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Salient Features: The Reserve Bank — Integrated Ombudsman Scheme, 2021

The Reserve Bank of India (RBI) has integrated its three erstwhile Ombudsman schemes—(i) the Banking
Ombudsman Scheme, 2006; (ii) the Ombudsman Scheme for Non-Banking Financial Companies, 2018;
and (iii) the Ombudsman Scheme for Digital Transactions, 2019—into a single framework known as “The
Reserve Bank — Integrated Ombudsman Scheme, 20217 (hereinafter referred to as “the Scheme ™).

The Scheme embodies the principle of ‘One Nation, One Ombudsman’ by making the RBI Ombudsman
mechanism jurisdiction-neutral. It has been in effect since November 12, 2021. The salient features of the
Scheme are as follows:

. Complaints
Any customer aggrieved by deficiency in service (a shortcoming or an inadequacy in any financial service,
which the Regulated Entity (hereinafter RE) is required to provide statutorily or otherwise, which may or
may not result in financial loss or damage to the customer) may file a complaint in writing or otherwise
under the Scheme.
. Filing of Complaints
Reserve Bank of India has established the Centralised Receipt and Processing Centre (CRPC) at Chandigarh
for receipt of the complaints Pan India. Complaints may be lodged in any of the following ways:
a) Through the online Complaint Management System (CMS) portal: (https://cms.rbi.org.in)
b) By submitting electronically or in physical form to the CRPC at the following address:
Reserve Bank of India,
Central Vista, Sector 17,
Chandigarh — 160017
¢) By contacting the RBI contact center on the toll-free number 14448 (9:30 am to 5:15 pm), available in
Hindi, English, and eight regional languages to begin with, with more languages to be added over time.
The contact center also provides information and clarifications regarding the complaint process.
. Conditions for Admissibility
A complaint under the Scheme shall not lie unless:
a) the complainant had, before making a complaint under the Scheme, made a written complaint to the RE

concerned and

i. the complaint was wholly or partly rejected and the complainant is not satisfied with the response,
or no reply was received within 30 days; and

ii. the complaint is submitted to the ombudsman within one year of receiving the RE’s reply, or within
one year and 30 days if no reply was received.

b) the complaint is not in respect of the same cause of action which is already:

i. pending before an ombudsman or settled or dealt with on merits, by an ombudsman, whether or not
received from the same complainant or along with one or more complainants, or one or more of the
parties concerned;

ii. pending before any court, tribunal or arbitrator or any other forum or authority; or, settled or dealt
with on merits, by any court, tribunal or arbitrator or any other forum or authority, whether or not
received from the same complainant or along with one or more of the complainants/parties
concerned;

c) the complaint is not abusive or frivolous or vexatious in nature;

d) the complaint to the RE was made before the expiry of the period of limitation prescribed under the
Limitation Act, 1963, for such claims;

e) the complaint is lodged by the complainant personally or through an authorized representative other than
an advocate unless the advocate is the aggrieved person.


https://cms.rbi.org.in/
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Complaints Not Maintainable

No complaint for deficiency in service shall lie under the Scheme in matters involving:

a) commercial judgment/commercial decision of a RE;

b) a dispute between a vendor and a RE relating to an outsourcing contract;

c) a grievance not addressed to the ombudsman directly;

d) general grievances against management or executives of a RE;

e) adispute in which action is initiated by a RE in compliance with the orders of a statutory or law enforcing
authority;

f) a service not within the regulatory purview of the Reserve Bank of India

g) adispute between RE; and

h) a dispute involving the employee-employer relationship of a RE

Procedure and Timelines

a) RE on receipt of the complaint, should furnish written reply along with all the relevant documents to the
ombudsman within 15 days of receipt of complaint. Provided that the ombudsman at the request of the
RE in writing to the satisfaction of the ombudsman, grant such further time as may be deemed fit to file
its written version and documents.

b) In case RE omits /fails to file its written version and documents within 15 days, then ombudsman may
proceed ex-parte based on the evidence available on record and pass appropriate order or issue an Award.

c) The RE will not have any right to appeal in case the RE omits or fails to file its written version and
documents within the time as provided in terms of Clause 15(1)(a) of the Scheme.

Powers of the Ombudsman

a) There is no limit on the amount in a dispute that can be brought before the ombudsman for which the
ombudsman can pass an Award.

b) However, for any consequential loss suffered by the complainant, the ombudsman shall have the power
to provide a compensation up to Rupees 20 lakh.

c) In addition, up to Rupees one lakh may be awarded for the loss of the complainant’s time, expenses
incurred, and for harassment/mental anguish suffered by the complainant.

Awards

The Award shall lapse and be of no effect unless the complainant furnishes a letter of acceptance of the

Award in full and final settlement of the claim to the RE, within a period of 30 days from the date of receipt

of the copy of the Award.

Appeals

a) The complainant aggrieved by an Award or rejection of a complaint may prefer an appeal before the
Appellate Authority within 30 days of receipt.

b) The Appellate Authority may, if satisfied that there was sufficient cause for delay, allow a further period
not exceeding 30 days.

Access to Scheme

a) Formore details, please refer to the Scheme details available on Transcorp International Limited website
https://transcorpint.com/ or at RBI website www.rbi.org.in.

b) The copy of the Scheme is also available in our branches, which will be provided to the customer for

reference upon request.


https://transcorpint.com/
http://www.rbi.org.in/
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ARTY fIRyany: fiord 9% - udigpa drwura aieT, 2021

YR ReTd §& (RBI) 7 310 fiF gdadf dieura arerrsit—(i) i diwara areT, 2006; (i) TR-
S faxfta ufal & fore deura Ao, 2018; 31R (i) fSfTed ame & fore ewura aieT, 2019—
DI TP Uhd ¢d § Uhidd a1 § O "R 8o - Tl dieurd aiorT, 2021 (3TP S8 "TIoHT"
P =0 H Gefifa) & 99 I ST o 8|

g YISHT RBI AIHUTE o3l Bl QATUBR-TCR FIHR 'Teb Y, Th Albural’ & Rigid bl Jd ¥4 el
8178 12 TR, 2021 J gHTdT 8| iorT o R faRiwams fRafafed 8

1. Rrerad

Jar H HHt (Bt foia Qa1 & it a1 sruafean, St fafafia so1s (39% 916 RE) o1 denfe a1 srgur
U BT IWH g, P uRuma=u Urge & faxiia g1f ar eifd 81 +f ot 8 siR 78 vih @
ifsd oI i g Ao & ded fafad U # a1 3T fRIerad gof R Tl |

2. RreTadl @t wrgfer

YR Red dF 7 IR URT § Risrdl &t Uit & fog I8he & ddiidd Wit 3R TRIRax0 &g
(CRPC) &1 RITTAT Bt 2 | R1sprad fFafefaa 7 9 fooht +ff i 3 ool &) off vl &

a) WWWWW (CMYS) UIdd & H1end 9 (https://cms.rbi.org.in)

b) CRPC ®! Saiaea a1 Hifdds w0 # Fafafyd ud R o axes: Rotd d@ sifts 2f&arn, dea fawer,
Yae 17, ASNTE — 160017

¢) TIA-Th1 e 14448 (YT 9:30 To! I U 5:15 ol ) TR RBI HUD Hg F WU B, il 3MTd A
f&dl, 3iIsh SiR 3i1e aftg yTaff & Iudsy g, T & W1y 3R HTNTE Shiat Sat | ud &g fRrera
Ufshar & G H SHHRY 3R WP 1 UeH #ar |

3. Wierddr &1 Id
IS & dgd RIead dd do WIeR Tal &l Sl o dob:

2) RIsraasmdl A T & ded RIsad #34 J Ugd Iefid RE & falad Rremad o 81 8k i. Rierad
®I gt 7 Sfifs U SRATBR HR a1 T 81 3R Rissradaral ufafsar S Iqe 9 8), a1 30 fai &
iR H1g IR T a1 g3 81; 3R ii. FRIBTIT RE & IR UK 811 & T I8 & HiaR, A1 afe B3 IR
T -Te] g3 81 al U a8 31R 30 {1 & HiaR Apurd &1 ugd &1 78 g

b) R I HROT Y Faiferd 7 8 o ugd ¥: 1. forh dipuTta & e difard g a1 fuers 18 § a1 -
N F MR W FAYers 1< B, IR 98 I Rieradedt a1t a1 i Rieradadisit a1 Teifird el
& 1Y U §s &1 1 -To1; ii. bl ~=qTTerd, <ATaTieh=ul a1 Hea<y 1 fopdi! 3= Wl 1 YTl & qHe
<ifera 8; a, fpft =umarera, manfies T a1 Heny a1 ot 3 Her a1 UTfRIeh 0T gRT UI-alY & YR
R Fuers 7€ 8, =18 98 S Rt a1 U a1 3t Risbradedial/dsiid el 3 o g% g
Tal;

¢) RIBTIT SUHTTSHS I1 I8 TT IR DA dTelt Uepfd DI A g,



https://cms.rbi.org.in/
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d) RE B! R I TAHTH, 1963 & d8d U aTal & g Hfia ST srafer ! wHiiey 3 ugd &t
LERE

o) RITad fderTa U ¥ Rievrraesdl gRT a1 fadt sifdigd ufafafd & mem @ ool &t 18 §), I
& 3{dTdl, §Td deb fob dobial W Uifed safdd 1 811

4. R it v 1Y @

Qa1 H HHl & o Bi1g Rebrad drei1 & dgd FHafeiied Al d WieR T8l &1 Se:

a) RE & ariorfoges fAufg/aaraaies fAofa; b) sreeaiftf srey @ defid fagkar sik RE & o9 faare;
¢) B3 1B Sl WY AbUTa &1 Yalfed el &1 718 8; d) RE & UeeH I1 ifereptial & fRaams g
RIHTd; ¢) e fdare o/ RE §RT {5 duTfAes a1 S Uad- WSRO & S1eRN & Srara- &

HRATS B TS BY; 1) T a1 S HR Rord b & Fiames e § 7181 8; o) RE & & f3a1a; 3R h)
RE & ®HIR-aad Ie¢ 9 g7 fadrg

5. ufspar 3R gHg-HHT

a) FRIHTId U 819 IR, RE &I RIGAd Ui 814 & 15 faAl & Hiar T Tefdd gxardsii & Iy aidbura
& e IR S =1fee | o= 3 diepurd, RE & fafad srRiy W, afe Iqy &1, o 3o fofad Srare
3R SIS SIRAA B P T Iferd TH=N S ara ifaRed 0T ¢ Tl gl

b) Afe RE 15 &A1 & iR 3o fafad SaTe SiR gearos qifad @3- H 9o HRdl o/[Amd Xgdl 8, <l
NHUT Repls TR IuAS TeA} &b 3MYR W THYelg Hridre! HR Jhdl § 3R IfId M uid R
T § T REPR SR} HR JHT g |

¢) i RE TISHT & WS 15(1)(a) B! T &b TR U fort T Jrg & iR 3o forfad same SR
Gl GIRId R B g Hdl § I1 [dhd X8l 6 < RE B U &1 Pis SHABR g1 g1

6. AP UTH B RTfaRTar

a) faare & Y &} w5 a1 781 8 O Aipurd & gHe A/ 51 Il § 3R 59 faw dieura
REBR TR B Gl 2|

b) BT, FRIeTademal gRT Y feat +f afkomdt g1 & forg, dieura & U 20 9Rg 0T dd &l
Y3TTol UG = S Jifad gl

¢) 39% 3falked, Rierraedl & T9u ot g1, T fHT U 21, 3R Rierded! gRT 984 fee e
IafteTARIe deT 3 fort Ter ara U8 de o1 RIGR a1 off Tavall 3|

7. [REPR

QIBR UG Bl ST 3R o1 UuTa & g1 oid b fob Riseraderal (¥eR &1 ufd U 81 &t
IRRE ¥ 30 feT 1 3afd & 1ficR RE &1 &1 & ol 3R Sifc e § REsR &t Wiepfd &1 U IRgd
RG]

8. 3rdia

2) PR 1 RIS St SRaipia O Afdd Rl mit & 30 &1 & iR srdieia mitieRor &
THE e B ThaT B
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b) 3Mdteiig wfdieRur, afe Iqy 8 f fads & e vafa sror u, @ 30 foA 3 siftres ot srafty ot
AT T IhaT B |
9. FroIIT 9 Ugd

a) 3fdep faaror & 1%111, Pl ;’mﬁtf Q’EQAQH@ 1%@%‘5’ Pl éaiﬂns‘c’ https://transcorpint.com/ 9T RBI
JIITSE www.rbi.ore.in TR IUASS IS faaror F|

b) TSI o1 Ul AR TRarett § +f Suas 8, S SRIY IR UTeh &1 g & forg ueH &t saeh|
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