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Manisha Sinha
Member (Financial Services)

Tele:+91-11-23096166
E-mail : memberfs@indiapost.gov.in
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DO No.: 29-1512O26-Ll

Dear cP(q ,

The Financial Services vertical (comprising of Postal Life lnsurance Directorate and Financial
Services Division) has undertaken a comprehensive review of parameters essential for the effective
and sustainable business and operational performance of Circles. Accordingly, standardized
Performance Metrics Framework and Monthly Scorecards have been developed to provide an
objective, transparent and data-driven mechanism for assessment of Circle performance across
critical business and service delivery parameters of POSB and PLI/ RPLI.

4. All Chief Postmasters General are requested to disseminate the Performance Metrics

Framework to all Regional Offices, Divisional Offices and other concerned units, closely monitor the
performance of their Circle, and formulate appropriate and targeted interventions and corrective

measures for improvement on a month to month basis.

dtE L..+ v".rLea
Yours Sincerely,
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(Manisha Sinha)

All Chief Postmasters General
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Government of lndia

Ministry of Communications

oepartment of Posts

Dak Bhawan, New Delhi.l'10001
Dated: 06.08.2026

2. The Framework and Scorecards are intended to assess comparable operational, inclusion,
business and other parameters integral to expanding customer base for financial services as well
as long term and sustainable retention of the customers currently using financial services. The score
for each parameter shall be calculated on the basis of actual performance against prescribed

targets/benchmarks. The weighted score of all parameters shall constitute the overall monthly score
of the Circle on a scale of 100 marks. Based on the overall score, all Circles shall be ranked every
month/quarter/annum and the scores shall be shared with all Circles for review and informed

corrective action. The performance of low scoring circles will be monitored closely and viewed
seriously.

3. The Performance Metrics Framework shall be implemented with effect from the performance

month of July 2026 and Circle ranking shall be prepared based on the performance for July 2026
and circulated separately. The detailed methodology, weightage, scoring formula and benchmarks
for PLI/ RPLI and POSB are enclosed as Annexure-l and AnnexureJl, respectively.



1 .1 . Sample Scorecard for an illustrative circle
1 .1 .1 . Financial Performance

# Dimens ion Weights Metric (KRA) Unit Form u la Benchmark

1

Financial
Performance

l40o/o)

20%
Premium Collected
vs Targettll

/o
Total premium collected I
Target premium

1000k

2 10%
New
Premium
Ratiol

Business
(NBP) oh NBP ratio achieved / Target

NBP ratio
30%

3 5%
Early death claim
sharel

Number of early death claims
settledt2l / Total number oI
death claims settled

15%

4 5%

Persistency
policy (for 13,

and 37 months)t3l

of
25 Yo

Policies persisting at XX
months / Policies issued

60%_80%l4l

5

Operations
(35%)

15% Agent Productivityl INR

New Business Premium
earned / Number of agents in
Circle

t20K
month

6 5o/o Agent Activationl Yo

Active agents (agents who
procured >1 policies in trailing
3 months) / Total registered
agents

70o/o

7 5% Agent Onboarding3 Yo

Number of agents
onboardedlsU Number of
eligible DoP employees

B0%

I 10%
Digital Transaction
Sharel

%

Number of digital
payments i Total
premium payments

premrum

number of 30o/o

9

Customer
Satisfaction
(1s%)

15%
Adherence
Citizen's
normsl

to
Charter

Number of service requests
fulfilled within service
standard norms / Number ol
service requests raised

98%

1 0

Financial
lnclusion
{.10%l

'lo%
Household
Coverage - PLI &
RPLI3

o/o
Active unique policyholders /
Total households in Circle

15o/o

# Weight Metric (KRA) Unit Form ula
ctual
ch ieved

Scoring logic li
Final
Score

Contribution
to Bucket

1 20%
Premium
Collected vs
Target

%o

Total
premium

collected
100% "t.*As per targ

achievement,
BO

16
(20% x 80)

Annexure-l: Scorecard for PLI
1 PLI - Finalized list of metrics to be linked to CPMG performance scorecard

lcircle
lrrrs",



Ta rget
premium

capped
100%

a

2 10o/o

New
Business
Premium
(NBP) Ratio

To

NBP Ratio
achieved I
Target NBP
Ratio

30%

As per target
achievement,
capped at
100%

27%o 90
o

(10% x 90)

3 5%
Early death
claim share

o//o

Number of
early death
claims
settled / Total

number of
death claims
settled

15o/o

0-15%:100;

15-200/o:

inversely
proportional,

reducing from
100 to 50;

>20%: Drops to
0

17% VJ
4.6
(5% x 93)

13M

80%

As per target
achievement,
capped at
10004

82%

100

25M
70%

As per target
achievement,
capped at
100%

76%

100

5%

Persistency
(for 13, 25

and 37
months)

%

Policies
persisting at
XX months /
Policies
issued

37M

60%

As per target
achievement,
capped at
100%

71%

100

E

(1 .67% x 100 +

1.67% x 100 +

1.67% x 100)

Tota I Financial Performance Score: 35/40

1 .1 .2. Operations

# Weight Metric (KRA) Unit Formula
C ircle
Target

Scoring logic
Actual
Ach ieved

Fina I

Score
Contribution
to Bucket

5 15%
Agent
Productivity

INR

New
Business
Premium
earned
N umber
agents
Circle

to
tn

<20,000/
month

As per targel
achievement,
capped at
100o/o

t19,I 59 96
14.4
(15% x 96)

6 5%
Agent
Activation %

Active agents
(agents who
procured >1

policies in

trailing 3

70%

As per targel
ach ievement,
capped at

100%

67o/o 96
4.8
(5% x 96)



onths)
bta

registered
gents

1 .1 .3. Customer Satisfaction

7 SYo
Agent
On boarding

%

Number o{

agents
onboarded I
Number ol
eligible DoP
employees

B0%

As per target
achievement,
capped at

100o/o

89% 100
5

(5% x 100)

E 10%
Digital
Transaction
Share

%o

N umber
digital
premium
payments
Total
premium
payments

of

30%

As per target
achievement,
capped at
100%

13o/o 42
4.2

(10% x 42)

Total Operations Score:28135

#
Weigh
t

Metric
(KRA)

Uni
t

Form u I

a

Circle
Targe
t

Scoring
logic

lla
lsrb M"tri"lAth

ctual
chieve

Final
Scor
e

Contributio
n to Bucket

'l5o/o

dherenc
to

itizen's
harter
orms

umber
f
ervtce

uests
ulfilled
ithin

ervtce
tandard

%

norms
N umber
f

servrce
requests
raised

Fina n cial
metrics
10%

lssue
cceptance

letter,

licy bond
Payment

per targ
maturity

chievement
aid-up

lue, 0, capped a
100%

urvival
Death

claim
lement

Revival

ag

o

nverston
policy

Loan
ainst
licies

1 10%x61 -

5% x 78)

98%



Other
metrics
5%
-Change o
nomination

Change o
ddress 6% 78

ssrg n me n

of policy

lssue o
uplicate

licy bond

1.1.4. Financial lnclusion

1 .1 .5. Total Scorecard

Tota I Customer Satisfaction Score:9/15

# Weight Metric (KRA) Unit Form u la
C ircle
Target

Scoring
log ic

Actual
Ach ieved

Fina I

Score
Contribution
to Bucket

1 0 10%
Household
Coverage
PLI & RPLI

%o

Active unique
policyholders I
Total households
in Circle

1SYo

<10 .50/o

=70
10.5
12o/o

80
12

13.5o/o =
90
>13.5o/o

= 100

11o/o BO
(10% x 80)

Tota I Financial lnclusion Score:B/10

# Weight Bucket Score Achieved

1 40%
Financial
Performance

2 35% Operations ZO

J 10%
Customer
Satisfaction

I

4 10% Financial lnclusion B

Total Circle Score 80 / 100

lllCumulative figure up to evaluation month from start of FY



tz)Death claims settled within 3 years of policy rssuance
t3lAs on last day of evaluation month
t4tPersistency for 13M: 80%, 25M: 70%, 37M: 60%
tslCovers Gramin Dak Sevaks, Departmental Employees, Direct Agents, Field Officers, Other
Depaftmental Employees



Annexure-ll: Scorecard for FS (POSB)

1. FS: Finalized list of metrics to be linked to CPMG performance scorecard
# Dimension Weights Metric (KRA) Unit Form u la Target

1

Financial
Performance
(35%)

15%
Reven ue
Achieved
Target

VS Yo

Revenue achieved during the
month = Monthly revenue target x

100

100%

2 10%
New CIF Addition
vs Target

ok
New ClFs created during the
month = Monthly target for new
ClFs x '100

100o/o

3 1Oo/o

Net Account
Additions vs
Target

%

Net Accounts Additions in current
month + Monthly target for net
account additions x 100

100o/o

4

Operations
(45%l

5%
Digital
Transactions
Share

ok

lnternet + Mobile banking
transactions during the month =
Total transactions during the
month x 100

10%

5 SYo

E-KYC
transactions
share

Yo

E-KYC transactions during the
month = Total transactions eligible
for E-KYC during the monthx 100

10%

6 10o/o
Digital
Activation

User
To

ClFs registered for
interneUmobile banking at month-
end = Total POSA holders at

month-end x '100

10o/o

7 10o/o
E-KYC Adoption
Rate

%

ClFs with E-KYC completed at

month-end * Total E-KYC-eligible
ClFs at month-end x 100

10%

8 5%
Aadhar and
Mobile Linkage

o//o

50% x "either Aadhar or Mobile
linked" rate + 50% x "both Aadhar
and Mobile linked" rate

7 5o/o

I 5% BPM Productivity #
Net account additionsduring the
month in BOs = Total BOs in the
circle

lop 20% ot
lCircles: 5
loot-.aotlt
percentile: 4
40th-<60th
percentile: 3

20th-<40th
percentile: 2
Bottom 20%
of Circles: 1

ccounts
pened by Pos
ffices vs Agents

o//o

unts opened directly by Pos
Offices during the month + Total
ccounts opened by Post Office
nd agents during the month x

100

0%



11

Lowest 20%
of Clrcles:
10

0th-<40th
Customer Number of FS complaints percentile: 8
Satisfaction 10o/o FS Complaints % eceived during the month - Total 0th-<60th
(10%) lFs x 100 percentile: 6

0th-<80th
percentile.4
Highest 20
f Circles: 2

1.'t. Sample Scorecard for an illustrative circle
1.1.1 Financial Performance

1 2

Financial
lnclusion
(10%l

10% Citizen Coverage %

Active ClFs at month-end +

Population served by the Circle's
postal network x 100

0%

# Weight
Metric
(KRA)

Unit Form u la
Circle
Ta rget

Scoring logic
Actual
Ac h ieved

Fina I

Score
Contribution
to Bucket

1 15%
Revenue
Achieved
vs Target

%

Revenue
achieved
during the
month +

Monthly
revenue target
x 100

100%

As per target
achievement,
capped at
100o/o

860/o B6
12.9
(15% x 86)

2 10%
New CIF
Addition vs
Target

%

New ClFs
created during
the month +

Monthly target
for new ClFs x
100

100%

As per target
achievement,
capped at
100Yo

94% 94
9.4
(10% x 94)

3 'to%

Net
Account
Add itions
vs Target

%

Net Accounts
Additions in

current month
* Monthly
target for net
account
additions x 100

100o/o

As per target
achievement,
capped at
100o/o

820/ 82
8.2
(10% x 82)

Total Financial Performance Score 30.5/ 35

# Weight Metric (KRA) Unit Formula
faircle

lrarset

Scoring
logic

lActual IFinal

la" r'' i"u"als"or"
Contribution

Bucket

'1.'1.2 Operations



't0%
Digital
ransactions
hare

lnternet +

Mobile banking
ransactions
urrng the

month = Total 1lYo
ansactions
uring th

month tn

ccounts x '100

s per targe
chievement,
apped

100%

60k 6
8.6
(10% x 86)

5 10%
E-KYC
transactions
share

Yo

E.KYC
transactions
during the
month + Total

transactions
eligible for E-

KYC during the
month in

accounts x 100

1OYo

As per target
achievement,
capped al
't000/o

8.6% B6
8.6
(10% x 86)

6 5%
Digital User
Activation

%

ClFs registered
for
interneVmobile
banking at
month-end +

Total POSA
holders at
month-end x

100

1lYo

As per target
achievement,
capped at
100%

9.4% 94
4.7
(5% x 94)

7 5%
E-KYC
Adoption
Rate

%

ClFs with E-

KYC comoleted
at month-end +

Total E-KYC-
eligible ClFs at
month-end x

100

10%

As per target
achievement,

capped at
100o/o

9A% 94
4.7

$% x 9a)

8 5To

Aadhar
Mobile
Linkage

and
%

lsoo/"

haana
ln,totit.

x "either

ror
linked"

rate
"both

and

+50%x
Aadharl

linked" rate "i
Mobil

7 5o/o

As per target
achievement,
capped at
100o/o

0o/o BO
4
(5% x 80)

%
PM
roductivity IA

0th-
80th

oop 200/

ircles: 5
percentile

L L
the month in

lNet accounl
additionsduring



BOs - Total BO
in the circle

0th-<80th
percentile: 4

0th-<60th
percentile.3

20th-<40th
percentile: 2

Bottom 20

of Circles: 1

1.1.3Customer Satisfaction

,| 0 s%

Accounts
Opened by
Post Offices
vs Agents

/o

Accounts
opened directly
by Post Offices
during the
month - Total
accounts
opened by Post
Offices and
agents during
the month x 100

100

As per target
ach ievement,
capped at
100o/o

OE 85
4.25
(5% x 85)

Total Operations Score 38.85 / 45

igh
KRA)

tric
Uni Form ula

arget
ircle

logic
oring ctual

chieved
Final

ore
ontribution

Bu cket

11 Oo/o
omplaints

FS
%o

Number of F

ompla ints
ceived duri
e month - Tota
lFs x 100

IA

Lowest
20Yo

Circles: 10

0th-<40th
percentile

8

0th-<60th
percentile

0th-<80th
rcentile:

Highest

Circles: 2
o0%

Lowest
0%

10 10

#



Total Customer Satisfaction Score

1.1.4Financial lnclusion

1.1.5 Final Score

10/10

# Weight
Metric
(KRA)

Unit Formula
Circle
Ta rget

Scoring
logic

Actual
Achieved

Final
Score

Contribution
to Bucket

1 2 10%
Citizen
Coverage

%

Active ClFs at
month-end +

Population served
by the Circle's
postal network x

100

60%

48% and
above. 10

36% to
<48ok: 8

24o/o to
<36%: 6

12% to
<24o/o. 4

Below
12o/o: 2

30.8% 6 6

Tota I Financial lnclusion Score 6t10

ight core Achieved

1 5o/o
Financial
Performance

0.5

5% perations 85

10%
ustomer

isfaction 10

10o/o Financial lnclusion
otal Circle Score .35/100

# lBuc ket

2

3

4


