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GOVERNMENT OF KERALA

Finance Department - Medical Insurance Scheme for State Government Employees and
Pensioners — MEDISEP — Implementation through Oriental Insurance Company Ltd.

(OICL) — Scheme details sanctioned — Orders issued.

FINANCE ( HEALTH INSURANCE) DEPARTMENT
G.0.(P) No.70/2022/Fin Dated, Thiruvananthapuram, 23/06/2022

Read :- 1) G.O.(P) No.54/2017/Fin Dated 24/04/2017.
2) G.O.(P) No.01/2022/Fin Dated 01/01/2022.

ORDER

As per the Government order read 1 above, sanction has been accorded for the
implementation of Medical Insurance Scheme for the State Government Employees,
Pensioners/Family Pensioners and their eligible family members based on the
recommendation of the Tenth Pay Revision Commission. Later Government decided to
extend the Scheme to Employees and Pensioners of Universities which receive Grant-in-
Aid from the State Government and Local Self Government Institutions and directly
recruited personal staff of Chief Minister, Ministers, Leader of Opposition, Chief Whip,
Speaker, Deputy Speaker, Chairmen of Financial Committees and Personal staff

pensioners and Family pensioners with a provision to avail cashless medical assistance



through an insurance company selected by competitive bidding process. Vide GO read
2" above, sanction has been accorded for the implementation of MEDISEP in principle
through Oriental Insurance Company Ltd. (OICL) and ordered that the actual date of

implementation will be published after the procedural formalities are completed.

Government after examining the matter in detail and after completion of all the

procedural formalities, are pleased to order that :-

(1) The Medical Insurance Scheme for State Government Employees and
Pensioners (MEDISEP) shall be implemented with effect from 1° July
2022

(2) As set out in the scheme MEDISEP shall be implemented through the Oriental
[nsurance Company Ltd. with an annual premium of Rs.4800/- +18% GST for the
policy period of three years, subject to the final order of the Hon'ble High Court in
WA.No0.615/2021.The scheme will be serviced by the Third Party Administrators
viz., 1. M/s Vidal Health Insurance TPA Private Ltd. 2. M/s. Family Health Plan
Insurance TPA Ltd. selected by the Oriental Insurance Company Ltd. through

competitive bidding process.

(3) The Finance Department, Government of Kerala shall be the administrator of

MEDISEP.

(4)The enrolment under the scheme shall be compulsory to all employees and

pensioners .

(5) The employees, pensioners and their eligible family members covered under this

scheme shall avail cashless assistance for approved treatment and surgeries in



empanelled hospitals.

(6) The coverage under the scheme is as follows :

a) Basic Benefit Package Coverage : This caters to the benefit package list
mentioned in Annexure 1 of Appendix I in which medical, surgical and day care
procedures will be covered up to a sum of Rs. 3 lakh per annum for a block period
of three years. Out of the annual coverage of 3 lakh, Rs.1.5 lakh are fixed in
nature and Rs.1.5 lakh can be availed on a floater basis each year. The first
component of Rs.1.5 lakh is fixed for each year and will lapse at the end of each
year. The floater component, if not exhausted, can be carried over to the

subsequent years of the policy. Basic Benefit Package has three components.

(1) Implant charges (2) Procedural charges and (3) Room Rent. Out Patient

treatment will not be covered under the scheme.

b) Additional Package Coverage : In addition to the Basic Benefit Package
coverage mentioned above, all procedures mentioned in the Annexure 2 of

Appendix [ will be covered by the policy.

Corpus fund for Catastrophic illness : An additional sum of not less than Rs.
35 crore for three years shall be provided by the Insurer as a Corpus Fund for
providing coverage to Additional Packages enlisted in Annexure 2 of Appendix 1.
The corpus fund can also be used for reimbursement of expenses to insurance
company, in case there is any new catastrophic iliness and a treatment package for
the same. which is not listed in the benefit package, but recommended for
inclusion after detailed review by the Health Department.
(7) Three tier Grievance Redressal Mechanism will be set up as detailed in clause 19
of the scheme appended herewith. (Detailed orders in this regard will be
issued separately)

(8) The coverage of medical assistance under this scheme is also extended in respect



of accident/emergency cases where the beneficiary is treated for approved
treatment/surgeries undergone in non empanelled hospital. In such cases the
treatment cost shall be reimbursed by the company based on the approved
rates/packages included in the scheme.

(9) 'Unspecified Procedures' should be covered under Basic Benefit package based
on the preauthorization process initiated by Insurance Company and Authority,
which will be limited to Rs.1.5 lakh/annum during the block period of 3 years.
New diseases like COVID-19 will also be covered based on the regulatory
provisions issued by IRDAI from time to time.

(10) The payment of premium shall be regulated as per the terms and conditions
of the agreement to be executed between the Government of Kerala and the
Oriental Insurance Company Ltd. The annual premium payable by the
Government to the Oriental Insurance Company Lid. shall be at the rate of
Rs.4800+18% GST per employee/pensioner per annum for a block period of 3
years from the date of commencement of the Scheme.

(11) The annual premium paid by the Government shall be recovered @ Rs.500
per month by deduction from monthly salary of employees and monthly gross
entitlement of pensioners. The annual premium thus collected beyond Rs. 4800+
[8% GST will be utilized for the treatment of catastrophic illnesses listed in
Annexure 2 of the scheme upon exhaustion of the corpus fund of Rs. 35 Crore
kept exclusively for such expenses by the Insurance Company. For this the
company has to meet the catastrophic procedure expense by itself in case it
crosses the limit of Rs.35 Crore, and thereafter seek the reimbursement of the
same from the Authority. (Orders regarding effective date of premium
deduction and remittance to state Government account will be issued
separately).

(12) The dedicated website for the scheme is www.medisep.kerala.gov.in.




(BY ORDER OF THE GOVERNOR)
RAJESH KUMAR SINGH IAS
ADDITIONAL CHIEF SECRETARY (FINANCE)
To_
The Principal Accountant General ( G &SSA/A&E), Kerala, Thiruvananthapuram.
The Accountant General ( E & RSA), Kerala, Thiruvananthapuram
All Heads of Department and Officers/All Departments ( all Sections) of the Secretariat.
All Secretaries/Additional Secretaries/Joint Secretaries/Deputy Secretaries/Under Secretaries to
Government.
The Secretary to Governor
The Advocate General , Kerala
The Registrar, Kerala High Court.
The Secretary, Kerala Public Service Commission.
The Registrar of all Universities.
The NORKA Department.
The Private Secretary to Chicf Ministers and Other Ministers.
The Private Secretary to Hon'ble Speaker
The Private Secretaries to the Leader of Opposition, Government Chicf Whip
The Director of Public Relations Thiruvananthapuram.
The Additional Secretary to Chief Secretary
The Director of Treasuries, Thiruvananthapuram.
The District Treasuries /Sub Treasuries.
The Nodal Officer, www.finance kerala.gov.in
Stock file/Office Copy
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GOVERNMENT OF KERALA
Finance Department- Medical Insurance Scheme for State Government Employees and
Pensioners — MEDISEP - Various payment modalities for premium deductions -

Accounting Procedures - Orders issued.

FINANCE (HEALTH INSURANCE) DEPARTMENT
G.0.(P) No.71/2022/Fin Dated, Thiruvananthapuram 24.06.2022

Read - (1) G.O.(P) No.54/2017/Fin  Dated 24/04/2017.
(2) G.O.(Rt) N0.1480/2019/Fin Dated 26/02/2019.
(3) G.O.(P) No.01/2022/Fin  Dated 01/01/2022.
(4) G.O.(Rt) No.936/2022/Fin  Dated 10/02/2022.
(5) G.O.(P) No.70/2022/Fin  Dated 23/06/2022

ORDER

in the Government Order read 15 above, sanction has been accorded for the
implementation of Medical Insurance Scheme for State Government Employees,
Pensioners / Family Pensioners and their eligible family members as per the
recommendation of the Tenth Pay Revision Commission. Later the Government decided
to extend the Scheme to employees and pensioners of Universities which receive Grant-
in-Aid from State Government and Local Self Government Institutions and directly
recruited personal staff of Chief Minister, Ministers, Leader of Opposition, Chief Whip,
Speaker, Deputy Speaker, Chairmen of Financial Committees and Personal staff
pensioners and Family pensioners with a provision to avail cashless medical assistance
through an insurance company selected by competitive bidding process. Vide GO read 3"
above, sanction has been accorded for the implementation of Medical Insurance Scheme
for State Government Employees and Pensioners (MEDISEP) through Oriental Insurance
Company Ltd. (OICL), and ordered therein that orders regarding effective date of premium
deduction and modalities of remittance to State Government Account will be issued

separately.



Government after examining the matter in detail are pleased to order that :

«  The Medical Insurance Scheme for State Government Employees and Pensioners
(MEDISEP) shall be operational with effect from 01/07/2022.

. The dedicated website of the scheme is www.medisep.kerala.gov.in .

- The employees and pensioners under the purview of the scheme may download

their MEDISEP ID cards by visiting www.medisep.kerala.gov.in .

. Finance Department, being the administrator of the scheme will remit the annual
premium in advance to the Oriental Insurance Company Ltd. on quarterly basis (as
per the terms and conditions stipulated in the agreement between the Insurer and
the State Government for implementing the scheme) by debiting the expenditure
under the Head of Account '7610-00-800-89 Interest free advance payment to the
Insurance Company towards the implementation of MEDISEP".

. The annual premium thus remitted for the scheme shall be deducted @ Rs.500 per
month from the salary of the employees starting from the month of June 2022 and
from the gross monthly entitiement of pensioners due for the month of July 2022.

- All Drawing & Disbursing Officers and Treasury Officers should make necessary
arrangements to deduct the monthly premium @ Rs. 500 from the salary of
employees and monthly entitlement of pensioners and to remit the same to the

following heads of account opened vide GO read 2™ and 4" above.

"MH - 8658 Suspense Accounts
MIH — 102 Suspense Accounts (Civil)

- - Pensioners. o
Contribution from Government
SSH- (01) Servants, Employees and teachers of

Aided Institutions, directly recruited

personal staff for Ministers etc.
Contribution from State Service

SSH - (02) Pensioners, including Family

Pensioners, Ex-gratia  Pensioners,



Part time contingent pensioners  and
pensioners of aided Institutions,

| Personal Staff Pensioners etc.

The details of monthly premium remittance of employees and pensioners should be

shared with www.medisep.kerala.gov.in online by the Treasury Department.

All Drawing & Disbursing Officers should make necessary arrangements to
deduct the monthly premium @ Rs. 500 from the salary of employees of All India
Service Officers (optional) and monthly entitlement of All India Service Pensioners,

if they exhibit willingness and to remit the same to the following heads of account.

(a) 8658-00-102-87-(03) (Contribution from All India Service Officers)
(b) 8658-00-102-87-(04) (Contribution from All India Service Pensioners)

All Drawing & Disbursing Officers of the Universities should make necessary
arrangements to deduct the monthly premium @ Rs. 500 from the salary of
employees and monthly entitlement of pensioners and to remit the same to the

following heads of account.

(a) 8658-00-102-87-(05) (Contribution from University Employees)
(b) 8658-00-102-87-(06) (Contribution from University Pensioners)

Appropriate facility will be provided for verification of premium payment in the
MEDISEP portal and the respective DDOs/Nodal Officers should ensure verification
of the same before 25th of every month including the premium remittance details

from the employees on deputation to other institutions.

All Drawing & Disbursing Officers of Local Self Government Institutions
should make necessary arrangements to deduct the monthly premium @ Rs. 500
from the salary of employees and monthly entitlement of pensioners except

Panchayaths and to remit the same to the following heads of account.



(a) 8658-00-102-87-(07) (Contribution from Local Self Government
Institution Employees)
(b) 8658-00-102-87-(08) ( Contribution from Local Self Government

Institution Pensioners)

. The details of monthly premium remittance of employees and pensioners should be

shared with www.medisep.kerala.govin online from the Salary/ Pension

processing software by the LSG Department.

. The monthly premium remittance of pensioners of Local Self Government
Institutions (where pension is given from funds of respective LSGIs) should be
verified by the disbursing officer through the check box provided for premium
verification in the MEDISEP website, before 25th of every month.

. In the case of Government Employees on Deputation under various PSUs/
Autonomous Bodies/Boards/Corporations etc, the DDOs concerned should deduct
the monthly premium @ Rs.500 and remit the same to the Head of Account "8658-
00-102-87-(01) “Contribution from Government Servants and Employees and
Teachers of Aided Institutions” by way of treasury chalan or through the e-
payment gateway provided in the MEDISEP website/e-treasury and the remittance
details should be at once forwarded to the DDO of parent department to which the
employee belongs and where his MEDISEP data kept, before 20th of every month.
The DDOs of parent department of such employees should ensure that monthly
premium of those employees is being remitted to the respective heads of account
before verification of the Premium Verification Check box in the MEDISEP website

and verification should be done accordingly.

. State Government employees retired under National Pension Scheme who have
enrolled under the scheme should remit the three years premium in advance to the
following Head of Account 8658-00-102-87-(09) (Contribution from NPS
Pensioners) before 25/06/2022 and should furnish the remittance details to the

Finance (Health Insurance) Department during the next day itself.



In the case of employees covered under National Pension Scheme (NPS) and
who retires after the commencement of the scheme, the DDO should deduct the
outstanding premium for the entire policy period as on date of retirement in lump

from the last month's salary.

In circumstances where monthly salary of the employees have to be processed in
parts, the monthly premium of MEDISEP should be deducted from the first part of

the salary itself and should be remitted to the respective Head of Account.

Newly appointed employees who joined service during the policy period of three
years shall join the scheme by remitting the premium from the month of joining and
can avail Rupees One Lakh Fifty Thousand per annum as Basic Sum Insured.
Newly joined employees may get enrolled either by paying full year premium for that
year and avail the benefit package in total or join the scheme in subsequent year. If
they join from second year, the Block Period Sum insured (Sl) available would be

only Six Lakh and so on.

Those who avail LWA under Appendix XIl A, XIl B and XIl C part | KSR shall not

have the eligibility to join/continue in the scheme during the policy period.

If an employee opts out in between the policy period (LWA/resignation after
commencement of the scheme), Eligibility criteria would be as under: (a) if no
claims are made during service period, no impact is on premium collection. (b) if
claims were made only up to the Basic Sum Insured and up to Block Period Sum
Insured, then full year(s) premium is to be paid. (c) If the employee had availed
additional benefit package of catastrophic illness, he has to remit the entire
premium for the entire policy period of 3 years. The premium as above should be
remitted by the employee to the respective Head of Account by way of treasury
chalan or through the e-payment gateway provided in the MEDISEP website/e-
treasury. The DDO concerned should strictly ensure that such premium of those
employees is being remitted to the respective heads of account and verification in

the check box provided in the MEDISEP website should be done accordingly.

Those who avail Leave Without Allowance (after commencement of the scheme)

for a short spell not exceeding the period of one year during the policy period shall



have the option to remit the premium (to the respective Head of Account through
treasury chalan or through the e-payment gateway provided in the MEDISEP
website) in advance prior to entering into the leave. In the case of non remittance
of premium in advance, the DDO concerned shall ensure 1o deduct the entire arrear
premium in lump from the first salary drawn after rejoining duty based on the
deduction effected from the Last Pay Certificate (LPC). The DDO concerned should

strictly watch compliance of the same.

Employees joining back from leave without pay may get enrolied for current year, by

paying the full year premium. If they join from 2nd year or 3rd year, the Block Period

Sum Insured (SI) would only be available corresponding to the number of years full
premium is paid (e.g. if an employee pays only 2 years full premium, Block Period
Sum Insured of Rs.6 Lakh only would be available, similarly for one year premium,

Sum Insured available would be Rs. 3 Lakh).

Those who defaults any single premium amount for the entire policy period of 3
years will not be eligible for availing the Additional Benefit Package for Catastrophic

illness.

If an employee is under suspension, the premium during the period shall be
deducted from the subsistence allowance admissible. The DDO concerned shall

make arrangements for the deduction.

If an employee is dismissed or terminated from service as a part of major penalty,
he/she shall cease to be the beneficiary of the scheme with effect from the date of
order of such dismissal/termination. Any outstanding premium amount deducted
from the salary of that employee be refunded, if he/she has not claimed any of the

benefits under the scheme.

If an employee retires/ superannuates during the policy period, the membership of
his/her policy shall sustain and remittance towards the premium payment will be

deducted from his/her entitlement as a pensioner.

If the remittance details of Medisep premium is included in the LPC of the retiring

employee, the arrear if any, should be deducted in lump from his first pension by the



To

treasury concerned.

The Medisep premium of those employees who retire prior to 01/07/2022, and
haven't yet received their pension, shall be remitted by the Govt. in advance and
the same shall be deducted in lump from their first pension by the treasury

concerned.

It is the duty of every employee/pensioner to ensure that the monthly premium is
remitted promptly, the failure of which may lead to denial of benefits under the

scheme.

(BY ORDER OF THE GOVERNOR)
RAJESH KUMAR SINGH IAS

ADDITIONAL CHIEF SECRETARY (FINANCE)

The Principal Accountant General (G &SSA/A&E), Kerala, Thiruvananthapuram.
The Accountant General ( E & RSA), Kerala, Thiruvananthapuram

All heads of Department and Officers/All Departments (all Sections) of the
Secretariat.

All Secretaries/Additional Secretaries/Joint Secretaries/

Deputy Secretaries/Under Secretaries to Government.

The Secretary to Governor

The Advocate General , Kerala

The Registrar, Kerala High court.

The Secretary, Kerala Public Service Commission.

Registrar of all Universities.

The NORKA Department.

The Private Secretary to Chief Ministers and Other Ministers.

The Private Secretary to Hon'ble Speaker

The Private Secretaries to the leader of Opposition, Government Chief Whip
The Director of Public Relations, Thiruvananthapuram.

The Additional Secretary to Chief Secretary.



The Director of Treasuries, Thiruvananthapuram.
The District Treasuries /Sub Treasuries.

Nodal Officer, www finance.kerala.gov.in
Stock file/Office Copy
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Abstract

Finance Department- Medical Insurance Scheme for State Government Employees and
Pensioners- MEDISEP- Payment of 1% instalment of Annual Premium fO Oriental
Insurance Company Ltd. (OICL)- Sanction- Orders issued.

FINANCE ( HEALTH INSURANCE) DEPARTMENT

G.0.(P) No.73/2022/Fin Dated, Thiruvananthapuram, 24/06/2022

Read :-

1) G.O.(P) N0.70/2022/Fin Dated 23/06/2022.
2) G.O.(P) No.71/2022/Fin Dated 24/06/2022.
3) GO(Rt)No. 68/2022/Fin dated 04.01.2022

ORDER

Government have issued Administrative Sanction for the commencement
of MEDISEP scheme for the State Government Employees, Pensioners/family
pensioners and their eligible family members, employees and pensioners of
Universities which receive Grant-in-Aid from State Government and Local Self
Government Institutions and directly recruited Personal Staff of Chief Minister,
Ministers, Leader of opposition, Chief Whip, Speaker, Deputy Speaker, Chairmen
of Financial Committees and Personal staff pensioners and family pensioners

through OICL w.e.f 01/07/2022 in GO read 1% above. The Annual Premium



of the employees and the pensioners will be Rs.4800/- + 18% GST and the monthly
premium will be Rs.500 for the policy period of 2022-2025 vide Clause no.13 of
Appendix I of the Government Order read 1* above.. The Annual Premium will be
remitted by the State Government in advance to the OICL on quarterly basis, as per the
terms and conditions stipulated in the agreement between the Insurer and the State
Government, by debiting the expenditure under the head of account “7610-00-800-85
Interest Free Advance Payment to the Insurance Company towards the implementation
of the MEDISEP’ subject to the condition that the first instalment will be paid on
signing of the agreement. Modes of deduction and payment of monthly premium @
Rs.500 from each beneficiary is detailed in GO read 2" above. Annual Premium will be
calculated on the basis of total enrollment under the scheme. In addition to this, Advance
Premium for the anticipated newly appointed employees and unverified Pensioners as
per Clause 13 (ii) of the Appendix I of the GO read 1* above will also be paid to the
Insurance company. As such, an amount of Rs.149,15,39,352/- (One Hundred Forty
Nine Crore Fifteen Lakh Thirty Nine Thousand Three Hundred and Fifty Two only)
being the 1* instalment of premium amount for Ten Lakh Fifty Three Thousand Three
Hundred and Forty Seven number of Employees, Pensioners and anticipated newly
appointed Employees and unverified Pensioners has to be paid to Oriental Insurance

Company Ltd.

Government have examined the matter in detail and are pleased to issue Sanction
for the payment of Rs.149,15,39,352/- (One Hundred Forty Nine Crore Fifteen Lakh
Thirty Nine Thousand Three Hundred and Fifty Two only) towards the 1™ instalment
of Annual Premium of Medisep scheme to OICL by debiting the expenditure under the
head of account ‘7610-00-800-89 Interest Free Advance Payment to the Insurance

Company towards the implementation of the MEDISEP’.

The Under Secretary, Finance (Accounts) Department being the DDO of the



above head of account shall draw and credit the amount of Rs.149,15,39,352/-

(One Hundred Forty Nine Crore Fifteen Lakh Thirty Nine Thousand Three Hundred
and Fifty Two only) to the bank account No. 853820110000218, IFSC Code:
BKID0008538 in the name of The Oriental Insurance Co.Ltd. in Puthenchanthai Branch
of Bank of India.

(BY ORDER OF THE GOVERNOR)
RAJESH KUMAR SINGH IAS
ADDITIONAL CHIEF SECRETARY (FINANCE)
To:
The Principal Accountant General ( G &SSA/A&E), Kerala, Thiruvananthapuram.
The Accountant General ( E & RSA), Kerala, Thiruvananthapuram
The Under Secretary, Finance( AccountsA/B) Department
The Finance (Budget Wing A) Department
The Director of Treasuries, Thiruvananthapuram.
The District Treasuries /Sub Treasuries.
The Nodal Officer, www.finance.kerala.gov.in

Stock file/Office Copy
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GOVERNMENT OF KERALA
Abstract

Finance Department - Medical Insurance Scheme for State Government
Employees and Pensioners - MEDISEP - Grievance Redressal Mechanism

- Orders issued.
FINANCE (HEALTH INSURANCE) DEPARTMENT

G.0.(P) No.76/2022/Fin Dated, Thiruvananthapuram,27.06.2022

Read: 1) G.O.(P)No.54/2017/Fin  Dated 24/04/2017.
2)  G.O.(P)No.01/2022/Fin Dated 01/01/2022.
3)  G.0.(P) No. 70/2022/Fin  Dated 23/06/2022.

ORDER

Government have accorded sanction for the implementation of Medical
Insurance Scheme for the State Government Employees, Pensioners/Family
pensioners and their eligible family members based on the recommendation of the
Tenth Pay Revision Commission vide the Government Order read 1** above. Later, it
was decided to extend the scheme to employees and pensioners of Universities
which receive Grant-in-Aid from State Government and Local Self Government
Institutions and directly recruited personal staff of Chief Minister, Ministers, Leader
of opposition, Chief Whip, Speaker, Deputy Speaker, Chairmen of Financial
Committees and Personal staff pensioners and family pensioners with a provision to

avail cashless medical assistance through an insurance company selected by

1



competitive bidding process. Vide Government Order read 29 above, Government
have issued in principle approval for the implementation of the scheme through the
Oriental Insurance Company Limited. Now, Government have issued sanction for
the commencement of MEDISEP scheme through the Oriental Insurance Company
Limited w.e.f 01/07/2022 vide the Government Order read 3" above and was
ordered therein that the detailed procedure for Grievance Redressal Mechanism will
be issued separately.

Government have examined the matter in detail and are pleased to accord
sanction for the implementation of the following Grievance Redressal Mechanism
designed for MEDISEP, with the intention of timely redressal of disputes if any,
which may arise between the stakeholders viz. Insurer & Beneficiary, Insurer &
Empanelled hospital, Beneficiary & Empanelled hospital during the policy plan
period in connection with the validity, interpretation, implementation or alleged

breach of any provision of the scheme.

GRIEVANCE REDRESSAL THROUGH THE INSURER (OICL)

The grievance/complaint should be filed within 30 days of obtaining discharge

from the hospital.

. 24%7 hours Call Centre having active IVRS (Interactive Voice Response
System) will be opened and operated by the designated Third Party
Administrators (TPAs) of the Insurer for grievance redressal. The toll-free
number printed on the Medisep ID card of the beneficiaries shall be used for
accessing the Call Centre. Through the system, the aggrieved can raise a ticket
for voice complaints and the call centre executives will contact the aggrieved
and initiate appropriate action for complaint resolution. If the aggrieved 1s not
satisfied. he/she can request the call centre executives to escalate the complaint
to the grievance redressal mechanism of the Insurer. Ticket IDs will be
generated for such complaints and their status will be updated in the MEDISEP
portal.



* The aggrieved can also file a complaint directly through the 'Grievance’
link of MEDISEP website. The other stakeholders (hospital authorities/ the
Insurer/ the TPAs) also will be provided with separate login credentials. On
logging into the link, the aggrieved can post their complaint and submit the
same for redressal. The grievance will get registered with a unique Ticket ID.
The insurer will redress the grievance and intimate their decision to the

aggrieved through MEDISEP portal.

* In all the above cases, an intimation will be sent through SMS to the
registered mobile number of the aggrieved, once the case is disposed of. Also,
the previous grievances raised by the aggrieved if any, will be displayed on
their profile against the corresponding Ticket ID, and their status can also be

seern.

THREE TIER GRIEVANCE REDRESSAL MECHANISM

A three tier grievance redressal mechanism as per the provisions of
MEDISEP scheme will be made operational as follows at the authority level and the
aggrieved can approach the same , if not satisfied with the resolution of the Insurer.
The aggrieved can approach the Grievance Redressal Committees only after
registering the complaint in the MEDISEP portal through toll free number/
MEDISEP website.

Ticket ID/Complaint ID provided by the insurer is mandatory to access the
three tier grievance redressal mechanism of the authority. Appeal to District Level
Grievance Redressal Committee should be submitted through the 'Grievance' link of
MEDISEP website within 30 days of the receipt of the SMS from insurer intimating
the disposal of the case, in the registered mobile number of the aggrieved. Access to

the portal will be granted after verifying the OTP received in the registered mobile



number. Complaints to these redressal committees should only be raised through the
MEDISEP web portal and those received through any other mode of communication

will not be admitted,

1.District Level Grievance Redressal Committee( DGRC)

A Grievance Redressal Committee shall be set up in each District for redressing the

grievance of Beneficiaries/ Empanelled Health Care Providers/ Insurer by the

Government. The Committee will be constituted with the following members:
1) District Collector / Representative (Convener)

1i) District Medical Officer
1ii) Representative of the Insurer

iv) Finance Officer of District Collectorate (District co-ordinator)

The Committee will resolve the grievances within 30 days from the date of
receipt of the application. The decision of the Committee will be updated in the
MEDISEP web portal and there will be a provision in the portal by which the
aggrieved, if not satisfied with the decision of the Committee, can present their
complaint to the State Level Grievance Redressal Committee. Appeal to State Level
Grievance Redressal Committee should be submitted within 30 days of the receipt
of the SMS intimating the disposal of the case, in the registered mobile number of

the aggrieved.

2. State Level Grievance Redressal Committee(SGRC)

A State Level Grievance Redressal Committee will be constituted with the
following members to examine the grievances which could not be resolved in

DGRC.

(i) Additional Secretary (Health Insurance Department) (Convenor)



(ii) Additional DHS, Medical
(iii) Joint Director, Directorate of Medical Education

(iv) Representative of the Insurer.

The Committee will resolve the Grievances within 30 days from the date of receipt
of the application. The decision of the committee will be updated in the MEDISEP
web portal and there will be a provision in the MEDISEP web portal by which the
aggrieved, if not satisfied with the decision of the committee, can present their
complaint to the Appellate Authority for arbitration. Appeal to Appellate Authority
should be submitted within 30 days of the receipt of the SMS intimating the

disposal of the case, in the registered mobile number of the aggrieved.

3. Appellate Authority.

The Appellate Authority will be constituted with the following members.

i) Additional Chief Secretary/Principal Secretary (Finance)(Convenor)

ii) Additional Chief Secretary/Principal Secretary (Health & Family Welfare)
iii) Director of Health Services.

iv) Director of Medical Education.

The decision of the Appellate Authority will be final & binding to all the parties.
The aggrieved will receive an SMS in their registered mobile number once the case

is disposed of.

FUNCTIONS OF GRIEVANCE REDRESSAL _COMMITTEES

a. District Level Grievance Redressal Committee(DGRC)

The DGRC shall perform all functions related to handling and resolution of

grievances within their respective districts. The specific functions of DGRC will



include:

The District Collector will act as the Convener of the Committee.

The Finance Officers of District Collectorates will act as the District co-

ordinators of Medisep inorder to assist the Convener,

District Finance Inspecting Officers (DFIO) will act as Assistant co-ordinators

of DGRCs. The Assistant co-ordinators will not be provided with separate
login credentials in Medisep portal. They will assist the District co-ordinators

in discharging their duties.

In the absence of a District co-ordinator, the Assistant co-ordinator will

discharge the duties of the District co-ordinator in DGRC.

For accessing the web portal, the user IDs and passwords for committee

members will be provided by the State Nodal Cell which will have the admin

role of Medisep portal.

The District co-ordinator (Finance Officer),upon accessing the web portal will

be able to view the grievances related to the particular district and have to

acknowledge the same and forward them to the rest of the committee
members. If the grievance does not come under his purview, he can forward it

to the co-ordinator of the district concerned through the portal.

Meeting of the District Level Grievance Redressal Committee shall be

arranged by the Convenor on monthly basis which may be conducted either

online/offline, during the last week of the month.

The committee will examine the received grievances during the monthly

meetings and the panel members will send back their remarks regarding the




grievance to the conveners through the portal.

» The convener will arrive at a reasoned decision by examining the remarks

provided by the committee and intimate the same to the co-ordinator.

* The district co-ordinator will furnish a feedback/closing note to the aggrieved

through the MEDISEP web portal .

« An intimation will be sent through SMS to the registered mobile number of

the aggrieved, once the case is disposed of, under intimation to the panel

members.

« Even if the committee couldn't resolve the grievance within 30 days of the

receipt of the complaint, the same should be intimated to the aggrieved

through a feedback/closing note.

« Depending on the urgency of the case, the Grievance Committee may decide

to meet earlier for a speedier resolution of the grievance.

 Grievances of/against hospitals outside Kerala and the grievances from

insured persons residing outside Kerala should be submitted to the DGRC of
Thiruvananthapuram district. The District co-ordinators should ensure the

same.

« In case of any grievance received from beneficiary related to the
hospitalization of beneficiary (service-related issue of the beneficiary) the
timeline for DGRC to take decision is within 24 hours from receiving of the

grievance.

b. State Level Grievance Redressal Committee (SGRC
 Act as an Appellate Authority for appealing against the orders of the DGRC.
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The Additional Secretary of Finance (Health Insurance) department will act as
the Convenor of SGRC.

The Deputy Secretary/Joint Director of the State Nodal cell will act as the

State co-ordinator of Medisep inorder to assist the convener.

The State Nodal Cell will provide the required login credentials to the

committee members and the state co-ordinator.

The State co-ordinator (Deputy Secretary/Joint Director of the State Nodal
Cell), upon accessing the web portal will be able to view the received
grievances and will have to acknowledge the same and forward them to the

committee members.

The convener will fix dates for the monthly meetings and intimate the same to

the committee members. The committee will examine the grievances
received, during the monthly meetings which may be conducted either
online/offline during the last week of the month, and the panel members will
send back their remarks regarding the grievances to the convenor through the

portal.

The convener will arrive at a reasoned decision by examining the remarks

provided by the committee and intimate the same to the co-ordinator.

The co-ordinator will furnish a feedback/closing note to the aggrieved

through the MEDISEP web portal .

Intimation will be sent through SMS to the registered mobile number of the

aggrieved, once the case is disposed of, under intimation to the panel

members.




+ Even if the committee couldn't resolve the grievance within 30 days of the

receipt of the complaint, the same should be intimated to the aggrieved

through feedback/closing note through the web portal.

c. Appellate Authority

The Appellate Authority shall act as the final Appellate Authority at the State

Level and shall only accept appeals against the orders of State Level

Grievance Redressal Committee.

The Additional Chief Secretary of Finance department will act as the

Convenor of the panel of Appellate Authority.

The Additional Secretary of Finance (Health Insurance) department will act as

the co-ordinator of Appellate Authority inorder to assist the convener.

The State Nodal Cell will provide the required login credentials to the

Appellate Authority members and the co-ordinator.

The co-ordinator (Additional Secretary of Finance (Health Insurance)

department) , upon accessing the web portal will be able to view the received
grievances and will have to acknowledge the same and forward them to the

committee members.

The Convener will fix convenient dates for the bimonthly meetings and the
co-ordinator will intimate the same to the members. The committee will

examine the received grievances, during the meetings which may be
conducted either online/offline and the panel members will send back their

remarks regarding the grievances to the Convenor through the portal.



* The Convenor will examine the remarks and arrive at a reasoned decision

based on the remarks provided by the committee and intimate the same to the

co-ordinator,

* The co-ordinator will furnish a feedback/closing note to the aggrieved

through the MEDISEP web portal .

* Even if it is not convenient for the Appellate authority members to hold the
meeting, the Convener of Appellate authority is authorised to arrive at a

decision by his own on the received grievances.

* Intimation will be sent through SMS to the registered mobile number of the

aggrieved, once the case is disposed of finally, under intimation to the panel

members.

Compliance with the orders of the Grievance Redressal Committees

* The insurer shall ensure that all orders of the Grievance Redressal
Committees by which it is bound are complied with within 30 days of the
issuance of the order, unless such order has been stayed on appeal.

* If the insurer fails to comply with the order of any Grievance Redressal
Committee within such 30 day period, the insurer shall be liable to pay a
penalty of Rs. 25,000/~ per decision for the first month of such non -
compliance and Rs. 50,000 per month thereafter until the order of such
Grievance Redressal Committee is complied with. The insurer shall be liable
to pay such penalty to the Authority within 45 days of receiving the written

notice,

* The Assistant managers of the State Nodal Cell will watch for the

implementation of the decisions of Grievance Redressal Committees.
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In case of disputes arising between the Government of Kerala and the Insurer,
in respect of the validity, interpretation, implementation or alleged breach of any
provision of the scheme etc., it can be directly taken up by the Finance (Health
Insurance) Department for resolution. The Civil Courts situated at
Thiruvananthapuram, Kerala shall have exclusive jurisdiction of any disputes which

remain unresolved by any of the above procedures.

(By Order of the Governor)
RAJESH KUMAR SINGH IAS
ADDITIONAL CHIEF SECRETARY (FINANCE)

To

The Principal Accountant General ( G &SSA/A&E), Kerala, Thiruvananthapuram.
The Accountant General ( E & RSA), Kerala, Thiruvananthapuram

All Head of Departments and Officers/All Departments ( all Sections) of the
Secretariat.

All Secretaries/Additional Secretaries/Joint Secretaries/Deputy Secretaries/Under
Secretaries to Government.

The Secretary to Governor

The Advocate General , Kerala

The Registrar, Kerala High court.

The Secretary, Kerala Public Service Commission.

The Registrars of all universities.

The NORKA department.

The Private Secretary to Chief Ministers and Other ministers.
The Private Secretary to Hon'ble Speaker

The Private Secretaries to the leader of Opposition, Government Chief Whip
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The Director of Public Relations Thiruvananthapuram.
The Additional Secretary to Chief Secretary

The Director of Treasuries, Thiruvananthapuram.

The District Treasuries /Sub Treasuries.

The Nodal Officer, www.finance.kerala.gov.in

Stock file/Office Copy

Forwarded/By ordej
Gon

s
Sectton Officer
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