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Reserve Bank -
Integrated Ombudsman
Scheme

Single window for resolution
of complaints against RBI regulated entities
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The Reserve Bank — Integrated Ombudsman Scheme, 2026

The Scheme aims to provide a cost-effective, expeditious and non-adversarial alternate grievance redress
mechanism for resolution of complaints against Regulated Entities covered under the Scheme. It
replaces the “The Reserve Bank - Integrated Ombudsman Scheme, 2021”.

Salient Features of the Scheme are:

e |tis not necessary for a complainant to identify the specific Ombudsman office or jurisdiction for
filing a complaint under the Scheme.

e The Scheme covers complaints relating to deficiency in service by Regulated Entities including
banks, eligible NBFCs, prepaid payment instrument issuers, credit information companies, etc.

e “Deficiency in service” means a shortcoming or an inadequacy in any service, which the
Regulated Entity is required to provide statutorily or otherwise, which may or may not result in
financial loss or damage to the customer.

e The Scheme is a centralised and integrated mechanism for processing of complaints.

e Complaints must first be raised with the concerned Regulated Entity. If no reply is received
within the timeline prescribed by RBI / NPCI / Card Network Guidelines (where applicable) or
within 30 days of receipt of complaint by the regulated Entity, whichever is later; or the reply /
resolution is unsatisfactory, the complaint can be escalated to the RBI Ombudsman within 90
days.

e The responsibility of representing the Regulated Entity and furnishing information in respect of
complaints shall be that of the Principal Nodal Officer, as designated by the Regulated Entity in
accordance with the provisions of the Scheme.

e Modes of Filing Complaints:

o A complaint to the RBI Ombudsman can be filed in three ways: (i) through the online
CMS portal at https://cms.rbi.org.in ; (ii) or by emailing to: crpc@rbi.org.in; or (iii) by
sending a filled-in complaint form with supporting documents by post/courier to the
following address: Centralized Receipt and Processing Centre (CRPC), Reserve Bank of
India, Central Vista, Sector 17, Chandigarh - 160 017. The complaint shall be submitted in
physical mode in such format and containing such information as may be specified by
Reserve Bank.

o The Contact Center with Interactive Voice Response System (IVRS) with Toll Free #14448
is available 24x7 for Complainants to know about the Scheme and the process of
complaint lodging. The facility to connect to Contact Center personnel is available from
Monday to Saturday except for National Holidays, between 8:00AM to 10:00PM for
English, Hindi and ten regional languages.

For further details, please refer to the “The Reserve Bank— Integrated Ombudsman Scheme (RB-10S),
2026”. A copy of the same is available on the RBI website and on the CMS portal (https://cms.rbi.org.in)”
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