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NBFC Ombudsman Scheme

Reserve Bank of India (RBI) has launched the NBFC Ombudsman Scheme for
non-deposit taking NBFCs with a view to provide a system of Ombudsman for
redressal of complaints against deficiency in services concerning deposits, loans
and advances and other specified matters.

M

The salient features of the scheme are;

1. RBI has appointed officers who shall act as 'ombudsman' to carry out the
functions set out under the Ombudsman Scheme.

/ 2. Any customer aggrieved by an act or omission of a NBFCs resulting in deficiency in
service may file a complaint under the Scheme personally or through an
authorised representative.

3. The scheme details the entire procedure of complaint redressal - Including
grounds for customer to file the complaint and the procedure to file the
complaint.

4. A customer complaint may be made to the Ombudsman, only after a written
representation has been made to the relevant NBFC and has been rejected by the
NBFC, or if no reply is received from the NBFC for a period of one month from
receipt of the representation or if the complainant is not satisfied by the reply
given by the NBFC.

5. It may be noted that the complaint should be made to the RBI Ombudsman not
later than one year after receiving the reply of the NBFCs or, in cases where no
reply is received, not later than one year and 30 days after the date of the
representation to the NBFCs.

6. The entire scheme can be viewed on the RBI website:
https://rbidocs.rbi.org.in/rdocs/content/pdfs/rbios2021_amendments05082022.pdf

7. Customers can lodge their complaint with the Ombudsman office through any of
the below modes:

® Online CMS Portal Link: https://cms.rbi.org.in

® Toll Free: 14448 (IVR:24*7; Connect with Contact Centre personnel between
8am to 10 pm - Monday to Saturday except National Holidays)

® Email ID: crpc@rbi.org.in

® Physical Mode: Centralized Receipt and Processing Centre (CRPC), Reserve
Bank of India, 4™ Floor, Sector 17, Chandigarh - 160017.

Details of the Principal Nodal Officer under the said scheme are mentioned below:

Designation Name Email id Telephone No.

Principal Nodal Officer Perveen Rana Perveen.rana@tmf.co.in 022-61815665
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