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To Centralize complaint related queries and
information

@ To provide assistance to the complainants in
lodging complaints

To provide information pertaining to their
complaints and the grievance redressal
mechanism of RBI

: 1 Available in eight regional languages, apart from
Q\ Hindi and English
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Features of RB-10S
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‘One Nation One Ombudsman’ approach.
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Bringing the three existing Ombudsman
schemes together, enhancing consumer
protection and grievance redress.
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Expanded coverage
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All Commercial Banks, RRBs, scheduled
UCBs, NBFCs-D, NBFCs-ND, with assets of ¥
100 crore and above, Non-Bank Payment
System Participants and Non-scheduled
UCBs with deposit size of ¥ 50 crore and
above.
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All other REs to be brought under RB-10S in a
phased manner
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All complaints involving ‘deficiency in

service' except a list of exclusions will be
admitted.
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Benefits of RBI-IOS
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Single point of reference.
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Consistency in resolution for customers of
different Regulated Entities.
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Faster Redressal.
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Allocation of complaints to Ombudsman

Offices based on the complainant’s
residential address.
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Fewer rejections — no rejections on account
of not filed under applicable scheme,
specified grounds and appropriate
jurisdiction.
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Conciliation meetings/interactions through
virtual mode/video conferencing.
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Availability of a toll-free contact number for
assistance/information.
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Similar monetary limitfor compensation.
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One can participate in the conciliation meeting in the
Ombudsman office from anywhere
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MODE OF CONCILIATION MEETING
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Audio Video

bT~h ?ﬁT’T ﬁﬁfiﬂ Conference Conferencing
calls facility of RBI
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Complaint Management System
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Auto-acknowledgement to the

complainant’s mobile no. and Email-Id
uponregistration of the complaint.
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Facility for online tracking of complaint
status.
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Closure letter generated and sent
simultaneously with the closure of the
complaintif e-mail addressis available.
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Online filing of appeal against the decision
of the Ombudsman/Award issued.
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