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SALIENT FEATURES: THE RESERVE BANK — INTEGRATED OMBUDSMAN SCHEME, 2026

The Reserve Bank - Integrated Ombudsman Scheme, 2026 is effective from July 01, 2026.

Following are the salient features of the Integrated Ombudsman Scheme, 2026:

Grounds for maintainability of a Complaint:

A complaint under the Scheme shall be maintainable only if the following conditions are satisfied:

(a)
(b)
(c)

(d)
(e)

(f)

(g)

(h)

(i)

(k)

(1

the complaint is addressed to the RBI Ombudsman directly. However, it does not include a
communication in which the Reserve Bank is merely endorsed/marked in copy (whether by e-mail or
in physical form); and

the complaint is lodged by the Complainant personally or through an authorised representative other
than an advocate unless the advocate is the aggrieved person; and

the Complainant provides complete information as specified in clause 11 of the Scheme; and

the complaint is not abusive or frivolous or vexatious in nature; and

the Complainant had first made a complaint in writing or through any other mode to the Regulated
Entity concerned, where proof of having made a complaint can be produced by the Complainant,
before making a complaint under the Scheme; and

the Complainant has not received any reply within 30 days or within the time specified by the Reserve
Bank, National Payments Corporation of India, or under Card Network guidelines, if any, whichever
is higher after the Regulated Entity received the complaint; or the Complainant is not satisfied with
the reply / resolution provided by the Regulated Entity; and

the complaint is made to the RBI Ombudsman within 90 days from the date on which the timeline
specified in sub-clause (1)(f) expires or the date of the last communication from the concerned
Regulated Entity, whichever is later; and

the complaint is not relating to the same grievance, which is already pending before the Office of the
RBI Ombudsman, whether or not received from the same Complainant or along with one or more
Complainants; or (i) the complaint is not relating to the same grievance, which is already settled or
dealt with on merits, by the Office of the RBI Ombudsman, whether or not received from the same
Complainant or along with one or more Complainants; and

the complaint is not relating to the same grievance, which is already pending before any Court,
Tribunal or Arbitrator or any other judicial or quasi-judicial forum, whether or not received from the
same Complainant or along with one or more of the Complainants; or

the complaint is not relating to the same grievance, which is already settled or dealt with on merits,
by any Court, Tribunal or Arbitrator or any other judicial or quasi-judicial forum, whether or not
received from the same Complainant or along with one or more of the Complainants; and

the complaint to the Regulated Entity was made before the expiry of the period of limitation
prescribed under the Limitation Act, 1963, for such claims.

The complaints involving the following matters are excluded from the purview of the Scheme:

a)
b)
c)

matters related to commercial judgment/commercial decision of a Regulated Entity;
a dispute between a vendor and a Regulated Entity;
grievances against Management or Executives of a Regulated Entity;
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d) agrievance arising from an action of a Regulated Entity in compliance with the orders of a
judicial/quasi-judicial or statutory or law enforcing authority;

e) aservice not within the regulatory purview of the Reserve Bank;

f) adispute between Regulated Entities; and

g) adispute involving the employee-employer relationship of a Regulated Entity.

h) a grievance for which a remedy has been provided in Section 18 of the Credit Information
Companies (Regulation) Act, 2005; and

i) agrievance pertaining to customers of Regulated Entity not included under the Scheme.

A. Procedure for Filing a Complaint

(i) The Complaint must firstly be made in writing or through any other mode (where proof of having
made a complaint can be produced) to the Regulated Entity.

(i) If no reply has been received from the Regulated Entity within 30 days of lodging the Complaint; or
the Complainant is not satisfied with the reply/resolution received from the Regulated Entity,

(iii) Complaint to be made to the RBI Ombudsman within 90 days from the date on which the timeline
specified in (ii) above expires or the date of the last communication from the concerned Regulated
Entity, whichever is later;

B. Procedure for Filing Complaint with Ombudsman

a) The complaint may be lodged online through https://cms.rbi.org.in or

b) by emailing to: crpc@rbi.org.in; or

c) 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 - 160017.

The complaint, if submitted in physical form, shall be duly signed by the complainant or by the
authorized representative.

d) Complainant can also call on the Contact Centre with a toll-free number #14448 which is available
24x7 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.

Name and Contact Details of the Principal Nodal Officer of the Company

Mr. Arpit Gupta,

Principal Nodal Officer

2" Floor, Unique Aspire Amrapali Marg, Vaishali Nagar, Jaipur, Rajasthan—302021
E- mail: pno@finova.in

Contact no.: 0141-4118274

Customer Care Number: 0141-6699999
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IV. Appeal before the Appellate Authority

The complainant aggrieved by an Award from an Ombudsman Office, may within 30 days of the date
of receipt of the Award, prefer an appeal before the Appellate Authority.

The Appellate Authority may, if it is satisfied that the complainant had sufficient cause for not making
the appeal within the time, may allow a further period not exceeding 30 days.

V. The format of Complaint can be accessed from the “Reserve Bank - Integrated Ombudsman Scheme,
2026” which is available at https://finova.in/public/uploads/policies-pdf/1783059637.pdf
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