
l;6Lhg nfO{km OG:of]/]G; sDkgL lnld6]8 

gful/s j8fkq 

qm= 

;+= 
;]jf÷;'ljwfsf] k|sf/ cfjZos sfuhft z'Ns / b:t'/ nfUg] ;do 

lhDd]jf/ clwsf/L 

k|yd låtLo t[tLo 

!  
hLjg aLdf ;DaGwL 

hfgsf/L lng]  
;Lwf jf 6]lnkmf]g ;Dks{ gnfUg] t'?Gt} 

sDkgLsf ;a} sfof{no 

tyf cflwsfl/s 

clestf{ 

Kffos kg]{ 

Zffvf÷pkzfvf 

k|d'v 

If]lqo k|aGws 

@  aLdfn]v v/Lb ug{  

!_ aLdf k|:tfj kmf/d  

@_ AolQmut :jf:Yo ;DaGwL ljj/0f 

#_ hGd ldlt v'n]sf] sfuhft -gful/stf÷ kf;kf]6{÷z}lIfs 

k|df0fkq÷hGdbtf{ cfbL_  

$_ aLldt÷k|:tfjssf] kmf]6f]  

%_ u|fxs kl/ro ljj/0f  

^_ clestf{ k|ltj]bg -clestf{ ;+nUg eP_  

&_ lrlsT;s k|ltj]bg -cfjZostf cg';f/_, :j:Yo kl/If0fsf] k|ltj]bg  

aLdfÍ tyf hflvd 

axg ] adf]lhd 

lk|ldod lgwf{/0f x'g] 

lgwf{/Lt lk|ldodsf] 

e'Qmfg eP kZrft 

Kffos kg]{ 

Zffvf÷pkzfvf k|d'v 
If]lqo k|aGws 

Hff]lvdfÍg 

ljefu k|d'v 

#  aLdfn]v ;+;f]wg  ;+;f]wgsf] cf}lrTo k'li6 ug]{ k|df0f sfuhft ;+nUg u/L lgj]bg lbg'kg]{ . gnfUg] ;f]lx lbg leq 
;DaGwLt 

Zffvf÷pkzfvf k|d'v 
If]lqo k|aGws 

bfjL ljefu 

k|d'v 

$  aLdfn]v x/fP÷gfl;Pdf   lgj]bg lbg'kg]{ . 

;"rgf k|sfzg vr{, 

aLdfn]v vr{ ? 

@)). / lgodfg';f/ 

x'nfs l6s6 

;'rgf axfn /xg] 

clGtd ldtLsf] 

ef]nLkN6 

;DaGwLt 

Zffvf÷pkzfvf k|d'v 
If]lqo k|aGws 

bfjL ljefu 

k|d'v 

%  aLdfn]v k'ghf{u/0f  
lg/Gt/ :jf:Yo /x]sf] pb\3f]if0f kmf/d tyf :jf:Yo kl/If0f k|ltj]bg -

cfjZostf cg';f/_ ;+nUg u/L lgj]bg lbg'kg]{ 
lgodfg';f/ 

lgj]bg k|fKt ePsf] 

& lbg leq 

;DaGwLt 

Zffvf÷pkzfvf k|d'v 
If]lqo k|aGws 

bfjL ljefu 

k|d'v 

^  bfjL e'QmfgL ;DaGwdf  

cfjZos sfuhftx?M  

!_ cjlw bfjL e'QmfgL  

;Ssn aLdfn]v, bfjL k5of}{6 k'hf{\, gful/stf k|df0fkqsf] k|ltlnkL 

;+nUg u/L lgj]bg lbg'kg]{ 

@_ d[To' bfjL e'QmfgL  

OR5fPsf] AolQmn] e/]sf] bfjL ljj/0f, kl/ro k|df0fkq, c:ktfndf d[To' 

ePdf d[To' k|df0f kq, gftf k|df0fkqsf] k|ltlnkL, uf= kf= ÷g=kf=af6 

hf/L d[To' btf{sf] k|df0fkqsf] k|ltlnkL, jLldt tyf OR5fO{Psf] AolQmsf] 

gful/stfsf] k|df0fkqsf] k|ltlnkL, ;+/Ifs k|dfl0ft ul/Psf] k|df0fkqsf] 

k|ltlnkL (OR5fPsf] AolQm gfafns ePsf] cj:yfdf_  

 

lgodfg';f/ x'nfs 

l6s6 

aLdf P]g÷lgodfj 

nL÷lgb]{lzsf 

adf]lhd 

;DaGwLt 

Zffvf÷pkzfvf k|d'v 

 

bfjL ljefu 

k|d'v 

k|d'v ;+rfng 

clwsf/L 



#_ b'3{6gfaf6 d[To' ePsf] cj:yfdf 

dfyL s|= ;+= ^ -@_ df pNn]v ePsf] sfuhftsf] cltl/Qm zj kl/If0f 

k|ltj]bg, k|x/L k|ltj]bg tyf ;h{ldg d'r'Nsf -;Dej eP ;Dd_ ;+nUg 

u/L lgj]bg lbg'kg]{ .   

&  aLdfn]v lwtf]df shf{   ;Ssn aLdfn]v ;+nUg u/L lgj]bg lbg'kg{] 

lgodfg';f/ x'nfs 

l6s6 

lgj]bg k|fKt ePsf] 

& lbg leq 

;DaGwLt 

Zffvf÷pkzfvf k|d'v 

bfjL ljefu 

k|d'v 

k|d'v ;+rfng 

clwsf/L 

*  
aLdfn]v ;dk{0f÷r'Qmf d"No 

e'QmfgL  

dfyL ^ -!_ adf]hLdsf] sfuhft ;+nUg 

u/L lgj]bg lbg'kg]{ .  

lgodfg';f/ x'nfs 

l6s6 

lgj]bg k|fKt ePsf] 

& lbg leq 

;DaGwLt 

Zffvf÷pkzfvf k|d'v 

bfjL ljefu 

k|d'v 

k|d'v ;+rfng 

clwsf/L 

( 

uf]klgotfsf] xgg tyf  

sDkgLsf] 

Whistleblowing Policy 

adf]hLdsf] ph'/L 

O{-d]n tyf kq dfk{mt pNn]lvt 

ljlgod adf]hLd kqfrf/ ug]{ 
gnfUg] 

ph'/Lsf] 

uDeLo{tfsf] 

cfwf/df 

kl/kfng clws[t 
kl/kfng 

clws[t 

kl/kfng 

clws[t 

 

  



Citizen Life Insurance Company Ltd. 

Citizen Charter 

SN Service Required Documents Charges Timeframe 
Responsible Officers 

Primary Secondary Tertiary 

1.  
Inquiry about 

insurance 

products 

Telephone/ face to face conversation None Immediately 

Authorized agents 

of the company or 

any office of the 

company 

Branch 

Manager of 

the nearest 

branch 

Regional Manager 

2.  

Issuance of 

Insurance Policy 

Submission of following documents: 

1. Proposal Form 

2. Health Details form 

3. Valid Identification Document issued by 

government authority 

4. Photograph of the proposer & nominee 

5. Customer Due Diligence form 

6. Agent’s report 

7. Medical checkup report (as required)  

Defined Insurance 

Premium 

Upon receipt of premium 

against accepted proposals 

BOA/ concerned 

BM 

Regional 

Manager 

Head of 

Underwriting 

Department 

3.  
Amendment of 

issued policy 

Submit application along with the document 

justifying reason of amendment 
None Within the day of application 

BOA/ concerned 

BM 

Regional 

Manager 

Head of 

Underwriting 

Department 

4.  

Request of a copy 

of policy 
Submit application 

Notice Publishing 

Cost (Actual) + 

NRs. 200 for 

administrative cost 

If no claim is filed within the 

timeframe provided in the 

notice, within 1 day of the last 

date of notice 

BOA/ concerned 

BM 

Regional 

Manager 

Head of Claims 

Department 

5.  

Revival of Policy 

Application along with health declaration 

form & medical examination report (as 

required) 

As applicable 7 days 
BOA/ concerned 

BM 

Regional 

Manager 

Head of Claims 

Department 

6.  

Claim Payment 

1. Maturity Claim 

Application along with original policy 

document, discharge voucher and certified 

copy of identification document (issued by 

government authority) 

 

2. Death Claim 

Claim form filled up by nominee, 

identification document of the nominee (of 

Postal Stamp as 

required 

 

 

1 day 

 

Within the timeframe 

specified in Insurance 

Act/Rules from the date of 

submission of all the required 

documents 

BOA/ concerned 

BM 

Head of 

Claim 

Department 

Chief Operating 

Officer 



SN Service Required Documents Charges Timeframe 
Responsible Officers 

Primary Secondary Tertiary 

the legal guardian in case nominee is a minor), 

death certificate, relationship certificate, death 

registration certificate. 

 

3. Accident Claim 

Following documents in addition to those 

under (2) above: 

Police report, post mortem report & Spot 

accident report. 

 

(Additional documents maybe asked to be 

submitted if required under the company’s 

claim handling procedure) 

7.  
Loan against 

policy 

Application along with original policy 

document 

Postal Stamp as 

required 
7 days 

BOA/ concerned 

BM 

Head of 

Claim 

Department 

Chief Operating 

Officer 

8.  Payment of 

Surrender/Paidup 

value 

Application along with documents as per 6(1) 

above 

Postal Stamp as 

required 
7 days 

BOA/ concerned 

BM 

Head of 

Claim 

Department 

Chief Operating 

Officer 

9.  Action against 

breach of privacy 

and as per 

company’s 

whistleblowing 

policy (hyperlink) 

Written application/e-mail as per company’s 

Privacy Policy (hyperlink) 
None 

Dependent upon severity of 

the Case 

Regional/Branch 

manager 

Chief 

Operating 

Officer 

Compliance 

Officer 

 


