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stluwes (A2 as (Executive Director)

Rl Rxd ds, yue

R23dl dls, 2021 (RB-10S, 2021)

Y Uoll (NOTIFICATION) A €6 5.: CO.CEPD.PRS. No. $684/13-55-001/2025-2026
Al3lu: 07 A2\ 61R, 2025

dl5ol 2wAael UM, 1949 ol scH 354 3601 Ylld AUcllell GUL s3a,
U WIUGa{l YAl CEPD.PRD.N0.S544/13.01.001/2022-23 cllZlW 05 wdRe, 2022 Hi
UiQls ¥$1R (Partial Modification) 5¢ll, %el(dcHi %33 &lalla] Rl dl, eRdla Rad ds
A o{lA Yool R aAE 2 913 52A B,

ulel wpuaadl A 8§ 3, dlEol WAt AU, 1949 Yxo cAvARA
e slaurEa sl (State Co-operative Banks) Ul @laQC't slau(2a dsl (Central Co-
operative Banks) &a (Reserve Bank - Integrated Ombudsman Scheme, 2021) <ll écj e
“(QAM t UL (Regulated Entity)” A31¥ dlRLallHL A,

(2)
a HO|, Bl Alosoll Reserve Bank - Integrated Ombudsman Scheme, 2021 — éa e sl

AUt a5l Wal Aoz sl-vluRRal alsl A UL OlS] EalHl wical 8. A Raud @l
USQ, AL A eAlHL (AAMIN 6161R AU UHT AL B (Specifically Excluded).

(3) L YRUoll 1 olA10HR, 2025 Yl AUHAML WU,
(4) VL olcll AHLA2 (Inclusion) A, L Aell 360 o{lA €21 AE Regulated Entities B3]
RERINENER)

(a)
oltll SLHElUA 8\ (Commercial Banks), F1%elct 3¢ GlS\ (Regional Rural Banks), 2 Sl-

AW asl (State Co-operative Banks), aoﬁ@t RENUEEEAE (Central Co-operative
Banks), il 5[52165 ul?ll-lﬂ (2}{0101) slalu(@a dsl (Scheduled Primary Urban Co-
operative Banks) el ollot-AsYes UlAMIL (Aolel) sl-vllur(Ral A5l (Non-Scheduled
Primary Urban Co-operative Banks), F3llo{l (SW(De U2 WoUGeAl olleUslal aroll
(325 AA 2lle (Audited Balance Sheet) oil LU Rs 50Cr AUl Al cell? .

(AR (o)

Rad dls - 82 BrotsuN et 20\l 2021



Rxd ds 2ls SR gl (A draul gl ductHl el A dei@d auss
sRalEle] BsUL el el WA (AR50 cletall HIZ cottaialtHl AUAA 20l L 0ol
o{l Aot LA 360 13| scllHl Ul B

o Ol%o1 20y Qe U@ uH, 1949 (SEAH 35A)
o Rxddsuls Skda @AM, 1934 (SAH 451)
o Uoe oS A2cNoe R A(A[A2H, 2007 (SAH 18)

o 3(32 Soslialet Sucllos (R0 A2et) AA2AM, 2005 (SAM 11)



Chapter 1 — 213¥llcl (CHAPTER | — PRELIMINARY)

1. Q§ %ﬂﬂs, VHA, QAR A ClJ] UScR (Short Title, Commencement, Extent and
Application)

(1) L Aoolle] oltH 3 “Rvd dls - 82 s BrotsUN et 2%oll, 2021” (Reserve Bank
- Integrated Ombudsman Scheme, 2021).

(2) AL A%l A ARIHYL WHAHT U A B R B s gl olss| scllHl AL,
(3) AL A%l CUR cloll lHIH A=A 3ol YR AML ALY USAL.

(4) L %ol o[ Aotl SLAELIRA 3601 (A2i(Acd 2irelRA (Regulated Entities) gL2L G2 Ml
ALE Sl U HL el cll Acuvll 12 cld] UsA. Rad ds s Sl U@ [A2M, 1934,
(3oL 20y A et AR AH, 1949, AN o2 WNos AecdNoe R U@A2N, 2007, 3(32
Soslialot $Uc{l0s (22 A2Lt) UM, 2005

2. En%'dl{l Lol (Suspension of the Scheme)

(1) % Radl dlsal cldl ¥ g s 01924 A %331 B, dl A il Alolloll dAMIM Acll
$2clls [l AmclseL [AuilRd uHount 12 bl (Suspend) 531 23 8. @A A
oltll (A URURA (Regulated Entities) HIS SlARAUC HIA otssl scl S1E5 AlssH Al
H(2 Ao Ul

(2) Rosd 6ls 8 A, USAL AUV AL 2 Y co{l 28UdLet AMAHALEL (Suspension Period)
232 Yool LUl A3 B, el A HIS AU A 13 531 A3 B,

3. vl (Definitions)

(1) 4L Aot ML, % WoAAUL RUR ol SAUML W] 8l2L, Al ol A AL 2AGEL A
Al gAY A0 A AH % A AHesclloll 23 B Il A L A%l HL cAlvU Rt sRelHl
LAl B, L A ollH, | oAU RURR ot 2L, Al oll Aoil AGELA AL L Yool U,

(a) “AUUlA Utll (Appellate Authority)” A2 Rad dsall A AEIsRa (33523, B il
Ao otlo] AUAs $R06l1R ([Qetdletl sl dAZE S HELR Sl



(b) | Al 1R (Appellate Authority Secretariat)” AeA Rxd dsal A (Qewat
(Department) % Ul A% llo] AAULAt Wal WUAIS0 52 D.

(c) “U@s YA (Authorised Representative)” A2@ As Al caulset (Asclde Rauay,
®al sRALESL (Complainant) 6l AL RS et ALl Slad UA B Wt gUAL
el uBaani sRaesdief ulQARARc 53 ®.

(d) “5AA (Award)” WA Bl A% olloll oLclleSB Yool oS UN et GLRL WU ALHL
AlAA et

(e) “ols (Bank)” W2 A5l At WEA2N, 1949 Yoyuisll dlSol suell (Banking
Company), Corresponding New Bank, Regional Rural Bank, w2 s ?JU.S gl (State Bank
of India), ol UesII| Gls (Co-operative Bank) — (G501 292JA2lel U[AAUM, 1949 ol
SCAM 56(c) 3601 cAlVARA), URd 2l Al wslR Avialtil A waa Rad ds
gL A UiRd Aslal AL WAA $AHL AL o8l

(f) “s(R32LE (Complaint)” WA SLESURL Al A Aol HILAH L1 UM A
qulld, BHL RRd ds gl (RARAd ¥l (Regulated Entity) g2l Acuni vl
(Deficiency in Service) &lcllo] RULACUML WA B M BUL L Alailo{l AoLceSul d601
A&l (Relief) HIOLCULHL HLA B.

(ff) “%(3e Hl@rﬁ $Uoll (Credit Information Company)” AeA Ul ?J{@.QEJ.H, 2013 8601
RURAA A Suo{l Botal 332 SoslHalet sUs{lns (R0YA) (A[RA2AH, 2005 ol 561 5(2)
Yos6l 2923 2Aot YHIRLUA HAG SlaL.

(g) “UcltHl vt (Deficiency in Service)” W2 A (AR HULA sLATUR A WUl Aol
A Ul Atergals Al stguslar Actt AUl Aoll Aot Al SlEuRL Ystrell
AUYRcll ALl W], Boll 51201 2Le5A ollQUSl L of Lot UL A ecll of URL UL,



(h) “GU-3{201$ U Nl (Deputy Ombudsman)” A2A Rxd 6ls gl vl 2eite{l slotcueSull
8601 [13Y5cl $AAA wA 513, B rotsuNatoll Asl2us ¢Ast Reud B.

(i) “(Qet-cA(FoL dl@,llﬂal $uell (Non-Banking Financial Company - NBFC)” vea
Rxd ds uls Sdal wREA2UH, 1934 ol sAM 45-1(f) Yo caAvARA Al NBFC, %
Roscdl dls WA AUWAA (Registered with RBI) &2, Aol vl AFAlHIYl KslR AMlH
WA ot dlat. URd AHl ol Aol Sucllal AHLA2L o8l &l —

812 e No2 $Udll (CIC)

o Bo5l25AUR 32 §S NBFC (IDF-NBFC)
o Bo5lR25AR $lBelled SUe{l (NBFC-IFC)
o RAR, [ABAIAA Al [AlSo AU 50 A SuUs{l, Hecl

o Rxd dsol RaulZ 60 201Ac NBFCs,
vl Rnd ds gl Mo A Wl Al 2UA NBECs.

Q-U.'bélS?Ql (Explanation):
CIC ¥\ IDF-NBFC 2L0€loll 2] A % 283 B Racl alsail (AN (RBI Directions) 601
UL H] w2 B,

(j) “GlaA[Ad el (Regulated Entity)” W2 A L 2 %otlHl callvulRd Yool ol Aoll
AU

. s (Bank)
o (Aet-A(Sat sttausla suo{l (NBFC)
o ReuuwlCRue (System Participant)

o 3032 Sollalet $Ucll (Credit Information Company)
wUcll Bnd s gl AHAAR ots$l 5AACAL W S\ B, % A 2L 0%l
E1R AW AlHL o Ll sl

(k) “¥UHL Lot (Settlement)” WA AL 20 otloll SoLelleSull Yool sRAEHT AN olal Ul



AR YA AU, B HEARU AL (Mediation), UH31cl2 (Conciliation) M Lcll UsLA]
(Facilitation) Ullct &L

(1) “RreH WERUee (System Participant)” WA Wloe Wos AN Qe W@ (AN,
2007 3601 caAlvAL R Hosol SleSuRL Al caulse, B Rad ols waucl AU Walss?
Reau,

5165 UNo2 Rre MUl etaL Al 8l

(m) “@2H WLBSR (System Provider)” WA UNoe oS A2AN o2 A1 A RA2UN,
2007 oll 5&H 2 3601 cAVURA A AR ANz RizeH Actadl el el calsel.

(n) (R3¢l &S (The Reserve Bank)” WA Rnd dls s Sed 2l A[QA2AH, 1934 ol sAH 3
360 AL el (LA Rxdds (Reserve Bank of India).

(2)

L Aol GUAML AAUAAL Al AGEL AUl AGEUHE], Boll caltuul uL Al SotlMl
AUl Ll otell, uRd BHell cautuvail ofl Aot st Wl Aa0H U e HE
0.

Rxd ds wg SR WM, 1934,

Aot 292 A 2ot U@ N, 1949,

U2 Aos AN R AR [A2H, 2007, 12Ul

3(32 Soslalet sus{los (RoxyAaet) (A A2, 2005,

WUl GUAS SLAERA 360 R als gLl ool LS alHl vl [, 1iole st
(Guidelines) AaLcll =N (Directions) Hl % wdl gallall 5[3{,
Al o 8] 4L Al HL URL ALy USA,



Chapter i
Rod s - AYsc Aot ANt %o, 2021 360e{l 5AZL

4. 161U N ot Aol GU-31eL s U Notoll (MRS U 51210 (Appointment and Tenure of
Ombudsman and Deputy Ombudsman)

(1) Rasd dls, L 2sotiell gloteleSull Yosololl s1(131 sa M2,

Ulcllotl As waall ady AR s31ullal 31 sy Nt (Ombudsman) WU cll GU- 61U N ol
(Deputy Ombudsman) 3% Q23 ®.

(2) AoLs ANt Wl GU-BVAH s AN ool [AHE 5ol slst cayul ay AR aall 234,

5. ?)1110{§%{Q°1 Saﬂbﬂd ¥Ulol (Location of the Office of the Ombudsman)
(1) LS UNotoll 5ATLA A UAA A B R3¢l 6l g2 otssl s clMl wLcld.

(2) sRUEle] 35Ul (AU (Expeditious Disposal) &l A H(2,
W s YNt sR2LE Aol Ass 2102 AU el 0190 A A% A3 B,
o2l dal %33 Aal 20U AL,

6. Sl 2cll51R w WBal Fosoll 22U (Establishment of a Centralised Receipt and
Processing Centre)

(1) RBxd ds As dead 2512 wal sl 3o (Centralised Receipt and Processing Centre)
UM 529,

@ e Ryd dls Aot AUR Al &t 53] AslU B,

% L Aotloll 60 HAC i sRaLEl 2ellst3] wal WSl (Receive and Process) 523,

(2)

WlolclleS el sRaLEl (Online Complaints) Hl& 3@ ALEL RBIo{l W& https://cms.rbi.org.in U
altilctcllo(l 239l 8As2 (S (E-mail) A &cll AllAS (Physical) 2aA3UHL HAC Rl W
GlRL WUl slAUR AUl sRAEl A U Wscaloll 282 Ul 3enad [Is1R al
UlBal 3os 2UNQA B, Al Ane] wil@s @Aletel ua ulsa 531 astal. Bruell (Provided
that): % S8 s(32ule Yl RBnd dlsell & oA $AINHL HA, A A Flexal (512 wa
(B2l 3os vl ALOE{L st cugl W2 M s cul vl




7. Aot s U Nt $AIN B Slond e[I812 Fositli 2L go{l 28U (Staffing of the Offices of

Ombudsman and Centralised Receipt and Processing Centre)

Rscl dls YLl 5A Y oL UN ot 5AT| U Flogial 2clIs1R W UlsaUl Fos Ui YR
e AL 2L% U 28, Wl A Aol dAritH WA R ols gLl % GslelcllHi w1,



Chapter Il

Unlﬂ§%lﬂ°{cﬂ Al Aol 82%-’1 (Powers and Functions of the Ombudsman)

8. Al ol $29%1 (Powers and Functions)

(1) BroLs AN ot WUl GU-BroLs ANt R3] 65 gL (A=At e (Regulated
Entities) oll U85\l ActtHl WLl (Deficiency in Service) Aol (Rl AWA 529
U Aoj [AA5 524,

(2)
W s ANt UM AlalelHl A $(RaueHi 58Ul 816 HaATEL o8l SlaL. Aol A Aol

Ao sANed [RlA (Award) wUL 23 8. URd %l sRaesdlal (Complainant) ols %
Aelell wiHlal 51200 allgusla ofsAlel (Consequential Loss) U &2, Al MoLSUAaL
HedH 220 A YHllo] cllcdR (Compensation) A ULl 23 B. AH Otl, sRAUE SN UMY,
Rl WA HiolRs dscls Wl dBlLel (Harassment/ Mental Anguish) HI& QRS %1 ctwt
Ytllo] cand ugLaucl asiau 8.

(3)
AL AN WA dAMIH YsRell sRaAElA Aietaclloll wa oitl scllell AyLl Al 2L

ogAlR GU- oL § ANl §5ct ol A Hogololl $(R2ALEL oltd 53 A3 B Alogotloll sEAU 10 601
uladl sRAEL, U seM 14 Yool Acled] (Facilitation) GEcUA sRauLE.

(4)
€2 a¥ 31 Hide{l RA[AA, Bret g AN Wlclloll stallcdioll ol stieusla arie{l sto(llell

Ul (Annual Report) Rad ds Ay Sdaulell 313l aldelal HsA. A GURid,
(303l Al gl HdLaUHT A Mo HUE A weL Y3 wisal,

(5)
ol Rd clsal cldl ¥ A 98 Bcul %33 8, Al A wrstsANA WAL HACL Adalcd

wacll HU@lof UsL2et (Publication) 531 23 & Vst 230 vl AUAL A, BH [3xd
ols A0 UM,



Chapter IV

Al oL ML SQ dlEall Q?lS?QLGﬂ Ll@ 2l (Procedure for Redressal of Grievance under the

Scheme)

9. $(32ALE il AULULR (Grounds of Complaint)

%\ 5165 Aesa **Rxnd s gl (A2 AU (Regulated Entity)**o{l 5185 stelallel Wl
Yscl Uclloll (Omission) A 51REL At vl (Deficiency in Service) UL &2, Al A AULES Al
Alogolloll ot dsm sRaule 53 a3 B. sR2e calsAdld A (Personally), AUl
Al R UQARR (Authorised Representative) LR (Bofl callvAl SEAM 3(1)(c) M
U HL Ul B) s3]l asla B,

10. 8@ ALE ol e[|SLRellotl AULULR (Grounds for Non-Maintainability of a Complaint)

(1) ol e21AA YarAHL wlL Aoweilofl 360 sRaLE eclstelMl otgl 2uQ,
% sRauleall Aoitt ol Aotl (AN WA sl —

(a) QA d Aol catwlRs @Qian (Commercial Judgement/Decision) U &;

(b) 2UG2UR[oL 521 (Outsourcing Contract) ol [Aclle — AoS? Aa (A0 Haul
qea;

(c) Brots ANt YLl A ot seuul 2l sRaue;

(d) QA Al AAwNoe Ul ARSI (Executives) UR UL ML USRAl $(3ULE;
(e) SLAEUR Utllelld] 2L (Statutory or Law Enforcing Authority) (21 AUUCL UE o]
ulctet sl e WAl sRaule;

(f) Rl Algell (QaMAA Al 0l6lRe{l Acll (Service not within RBI purview);

(g) A ARURA (Regulated Entities) <A (AcllE;

(h) QA Aot sHUR-RA0ws (Employee—-Employer) ol [aCLLE;

(i) 3(32 o 2tet suUcllos (R0 A2et) A RAAM, 2005 o{l sE1H 18 501 B HIZ UdAL %
Gula Gucsu ® dall [Qalg;

(j) L Aol e ot AcUAEL 20YARS UreUlell ALES slRL sRcUHl A S[RAULE.



(2) L Aoeitell 360 sRALE U % ellsRatul e 2R ol Ao{l wtll AR Al Yol atat:

(a)
g[R2ALe 5 AR wL A Holloll 360 g[F2ALE 5l UBAL — Aol [(R2AR ct 2L (Regulated

Entity) A cldMl sRaute 531 8laL, ua

(i)

d sRate Ayl & ewo130 gouale aes dlat, wal sRAesdl A watlotel AUBARA 82,
Al RAE (AL AUl HeuL Ul 30 (& caute{l 202 518 wallol of HeRL 8l2L; A
(ii)

sRalesdlA vlrugANa sRALE — % RE glRL %cllol Hull 8l cdl deoll HoRlloll A S
c¥e{l € R, AUl % 18 cllol ot HeRAL 8l Al $(R2Le saAlell dAluel As oy ua 30
(2 atell 2ie2 53l Al ASA.

(b)

s(Raueoll (AN ol Aoll (SruLHioll of Sl A

(i)

® UdAL o 2 3o1s AN AHEL 618l (Pending) 8l2L A cll B A3oLs ANt L2 IR
VLR L (On Merits) GEELE oLES 8lal, MA A sRALE A o A5 5 B S8 Ul WA
olla 53l 8l

(i)

® udAell ¥ 518, [Bofatct, lolFeR AUl oA AUtllallR SRU/AUL uHeat ousl 8,
AUl Boll $AA USA o vl Al 8, A A sRaule A & sRalesdl ¥ wat
A 1ol sReunl 2l Sl

(c)
g(ALE WUMLeL% LS (Abusive), ol SIHL (Frivolous) AUl ALU% LS (Vexatious) 2cl3Uell ol

Alcll ASA.

(d)
sRale (AR ANs2, 1963 3601 otssl sl AHAMATEL Y Acl USEl o

QB Arau scuul vl Sl ASA.



(e)
sRalEsAlA Alogotioll sem 11 Yoololl %331 Yol UGl (Complete Information) Y3l

Wicll 8l eAsA.

(f)
gRate sRaEsdl WA waual dstt U g YARR gLl (B aslet ot ) sReunl 2l

Slcll A5, ud %1 aflet Wa & Ul[S d calsel (Aggrieved Person) 821, dl d sR2LE 531
ER)

%ubéISQQl (Explanations):

U501

SAM (2)(a) ML “clild sRaue”ui A $RALELA UQL AHLAA UL D B o HILAHL (BH
3 SASE Wl Aelclleol H13) gl sl wcl 8l % sRauesdl A alld s3I 2 3
AR vRuR sRaue sl sdl.

U5 2:

SAH (2)(b)(ii) HL2 “ o 5101 Aei Rt RAE" A uel AHL o8l 21, >l AUURA[LS
st altél (Criminal Proceedings) 518 A&l (Bojotci oSl Slat watcl Welld du
(Police Investigation) ALl €L &lat 3 Y&l U oLES Sl

11. sRaue s2clle{l UlZ2uL (Procedure for Filing a Complaint)

(1)
gRale sl Wtlell sRate AclsSol WEA HIRSA 531 A3 B —

(7 https://cms.rbi.org.in

(2)
sRae saAsgAs A (SRS ad?) wacl ellds A (AMA ) uwl

RBad ds gt [AlRd 3 2<(lstR ol Uls2ul 3o (Centralised Receipt and Processing
Centre) UR Hlscll asta B. %l sRaue AMA A3UHL (Physical Form) AUHL 414,
A A sRaesdl WA ua Aot A@sd UARME gL 48l sl Slcll ASA. sRaue
sAs2AAs 3 AL 23U A leri A A HBA W@ ¥ wul usd
% R a5 gl oissl sclul vl B.



12. SQ ALE{l WaMs dw (Initial Scrutiny of Complaints)

(1)

ol Sl& W% HIA YUsl (Suggestion) HlUcllol welcll HILE (Guidance/Explanation)
Hiolelofl 8lat, Al A AL Awellell 3601 Hio $(F2LE (Valid Complaint) dWRUA ol8l. ucll
sRAEA ol sl e U sRaESsAA Aol WEcl WA osclol WsAAUHL
L.

(2)
B SAH 10 35601 W HLo (Non-maintainable) d1QUA Al 5R2LEL 82, Aal ALl vidla

(Segregate) $(RALE Sl 2019 QUS| WA scllol HSACUHT AL,

(3)
o1l A AHIH Hio $RALEL Aot sUN A AT W2LNe{l stlatdl HI2 WsACUH

e, A Aol el sRatesdlal ugl uctHl qdl. sRatec{l As «isc (Copy) A
(Al A& (Regulated Entity) URL HISAHL AU Boll (Ag $(32LE scul vl
8, ol Aol Al ¥l (Written Reply) Ul HIZ $SCHL AL,

13. HUB Ll 1iotaute{l Uit (Power to Call for Information)

(1)

WA s YN, Wlloll 5981 aiostetall Hi2, A (PeiBd raual Aea (Aate Hi AR Wl
elal) s8l A3 B 3 — A sRae Ao@d UGBl (Information) Wl €xclAlo{l
YHIRLA ot5E (Certified Copies) 2% 52, %1 A £xcllA% Aol 5011 B. A cll dlellall £l
sRAUHL el B, % (2R el Ao s1ReL (Qotl HlB AL Y3l uiscuni s o2, dl
o s N ot Al A 518l A3 B & A Arew WAy ctte(l 1l otell.

(2)
UBoLsANotl HACA Al maual exctidsl Ayeud sluellal (Confidential) AWAL.

UL WAl Wl exclAX] A culselal e o8l 82, Rctad ¥ slAEl Yosol %33 8,
el HUBE Al AUstR calsdoll @l 293l (Consent) 8l2.



FUN|$R0L (Provided that):

o %l oAU WA [Asutcllotl Bui 331 8lat, Al ¥rotsUN et ial Ul (Complainant
A Entity) AR 52Ul HAA Attt AUl €2 A5 o{lostal WU,

e Ul @A A Ml uR cld] otgl ud B 1l vrcsUN A sl R dlsal
ULl ALl Sl weall S18/SRH /Ul e 9 scllMl vl 8laL.

14. 5R1€1o] (21520 (Resolution of Complaints)

(1)
AoLs ANt WUl GU-BI§AN ol Hud 3 A B ¥ s(Ralesdl U [(R2ABc el

(Regulated Entity) RN SQE‘MEOj YHLtUol (Settlement) UCLE (Facilitation), YHXLc2
(Conciliation) AU cll HEARAUAL (Mediation) glRL UL AU ol Uell a2 AsHQl B3
GAlelall YAl $eLHL 1ALl

(2)
Ao U N AHe(l stlael UM (Summary) UsLRe{l 23 AL SlEURL sLofall YRLcltall

(2030 (Rules of Evidence) 555 3l 9] o8l a2l lrnsANet sRAUEHL AUAA SlEFurl
ueate{l Ye9ue (Examine) 531 213 Dol AHloll [(AAEaL (Statement) oll £xcLA%) 51§ Av{L
A .

(3)
(iR ArUA (Regulated Entity) $R2e Houl Ul 15 [Radell 2ie? clld wais

(Written Reply) A Wcllell ALURIU gxcllal (Supporting Documents) 2}-{11—0{5\%{1\{0‘[
UHEL R sl USAL.

ud:
o8| (A2t iUl Al [QAoicl (Written Request) 531a cltf AH2A ML, A Mo SUA ot
A A1 (Reasonable) C’llﬂ, Al ?Jﬂurl@%tﬁot cLtULRLell AHA (Extension of Time) wdl 23 B.



(4)
ol (2[Rt Al otsgl s AHANLOUML A cllol Wl EXcULAR] % SRCUML WUAHY

28 vl [rgn o, A Ao UNA s 4] A (Ex-Party) stlalél 531 23 B AN2A 3,
GUAoH YLclloll AR 2001 BE (Order) AU 23 B walcll AL (Award) 513 531
ER)

vlal (Bl QAA sl 88 AUUlA (Appeal) sRcllell w[EsR o8l 28,
ol AQl AHAUR WA Y3l wsl ot Sla.

(5)
U S ANt AUl GU-BoS U A W YA 53 3 As UA % 5 AlAA ellol

AUl £, B $(32LE A Aol 8, Aol etsE (Copy) ollost Uatal URL AUl H
LA ol % AU Aot A 2091 AL Al AL Y521 %33 iRl YH2A (Additional
Time) URL AU,

(6)
%l UL (Facilitation) glRl $R2AlEq] [(ARASWL ot a2, A BogANt WYl GU-

WA s YNt SRAESAL U (Bt AraUell U@ SIZA 1A (65 (Meeting) A2 A3 D,
Bl (32ULE o] AL UL AUAL LR (Conciliation) Wl LA L (Mediation) GLRL A5 3.

(7)
sRaue Ul WA ol Ul (Complainant 4\ Regulated Entity) ¥ SHIELZYdS (In Good

Faith) A61sANet WAl GU-BHSUN AU AESIR AUUA $RAB2ULA ¥, AU
UASUN glRL HIdlaUHl MAA YRlall (Evidence) Wal Aol exclldxl AuiRd
AHAHALELHL (Within the Stipulated Time) 2% $cll US3.

(8)
ol olal Uell clRA A HRAYEL UML Lol (Amicable Settlement) &2, Al Ao] Al 3UML

3518 (Record) UM cllHL AL A A olal Ul sl UL (Signed) S cllHL AL RUR OUE,
AL Ulotoll 2R Al (Terms of Settlement) Bl doll YR scllMi AL, A 6ol Uellal
YRAAL UUH HAA 3 A FLUlR o AHAMAUELHL (Within the Given Time) L 2R clo]
UGt $R.



(9)
g(32LE o{lAcll ARL ($3:UHL UdlLele (Resolved) AAE HiotcllHL AL

(a)

AR Rad dsoll (AR UUL (Regulated Entity) A oS UNololl SAAU
(Intervention) UgSl $(32ALE sl U UMt 531 sRaue G3cll 8l

(b)

22 sRAESAl Al 3N A&l oA A (B AlUML AcHi wice] Slat) s A D ¥
sRaleq] G AAMSIRS (Satisfactory) B;

(c)
¥ gRAESATRA Wcllell (3L 22l S2491A (Voluntarily) ULl WAl el dlat.

15. aﬂmwﬂq gl QQi?J. (Award by the Ombudsman)

(1)
¥l sRae scd 16 3601 aisRallHl Ll olell, Al AN o Aol URRA(ARAHI

(el (Award) 132 529\

(a)

ol sAM 14(4) Yol (AR A A (Regulated Entity) %331 €xcllAA] vcl HIR
(Documents/Information) l{\ﬂ usl O'l%ﬂ; wAUgl

(b)

ol SAM 14(9) 4o $RAE] UHI Lot ol U S\, Al WIS AN BUE st 818 (Records)
ol il Uellal cRUABIN A S (Reasonable Opportunity of Being Heard) A1\lL uedl

2102 [Aofal o182 524\

(2)
WU Nt (ARl UL USEl llEoL stauEl wal YauAoll @il (Principles of Banking

Law and Practice) Rd s glRl AMAAR 3 sAAcll [RwREA, YAt ua
HleRlsL, Aol Ao 8185 Ul Bl U0l (Relevant Factors), o\ Aol A4
ogefl 201921 el cltwoll [aQiil (Reasoned Award) uLcfl astaL,

(3)
WO U N GLR1 WUAAL (1A (Award) oll Aotl a1 UMLAL 5 8l %331 &l Al



(ARt AreULA (Regulated Entity) Aol $2% (Obligation) Y3l sall Hizell 2ure (2 au
(Direction) AHY (A&l cltllRHL) sRALESla (Complainant) U ajslel HIZe] dlN AR
(Compensation) [A12{3 ct &L 611 Ysclallo] 3.

(4)
oS AN oA SRAESAA AAAL HIWR ojsULel Al 220 ALV, HAHT % ) sl

Aol 5l cy EUe Award BUclloll Ul otel. wl AR sRates(l [Qault o 51l
VAL (Exclusive) 89\ [The compensation that can be awarded by the Ombudsman shall be

exclusive of the amount involved in the dispute]

(5)
WS UN e, sR2ULEsAloll MU ofsULet, AAAL W3, dsEls AUl HistRS drua

(Mental Anguish) H12 UL 21 AW Yl dndR vucllell [l (Award) Ut Ul 23 8.

(6)
(a2l (Award) ol oisct $RALES AL W (ALt Brel clalal WS AHL 2.

(7)
sRalesdl Aell Elclloll (Full and Final Settlement) HI2otl WU Aotoll (AG]2Uell (Award)

%Cﬂfg[a U (Letter of Acceptance), U@ QAR WU RS HeAell Alwel 30
(2 aaul ot(8 2 A A AALS Laps U,

Ud:
B sRaAEsARN scn 17(3) d60, AUUlA A 53 A dl, Al dal sl uat
(Acceptance Letter) vuclledl o 3_§ﬂ oAl

(8)
QA ¥ (Regulated Entity) $SRAESAT A5l s U HeRlell 30 (&l

UER W ANoll [Aufatoll Yol {ld wua saAl 8. Aol el wWroisyNotal 529,
ol A doitt sRALE sl gL (SAH 17(2) d601) WU ELWUA o U5 SlaL Al

16. $(32LE oi51R<{l (Rejection of a Complaint)



(1)GU-3{l201$ U N el (Deputy Ombudsman) A&l BIoLs ANt 5185 UL dotsy sRaule
s3Il 23 B, % (1Al URRA(ARA H\cil HOL

(a) sR2ue st 10 360 28l 23 AH ol (non-maintainable); AUl
(b) sRaule AL Ucls , HIdlEdot & UMl AUl Al dy RURSWQ Anclall 12
8laL. (Suggestion/Guidance/Explanation)

(2) 1oL s ANt o{| Aotl (BRURAHIL 518 URL %P $(RALE o153 2F D —

(a) %1 Aol Hd YHIAL AclMi 818 viHl (Deficiency in Service) otell; walall

(b) %8\ sRUE ST glRL HIdtAUHL AULAA AN dR (Compensation) Ao S U A ato{l W D512

Haleledl (Limit under clause 8(2)) Ly &l2L; Al

(c) %! sRALE sl Wlloll sR2uea 209U Yaleoll WA 3N oAl el Al (Not pursued

with diligence); 42 dl

(d) %8\ s(32uL 0= 5128 (Aell (Without sufficient cause) §2cllHl ALl Slai; WUl

(e) %l sRaue Ul [Qrdcl Exclid ecl Wls Yucloll 32 U, ua il sRale H2
2;{11-0{5 AN AHaLoll stlaudl 2001 o sl (Not appropriate for adjudication); ¥42&lcll

(f) %8 VA S UR Aol Ht YHIAL sRaALEs LA 516 (s ojslat, sl 3 dsclls (No

financial loss or inconvenience) U&S Al

17. et usau (Appeal before the Appellate Authority)

(1)
ol 1t s UNotall (L1 (Award) SAM 15(1)(a) Y6l “33| £l A%/ HUB ot LUClLatl

$1201” AUl HL ulell 2L, Al (AL AL (Regulated Entity) o AUl s2cllell AU [@L 512
8 «18l.

(2)
%\ [A2LA L A2l (Regulated Entity) o\ SCLH 15(1)(b) 360 all Award WU SAH 16(2)(c) Ul

16(2)(f) 601 $(32uLE oitd sRcllo{l steletdl WA il 82, A A Award &L Closure
Communication HuRlLell 30 (& cldte{l 2ie2 wUlAR A2 (Appellate Authority) U H&
Ul (Appeal) 53l % B.



(a)
A W UA (AR Al 52 @, Al 3@ ALEscloll Award <[lslRUt (Letter of Acceptance)

HeA{l dAtluell 30 (& adtett AHLUOL 5¢clto(l 284

(b) .

(At et AU 1A (Prior Sanction) A2 Aet, Aa(FaL (32522/CEO, wacll Al
AN26L%3\ M1 Executive Director A& cll AM s ARSI ol Aot @51l yd g3l 531
SERN

(c)

o WUl UHAHATELHL ELHEA ol $Rcll HIZoll REaUL 51200 92 8. Al A 1A2 1A RS,
20921 5120 (Sufficient Cause) HlcllalellMi L] Sl dll, dtllRlell 30 (& cd Yelloll A1
Il a3 8.

(3)
s(RaLe sl (Complainant) URL SEH 15(1) 360l Awardll AeUcll SAH 16(2)(c) UL

16(2)(f) 60o{l 5R2ULE atsiRalloll stlaudlell AN 8l2t, A A Award }UclL Rejection
Communication HuRllell 30 (& defl 2ieR wUlA2 AR Axet A1l 531 23 B.

U
o8 g(FALE 5l 200U 5101 UAl, Al UUlA2 WA R cyHi ay 30 (& cltell el
Al 213 8,

(4)
wdlae anafl@élaj (Secretariat) WY ol dw 2a ulzau (Scrutinise and Process) $29\.

(5)
wdlae unanf%él, olal Uellal cALAUIL A 1S (Reasonable Opportunity of Hearing) ¥\l

olle o{lActl US| 5165 A s (Aolat 2l 23 ® —

(a) WUlA otstR<{l (Dismiss the Appeal); AUl

(b) wUUlct 2513l Award Blecll B $ YN ool WL A E (Set aside) SCA; WAl

(c) HHAL Sﬂaﬂc'll Unlﬁl§%tﬂ°ia %3 YA (RaulAZ20 (Directions) A [Trash disposal]
H2 Wscll wudl. Al

(d) V1A AN ototl WIE 2 MU AwardHl %33 3812 (Modify) 53 A HYxulotl AEN



(Directions) AU AUl
(e) 292 AL Acll 515 Wl ULE2 (Any other order) WU,

(6)
wUlA2 AL L1 AU AL 2L, HUOLSUN A (SAH 15) 3601 MU Award AUl

(SCH 16) 3601 olsL2cll HIZoll Award B2 % Uell(dct 233l

18. (ARt AU 183 %ol cllal 2A%oilol Yyl WAl ueRd sl (Regulated Entity to

Display Salient Features of the Scheme)

(1)
% [ A8 (Regulated Entity) UR 3l Aol AL US B, d U Algoiloll JAUL3

WUHA (Smooth Conduct) YERlA scll M2 Awotloll €35 w32l AssU UEat
(Meticulous Adherence) 52 $(Balcl 283\, %\ Ad ot sallHl LA, Al Rad dls (Reserve
Bank) Ulcllell (QAse[l 2092 st{cltél (Appropriate Action) 53| 33 ®.

(2)
£3s [AABd el W Ulclloll Yy slAld (Head Office) Wid As QRAUA ollsA

?)]l@%{? (Principal Nodal Officer) ol @HQLS 5l s Bl SlEl AolRE %R (General
Manager) 52 cll olloll ol S, A Ucll AHLel Slalell AU(QL5L3) (Officer of equivalent rank) 8l2L;

U % gRaALE Aolld HHAML Arele] UlA[A[l <t (Representation) $3 L sRALEL
3 %33 Bl (Information) Rl dlsal Y3 ws. RaBd e uRAest Yo
olellclcll HI2 (Operational Efficiency) QGAUA ollsel MUFU HEEIU YUcll HI2
Wol ellsE A$URA (Nodal Officers) URL [AH(l 23 ®.

(3)
Qi AU Wlletll ol AL A cALSlR AU (Branches/Business Locations) U2

o{lAe{l (Aol Ats St Bt 12 2ure 1A (Prominently) YEQld <[l us. ARAUA
lls A B(FUe] oltH Wl AUS (Aol (2(ASot/MNUSAH o012 Wl E-NEA ID)cd UL
?)1110{§%{Q°1 e (Complaint Lodging Portal) o{L (@5 https://cms.rbi.org.in.

(4) % ARAURA UR AL A1%oll ALY US B, A Algoiloll Yyl YEl (Salient Features)



3%, (8o€1 A UIE(AS (Regional Language) — 2B AUMIHL €35 FU A ALWLML
AU A (Prominently) 2llctall Us, Al SleSURL (5L B 2L A&l 3(FeAl
Yesld A 8, dal Aosollell Ycll Bl 1ol a3,

(5)
£35 ALUULHL 20°sollo{l A s oS E (Copy of the Scheme) GUCLoH Slcll S1E5A,

% &sell 1ol UR, el W2 (For Reference) Y3l WSl sl

(6)
2Alogotloll Yyt [AAM AL (Salient Features), 2%otlo{l AYYl oLSE (Copy of the Scheme)

WA QEAUA ollse USUReA A US (ALAl (Contact Details) drelo{l Aolse U
gallacl val uHAAR wude sl APl 239\



A V — (A SloLesSul (CHAPTER V — MISCELLANEOUS)

19. Y& c{lull £ s2cllofl oLclleS (Removal of Difficulties)

o) Al Agotlofl HoLeleS U MHAML Alelcl AHA 5185 Y5cll (Difficulty) Gell A, dl
Raxdds (Reserve Bank) o{l Aol sl2AERA —

e Rapddsuls Sda w@Aan, 1934,

o Ol$o1 20y A et @ERAuN, 1949,

o AN Aos 2N Rz AN, 2007,

o 3032 Soflilatet us{los (R04Aet) AR 2N, 2005,

Wl Al AQsello{l BlotcueSulell (A3 ot ot Acll 3la, Becll %321 ¥ 2010t (Necessary or
Expedient) GO\ A oLl eS (Provision) 531 23 8 Bl A ybcll g2 53 aslaL.

20. WOUGo{l AlosotiBlloll €Lt Mol ol Sl U 2ol ALd] USAR (Repeal of the Existing

Schemes and Application to Pending Proceedings)

(1)
o{l Aol 2NosetRARA wL A otlotl UHA € (Repealed) SAUHL AL D —

o Ol($oL s UN et ALl 20086,
o ollot-Gl(3oL sl8alllRAA Ul HI2o{l B2t s UN ot 2Ao%all, 2018, B

o (B[ aleRdsaet HIZo{l 201 UN A 2%5lL, 2019.

(2)
Rad ds - 822 WroisUNat A¥all, 2021 AL, USHl AN @ sRael, Al

Ul (ALl (Awards) UdAL % olSl (Pending) &4, Aell [Astet Ao gell ogatizil
(Respective Ombudsman Schemes) 3ol R3d als 621 %13 5AAA YUl (Instructions)
Yool o scllHl AL,



