g IN R

ESIC <kl 919 31ma<h 91 - |l

IP challenges with the Life Certificate Process

JULY 2022

A Safe in India Foundation report to provide IP feedback and build dialogue between ESIC and Insured Persons




ESI Ki Baat, Aapke Saath-IlI 2

3
A

)

S W

EXECUTIVE SUMMARY - Key Survey Findings and Recommendations

® 383% of IPs were not satisfied with the current process of submitting Life Certificates.

® 12% of IPs have never submitted a Life Certificate in their lifetime, thereby losing on PDB.

e 19% of IPs did not submit their Life Certificate this year (in 2022).

® 32% of IPs were not aware of the reason for the discontinued pension.

® 72% of IPs report that the Life Certificates which were attested by their employer were not
accepted by the BO.

® 25% of IPs reported that their Life Certificate got lost or did not get uploaded on computer in the
BO.
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® 63% of IPs report that their PDB pension has been discontinued at least once even after
submitting the Life Certificate on time. For 45% of IPs, the arrears were not met from their last
year’s PDB pension.

e More than 10% of IPs have still not gotten PDB pension after the submission of a Life Certificate

® 79% of IPs have to let go of their wage for a day or more to get their Life Certificate submitted.
The average amount lost per IP is Rs. 801.25.

® 55% of IPs claim that they face issues at BOs because of unavailability of staff.

Sl recommends a review of the LC process, re-engineer it for better IP experience, and increase
automation, eg. 96% of IPs responded that the process of submitting Life Certificates should be made

online.
BACKGROUND

In the latest report, ‘ESI & dTd, 39 HIY-IIl, we discuss our findings on insured persons’ (IPs,
hereafter) experiences related to ‘Jeevan Praman Patra’ (Life Certificate) which needs to be deposited by
them for continuance of their Permanent Disablement Benefit (PDB, hereafter), and our

recommendations to improve the related process.

Life Certificate (ESIC Form 23) is required to be deposited by 15" January of every year in the respective
ESIC Branch Office, within three days of attestation. This certificate has to be deposited by the IP on
whose name the pension transfer is made and therefore it requires them to be physically present at the

BO.

This survey topic was chosen based on our interactions and assistance of 350+ IPs with their PDB
process. Through which we found significant negative feedback about ESIC’s Life Certificate process. This
survey shows that many IPs are spending inordinate time and money on obtaining and submitting their
Life Certificates, missing deadlines, experiencing delays in their PDBs with a number of cases facing

inaction, inefficiency and/or corrupt practices. We, therefore, recommend improvements here.
SURVEY STRUCTURE

The data collected was through primary source, through a standard survey (questionnaire for which is
attached in the appendix) and telephonic interview of IPs. The analysis of the report is from the survey

data of 103 IPs, most working in MSMEs and previously assisted by Sl regarding their compensation
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benefits, particularly PDB. As a result these workers may be more informed about the ESIC services than

others in MSMEs; despite that the results show that even they struggle with this process.
PREVIOUS SII ‘ESIC KI BAAT, AAPKE SAATH’ REPORTS ON ESIC SERVICES

Employee State Insurance Scheme has been one of the largest social protection schemes in place for the
formal sector workers in India’. 34 million employees are covered under the ESIS, with the beneficiary
population of 132 millions in India (ILO, 2022). Although the scheme has exhibited impressive
performance in the last 70 years, several weaknesses continue to exist in the functioning of ESIS. Some
of which includes, low service coverage, underutilisation of facilities, and poor access to services’.
Through the series ‘ESI $r ST 39 1Y, Safe in India Foundation envisions to provide regular
feedback on such processes, and ESIS services from worker’s perspective. Other reports by Sll on ESI

services include, “the survey and recommendation of ESIC COVID-19 April schemes®”

The first leg of ‘ESI &Y §Td, 3Tdeh AT, in May 2021, highlighted the lack of awareness among workers
regarding ESIC Covid-relief schemes. The report went beyond the critical assessment of the COVID-relief
schemes and brought forward plausible recommendations for the improvement in ESIC processes. Since
the report and other recommendations on ABVKY, ESIC made several improvements in ABVKY and

demonstrated improved activity and engagement on their Facebook page.

The second report, ‘ESI &r dld, 39 FTYU-11°; in September 2021 focussed on understanding Insured
Persons’ experiences with the ESIC helpline and assessing the existing complaint redressal channels of
ESIC. Our findings from the study highlighted the lack of information, challenges in functioning of ESIC
helplines, and the underutilisation of the complaint redressal mechanism (CPGRAMS) by IPs, because of
low awareness and its unilingual interface. One of the significant recommendations of the report was on
resuming the Suvidha Samagam, physically after COVID-19, which has since restarted in Haryana after

several delays.

I. SURVEY FINDING: IP’s EXPERIENCES ON PREPARATION OF THE LIFE CERTIFICATE FOR SUBMISSION

! From International Labour Organisation’s (2022) report on “Accessing medical benefits under ESI
Scheme: A demand-side perspective.”

2 Ibid, 2022.

® https://www.safeinindia.org/_files/ugd/5d022b_0aaa05b81bef4693alac11421c96334f.pdf

* https://www.safeinindia.org/_files/ugd/5d022b_e8c684e6ac0349c89alfbcbe54113988.pdf

> https://www.safeinindia.org/_files/ugd/5d022b_38f7c6a9ca70479382e96517286756ed.pdf


https://www.safeinindia.org/_files/ugd/5d022b_38f7c6a9ca70479382e96517286756ed.pdf
https://www.safeinindia.org/_files/ugd/5d022b_e8c684e6ac0349c89a1fbcbe54113988.pdf
https://www.safeinindia.org/_files/ugd/5d022b_0aaa05b81bef4693a1ac11421c96334f.pdf
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1. A significant number of IPs were unable to submit LCs and may have lost their PDBs for a

period of time or potentially forever.

e 12% of IPs have never submitted a Life Certificate in their lifetime, thereby losing on
compensation.

® 19% of IPs did not submit their Life Certificate this year (in 2022).

® 3% of IPs submitted their Life Certificate late this year (after January), which resulted in

problems of timely disbursement or loss of PDB.

2. Overall, there is a low satisfaction level among IPs with the process of submitting Life
Certificates, for all the reasons highlighted in the report.

e 83% of IPs were not satisfied with the process of submitting the Life Certificate.

@ Notsatisfied @ Satisfied

® 55% of IPs claim that they face issues at BOs because of unavailability of staff.

“reel I Siaet JHTOT I STAT LT T AT, A o Srell a1G # 37T af Ueh /1 0 Jeref & &,
W%mmﬁmaﬁgﬁﬁkﬁﬂﬂﬁmmgww BTJIQI (Joginder Singh, Haryana).

3. One out of ten IPs had to deposit their Life Certificate more than once as they were ‘lost’ in
BOs.
® 8% of IPs had to deposit their Life Certificate twice, and 1% deposit more than two times
in the same year.
e The reason for the above, as stated by IP is ‘Life Certificate goes misplaced in the branch

office.’
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4. IPs face several issues like lack of awareness of the process and spending extra money, for

signhing and attestation of the Life Certificate.

e 18% of IPs were not aware about the process of signing and attestation of the Life
Certificate.

® 23% of IPs claim that they have to spend money to get their Life Certificate attested. The
average amount spent was Rs. 41.25 on just getting it signed and attested.

® 72% of IPs claim Life Certificates which were attested by their employer are not accepted

by the BO.

5. Only a little over half were aware of the need for LC submission through ESIC channels.

59.22

Percentage of IPs

0.97

ESIC Safe in India Fellow Workers Employer Others
Foundation

Source of information

e ESIC BO was the main source of information (for c. 60% of IPs) about Life Certificates.
However, c. 40% got their information from others (Safe in India Foundation, fellow

workers, and through their company). It is inferred that better awareness from BO is

needed.

6. Although most of the workers got the Form of Life Certificate from the BO, other channels of

procurement were used too.
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50 T
4272

Percentage of IPs

ESIC Branch Safe in India Others (fellow Online Employer
Office Foundation workers/ Union)

Source of procurement

® In the above figure, different sources of procurement of the Life Certificate form is
shown. 43% of IPs get their Life Certificate form from the ESIC branch office. Other

sources include SlI, labour union members, fellow workers (sathis), through company

and online.

Il. SURVEY FINDING: IP’s EXPERIENCE ON ISSUES PARTICULARLY RELATED TO PDB PENSION, POST
SUBMITTING THE LIFE CERTIFICATE

1. Most of the IPs face issues of irregular pension transfer, and non-payment of arrears.

® 63% of IPs report that their PDB pension has been discontinued at least once even after
submitting the Life Certificate on time. Some of the reasons highlighted by them were
non-functioning of computers, poor infrastructure, lack of internet connectivity, and lack
of staff and resource persons at BOs.

® 25% of IPs reported that their Life Certificate got lost or did not get uploaded on a
computer in the BO. This hindered the pension process for IPs.

e For 45% of IPs, the arrears were not met from their last year’s pension.
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@ [Ps couldn't upload their LC or the LC got lostin BO @ IPs who could submit their LC

® 32% of IPs were not aware of the reason for the discontinued pension.

“STeT URIeT o] dTel 31T & Tgoll SR 2018 H, AT ollehol T o AT Sitdst FATOT I @I f&=m 2T, &t
ﬁfra’rﬂﬁﬁaﬁr&emwm’rzﬁ" (Lekhraj, Haryana)

2. More than 10% of IPs have still not gotten pension after the submission of a Life Certificate.

Many did not receive any acknowledgement after the submission.

e 13% of IPs did not receive any pension for this year, even after timely submission.

e Out of 87% of IPs who received their pension, 10% of them got their pension late. 5 IPs
got their pension after 3 months of submission.

o 98% of IPs claim that they did not get any form of receiving or acknowledgement from

the BO after submitting their Life Certificate.

lll. SURVEY FINDING: MULTIPLE COSTS BORNE BY IPs AND IP’s FEEDBACK REGARDING POTENTIAL
ONLINE SUBMISSION OF THE LIFE CERTIFICATE

1. Multiple costs are borne by the IPs in the current process of submission

® 79% of IPs have to let go of their wage for a day or more to get their Life Certificate

submitted. The average amount lost was Rs. 800 according to IPs.
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21.0%

@ IPs losing on their wages @ IPs not losing their wages

® 32% of IPs have to travel back and forth from their villages to their respective ESIC BOs,

to get their Life Certificate signed and attested. The average amount spent on travelling

was Rs. 903.

2. Most of the respondents wish for the process to become online.

® 96% of IPs responded that the process of submitting Life Certificates should be made

available online.
e Some of the potential benefits of submitting the Life Certificates online as pointed out
by IPs include: less travelling, not having to wait in long queues, less exposure to corrupt

practices, and saving time in the process, and not having to forgo daily wages.

100 — 93.20

Percentage of IPs

Won't face issues with ~ Won't have to wait in Save time Daily Wages will be
travelling long queue saved

Benefits
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RECOMMENDATIONS

In view of the above survey findings, SIl recommends a review of the whole LC process and re-engineer it
to make it more IP-centric. As with other aadhaar-related processes, IPs need not visit BOs for this and

should be able to do it online and/or prove themselves to be alive, without this old paper based process.

Specifically, we recommend a few improvements in the Life Certificate process and requests ESIC to issue

process improvement national notifications on these:

1. The process of submitting the Life Certificate should be enabled online too. IPs should have an
option to fill in online, and submit it after attestation. The acknowledgement of submission
should be made available online in the portal too. This would reduce the cost incurred by IPs on
travelling to and from the place of residence and BO . This will also reduce the ‘misplaced’ Life

Certificates incidents, the workload and waiting time at BOs.

2. ESIC should audit the submissions of Life Certificates, and the process of providing workers with

an acknowledgement for receiving the Life Certificate by the BO.

3. Reconsider and clarify the policy of not accepting employer’s attestation in the process of
submitting Life Certificates in BO as many IPs are doing this erroneously. Due to voluminous
rejection of Life Certificates attested by the employers, IPs face difficulty in timely submission

which further delays PDB.

4. The PDB claims along with the submission of Life Certificates at the BO, need to be strictly
monitored by the ESIC headquarters through appropriate MIS, to reduce the number of

discontinued PDB claims and meet pension arrears.
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APPENDIX
Questionnaire

1. T 3797 319 HTH F R &2 (BT / 778

2. 3780y 3719 gl U T 82 NG F / 37 S8 (1A hal a1 51918 ) |
3. 3T9ehr AT G fohcell &2
4. 393 fehctel 3 T GO 3711 STled 72
5. T 37791 37T STaeT THTOT IF clehel 3i1Tha 7 STAT R &2 (81 /=16)
a. gie =gl arFar
6. AT 3TIRT STl JHTUT I STHT I o S1G, oliehel 3HTThd & 15 R fHerd §2 (g7 /=T8N
7. 2021 H FIAT ST THTOT I STHT et o S1E, TTehT U2T fHeteT ofaft o2 (8T /=80
8. 2021 H SiTdsT JHTUT T STHT &his] o Tehclel FHElel &G YR THeI?
9. 319t 2021 H Sehel 3TTTPE 37T SiaeT YATOT UF fohdiy 1K STAT fFAT8? (TH SR/ Y IR /SR &
)
10. FT 39 AT § T I H hd ol Ueh SR SH1de] ATOT TF clichel HTThd H STHT XeAT g1l o2 (8T /7781
11. 379! 421+ el ¥ (Fre av) AT W e?
12. 39T 8 TdT & &1 Y SToTadl AEIer 3 Shael THIUT 9T oilehol 1TRAE # STHAT aTT &1aT &2 (ESIC

SR, HYAT GaRT, AT SaRT, % o7 33T SR AT 3He)
13. T 3T HTIhT TRIeT FehT 82 (3T /=T8T )
a. T gl ar al? SaeT THTUT I STAT 78T T AT, IS 3T dolg?
b. T AT TehT g T=1eT T srehrarT AT FAeT? (8T /=TT )
14. T STl TS 3 3TIehT SidT FHATOT T STHT el & dTe; oY 0 81 917 47 7 o shegex &
HOAYS STET T AT? (8T /7€)
a. e GT, T SMaet YATOT I IH/@N STlel § T SITRT A STAT AT IST? (81 /=T8N)
b. & SideT JATUT I I[H/T ST /IT A el & T JHeA STHT 6T fohaT / @ 3TehT UR1eT Teh AT
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ofre (& /=1eT )

15. T ESIC @ STaeT THTOT 9= STHT Shiat chl Felell THelcll 82

a. &I, oY fohd HETH A? (PIeT SR, HAST G@RT, Bgeh SaRT, ST AT il el T, 377)
16. 3191 STdsT JHTOT U &1 A &gl A foam? (eliehel 3E / 3iTeTelssT /A% 37 57331 /313)
17. 391 39T ST JHTOT I IR AT 3R AG gl & IXATAT? (FFTaiT /3Nd & EXIT / gRATOT &
WO /fSEad /3177 fod)
18. T 3T SATeTd & T 3TeT STideT THTUT 97 T ATST 3R ARG 39T shdelt/ TR/ F3EIa & dar
Hhl &2 (8T /=T8)
19. FT SideT JATOT 97 IR ATST 3R AIGT HXaTel o ST HTIhT 37967 NTd SATAT 95T 82 T &, ar
frder g TeraT g 3R Faar S_ @d A &2
20. FIT ATYHT SdeT FAHTOT 9T H S 3R FgI haret H Gaahd g?fr? W%Wg‘éﬁ?
21. T ST FATOT T IR AT AT ATGT HYaTeT H 370k 3 37 @ gu» Al &, o febcier?
22. Wlisher 3R 7 ST Sa=T THTUT IF STHT et # el T 91T &2 T [eareht gl &2 S
AT oM U3l &, ford|
23. T Si1de] JHATUT 3HTeTeliSsT STHT g1T AT ?afe 7T ar 7ai? |
24. SG=T SHATOT U 3ol elgeT STHT BT SiTed & JTThT T -7 Il graf? S Fog sram / fegrsT &t
IR dTeT wTg1 g1 / 31Tfe; fordd |
25. I 3T STt THTOT I STAT et T FIIET HicTellgeT / AT ES| o Forel 3 ollehet 37Tt 31 /
HYe sl F A AT, AT 3T FHgT STAT AT THG Hel?




fafr.geg-23

(S @ feg=r & a9 &% qre g&d )
Tt ST feaemy & foe Sfew yEmoT-uer
HHay T i e
(faf== 107)
T ' | ga @l & e e
* GO fohaT ST & B 1/ SICTVAE A 1
............................................ ARG &l AT 7
EEATEREAT e & BT e eae
% e’ | A1
AT eeeeeeeeeeeeeeeeeeseiseieeieeee et sea s srases
SIHTO TR T 9™

T G I HIEUHET

HeAqUl : I @At 9 ome faw o TR o e & fore, sgfaen siftnared @R @ Wi |
forem e o fyemm 9ReE ®am, SO @ SRR & AU SeR seaw @R S9
2000/- . T JAMT AT 6 HE T & HREE a1 I & &5 U A1 el ¢ |

*TE YA U (1) SRR & T, AT a1 "iereee fawmT & feRelt sifereerdy; ar (2) TR urfereRt
STTIAT; AT (3) FHHHR Ut STYAT; AT (4) I T=Ad & qRadT ERT 9aad &l e J&T T Hieh;
T (5) faemares/Atee; a1 (6) FeEE/ T THR & Ao Afwry; (7) a8 o & el T/
qHfT & TEw; AT (8) SMET J98® N STHIfed 3= BIE el aN far e |




REG. FORM - 23

(To be submitted along with claim of June & December)

LIFE CERTIFICATE FOR PERMANENT DISABLEMENT BENEFIT
EMPLOYEES’ STATE INSURANCE CORPORATION

(Regulation 107)

* Certified that Sh./Smt. ..., W/S/d Of . is alive
this wovvieiiee, day of ...ccoeeiien. 20 .........
Name in Block letters of Signature .......cccoveeriieniieeens

Signing Claimant.

Designation with Rubber Stamp/Seal
of the Attesting Authority

Important : Any person who makes a false statement or misrepresentation for the purpose
of obtaining benefit, whether for himself or for some other person, commits an
offence punishable with imprisonment for a term which may extend up to six
months or with a fine up to Rs. 2,000/- or with both.

*This certificate is to be given by (i) an officer of the Revenue, Judicial or Magisterial
Department : or (ii) a Municipal Commissioner : or (iii) a Workmen’s Compensation Commis-
sioner: or (iv) the Head of Gram Panchayat under the official seal of Panchayat; or (v) an
M.L.A/M.P.; or (vi) A Gazetted Officer of the Central/State Govt. or (vii) a member of the Re-
gional Board/Local Committee of the ESIC : or (viii) any other authority considered appropriate
by the Branch Manager concerned.



