®  Changing customer expectations, particularly among younger demographics.
®  Limited marketing resourcescomparedtolarger competitors.

ABC Insurance conducted an in-depth market research to identify gapsinitsproduct
offeringsand customer preferences. Based onind ghtsgethered, thecompany introduces
innovativeinsurance productstailored to address evolving customer needs. These
products may include customi zabl e coverage options, bundled packages, and val ue-
added servicessuch asdigitd risk management tools. The company anaysescompetitor
pricing strategiesand customer price sengtivity to establish competitiveyet profitable

Open Vocational Educational Programme



OPTIMIZING MARKETING MIX STRATEGIES FORAN INSURANCE COMPANY

pricing for itsinsurance products. Additionally, ABC I nsurance explores usage-based
or pay-as-you-go pricing model sto attract cost-conscious customerswhile ensuring
sugtainableprofitability.

ABC Insuranceadoptsamulti-channe distribution gpproach to reach customersthrough
varioustouchpoints. Thisincludestraditional channelssuch asindependent agentsand
brokers, aswell asdigita channedlslikethe company website, mobileapps, and online
aggregators. Emphasisisplaced on leveraging technol ogy to streamlinethe purchasing
processand enhancetheoverall customer experience.

To elevate brand awareness and engage potential customers, ABC Insurance
implementsanintegrated promotiona strategy. Thisencompassestargeted advertising
campaignsacrossdigital and traditiona mediaplatforms, content marketing initiatives
to educate consumers about insurance products and risks, and participation in
community eventsand sponsorships. Thecompany leveragessocid mediaandinfluencer
partnershipsto connect with younger demographics.

ABC Inauranceinvessintraining and devel opment programsto empower itsworkforce
withtheknowledge and skillsnecessary to deliver exceptional customer experiences.
By fostering acustomer-centric culture, the company aimsto enhance employee
engagement and satisfaction, ultimately leading toimproved customer interactionsand
loyalty. The company streamlinesitsinternal processesto optimize efficiency and
respongveness. Thisindudesdigitizing adminigrativetasks, implementing agileproject
management methodol ogies, and enhancing communication channel sbetween different
departments. By improving operationa processes, ABC Insurance can deliver faster
service and better meet customer needs.

ABC Insurancefocuses on enhancing physical evidencetoingtil trust and credibility
among customers. Thisinvolvesredesigning office spacesto createawel coming and
professional environment, standardizing documentation and branding materials, and
investing in technol ogy to improvethe presentation of insurance productsand services
both onlineand offline.

Questions

1.  Why doyouthink marketing of insurance productsand servicesisadifficult
task for the marketers?

2. Categorisetheeffortsof ABC Insuranceinto theimportant elements of the
Marketing Mix.
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3. What additional effortsin marketing mix can help ABC Insurance achieve
significant improvementsin market share, customer acquisition, and brand
recognition?

The outcome of the Activity:

Thiscasestudy will help thelearnersunderstand how the marketing mix €l ementscan
contribute to the success and competitiveness of an insurance company intoday's
dynamic marketplace.
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APPLICATION OF LIFE
INSURANCE PRINCIPLES

Obijective: To explorethe application and significance of Lifeinsurance principles.
Introduction:

Lifeinsuranceisacrucia financial tool that providesprotection againsgt thefinancia
risksthat arisefromthe uncertaintiesof life. Thefundamental principleof insurance,
whichisto spread therisk of lossamong alarge number of individuas, playsapivota
roleinthefunctioning of lifeinsurance policies. Therearevariousprincipleswhichare
applied ininsurance. They are principle of utmost good faith, insurable interest,
indemnity, contribution, subrogation and proximate cause. Thiscase study explores
how the principle of insurance operatesin the context of lifeinsurancethrough a
hypothetica scenario.

Scenario:

Rajesh, a35-year-old software engineer, isthe sole breadwinner of hisfamily, which
includeshiswife, Sara(age 32 years), oneyounger brother and senior citizen parents.
Hehasasaary package of Rs 20 lakhs per annum. Recognizing theimportance of
securing hisfamily'sfinancia future, Rgjesh decidesto purchasealifeinsurancepolicy
for hisbrother. Hisbrother isrecently diagnosed with tubercul osis.He approached
oneinsurance company but thecompany deniedtoissuealifeinsurancepolicy for his
brother on variousgrounds.

Rajesh then decided to hidethisfact to avoid rejection of the proposal form by other
insurers. After conducting thorough research, heidentified anonlinetermlifeinsurance
policy with acoverage amount of Rs1 crorefor aterm of 20 years.
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Questions-

1.  Doyouthink Rajesh can buy thispolicy for hisbrother?1f not, highlight the
relevant issuesinthegiven case.

2. Nametheprinciplesof insurancethat arerelevant intheidentified i ssues.
The Outcome of the Activity-

The student will be ableto understand the principlesof insurance and itsapplication.

Notes
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ROLE PLAY- INSURANCE
CONSULTATION

Objective:To understand theimportance of lifeinsurance and to explore suitable
policy optionsfor different individuals needs.

Instructions:

® Dividetheparticipantsinto pairs, with one person assuming theroleof Ram and
theother astheinsurance agent.

® Providethegiven content tothelearnersplaying therole of Ram.

® Ingtructthelearnersplaying theroleof insurance agentsto suggest two suitable
life insurance policies for Ram and his family, considering their specific
circumstances.

®  Encouragethelearnerstojustify their recommendationsbased on the provided
information and genera principlesof insurance.

Roles:

Ram: A 25-year-old individual working inthe I T industry, earning Rs 8 lakhs per
annum. Hehasafamily consisting of hishomemaker wifeand afour-year-old daughter.
He hastaken a15-year homeloan of 20 lakhswith an EMI of Rs 22,000.

Insurance Agent: RepresentsaL ifelnsurance company and advisesRamon suitable
lifeinsurancepoliciesfor himsdf and hisfamily.

Content for Ram:

"Hello, I'm Ram. I'm 25 yearsold, workinginthel T industry, and earning Rs8 lakhs
per annum. My family consistsof my wife, whoisahomemaker, and our four-year-
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old daughter. I'verecently taken a15-year homeloan of 201akhs, for which | pay an
EMI of Rs22,000. None of ushave any insurance policiesyet, and I'mlooking for
suggestionsfromyou asan insurance agent regarding lifeinsurance policiesfor myself
andmy family.”

Role-playing Guidelines:

Ram: Expressyour concernsabout securing your family'sfinancid futureandinquire
about the features and benefits of the recommended policies. Provide feedback on
whether the suggestionsalign with your needsand financia capabilities.

Insurance Agent: Present the suggested policiesclearly, highlighting their key festures,
benefits, and suitability for Ram's specific situation. Address any queriesor doubts
raised by Ram and adapt your recommendationsaccordingly.

Discussion and Reflection:

® Asktheparticipantsto suggest twolifeinsurance policiesfor Ramafter analysing
hisstuation.

® Individud participantscan sharetheir recommendationsintheformof presentation
intheclass.

® Fadlitateadiscussononhow theserecommendationsaresignificantinfulfilling
theinsurance needsof Ram.

® Summarizekey takeaways, emphasizing theroleof insurance agentsin guiding
clientstowardsinformed decisonsfor their financial well-being.

Outcomes-

Thisroleplay will helpthelearnersto understand theimportance of lifeinsuranceand
thesignificance of selecting appropriate policiesbased onindividual needs.
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CASESTUDY ON FINANCIAL
PLANNING

Obijective: Toidentify the need of aFinancial Planner and describehis/her role.
Case Study:

Ajay and Shankar, former college buddies, unexpectedly met at afriend'swedding
after pursuing different careersdriven by their aspirationsfor success. Dueto their
busy lives, they werenot intouch fromalongtime.

During their reunion, they discussed about the good thingsthat happened during their
collegedays. Shankar was happy to learnthat Ajay isworking inthemediaindustry,
whileAjay was surprised to know that Shankar isworking asan independent financia
planner which was unexpected.

Ajay informed Shanker that being inthe mediaindustry, he had come across many
financia advisorsand consultants. Shankar clarified thedistinction betweenfinancia
planners and advisors. He explained that whilethey share similar concepts, their
approachesdiffer. Financial advisorstypically offer productsfrom aspecificrange,
emphasizing why their offeringsare superior, while plannerstailor adviceto clients
needs before sdl ecting suitable products. Insmplewords, financia advisorsoffer the
product from the specific productsin their basket whereasfinancia planners suggest
productswhich can be bought from anywhere.

Ajay questioned the necessity of financial planning, to which Shankar highlighted the
growing complexity of personal finance amid risingincomes, costs, and relianceon
experts. He stressed that financia decisionshavelong-term conseguences, requiring
disciplineandforesight.
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When Ajay asked if individuals could handle their financia planning, Shankar
acknowledged theavailability of resources but cautioned against inadequate expertise,
time constraints, or uncertai nty about the approach.

Shankar emphasi zed the benefits of engaging an independent planner, who charges
trangparent feesand prioritizesclients interests. Independence enablesclientsto make
informed decisionsand ensuresaignment with their goals.

Ajay wonderedif hisprofession only includesmanaging investments. Shankar clarified
that financial planning also includesvarious aspects such as goal -setting, retirement
strategies, and debt management.

Shankar aso explained that financial planning isadynamic processand it needsto be
updated regularly to accommodate changesin the circumstances of theclient.

Reflecting ontheir conversation, Ajay recognized the similaritiesbetween Shankar's
role and hisown asamediaplanner, ultimately appreciating the value of having a
dedicated financia planner.

Questions

1.  Whydoesoneneed afinancia planner when he can managehismoney onhis
own?Givereasonsin support of your answer.

2. Whatistheroleof anindependent planner in helping itsclient?
The outcome of the Activity:

Thiscasestudy will hepthelearnersunderstand the need and roleof afinancia planner.

Notes
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COMPARATIVE ANALYSIS OF
INVESTMENT OPTIONS

Objective: Tofamiliarizelearnerswith variousinvestment optionsand their key
parametersfor comparison.

Duration: Approximately 1.5- 2 hours

Materials Needed:

Information sheetsor handouts detailing different investment options (Equity
Shares, Preference Shares,bonds, debentures, Government securities, mutua
funds, derivatives, PPF, NPS, Bank FD, Insurance, real estate, etc.).

Worksheets or templatesfor creating comparativetables.
Pens, pencils, and highlighters.
Whiteboard and markers.

Computer and Internet

Introduction to Investment Options (15 minutes)

Brief overview of different investment vehicles(Equity Shares, Preference
Shares,bonds, debentures, Government securities, mutua funds, derivatives,
PPF, NPS, Bank FD, Insurance, real estate, etc.).

Explanation of theimportanceof cond dering various parameterswhen evauaing
investment options.

Parameters for Comparison (20 minutes)

Discussion on key parametersfor comparing investment options, such as:
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< Return Potentia
+ Rk
< Liquidity
< Investment timehorizon
<  Taximplications
< Convenience
< Initid investment requirement

Provide examplesand explanationsfor each parameter.

Group Activity: Creating Comparative Tables (40 minutes)

Theactivity can beassigned toindividual learnersor dividethelearnersinto
small groups, ensuring amix of backgroundsand experiencesif possible.

Assign eachindividual/group one or two investment optionsto analyse.
Provideworksheets or templatesfor creating comparativetables.

Ingtruct individua S'groupsto reseerch andfill out the comparativetables, including
the parametersdiscussed earlier.

Encourage participantsto discussand debatethei r findingswithin their groups.

Presentation and Discussion (30 minutes)

Each individual/group presentstheir comparative analysisto therest of the
participants.

Facilitate adiscuss on on the strengthsand weaknesses of eachinvestment option
based on the parametersanalysed.

Encourage questionsand commentsfrom participants.

Conclusion and Reflection (15 minutes)

Summarizethekey takeawaysfromtheactivity.

Encourage participantsto reflect on which investment optionsalign best with
their financid goals, risk tolerance, and investment preferences.

Provide additional resourcesor reading materialsfor further exploration of
investment options.
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The outcome of the Activity:

Thisactivity provides participants with ahands-on opportunity to explore different
investment options and develop their analytical skills in evaluating investment
opportunities. By creeting comparativetablesand engagingingroup discussions, learners
gain practica ingghtsinto thediverselandscape of investment vehiclesand thefactors
to cons der when making investment decisons.

INFORMATION SHEET 1

To be prepared by each Individual/Group

Investment Option:

Return Potentia

Liquidity

Investment timehorizon

Taximplications

Convenience

Initid investment requirement

Notes
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Life Insurance INFORMATION SHEET 2

(Comparative Table to be prepared by all learners at the End or during the

: presentation and discussion)
Practical Manual

Investment | Return |Liquidity | Investment Tax Convenience Initial
Option Potential time implications investment

horizon requirement

Notes Shares

Preference
Shares

Bonds

Debentures

Government

securities

Mutual
funds

Derivatives

PPF

NPS

Bank FD

Insurance

Real estate

Invigilator'sSign
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LIFE INSURANCE PROPOSAL
FORM COMPLETION

Objective: Tofamiliarizelearnerswith the process of completingaLife lnsurance
Proposal Form, thereby enhancing their understanding of theinformation required for
applyingfor lifeinsurance coverage.

Materials Needed:

® SampleLifelnsurance Proposa Form
®  Pensor pencils

® Marker & Board

Introduction (10 minutes):

® Beginbyexplaningtheimportanceof lifeinsuranceand theroleof aLifelnsurance
Proposal Formintheinsurance application process.

® Provideanoverview of theactivity and what |earners can expect to gain from
participating.
Form Explanation (10 minutes):

®  Wakthrough each section of theform, explaining the purposeand significance
of theinformation requested.

®  Highlight any specificrequirementsor documentation needed for thelifeinsurance
application.

Group Formation (5 minutes):

® Assgntheactivity toindividud learnersor dividethelearnersinto smal groups,
ensuring amix of backgroundsand experiencesif possible.
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Form Completion (30 minutes):

® Ingtructtheindividualsor groupsin collaborationtofill out theLifelnsurance
Proposal Form.

®  Encouragethemtodiscussand deliberate on theinformationto ensureaccuracy
and completeness.

®  Emphaszetheimportanceof providingtruthful informationand disclosngrelevant
detailsabout the proposed insured.

Peer Review (10 minutes):

®  After completingtheforms, instruct each group to exchangetheir filled-out form
withanother group.

® Askthe groupsto review the form they received, checking for accuracy,
completeness, and adherencetoingtructions.

Feedback and Discussion (15 minutes):
® Fadlitateadiscussonontheexperienceof completing and reviewing theforms.

®  Encouragegroupsto share any challengesfaced during the activity and how
they addressed them.

®  Discusscommonmistakesor areasof confusonidentified during the peer review
Process.

Q&A Session (10 minutes):

®  Openthefloor for questionsfrom thelearnersregarding any aspect of theLife
Insurance Proposal Form or lifeinsurance application process.

® Providedarificationsand additional explanationsasneeded.
Conclusion (5 minutes):

® Summarizethekey learningsfromtheactivity, emphasizing theimportance of
accuracy and thoroughnessin completing lifeinsurance proposa forms.

® Renforcethesgnificanceof understanding theinformation required for gpplying
for lifeinsurance coverage.
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Additional Tips:
®  Encourageactive participation and collaboration within thegroups.

® Beavailableto provideguidance and clarification throughout theactivity.
The outcome of the Activity:

By engaginginthisactivity, learnerswill not only gain practica experienceincompleting
lifeinsurance proposal forms but al so devel op an understanding of the procedures
involvedinapplyingfor lifeinsurance coverage.

Notes
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MEDICALAND NON-MEDICAL LIFE
INSURANCE UNDERWRITING
FACTORS s

Objective: Theobjectiveof thisactivity isto hel p learnersdistinguish between medica
and non-medical underwriting factorsinlifeinsurance. By engaging inthisactivity,
learnerswill devel op adeeper understanding of the various elements considered by
insurance underwriterswhen ng risk.

Materials Needed:

Handoutsor didesligting common medica and non-medica underwritingfactors.
Whiteboard or flip chart.

Markers.

Pen and paper for notetaking.

SampleLifelnsurance Proposal form.
Duration:

Approximately 30-45 minutes.

Activity Steps:

Introduction to the activity (5 minutes):

®  Stathyexplaningtheconcept of underwritinginlifeinsuranceanditssignificance
indetermining premiumsand coverage.

®  Bridfly introducethedistinction between medical and non-medica underwriting
factors, emphasizing their relevancein risk assessment.
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Group Brainstorming (15 minutes):

® Assgntheactivity toindividud learnersor dividethelearnersinto smal groups,
ensuring amix of backgroundsand experiencesif possible.

® Provideeachindividual/group with alist of common underwriting factors,
including both medical (e.g., health history, pre-existing conditions) and non-
medical (e.g., occupation, lifestyle) factors.

® Instruct theindividuas/groupsto categorizethelisted factorsaseither medica
or non-medical and using the samplelifeinsurance proposal form and write
down both the factors on separate sections of awhiteboard or flip chart.

®  Encouragetheindividuas/groupsto discussther rationalefor categorizing each
factor and to collaborate to ensure accuracy.

Presentation and Discussion (15 minutes):

®  Afterthebrainstorming session, ask each individual/group to present their
categorized list of underwriting factorsto therest of theclass.

® Aseachgroup presents, facilitate adiscussion to clarify any misconceptions
andreinforce understanding.

®  Encourageparticipantsto ask questionsand provide additional insightsintothe
significance of each factor inunderwriting decisions.

Case Study Analysis (10 minutes):

® Didributeacasestudy to each group, presenting afictiona scenarioinvolvinga
potential lifeinsurance applicant. You can use samplelifeinsurance proposa
formfor thispurpose.

® Instruct thegroupsto analyzethe case study and identify therelevant medical
and non-medical underwriting factorsthat would influence the underwriting
decison.

®  Encouragethe groupsto discussthe potential impact of each factor on the
applicant'sinsurability and the determination of premiums.

Discussion (5 minutes):

® Summarizethekey pointscovered during theactivity, emphasizing theimportance
of understanding both medical and non-medical underwriting factorsinlife
insurance.
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®  Encourage participantsto continue exploring the topic independently and to
apply their knowledgein real-lifeinsurance scenarios.

The Outcome of the Activity:

Thisactivity provides|earnerswith ahands-on opportunity to differentiate between
medical and non-medical underwriting factors, fostering adeeper understanding of the
underwriting processinlifeinsurance. Through collaboration and discussion, participants
can enhancetheir ability to assessrisk and makeinformed underwriting decisions.

Notes

Module - 2

Life Insurance

Practical Manual

Diploma in Insurance Services



Module - 2

Life Insurance

Practical Manual

Notes

MEDICALAND NON-MEDICAL LIFE INSURANCE UNDERWRITING FACTORS

Learner's Observations: -

Invigilator'sSign

Open Vocational Educational Programme



Practical - 12

ROLE OF AN INSURANCE AGENT IN
LIFE INSURANCE CLAIM
SETTLEMENT

Obijective: Theobjectiveof thisactivity isto familiarizelearnerswith theroleof an
insuranceagent inlifeinsurance claim settlement and the essentia documentsrequired
for theprocess. By engaging inthisactivity, learnerswill gain apractical understanding
of theresponsibilitiesof aninsuranceagent in facilitating smooth claim settlements.

Materials Needed:

® Handoutsor didesdetailing theroleof aninsurance agent in claim settlement.
®  Sampleclaim settlement documents.

®  Penandpaper for notetaking.

Duration:

Approximately 30-45 minutes.

Activity Steps:

Instructions for instructor (5 minutes):

® Beginbyintroducing thetopic of lifeinsuranceclaim settlement and the crucia
role played by insurance agentsin the process.

® Explaintheimportanceof efficient claim settlement in maintaining customer
satisfaction and trust intheinsuranceindustry.

Role Play (15 minutes):

® Dividethelearnersinto pairs, designating one astheinsurance agent and the
other asthe policyholder filingaclaim.

Notes
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Provideeach pair withascenarioinvolvingalifeinsuranceclam (e.g., thedeath
of theinsured).

Ingtruct theinsurance agent to guidethe policyhol der through the claim settlement
process, addressing their concernsand providing necessary assistance.

Encouragethelearnersto enact therolesrealistically, focusing on effective
communication and problem-solving.

Group Discussion (15 minutes):

After theroleplay, gather thelearnersfor agroup discussion.

Ask the participantsto reflect on their experiences during therole play and
shareingghtsinto thechalengesfaced by insurance agentsin claim settlement.

Facilitate adiscussion on the key responsibilities of insurance agents during
claim settlement, such asverifying policy details, collecting required documents,
andliaising with theinsurance company.

Provide additional information and clarification as needed, reinforcing the
importance of professionalism and empathy in assisting policyholdersduring
difficulttimes

Document Analysis (10 minutes):

Distribute sample claim settlement documentsof lifeinsuranceto thelearners
likeClaimform, Desth certificate, Dischargevoucher, Origina policy document,
etc.

Instruct them to review the documents carefully, identifying the essential
information and verifyingitsaccuracy.

Encouragethelearnersto discussthesignificance of each documentintheclaim
settlement processand itsrel evanceto therole of aninsurance agent.

Discussion (5 minutes):

Summarizethekey pointscovered during theactivity, emphasizing the critical
roleof insurance agentsin ensuring smooth and timely claim settlements.

Encourage the learners to continue exploring the topic further and to seek
clarification on any doubtsthey may have.
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Theoutcomeof theActivity:

Thisactivity provideslearnerswith ahands-on understanding of theroleof insurance
agentsinlifeinsurance claim settlement, alowing themto develop practicd skillsand
insgghtsapplicabletorea-world scenarios.Invigilator'sSign
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UNDERSTANDING THE
IMPORTANCE OF GENERAL
INSURANCE Notes

Objective: To explorethesignificance of general insurance and itsvarioustypesin
managing risk and protecting assets.

Duration: Approximately 1 hour

Materials Needed:

®  Whiteboard/ Projector

® Markers

® Handoutswithinformation about different typesof generd insurance (optiond)
®  Computer and Internet

Introduction to General Insurance (10 minutes)

® Beginwithabrief explanation of what general insuranceisanditsimportancein
protecting against unforeseen risks.

®  Highlight thedifference between generd insuranceandlifeinsurance.
Brainstorming Session: Identifying Risks (15 minutes)

®  Engageparticipantsinabrainstorming sessiontoidentify varioustypesof risks
individualsor businessesmay face.

®  Encourageparticipantsto think broadly, considering risksrelated to property,
hedlth, liability, travel, etc.
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Matching Risks with Insurance Types (20 minutes)

®  Provideparticipantswith alist of common typesof general insurance (e.g.,
property insurance, healthinsurance, liability insurance, travel insurance).

® Ingtruct participantsto match eachidentified risk from thebrainstorming session
withthe corresponding type of generd insurance.

® Fadlitatediscussionsonwhy eachtypeof insuranceisimportant for mitigating
specificrisks.
Case Study Analysis: Real-Life Scenarios (20 minutes)

®  Presentparticipantswith redl-life scenariosor casestudieswhereindividuasor
businessesfaced unexpected lossesor liahilities.

® Insmal groupsor pairs, ask participantsto discusswhich type(s) of general
insurance could have hel ped mitigatetherisksor lossesdescribed inthe scenarios.

®  Encourage participantsto consider both tangible assets (such as property or
vehicles) andintangiblerisks(such aslegal liabilitiesor medical expenses).

Reflection and Discussion (15 minutes)
® Fadlitateagroup discussionontheinsightsgained fromtheactivity.

®  Encourageparticipantsto reflect ontheimportance of having gppropriategenera
insurance coverage based ontheir individua circumstances or businessneeds.

® Addressany questionsor concernsraised by participantsregarding general
insuranceand itsrelevance.

The outcome of the Activity:

Throughthisactivity, participantswill gain adeeper understanding of theimportance
of genera insuranceanditsrolein mitigating varioustypesof risks. By exploring real-
lifescenariosand matching riskswith appropriateinsurancetypes, participantsdevel op
apractica awarenessof thenecessity of having adequateinsurance coverageto protect
their assetsand financia well-being.
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Learner's Observations: -
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MOTOR INSURANCE PROPOSAL

FORM COMPLETION

Obijective: Tofamiliarizelearnerswith the process of completingaMotor Proposal
Form for both Private Car and Two-Wheeler insurance, thereby enhancing their
understanding of theinformation required for motor insurancepolicies.

Materials Needed:

SampleM otor Proposal Formsfor Private Car and Two-Wheeler
Sample Regigtration Certificate (RC)

Pensor pencils

Whiteboard / Projector

Markers

Introduction (10 minutes):

Beginby explaining theimportance of motor insuranceand theroleof aProposa
Formintheinsurance process.

Providean overview of theactivity objectivesand what |earners can expect to
gainfrom participating.

Form Explanation (10 minutes):

Walk through each section of theforms, explaining the purposeand significance
of theinformation requested.

Open Vocational Educational Programme
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Group Formation (5 minutes):

® Theactivity can beassignedtoindividual learnersor dividethelearnersinto
small groups, ensuring amix of backgroundsand experiencesif possible.

® Assigneachgroup ether thePrivate Car or Two-Wheeler formto work on.
Form Completion (20 minutes):

® Ingtructtheindividuas/ groupsto collaboratively fill out the assigned Motor
Proposal Form.

®  Encouragethemtodiscussand deliberate on theinformationto ensureaccuracy
and completeness.

Peer Review (Optional) (10 minutes):
® Instructor canreview the completed formsor can get it peer reviewed.

®  For Peer Review, after completing theforms, instruct each group to exchange
their filled-out form with another group.

® Askthegroupsto review the form they received, checking for accuracy,
compl eteness, and adherencetoingtructions.

Discussion (15 minutes):
® Fadlitateadiscussonontheexperienceof completing and reviewing theforms.

®  Encouragegroupsto share any challengesfaced during the activity and how
they addressed them.

®  Discusscommonmistakesor areasof confusonidentified during the peer review
Process.

Question &Answer Session (10 minutes):

®  Openthefloor for questionsfromthelearnersregarding any aspect of theMotor
Proposal Form or motor insurancein general.

® Providedarificationsand additional explanationsasneeded.
Conclusion (5 minutes):

® Summarizethekey learningsfromtheactivity, emphasizing theimportance of
accuracy and thoroughnessin completing insuranceforms.

® Renforcethesgnificanceof understanding theinformation required for motor
insurancepolicies.

Notes
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Additional Tips:
®  Encourageactive participation and collaboration within thegroups.

® Beavailableto provideguidance and clarification throughout theactivity.

The outcome of the Activity:

By engaginginthisactivity, learnerswill not only gain practica experienceincompleting
insuranceformsbut a so devel op adeegper understanding of the complexitiesinvolved
inmotor iNsurance processes.
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ONLINE MOTOR INSURANCE
POLICY RESEARCHAND
COMPARISON

Obijective: Toenablelearnersto utilizeinternet resourceseffectively for researching
and comparing Motor insurance policies, thereby facilitating informed decision-making
insdlectingthemost suitablepolicy.

Materials Needed:

Accessto computersor mobiledeviceswith internet connectivity

List of reputable Motor insurance company websites or insurance compari son
websites

Pensor pencils

Introduction to the activity (10 minutes):

Explaintheimportance of thorough research and comparison when selectinga
Motor insurancepolicy.

Emphasizetheroleof theinternet in ng awiderangeof Motor insurance
optionsand gathering relevant information.

Policy Research (30 minutes):

Instruct learnersto usetheir computers or mobile devicesto research Motor
insurancepoliciesonline.

Providealist of reputable Motor insurance company websitesor direct learners
to insurance comparison websites where they can explore different Motor
insurancepolicies.
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Encouragelearnersto browsethrough Motor insurance policies of different
insurers (to understand their features, coverage options, premiums, exclusions
and additional benefits.

Comparison Exercise (40 minutes):

Ask learnersto select two or three Motor insurance policies.

Instruct them to compare the sel ected M otor insurance policies based on key
factorssuch asinsured declared value (suminsured), coverage, limits, waiting
period, no claim bonus, premiums, deductibles, exclusions, ridersand other
termsand conditions.

Encouragelearnersto take notes or use online comparisontoolstofacilitatethe
comparison process.

Group Discussion (20 minutes):

Dividelearnersinto small groupsand facilitate adiscussion on their findings
fromthe M otor insurance policy comparison.

Encourage groupsto sharetheir insights, discussthe strengthsand weaknesses
of each policy, and debate the factorsthat influenced their decision-making
process.

Emphasizetheimportance of consideringindividua needsand preferenceswhen
selecting aM otor insurance policy.

Recommendation and Presentation (40 minutes):

After thegroup discussion, ask each group to select and recommend the best
Motor insurance policy based ontheir collective analysisand discussions.

Have each group prepare ashort presentation summarizing their recommended
Motor policy and therationale behind their choice.

Encouragegroupsto usevisua sor onlineresourcesto support their presentations.

Discussion (10 minutes):

Summarizethekey learningsfromtheactivity, highlighting thevaueof utilizing
internet resourcesfor motor insurance policy research and comparison.

Emphasizetheimportanceof informed decision-making andtheroleof individua
preferencesin selecting the most suitable motor insurance policy.
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The Outcome of the activity:

Through thisactivity, learnerswill devel op essentid digitd literacy skillswhilegaining
practical experiencein researching and comparinginsurancepoliciesonline, ultimately
empowering them to makeinformed decis onswhen sl ecting motor insurance palicy.

Notes
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UNDERSTANDING HEALTH
INSURANCE TERMINOLOGY IN
DOCUMENTATION Notes

Objective: Tofamiliarize participantswith common hedlthinsuranceterminol ogy used
indocumentation.

® Torenforceunderstanding of terminology throughinteractiveactivities.

® Tofacilitatediscussionand clarify any misconceptionsabout healthinsurance
terminology.

Duration: 60-90 minutes

Materials Needed:

Whiteboard or flip chart

Markers

Handoutswithlistsof health insuranceterminology

Index cardsor sticky notes

Pensor pencils
Activity Steps:
Introduction (5 minutes):

® Beginby explainingtheimportanceof healthinsurance and why understanding
itsterminology iscrucid for vehicleowners.

®  Ouitlinetheobjectivesof theactivity.

Diploma in Insurance Services
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UNDERSTANDING HEALTH INSURANCE TERMINOLOGY IN DOCUMENTATION

Brainstorm (10 minutes):
® Theactivity needsto beconducted individualy.

®  Taskthestudentswith brainstorming asmany hedlthinsurance-related termsas
they canthink of withinatimelimit (e.g., 5 minutes).

®  Encouragecrestivity and emphasizethat no termistoo basic or too complex.
Glossary Matching (15 minutes):

®  Askstudentstoread thecase mentioned inthe classactivity.

®  Instruct studentstowrite eachterm against itscorrect definition.

® Allow sufficient timefor studentsto completethetask independently.
Review and Discussion (10 minutes):

® Reviewthecorrect matches, alowing studentsto verify their answers.

® Discussany termsor definitionsthat werechallenging or unclear.

®  Encourage studentsto ask questionsand seek clarification on any concepts
they'reunsureabout.

Application Exercise (15 minutes):
®  Optionaly, providesamplehed th insurance policy documentsto the students.

®  Encourage studentsto discuss how understanding these termswould impact
their interpretation of the policy and their decisionsaspolicyholders.

Conclusion (5 minutes):
® Summarizethekey pointscovered during theactivity.

® Emphasizetheimportance of understanding hedlthinsuranceterminology for
makinginformed decisionsasvehicleowners.

Case Study:

Sarah isa 35-year-old marketing manager who recently enrolled in anew health
insurance plan through her employer. While Sarah has some understanding of health
insurance concepts, shewantsto deepen her knowledgeto makeinformed decisions
about her healthcare coverage. To enhance her understanding, Sarah decidesto delve
into acase study focusing on healthinsuranceterminology.
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Sarah schedulesaroutinevisit to her primary care physician for acheck-up.Sarah
paysaRs300copayment at thetimeof her appointment with specidist. Her insurance
plan coverstheremaining cost of thevisit. Sincethisisaroutine check-up, the cost of
thevisit doesnot count towards her deductibleof Rs. 1500 afterwards, Sarah undergoes
surgery to addressachronic health condition, which costs Rs10,000.Her insurance
company covers80% of the surgery cogt, leaving Sarah responsiblefor theremaining
20% coinsurance. Sarah pays $2,000 (20% of $10,000) out of pocket for thesurgery.
Sincethetotal cost of the surgery exceeds her out-of-pocket maximum of Rs 5,000,
Sarah'sinsurance company coverstheremaining Rs 3,500 in covered expenses. Al o,
Sarah needstorefill her prescription medication for achronic condition.Sarah checks
her plan'sformulary to ensurethat her medication iscovered. She paysacopayment
of Rs20for the prescriptionrefill, asspecified in her plan'scoverage details.

In referenceto the above case, write down the health insuranceterms (mentioned in
the case) against each statement below:

1.  Theamount individualsmust pay out-of-pocket for covered medical services
beforetheir insurance company beginsto pay

2. Afixedamountindividuaspay for covered medica servicesat thetimeof service.
These are predetermined by theinsurance company and may vary depending
onthetype of service(e.g., doctor visit, prescription drugs)

3. Thepercentage of covered medical expensesindividualsareresponsiblefor
paying after meeting their deductible

4.  Themaximum amount individualsarerequired to pay for covered medical
expenseswithin aspecified period (e.g., ayear)

5.  Alistof al thedrugscovered by ahealthinsuranceplan

Wrap-Up and Conclusion (5 minutes):
® Summarizekey pointsdiscussed during theactivity.

®  Encourageparticipantsto continueexpanding their knowledgeof hedlthinsurance
terminology.

Extension ideas:

® Tailortheterminology listsand examplesto the specific audience'slevel of
expertise (e.g., beginner, intermediate, advanced).

® Keep the atmosphere light and interactive to encourage participation and
engagement.

Notes
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UNDERSTANDING HEALTH INSURANCE TERMINOLOGY IN DOCUMENTATION

® Provideopportunitiesfor participantsto ask questionsand seek clarificationon
any termsthey find confusing.

®  Offerresourcesor referencesfor further learning, such asglossariesor online
resourcesrel ated to health insuranceterminol ogy.

The Outcome of the Activity :

By following thisoutline, partici pants should gain abetter understanding of common
health insurance terminol ogy used in documentation and how it appliesin real-world
hedthcare settings.
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Learner's Observations: -
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UNDERSTANDING MOTOR
INSURANCE TERMINOLOGY IN
DOCUMENTATION

Objective: To familiarize studentswith key terms and concepts rel ated to motor
insurance, enabling them to understand policiesand makeinformed decisonswhenit
comestoinsuringther vehicles.

Materials Needed:

®  Whiteboard or flip chart

® Markers

® Handoutswithglossary of motor insuranceterms

®  Samplemotor insurance policy documents(optional)
Duration: 60 minutes

Activity Steps:

Introduction (5 minutes):

® Beginby explaining theimportance of motor insurance and why understanding
itsterminology iscrucid for vehicleowners.

®  Ouitlinetheobjectivesof theactivity.
Brainstorm (10 minutes):
® Theactivity needsto beconducted individualy.

®  Taskthestudentswith brainstorming asmany motor insurance-related termsas
they canthink of withinatimelimit (e.g., 5 minutes).

®  Encouragecrestivity and emphasizethat no termistoo basic or too complex.
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Glossary Matching (15 minutes):

®  Askstudentstoread thecase mentioned inthe classactivity.

® Instruct studentstowrite eachterm against itscorrect definition.

® Allow sufficient timefor studentsto completethetask independently.
Review and Discussion (10 minutes):

® Reviewthecorrect matches, alowing studentsto verify their answers.
® Discussany termsor definitionsthat werechallenging or unclear.

®  Encourage studentsto ask questionsand seek clarification on any concepts
they'reunsureabout.

Application Exercise (15 minutes):
®  Optionally, provide samplemotor insurance policy documentsto the students.

®  Encourage studentsto discuss how understanding these termswould impact
their interpretation of the policy and their decisionsaspolicyholders.

Conclusion (5 minutes):
® Summarizethekey pointscovered during theactivity.

® Emphasizetheimportance of understanding motor insuranceterminology for
makinginformed decisionsasvehicleowners.

Case Study:

Mariaisa30-year-old graphic designer who recently experienced a car accident
whiledriving to work. Her vehicle sustained significant damage, and sheincurred
minor injuries. Mariaisapolicyholder of aMotor Insurance Policy. Mariais now
navigating the motor insurance claims process and needsto understand key insurance
terminol ogiesto ensure asmooth resolution. Mariaread the policy document terms
and conditionsthrough which shelearnt that she need to bear the deductibleamount
from her own pocket. Also, shewasfortunate enough that she renewed the policy
only oneweek before by paying required amount of premium. Mariadid not incur any
claminpast 3years, therefore she also got no claim bonusand her premium amount
wasreduced. Mariapromptly contacted her insurance company to report the accident
andinitiatethe claims settlement processfor collision coverage.

Notes

Module - 3

Non-Life Insurance

Practical Manual
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Non-Life Insurance In referenceto the above case, write down the motor insuranceterms (mentioned in
the case) against each statement below:

1.  Theamount of money paid by theinsured (Maria) to theinsurance company for

Practical Manual coverage. It'stypicaly paid on amonthly, quarterly, or annual basis.

2. Theportion of aclamthat theinsured (Maria) must pay beforetheinsurance
company coverstheremaining costs.

3. Insurancethat paysfor damagesto Mariasvehiclein caseof acollisionwith

—_— _— another vehicleor object, regardlessof fault.
Notes

4.  Marig, astheowner of theinsurance policy, isthe policyholder. Sheisentitled
to coverage asoutlined inthepolicy terms.

5. Adiscount offered by insurance companiesto policyhol derswho have not made
any clamsduring aspecified period.

6. Itisalega contract between theinsured and theinsurance company, outlining
thetermsand conditionsof coverage. It includesdetailssuch ascoveragelimits,
deductibles, premium payment schedule, and exclusions.

7. Inthisprocess, theinsurance company will determinethere mbursement amount
for therepairsto Mariasvehicle. Theamount may be subject to deductibles
and coveragelimitsspecifiedin Mariasinsurance policy.

8.  Theprocessof extending your existing insurance policy beyond itsexpiration
date, allowing you to maintain uninterrupted protection against potential risks
andfinancia losses,

The Outcome of the Activity:

By engaging studentsinthisinteractive activity, they will gain abetter understanding of
motor insurance terminol ogy and feel more confident in navigatinginsurancepolicies
and related documents.
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ONLINE HEALTH INSURANCE
POLICY RESEARCHAND
COMPARISON

Obijective: Toenablelearnersto utilizeinternet resourceseffectively for researching
and comparing Hedlthinsurance policies, thereby facilitating informed decision-making
insdlectingthemost suitablepolicy.

Materials Needed:

Accessto computersor mobiledeviceswith internet connectivity

List of reputable Heal thinsurance company websitesor insurance comparison
websites

Pensor pencils

Introduction to the activity (10 minutes):

Explain theimportance of thorough research and compari son when selecting
aHedthinsurancepalicy.

Emphasizetheroleof theinternetin ng awiderangeof Hedthinsurance
optionsand gathering relevant information.

Policy Research (30 minutes):

Instruct learnersto usetheir computers or mobile devicesto research Health
insurancepoliciesonline.

Providealist of reputable Hedl th insurance company websitesor direct learners
to insurance comparison websiteswhere they can explore different Health
insurancepolicies.
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Encouragelearnersto browse through Health insurance policies of different
insurers (to understand their features, coverage options, premiums, exclusions
and additional benefits).

Comparison Exercise (40 minutes):

Ask learnersto select two or three Health insurance policies.

Instruct them to compare the sel ected Heal th insurance policies based on key
factorssuch ascoverage, limits, waiting period, cumul ative bonus, premiums,
deductibles, exclusions, and other termsand conditions.

Encouragelearnersto take notes or use online comparisontoolstofacilitatethe
comparison process.

Group Discussion (20 minutes):

Dividelearnersinto small groupsand facilitate adiscussion on their findings
from the health insurance policy comparison.

Encourage groupsto sharetheir insights, discussthe strengths and weaknesses
of each policy, and debate the factorsthat influenced their decision-making
process.

Emphas zetheimportance of consideringindividua needsand preferenceswhen
selecting aHed thinsurancepalicy.

Recommendation and Presentation (40 minutes):

After thegroup discussion, ask each group to select and recommend the best
Health insurance policy based ontheir collectiveanaysisand discussions.

Have each group prepare ashort presentation summarizing their recommended
Hedlth policy and therationale behind their choice.

Encouragegroupsto usevisua sor onlineresourcesto support their presentations.

Discussion (10 minutes):

Summarizethekey learningsfromtheactivity, highlighting thevaueof utilizing
internet resourcesfor insurance policy research and comparison.

Emphasizetheimportanceof informed decision-making andtheroleof individua
preferencesin saecting the most suitableinsurance policy.

Notes
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Health Insurance The Outcome of the activity:

Through thisactivity, learnerswill devel op essentid digitd literacy skillswhilegaining
practica experiencein researching and comparing healthinsurance policiesonline,

ultimately empowering themto makeinformed decis onswhen selecting hedlthinsurance
coverage.

Practical Manual

Notes
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COMPARATIVE ANALYSIS

ACTIVITY: EXPLORING PMSBY AND

PMJAY INSURANCE SCHEMES

Obijective: Theobjectiveof thisactivity isto enhance the understanding of learners
about two prominent insurance schemesin India- Pradhan Mantri SurakshaBima
Yojana (PMSBY) and Pradhan Mantri Jan Arogya Yojana (PMJAY). Through a
comparativeanayss, learnerswill explorevarious aspects of these schemesincluding
coverage, premiumamount, eigibility criteria, benefits, and mode of payment.

Duration: Approximately 1 hour

Materials Needed:

Worksheetsor templatesfor creating comparativetables.
Pens, pencils, and highlighters.
Whiteboard and markers.

Computer and Internet

Instructions:

Assigntheactivity toanindividual learner or dividethelearnersinto groups,
ensuring each group has accessto the necessary resources.

Provide each group with aworksheet contai ning thefollowing parametersfor
comparison:

< Objectiveof the Scheme
< Insurance Type(Life/Hedth/Accident)

< PremiumAmount (inRs))
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%+ Coverage/ SumAssured Health Insurance
< AgeLimit/Eligibility

< Maximum Premium PaymentAge Practical Manual
< Maurity Benefit

< Death Benefit (Natural Death)

+ Death Benefit (Accidental Degth)

+ Dishility Bendfits " Notes
< Modeof Payment

< Fromwhereto buy?

® Instruct theindividuals/ groupsto research and gather information on each
parameter for both PMSBY and PMJAY.

®  Encouragetheindividuals/ groupsto discuss and analysethe significance of
each parameter in relation to the objectives of the schemes.

® Allocatesufficient timefor group discussionsand research.

®  Oncethegroupshavecompletedther analys's, ask themto prepareacomparative
report highlighting thedifferencesand smilaritiesbetween PMSBY and PMJAY
based on the parameters provided.

® Eachgroupshould present their findingsto the class, explaining their rationale
behind the comparisons.

® Encourageadiscussonamongall individuas/ groupsto exchangeinsightsand
perspectives.

®  Concludetheactivity by summarizing thekey learningsand reinforcing the
understanding of the differencesand similarities between the two insurance
schemes.

® Note Thelearnerscan usevarioussourcessuch asofficia government websites,
insurance company portals, or trusted news sourcesto gather information for
their andysis.
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COMPARATIVE ANALYSIS ACTIVITY: EXPLORING PMSBY AND PMJAY INSURANCE SCHEMES

Worksheet:

Parameters

PMSBY PMJAY

The objective of the Scheme

Insurance-related to
(Life'Hedth/Accident)

PremiumAmount (inRs.)

Coverage/ SumAssured

AgeLimit/Eligibility

Maximum Premium PaymentAge

Maturity Benefit

Death Benefit (Natura Degth)

Desth Benefit (Accidental Desth)

Disahility Bendfits

Mode of Payment

Fromwhereto buy?

Invigilator'sSign

Open Vocational Educational Programme



Practical - 20

ONLINE PERSONALACCIDENT
INSURANCE POLICY RESEARCH
AND COMPARISON

Obijective: Toenablelearnersto utilizeinternet resourceseffectively for researching
and comparing Personal Accident insurance policies, thereby facilitating informed
decision-making in salecting themost suitable policy.

Case Study

Animesh, a40-year-old college Assistant Professor, isthe sole breadwinner of his
family, whichincludeshiswife, Sunita(age 38 years)and one son (age 10 years). He
hasasaary package of Rs10 lakhsper annum. Recognizing theimportance of securing
hisfamily'sfinancia future, Animesh decidesto purchase apersona accident policy
for himsdlf. After conducting thorough research, heisconfused which persona accident
insurance policy to choose consi dering varioustermsand conditions.

Materials Needed:
®  Accesstocomputersor mobiledeviceswithinternet connectivity

® Ligtof reputable Personal Accident insurance company websitesor insurance
comparison websites

®  Pensor pencils
Introduction to the activity (10 minutes):

® Explaintheimportance of thorough research and comparison when selecting a
Persona Accident insurancepolicy.

® Emphaszetheroleof theinternetin ng awiderangeof Personal Accident
insurance optionsand gathering rel evant information.

Module - 4
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Policy Research (30 minutes):

Instruct learnersto usetheir computersor mobile devicesto research Personal
Accidentinsurancepoliciesonline.

Providealist of reputable Personal A ccident insurance company websitesor
direct learnerstoinsurance comparison websteswherethey can exploredifferent
Persona Accident insurancepolicies.

Encouragelearnersto browse through Personal Accident insurance policiesof
different insurers (to understand their features, coverage options, premiums,
exclusonsand additional benefits.

Comparison Exercise (40 minutes):

Ask learnersto select two or three Personal Accident insurancepolicies.

I nstruct them to comparethe sd ected Persona Accident insurancepoliciesbased
on key factors such as coverage, limits, waiting period, cumulative bonus,
premiums, deductibles, exclusions, and other termsand conditions.

Encouragelearnersto take notes or use online comparisontoolstofacilitatethe
comparison process.

Group Discussion (20 minutes):

Dividelearnersinto small groupsand facilitate adiscussion on their findings
from the Personal A ccident insurance policy comparison.

Encourage groupsto sharetheir insights, discussthe strengths and weaknesses
of each policy, and debate the factorsthat influenced their decision-making
process.

Emphasizetheimportance of consideringindividua needsand preferenceswhen
selecting aPersonal Accident insurance palicy.

Recommendation and Presentation (40 minutes):

After the group discussion, ask each group to select and recommend the best
Personal Accident insurance policy based on their collective analysis and
discussons.

Have each group prepare ashort presentation summarizing their recommended
Personal Accident policy and therationae behind their choice.

Encouragegroupsto usevisua sor onlineresourcesto support their presentations.
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Discussion (10 minutes):

® Summarizethekey learningsfromtheactivity, highlighting thevaueof utilizing
internet resourcesfor insurance policy research and comparison.

®  Emphaszetheimportanceof informed decison-making andtheroleof individua
preferencesin salecting the most suitableinsurance policy for Mr Animesh.

® Emphasizetheimportanceof reading thefine print and understanding theterms
and conditions of each insurance policy before making adecision. Givethe
need based best personal accident policy to Mr Animesh.

The Outcome of the Activity:

Through thisactivity, learnerswill devel op essentid digitd literacy skillswhilegaining
practical experiencein researching and comparing persond accidentinsurancepolicies
online, ultimately empowering them to make informed decisions when selecting
insurance coverage.

Notes
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HEALTH INSURANCE PROPOSAL
FORM COMPLETION

Obijective: Tofamiliarizelearnerswith the process of completing aHealth Insurance
Proposal Form, thereby enhancing their understanding of theinformation required for
hedthinsurancepoalicies.

Materials Needed:

®  SampleHedthInsurance Proposal Form
®  Pensor pencils

®  Whiteboard/ Projector

® Markers

Introduction (10 minutes):

®  Beginby explaining theimportance of healthinsuranceandtheroleof aHedlth
Insurance Proposal Formintheinsurance process.

® Provideanoverview of theactivity objectivesand what | earners can expect to
gainfrom participating.

Form Explanation (10 minutes):

®  Wakthrough each section of theform, explaining the purposeand significance
of theinformation requested.

Group Formation (5 minutes):

® Theactivity can beassignedtoindividual learnersor dividethelearnersinto
small groups, ensuring amix of backgroundsand experiencesif possible.

Module - 4

Health Insurance
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HEALTH INSURANCE PROPOSAL FORM COMPLETION

Form Completion (30 minutes):

® Ingtructtheindividuals/ groupsto collaboratively fill out the Health Insurance
Proposal Form.

®  Encouragethemtodiscussand deliberate on theinformationto ensureaccuracy
and completeness.

® Emphasizetheimportanceof providing accurate medica history and persona
information.

Peer Review (10 minutes):
® Instructor canreview the completed formsor can get it peer reviewed.

®  For Peer Review, after completing theforms, instruct each group to exchange
their filled-out form with another group.

® Askthe groupsto review the form they received, checking for accuracy,
compl eteness, and adherencetoingtructions.

Discussion (15 minutes):
® Fadlitateadiscussonontheexperienceof completing and reviewing theforms.

®  Encouragegroupsto share any challengesfaced during the activity and how
they addressed them.

®  Discusscommonmistakesor areasof confusonidentified during the peer review
Process.

Question &Answer Session (10 minutes):

®  Openthefloor for questionsfromthelearnersregarding any aspect of theHedth
Insurance Proposal Form or healthinsurancein general.

® Providedarificationsand additional explanationsasneeded.
Conclusion (5 minutes):

® Summarizethekey learningsfromtheactivity, emphasizing theimportance of
accuracy and thoroughnessin completing insuranceforms, especialy inthe
context of healthinsurance.

® Renforcethesignificanceof understanding theinformation required for health
insurancepolicies.

Open Vocational Educational Programme



HEALTH INSURANCE PROPOSAL FORM COMPLETION M Od u Ie = 4

Additional Tips: Health Insurance
®  Encourageactive participation and collaboration within thegroups.

® Beavailableto provideguidanceand clarification throughout theactivity. Practical Manual
The outcome of the Activity:

By engaginginthisactivity, learnerswill not only gain practica experienceincompleting
health insuranceforms but al so devel op adeeper understanding of the complexities
involvedin health insurance processes.

Notes
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Practical - 22

HEALTH INSURANCE CLAIM
FORM COMPLETION

Obijective: Tofamiliarizelearnerswith the process of completing aHealth Insurance
Claim Form, thereby enhancing their understanding of theinformation required for
filinghedthinsuranceclams.

Materials Needed:

®  SampleHedthInsurance ClamForm
®  Pensor pencils

®  Whiteboard/ Projector

® Markers

Introduction (10 minutes):

®  Beginby explaining theimportanceof hedlthinsuranceclamsandtheroleof a
Health Insurance Claim Forminthe claims process.

® Provideanoverview of theactivity objectivesand what | earners can expect to
gainfrom participating.

Form Explanation (10 minutes):

®  Wakthrough each section of theform, explaining the purposeand significance
of theinformation requested.

Group Formation (5 minutes):

® Theactivity can beassignedtoindividual learnersor dividethelearnersinto
small groups, ensuring amix of backgroundsand experiencesif possible.

Open Vocational Educational Programme



HEALTH INSURANCE CLAIM FORM COMPLETION

Form Completion (25 minutes):

Instruct theindividuals/ groupsto collaboratively fill out the Health Insurance
ClamForm.

Encouragethemto discussand deliberate on theinformation to ensureaccuracy
and completeness.

Emphas zetheimportanceof providing accurate detailsof themedical trestment,
expensesincurred, and supporting documents.

Peer Review (10 minutes):

Instructor can review the completed formsor can get it peer reviewed.

For Peer Review, after completing theforms, instruct each group to exchange
their filled-out form with another group.

Ask the groups to review the form they received, checking for accuracy,
compl eteness, and adherencetoingtructions.

Discussion (15 minutes):

Facilitateadiscuss on ontheexperience of completing and reviewing theforms.

Encourage groupsto share any challengesfaced during the activity and how
they addressed them.

Discusscommon mistakesor areasof confusionidentified during the peer review
Process.

Question &Answer Session (10 minutes):

Openthefloor for questionsfromthelearnersregarding any aspect of theHedlth
Insurance Claim Formor health insurance claimsin generdl.

Provideclarificationsand additiona explanationsas needed.

Conclusion (5 minutes):

Summarizethekey learningsfrom the activity, emphasi zing theimportance of
accuracy and thoroughnessin completing insurance claim forms, especidly in
the context of healthinsurance.

Reinforcethesignificance of understanding theinformation requiredfor filing
hedthinsuranceclams.

Notes
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HEALTH INSURANCE CLAIM FORM COMPLETION

Additional Tips:

Encourage active participation and col laboration within thegroups.

Beavailableto provide guidance and clarification throughout the activity.

The outcome of the Activity:

By engaginginthisactivity, learnerswill not only gain practica experienceincompleting
hedlthinsuranceclaimformshbut al so devel op adegper understanding of the procedures
involvedinfiling hedthinsuranceclams.

SAMPLE HEALTH INSURANCE CLAIM FORM

Broad Guidelines for Claim Process

1

2.

Pleaseensure Claim formiscompletely filled, signed and submitted in original .

Pleaseprovideat |east two contactable mobile numbersand e-mail id for further
communicationrelated toyour claim.

Indicativelist of claim documents hasbeen provided in the Claim Form under
Section E. Pleaseensure all the documentsare submitted in original for smooth
processing of claim.

Claim processing will bedelayed in absence of original documents.

Claim paymentsare made only through Online Bank Transfers. Please submit
the Bank Account detail s along with acancelled cheque. The bank accounts
detailsneed to be mentioned in Section G of the Claim Form.

Inadditionto above, if the claim amount ismorethan Rs 1 Lakhthenfollowing
additiona documentsarerequired:

KY C Documents (If Applicable)

Brief description of the key documents required along with the claim form

1.

Indoor Case Papers - Thisdocument isprepared by hospital ondaily basis
which maintainsdaily doctor notes, nursing notes, patient progressdetailsand
having patient condition summary from the date of admissiontill discharge.

Hospital Discharge Summary - Summary of hospitalization periodincluding

- Admission date, dischargedate, diagnosis, line of treatment given to patient
during hospitdization and further adviceon discharge.
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HEALTH INSURANCE CLAIM FORM COMPLETION

3.

Payment Receipts - Receiptsof payment doneto hospital authoritiestowards
al bills, investigation reportsor any other proceduredone.

Consultation Papers - Written prescription of the Medical Practitioner with
whom patient has consulted.

NEFT (Net Electronic Fund Transfer) - Werequireorigina cancelled cheque
of the policyholder and relevant detail sto bemandatorily filled under Sector-G
of cdamform.

Terms and Conditions for Payments through RTGS/NEFT

1

Thedetallsprovided by the policyholder inthe mandate form shdl be considered
asfina and Hed th Insurance company shall not beresponsiblefor crossverifying
of any of the detailsprovided therein.

Thepolicy holder agreesthat transaction through RTGS/NEFT facility may attract
inward RTGS/NEFT charges, whichif levied by the policyhol der'sbank shall
be borne by the policy holder only.

Submission of documentsor bank detailsor any other information doesnotin
any way, shapeor form, imply or expressor suggest admission of liahility by the
company.

I/Wefurther undertaketo refund any excess amount whether demanded by
Health Insurance Company or not, which hasbeen credited in excessto my
account at any time dueto any reason within 7 days of such receipt of such
communication from Health Insurance Company of such excesscredit or such
information of excesscredit coming to theknowl edge of thepolicy holder through
any other source.

The policyholder agreesthat under RTGS/NEFT facility, theremay berisk of
non-payment in the policyhol der accounts number on the day of the credit of
paymentsdueto changein theapplicableregulationspertainingto RTGS/NEFT
facility or dueto any other reasonswithout any fault/inaction/failure on part of
Hedth Insurance Company or any factor beyond the control of Health Insurance

Company.

Notes
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Module - 4

FORMAT OF CONSENTLETTER Health Insurance
Date
To, Practical Manual

The Medical Superintendent

Dear Sir, Notes
SUB: Authorization in favour of M/s Health Insurance Limited and its authorized agents.

I have undergone treatment for

from to in your hospital under Inpatient
No

[ hereby authorise M/s Health Insurance Company and/or its authorised representative
to seek any medical information / records from you or from theMedical Practitioners
who has attended on me in connection with the above ailment.

[ have no objection in case they seek such information/records in whatsoever regards.
Thanking You,
Yours Faithfully

(Signature of the Claimant)

Address of the Insured -
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Practical - 23

INSURANCEAGENT LICENSE
APPLICATION COMPLETION

Objective: Tofamiliarizelearnerswith the processof completinganApplicationfor a
Licenseor Renewal of LicensetoAct asan Insurance Agent, thereby enhancing their
understanding of the requirementsand proceduresinvolved in obtaining or renewing
aninsuranceagent license.

Materials Needed:

SampleApplication for License/Renewa Formfor InsuranceAgent
Pensor pencils
Whiteboard / Projector

Markers

Introduction (10 minutes):

Begin by explaining theimportance of insurance agentsand theroleof licensing
intheinsuranceindustry.

Providean overview of theactivity objectivesand what | earners can expect to
gainfrom participating.

Form Explanation (10 minutes):

Walk through each section of theform, explaining the purpose and significance
of theinformation requested.

Highlight any specific requirements or documentation needed for license
application or renewal.

104
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INSURANCE AGENT LICENSEAPPLICATION COMPLETION

Group Formation (5 minutes):

Theactivity can beassigned toindividual learnersor dividethelearnersinto
small groups, ensuring amix of backgroundsand experiencesif possible.

Form Completion (25 minutes):

Instruct theindividuals/ groupsto collaboratively fill out theApplicationfor
License/Renewa Formfor InsuranceAgent.

Encouragethemto discussand deliberate on theinformation to ensureaccuracy
and completeness.

Emphasizetheimportance of providing truthful information and fulfilling all
necessary requirements.

Peer Review (10 minutes):

Instructor can review the completed formsor can get it peer reviewed.

For Peer Review, after completing theforms, instruct each group to exchange
their filled-out form with another group.

Ask the groups to review the form they received, checking for accuracy,
compl eteness, and adherencetoingtructions.

Discussion (15 minutes):

Facilitateadiscusson ontheexperience of completing and reviewing theforms.

Encourage groupsto share any challengesfaced during the activity and how
they addressed them.

Discusscommon mistakesor areasof confusionidentified during the peer review
Process.

Question &AnswerSession (10 minutes):

Open the floor for questions from the learners regarding any aspect of the
Applicationfor License/Renewa Formfor Insurance Agent or insurance agent
licensngingenerd.

Provideclarificationsand additiona explanationsas needed.

Conclusion (5 minutes):

Summarizethekey learningsfrom the activity, emphasi zing theimportance of
accuracy and compliancein completing insurance agent license applicationsor
renewals.

Module - 5

Regulatory Aspects
in Insurance

Practical Manual

Notes
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M Od u Ie - 5 INSURANCE AGENT LICENSEAPPLICATION COMPLETION

REQU"I'ﬂO"V Aspects ® Reinforcethesignificance of understanding the requirementsand procedures
In Insurance . . . . . .
involved in obtaining or renewing aninsurance agent license.

_ Additional Tips:
Practical Manual

®  Encourageactive participation and collaboration within thegroups.
® Beavailableto provideguidance and clarification throughout theactivity.
The outcome of the Activity:

—_— “Notes By engaginginthisactivity, learnerswill gain practicd experiencein completinginsurance
otes agent licenseapplicationsor renewals, whilea so devel oping adeeper understanding
of theregulatory requirementsintheinsuranceindustry.
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INSURANCE AGENT LICENSEAPPLICATION COMPLETION

FORM IRDA-AGENTS-VA
(See Regulation 3)

Insurance Regulatory and Devel opment Authority (Licensing of Insurance Agents)
Regulations, 2000.

APPLICATION FORALICENCE/RENEWALOFLICENCE TOACTAS
AN INSURANCEAGENT

TO

THE INSURANCE REGULATORYAND DEVELOPMENT AUTHORITY,
DEPARTMENT OF LICENSING

NEW DELHI.
DEARSIRS,
| request that ---

(@ alicencetoact asaninsuranceagent* / acompositeinsurance agent* may
begrantedto me.

(b) *my licence bearing number and expiry date
maly berenewed for afurther period of threeyears.

2. | hereby declarethat particulars given below aretrue and that thelicencefor
which 1 apply will beused only by myself for soliciting or procuring insurance
businessfor onelifeinsurer* / onegenera insurer* / both*.

(1) Name

(2 Father's’THusband'sName:

(3) Full Address.

HouseNo.:

Street:

Town:

Didtrict: :

State:

Module -

5

Regulatory Aspects

in Insurance

Practical Manual

Notes
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INSURANCE AGENT LICENSEAPPLICATION COMPLETION

4
)
(6)

()

8

©)

(10)

(11)

Pin Code:

TelephoneNo.

(STD Code- Number):

Dateof Birth: Day- Month-Year

Title: Sate1if areMr., 2Mrs,, 3Miss:

If you ever heldaLicence, state No. and date of expiry, otherwise say "Nil".
(@ LicenceNumber:

(b) Dateof Expiry: Day- Month-Year

If you apply for licencetowork for alifeinsurer, state 1, for agenera insurer,
state 2, for both state 3.

If you arean applicant fromarura place,

state 1.

Educationa Qudifications.
State 1, if you passed Class X ; 2: Class X|I; 3: Graduate;
4: Post-graduate ; 5: if you hold aprofessiona qudification
suchasACA, FASI,AICWA.):

Give particularsof passin pre-recruitment test conducted by the Insurance
Ingtitute of Indiaor any examination body:

(@& Nameof Examination Body:

(b) Candidate'sNumber:

(c) Centreof Examination:

(d) Dateof Passing:

(Day- Month-Year)
Giveparticularsof Practica Training completed from an approved ingtitution.

(@ TrainingHourscompleted:

(b) Nameof Training Indtitute:

(¢) CandidatesNumber:

108
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INSURANCE AGENT LICENSEAPPLICATION COMPLETION

(d) Centre(Place) of Training:
() SartingDateof Training: (Day- Month-Year)

3. | further declarethat----

(@ 1 have not been found to be of unsound mind by a court of competent
juridiction;
(b) 1 havenat beenfound guilty of criminal misgppropriation or crimind breach

of trust or cheating or forgery or an abetment of or attempt to commit any
such offence by acourt of competent jurisdiction;

(©) 1 havenot been found guilty of or to have knowingly participated in or
connived at any fraud, dishonestly or mis-representation against aninsurer
or aninsuredinthe courseof any judicia proceeding relating to any policy
of insurance or thewinding up of an insurance company or inthe course of
aninvestigation of theaffairsof aninsurer; and

(d) # havenot violated the code of conduct specified under Regulation 8 of
Insurance Regulatory and Development Authority (Licensing of Insurance
Agents) Regulations, 2000).

4. | havemadethepayment of licencefeeof rupeestwo hundred and fifty and for
which | enclosethe documentary evidence.

5. I enclosethefollowing documentsin support of the educational qualification,
pre-recruitment test, and the practical training.
@ (b)
Place Yoursfathfully
Date Signatureof applicant

(* Strikeout portion not required.)
(#not applicableto the applicants seeking licencefor thefirst time.)
Notes and Instructions

1. Anindividua canapply for only onelicencewhichwill entittehimto solicit or
procureinsurance busi ness of any classand to act asan insurance agent for one
lifeinsurer, onegenera insurer, or both.

2. Theapplicaionshould befilledin, asfar aspossble, inHindi languageor English
language.

Notes

Module - 5
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INSURANCE AGENT LICENSEAPPLICATION COMPLETION

3.

Any correction or dteration madein any answer tothe questionsintheapplication
should beinitialed by the applicant.

Anapplicant must be at |east 18 years of age on the date of the application. If
required the applicant shal furnish proof of age.

An applicant shall furnishthe proof of educationa qualification, passinthepre-
recruitment test conducted by the Insurance I nstitute of India, Mumbai or an
examination body approved by the I nsurance Regulatory and Devel opment
Authority, and completion of practicd training fromatraining inditution approved
by the Insurance Regulatory and Development Authority, along with the
application. Thisisnot applicable wherethe applicant isan absorbed agent.

Thefees payable by an applicant isrupeestwo hundred and fifty.

Thenameandthelicence No. giveninthe application areidentical withthose
showninthelast licencehdd. If thereisany subsequent changeinthename, the
reasonsfor the same should be stated furnishing documentary evidencefor the
same.

The gpplication should reach the designated person before the expiry of licence
held by the applicant but not morethan three months before such expiry. If the
application does not reach the designated person at least 30 daysbeforethe
date on which thelast licence ceasesto beinforce, an additional fee of one
hundred rupees should be payable. In this connection please also refer to the
provisions of sub-sections (3) and (3A) of section 42 of the InsuranceAct,
1938.

If theapplicant desirestowork for alifeinsurer or agenera insurer or both, as
the case may be, he should enclose the documentary evidence of therelevant
passin the pre-recruitment test and the completion of the relevant practical
traning.
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UNDERSTANDING RECENT
AMENDMENTS IN THE MOTOR
VEHICLESACT, 1988 Notes

Objective: Tofamiliarizelearnerswiththefiverecent amendmentsintheMotor Vehicles
Act, 1988, and their implicationsoninsurance-related matters.

Materials Needed:

® Summary of thefiverecent amendmentsintheMotor VehiclesAct, 1988
®  Whiteboard/ Projector

® Markers

®  Computer and Internet

Introduction (10 minutes):

® Beginby explaningthesgnificanceof theMotor VehiclesAct, 1988, inregulating
road safety and trafficrulesinIndia.

® Introducethe purposeof theactivity, whichisto explorerecent amendmentsin
theAct and understand their impact oninsurance-rel ated aspects.

Overview of Recent Amendments (15 minutes):

® Provideabrief summary of thefiverecent amendmentsinthe Motor Vehicles
Act, 1988, focusing on changesrelevant to insurance, such as penaltiesfor
traffic violations, insurancerequirements, and compensationfor victims.

®  Highlight key pointsand discusstherational e behind each amendment.
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Notes

UNDERSTANDING RECENT AMENDMENTS IN THE MOTOR VEHICLESACT, 1988

Group Formation (5 minutes):

® Theactivity can beassignedtoindividual learnersor dividethelearnersinto
small groups, ensuring amix of backgroundsand experiencesif possible.

Amendment Analysis (30 minutes):

® Assigneachindividual/group oneof thefiverecent amendmentsinthe Motor
VehiclesAct, 1988.

®  Ingtruct theindividuas/groupsto discussand andysetheir assigned amendment,
focusing onitsimplicationsfor insurance matters.

®  Encourageindividual s/groupsto brainstorm potential changesininsurance
policies, premiumrates, claimsprocessing, etc., resulting from theamendment.

®  They may searchfor theinformation oninternet using computersfor detailed
information.

Presentation Preparation (20 minutes):

® Askeachindividual/groupto prepareabrief presentation summarizing their
anadysisof theassgned amendment and itsimpact oninsurance-rel ated aspects.

® Provideguiddineson presentation format andtimelimit.
Group Presentations (30 minutes):

® Haveeachindividua/grouppresent their findingsandinsightsontheir assigned
amendmen.

®  Encourageother participantsto ask questionsand engagein discussionsafter
each presentation.

Discussion and Reflection (15 minutes):

® Fadlitaeacdasswidediscussonontheoveral impact of therecent amendments
oninsurance practicesand policies.

®  Encouragelearnerstoreflect on how insurance companiesand policyholders
can adapt to the changes brought about by the amendments.

Conclusion (5 minutes):

® Summarizethekey learningsfromtheactivity, emphasizing theimportance of
staying updated on legidative changesand their implicationsfor insuranceinthe
context of road safety.
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UNDERSTANDING RECENTAMENDMENTS IN THE MOTOR VEHICLESACT, 1988

® Encouragelearnersto continue exploring and understanding the evolving
landscape of insuranceregulations.

Additional Tips:

® Provide access to relevant resources or documents outlining the recent
amendmentsfor further reference.

®  Encourageactive participation and collaboration within thegroups.

® Beavailableto provideguidance and clarification throughout theactivity.

The outcome of the Activity:

Throughthisactivity, learnerswill gain adeegper understanding of therecent amendments
inthe Motor VehiclesAct, 1988, and how they influenceinsurance-related matters,
thusenhancing their knowledge and awarenessinthefield of insurance.

Notes

Module - 5

Regulatory Aspects
in Insurance

Practical Manual
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Practical - 25

DENTIFYING DOCUMENTS FOR
KYC COMPLIANCE IN THE
INSURANCE INDUSTRY

Objective: To familiarize thelearnerswith the documentsthat could be used for
KY C compliance.

Case Study:

ABC Insurance Company hasrecently implemented stringent Know Your Customer
(KY C) guidelinesin compliance with theregulations outlined in the Prevention of
Money Laundering Act and Anti-Money Laundering guidelines. Aspart of their KYC
policy, the company requires agentsto collect specific documentsfrom customers
during theinsurance application process. However, agentsarefacing challengesin
understanding the exact documentsrequired for KY C compliance. Theinsurance
industry, like other financial sectors, is susceptibleto money laundering activities.
Criminalsoften attempt to launder illicit fundsthroughinsurancetransactionsby using
faseidentitiesor engaging in fraudulent activities. To mitigate such risks, regulatory
authoritieshave mandated strict K'Y C proceduresfor insurance companies.

During the K'Y C process, insurance agents must collect various documentsfrom
customerstoverify their identity and assesstheir risk profile. Thefollowing documents
areavailablewiththeclient:

® UtilityBill [ ) ID Cardfrom an employer
®  Shopping Recept [ ) Passport

®  Sdf-Declarationof Age [ ) Rental Agreement

® DrivingLicense [ ) E-wadllet satements

® CollegelD Card [ ) IncomeTax Returns(ITR)

Module - 5

Regulatory Aspects

in Insurance

Practical Manual

Notes
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DENTIFYING DOCUMENTS FOR KYC COMPLIANCE IN THE INSURANCE INDUSTRY

® Aadhaar Card [ ) Magazine Cutout

® GymMembershipCard [ ) Bank Statements

® \Voter'sidentity Card [ ) MovieTicket

® Budgetof anindividua [ ) Statement of Purpose

® PAN Number [ ) InsuranceApplication Form
®  Passport-sized Photograph [ ) Horoscope

®  Photographwithfriends [ ) Grocery Shopping List

Learnersmust study Anti-money laundering and know your customer guidelinesfor
answering thefollowing questions.

Questions:

1. Identify thedocumentsthat could beused for KY C compliancefor various
purposes and distinguish them fromirrel evant documents.

2. Doyouthink Document Collection Processfor K'Y C compliancewill besame
forindividuds, corporates, partnershipfirmsand trusts?If not, what al documents
shall be collected from these persons?

The outcome of the Activity:

Through thisactivity, learnerswill be ableto identify the documentsthat can be used
for KY C complianceintheinsuranceindustry.
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