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will provide information/clarifications regarding the
Scheme and guidance to  complainants in filing
of a complaint in eight regional languages (Bengali,
Gujarati, Kannada, Oriya, Malayalam, Marathi, Tamil,
Telugu), apart from Hindi and English
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The Reserve Bank - Integrated

Ombudsman Scheme, 2021

Scheme adopts ‘One Nation One Ombudsman’
approach by making the RBI Ombudsman

Benefits to the complainants

e Single point of reference: The CMS and CRPC

enable a single interface for customers for filing
complaints, submitting documents, tracking status
and getting relevant information. Complaints can be
filed from anywhere at any time.
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: M. ; Greater coverage : The Scheme will be applicable m WT
mechanism jurisdiction neutral. A Centralised * , :
Receipt and Processing Centre has been set up at to all Commermal Banks, Scheduled Prllmary Urban ) 2021
RBI, Chandigarh for receipt and initial processing of go-opera:!ve ganllzs, Nt%n';(:heq?led P”T: y lérbgg RESERVE BANK- INTEGRATED
physical and email complaints in any language in line Oropoe 'Veddi,n ¥ Wlth gpos'z moref 2 S'k OMBUDSMAN SCHEME, 2021
with this approach. An integrated scheme, applicable ;ror(_e (nTWRa II |gn tﬁ T?RI:T . sl{naén rﬁmFe_wor ) RB - 10S 2021
to all Regulated Entities (REs) i.e. banks, NBFCs and egional Rural Banks (RRBs), a nle Py
non-bank payment system participants, will provide Banks aqd Payment Banks.lAII Nqn-Banklng Flnan'C|aI
cost free redress of customer complaints involving g&?g::;s téegiiZLtHg:;cl)l?ts F;adncl?av(e:ogrjzetlgrlﬁ:l)'
defici i ' dered by REs. J
eficiency in services rendered by REs P WU PSS PR @R 6 faf BosNRUMIMMD Badim) @1@3mm@mamo
Highlights of the Scheme and Non-bank System Participants that are issuers of AN st AT TRUTT HT FEATE [TAATIH
Prepaid Payment Instruments (PPIs). All complaints ¢ 4 b
e It will no longer be necessary for a complainant involving “deficiency in service” shall be covered Office of RBI OMBUDSMAN Thiruvananthapuram
to identify under which scheme he/she should file under the RB-IOS and there shall not be any specified
complaint with the Ombudsman. and different grounds of complaints for different REs. For lodging an online complaint:
e The Scheme defines ‘deficiency in service’ as the ot httos:/lcms.rbi.ora.in
ground for filing a complaint, with a specified list of e Fewer rejections : p J. X b'. g'.
exclusions, such as complaints relating to matters 1. No rejections will be on grounds of complaint being Email: crpc@rbi.org.in
of commercial judgement, sub-judice complaints, lodged with incorrect Ombudsman Office _ _
complaints made through advocates, complaints 2. All complaints involving “deficiency in service” will be Physical Complaints Addressed to:
with incomplete information, etc. Therefore, considered. Centralised Receipt and Processing Centre,
complaints will no longer be rejected simply 3. Complaints against all Regulated Entities will be dealt 4" Floor, Reserve Bank of India,

because of ‘not covered under the grounds listed in
the scheme’

e The Scheme has done away with the jurisdiction of
each ombudsman office.

e The Contact Centre at toll free number (14448)

through a single point of contact.

e Auto allocation of the complaints by the System to

ombudsman office, at the residential address of the
complainant or to the nearest Ombudsman office
depending on Volume of Complaints at each office.

Sector -17, Central Vista,
Chandigarh - 160017

Toll Free No: 14448
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