NATIONAL ADMINISTRATIVE REGISTER - [ IC CIRCULAR LETTER NO. 17-2013, JULY 31, 2013 ]

GUIDELINESFOR THE IMPLEMENTATION OF ALTERNATIVE
DISPUTE RESOLUTION MECHANISMS FOR MICROINSURANCE
(ADREM) INVOLVING COOPERATIVE INSURANCE SOCIETIES

Read online (full-text search, related cases, audio case brief): https://batas.org/library/7a83860909f1/

Republic Act (R.A.) No. 9285 or the Alternative Dispute Resolution (ADR) Act of 2004, Republic Act (RA) No.
9520 or the Philippine Cooperative Code of 2008 and insurance Memorandum Circular 1-2010, Annex 1, | (G) on
the Key Features of a Microinsurance Contract, provide for the use of ADR to resolve various types of disputes.

Chapter 6 of the 2011-2016 Philippine Development Plan (PDP) encourages stakeholders to “x x x b) Strengthen
consumer protection by improving the implementation of existing consumer protection laws and regulations on
transparency, disclosure, consumer assistance and redress or grievance mechanisms.” The ADReM processes,
incorporated into the Philippine Microinsurance industry, provide its stakeholders with options to resolve disputes
outside the courtroom, and to minimize the expense and delays of litigation.

This implementing Guideline takes reference from the ADReM Framework for Microinsurance developed by the
Technical Working Group (TWG) led by the Department of Finance-National Credit Council and the Insurance
Commission, including representatives from Philippine insurers and Reinsurers Association (PIRA), Philippine
Life Insurers Association (PLIA), Philippine Chamber of Mutual Benefit Association, Inc. (PhilMBALI), CLIMBS
Life and General Insurance Cooperative (CLIMBS), Cooperative Insurance System of the Philippines (CISP),
Microfinance Council of the Philippines, Inc. (MCPI), Rural Bankers Association of the Philippines (RBAP),
RIMANSI  Organization for Asia and the Peacific, Inc. (RIMANSI) German International
Cooperation-Microinsurance Innovations Program for Social Security (GIZ-MIPSS) and Asian Development
Bank-Japan Fund for Poverty Reduction (ADB-JFPR) Microinsurance Project.

Section 1. Scope - The ADReM process shall only apply to disputes arising from denied claims or those not fully
paid within 10 working days from receipt of complete documents. Nothing in these Guidelines shall preclude the
parties from seeking other modes of settlement.

Section 2. Definition of Terms

- Mediation - a process whereby the mediator facilitates the negotiation between disputing parties to reach a
voluntary, mutually satisfactory outcome.

- Conciliation - a process whereby a conciliator takes a vigorous and active role in assisting disputants formulate
solutionsin order to reach an amicable settlement.

- Mediator/Conciliator - A qualified individual who provides conciliation-mediation services.
Section 3. Salient Features

Features
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MEDIATION

CONCILIATION
Process
Structured, with specific stages
Less structured, following the course of the particular negotiation
Decision maker
The parties/disputants themselves
The parties/disputants themselves
Basis of decision
Needs and interests of al parties, rather than demands or positions
Most favorable reconciliation of positions
Involvement of the parties

Direct and full participation in representing their respective interests; deciding on issues; and creating, evaluating
and agreeing on options and solutions

With the guidance and suggestions of the conciliator, direct and full participation in agreeing on options and
solutions

Role of third party facilitator
Independent and impartial process facilitator who does not give opinions, suggestions nor judgments on disputes

Usually an authority figure responsible for seeking a solution to the dispute, who may give opinions and advice,
but not impose a judgment

Types of possible outcomes

“Win-win” situation; mutual acceptance

Best compromise solution acceptable to the parties

Section 4. Structural Elements of ADReM - The ADReM process shall be characterized by the following:
- Least cost - must be affordable for al microinsurance stakeholders.

- Accessible - must be convenient to all parties and based on procedures that are easily understood.

- Practical - must be feasible and appropriate for the microinsurance sector, taking into account the needs of
diverse stakeholders, and existing systems and policies. Available resources must be maximized for sustainability.

- Effective - must result in mutually acceptable agreements that are doable.
- Timely - must be resolved swiftly and within the time prescribed by rules set by the regulators.
Section 5. ADReM Procedures

Illustration: ADReM Process for Cooperatives ( NAR Volume 25 No. 1, January to March 2014)
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51

For individual cooperative member complainant

511

The coop member may file their complaints with the mediation-conciliation committee of their respective primary
cooperative. The complaint shall include the following information:

- Name of insured

- Policy number

- Name of insurance company
- Nature of claim

- Amount of insurance

512

The recipient of the complaint shall within 24 hours notify in writing or through electronic means the concerned
insurance provider on the details of the complaint and initiate the holding of the preliminary conference.

513

Within 3 working days upon receipt of notification, a preliminary conference shall be held among the parties to
agree on a mediator-conciliator, venue and schedule of the mediation-conciliation meeting. Should the parties not
agree on the available mediators-conciliators within the locality, parties may choose from the roster of
mediators-conciliators in neighboring cities or municipalities.

514

The mediator-conciliator shall be chosen from the official roster or list posted in the IC website which, for this
purpose, shall be updated on aregular basis.

515

If the parties fail to agree on a mediator-conciliator, venue and schedul e of the mediation-conciliation meeting, the
complainant upon presentation of aletter issued by the recipient of the complaint indicating such, may elevate the
case to the second level process of mediation-conciliation with a Cooperative Insurance Society (CIS) where the
coop insurance provider is a member. In the case of a primary cooperative buying insurance from commercial
insurer, the complainant may directly elevate the case to the I C upon presentation of the |etter.

516

Mediation-conciliation proceedings shall be held in a venue or in a manner mutually agreed upon by the parties.
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517

Only complainants and the authorized representatives of the insurance providers directly involved in a case must
be present in all sessions. Legal counsels are not allowed during the proceedings.

518

Mediation-conciliation proceedings shall be completed within 30 working days from the date of filing of the
complaint.

- If settlement is reached, the parties or their authorized representatives must sign the agreement. Authorized
representatives must present Special Power of Attorney prior to signing the agreement.

- If no settlement is reached at the mediation-conciliation committee of the primary cooperative (first level
process) within 15 working days from the date of filing of the complaint, or where the parties fail to appear for
two consecutive sessions, the parties upon presentation of the Certificate of Non-Resolution issued by the
mediator-conciliator may elevate the case to a second level process with the CIS mediation-conciliation
committee.

- If no settlement is reached at the second level process of mediation-conciliation within 30 working days from the
date of filing of the complaint, or where the parties fail to appear for two consecutive sessions, the parties upon
presentation of the Certification of Non-Resolution issued by the mediator-conciliator may elevate the case to a
third level process with IC.

5.2

For Primary Cooperatives Complainant

521

The primary coop may file their complaints with the mediation-conciliation committee of the CIS. The complaint
shall include:

- Name of insured

- Policy number

- Name of insurance company
- Nature of claim

- Amount of insurance

522

The recipient of the complaint shall within 24 hours notify in writing or through electronic means the concerned
cooperative insurance provider or the concerned commercia insurer (if the group policy was bought from a
commercial insurer), on the details of the complaint and initiate the holding of the preliminary conference.

523
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Within 3 working days upon receipt of notification, a preliminary conference shall be held among the parties to
agree on a mediator-conciliator, venue and schedule of the mediation-conciliation meeting. Should the parties not
agree on the available mediators-conciliators within the locality, parties may choose from the roster of
mediators-conciliators in neighboring cities or municipalities.

524

The mediator-conciliator shall be chosen from the official roster or list posted in the IC website which, for this
purpose, shall be updated on aregular basis.

525

If the parties fail to agree on a mediator-conciliator, venue and schedule of the mediation-conciliation meeting, the
complainant upon presentation of aletter issued by the recipient of the complaint indicating such, may elevate the
casetothelC.

526

Mediation-conciliation proceedings shall be held in a venue or in a manner mutually agreed upon by the parties

527

Only complainants and the authorized representatives of the insurance providers directly involved in a case must
be present in all sessions. Legal counsels are not alowed during the proceedings

528

Mediation-conciliation proceedings shall be completed within 30 working days from the date of filing of the
complaint.

- If settlement is reached, the parties or their authorized representatives must sign the agreement. Authorized
representatives must present Special Power of Attorney prior to signing the agreement.

- If no settlement is reached at the CIS within 30 working days from the date of filling of the complaint, or where
the parties fail to appear for two consecutive sessions, the parties upon presentation of the Certificate of
Non-Resolution issued by the mediator-conciliator may directly elevate to the IC.

Section 6. Fees - Mediators-conciliators may charge fees for their services in an amount not exceeding five
hundred pesos (Php500.00) or an amount that shall be determined by the Insurance Commission. Cost sharing
arrangement may be agreed upon by both parties.

Section 7. Information Campaign - CIS, distribution partners, agents and brokers shall promote the use mediation
and conciliation as a recourse mechanism available to all policyholders to address any dispute.

Section 8. Reporting - CIS shall provide information on the outcome of cases referred to ADReM processes in the
Annua Statements.
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Section 9. Other Governing Rules - The rules on confidentiality, competence, impartiality, consent and
self-determination, and enforcement of settlement agreements that govern ADReM process shall comply with RA
9285 and its implementing rules and regulation (IRR).

Thiscircular shall take effect immediately.

(SGD) EMMANUEL F. DOOC
Insurance Commissioner

© 2026 batas.org - Philippine Bar Review & Law-School Companion Page 6 of 7
Study hands-free: podcast-style lessons with read-along highlighting - batas.org



BATAS.org - Philippine Law Library GUIDELINES FOR THE IMPLEMENTATION OF ALTERNATIVE DI...

Study smarter at BATAS.org

The Philippine bar review and law-school companion built around how your brain actually remembers.

The complete Philippinelaw library - freefor everyone.

More than 100,000 Supreme Court decisions, Republic Acts, and executive issuances - full-text searchable, browsable
by category and year, and always free. No paywall, no login. This PDF came fromit.

Audio case-brief lectures.

Any decision becomes a podcast-style lecture - facts, issues, ruling, and doctrine - with read-along highlighting and a
hands-free presentation mode. Study while commuting, working out, or resting your eyes.

Bar review built on the science of memory.

Complete, sequenced courses for al eight bar subjects, narrated like podcasts and reinforced with retrieval practice and
spaced review - the study techniques with the strongest evidence behind them.

Thefull law-school curriculum.

One subscription unlocks the entire J.D. curriculum - every subject, every lesson, with your progress tracked down to
the paragraph so you can pick up exactly where you left off, on any device.

Mock examsthat tell you whereyou stand.

Timed multiple-choice exams graded instantly, with per-subject score breakdowns and focus suggestions that point you
at your weakest topics first.

A study planner that keepsyou on pace.

Set your schedule and BATAS tells you every day whether you are on track for bar day - and exactly which lesson to
take next.

Start free at https://batas.org

The law library is free forever - and your first lesson is one click away.

The text of this document is an official public record and remains in the public domain. Formatting, presentation, and compilation © 2026
batas.org.

Downloaded free from the batas.org Law Library. Share it freely - the library is free for every law student, bar reviewee, and practitioner.

© 2026 batas.org - Philippine Bar Review & Law-School Companion Page 7 of 7
Turn this case into an audio lecture - facts, issues, ruling and doctrine - at batas.org



