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ONLINE

Through RBI’s CMS portal 

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

PHYSICAL COMPLAINT 

Letter/post

in the form as specified in

Annexure ‘A’ in the Scheme 

To “Centralised Receipt 

and Processing Centre, 4th 

Floor, Reserve Bank of India,

Sector -17, Central Vista,

Chandigarh – 160017”

How can one file complaint  
under RB- IOS?

+
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fjt+oZ cSad - ,dhd`r yksdiky 
;kstuk ds varxZr f”kdk;r dSls 
ntZ dh tk ldrh gS\

Ÿ v‚uykbu-Hkkjrh; fjt+oZ 
cSad ds lh-,e-,l  iksVZy 

(https://cms.rbi.org.in)         
ds ek/;e lsA

   HkkSfrd :i esa f'kdk;r ntZ 
   djkuk&

Ÿ ;kstuk ds vuqca/k ^d* esa 
fofufnZ"V çk:i esa i=@ 
Mkd

Ÿ dsaæhd``r çkfIr vkSj çlaLdj.k 
dsaæ] pkSFkh eafty] Hkkjrh; 
fjt+oZ cSad] lsDVj- 17] lsUVªy 
foLVk] paMhx<+  dks –160017

Hkst djA
Ÿ fnukad 12 uoEcj 2021 ls 

lHkh f'kdk;rsa HkkSfrd #i ls 
dkuiqj dk;kZy; esa u Hkstdj 
lh/ks dsaæhd``r çkfIr vkSj 
çlaLdj.k dsaæ] pkSFkh eafty] 
Hkkjrh; fjt+oZ cSad] lsDVj- 
17] lsVªy foLVk] paMhx<– 

160017+ dks çsf"kr djsaA 

^,d jk"Vª ,d yksdiky* i)fr

‘One Nation One Ombudsman’ approach.

ekStwnk rhuksa yksdiky ;kstukvksa dks lkFk ykuk] ftlls 
fd xzkgd lqj{kk vkSj f'kdk;r fuokj.k esa o`f) gks ldsA

Bringing the three existing Ombudsman 
schemes together, enhancing consumer 
protection and grievance redress.

foLr`r nk;jk

Expanded coverage 

 

leLr okf.kfT;d cSad] vkjvkjch] vuqlwfpr 'kgjh 
lgdkjh cSad] ,uch,Qlh-Mh] ₹100 djksM+ ,oa mlls 
vf/kd dh ifjlEifr okys ,uch,Qlh-,uMh] vkSj xSj-
cSad Hkqxrku ç.kkyh çfrHkkxh vkSj ₹ 50 djksM+ ,oa mlls 
vf/kd ds tek okys xSj-vuqlwfpr 'kgjh lgdkjh cSadA

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.

vU; lHkh fofu;fer laLFkkvksa dks pj.kc) rjhds ls 
fjtoZ cSad - ,dhd`r yksdiky ;kstuk ds varxZr yk;k 
tkuk gSA

All other REs to be brought under RB-IOS in a 
phased  manner

viokn lwph dks NksM+dj ^lsok esa deh* ls lacaf/kr 
lHkh f'kdk;rsa Lohdkj dh tk,axhA

All complaints involving ‘deciency in 
service’ except a list of exclusions will be 
admitted.

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

Available in eight regional languages, apart from 
Hindi and English

Vksy Ýh uacj / Toll Free Number: 14448

lIrkg esa 5 fnu lkseokj ls 'kqØokj 
(9:30am to 5:15pm) jk"Vªh; vodk'k NksM+dj
{Five days in a week from Monday to Friday

(9:30am to 5:15pm) Excluding National Holidays}

1-   f'kdk;r ls tqM+s ç'uksa vkSj lwpukvksa dks dsaæhd```r djuk
2-   f'kdk;r ntZ djus esa f'kdk;rdrkZ dh lgk;rk djuk
3-   mudh f'kdk;rksa vkSj fjt+oZ cSad dh f'kdk;r fuokj.k ç.kkyh 

ls lacaf/kr lwpuk çnku dj u k                                                                 
4-  fganh vkSj vaxzsth ds vykok] vkB {ks=h; Hkk"kkvksa esa miyC/k



Ÿ ,dy lanHkZ fcanqA

Single point of  reference.

Ÿ fofHkUu fofu;fer laLFkkvksa ds xzkgdksa gsrq lek/kku esa 
,d:irkA

Consistency in resolution for customers of 
different Regulated Entities.

Ÿ  Rofjr fuokj.k A

Faster Redressal.

Ÿ f'kdk;rdrkZ ds vkoklh; irs ds vk/kkj ij yksdiky 
dk;kZy;ksa dks f'kdk;rksa dk vkoaVu A

Allocation of complaints to Ombudsman 
Ofces based on the complainant’s 
residential address.

Ÿ de f'kdk;rsa vLohd`fr-ykxw ;kstuk] fofufnZ"V vk/kkj 
vkSj leqfpr {ks=kf/kdkj ds varxZr Qkby u djus ij 
dksbZ  vLohd`fr ugha A

Fewer rejections – no rejections on account 
of not led under applicable scheme, 
specied grounds and appropriate 
jurisdiction.

Ÿ opqZvy eksM@ ohfM;ks d‚UQjsfUlax ds ek/;e ls lqyg 
cSBdsa@ckrphrA

Conciliation meetings/interactions through 
virtual mode/video conferencing.

Ÿ lgk;rk@lwpuk ds fy, Vksy&Ýh uEcj dh miyC/krkA

Availability of a toll-free contact number for 
assistance/information.

Ÿ eqvkots ds fy, leku ekSfæd lhekA 

Similar monetary limit for compensation.
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One can participate in the conciliation meeting in the 
Ombudsman ofce from anywhere

dksbZ Hkh O;fä fdlh Hkh LFkku ls yksdiky dk;kZy; esa lqyg cSBd esa Hkkx ys
 ldrk gS A

• v‚fMvks d‚UQjsUl d‚y

• fjto+ Z cdSa  dh ohfM;ks 
d‚UQjsaflax lqfo/kk

• osc,Dl] ,e,l VhEl] 
vkfn tSls IySVQ‚eZ

• lacaf/kr cSad dh 
utnhdh 'kk[kk

Audio 
Conference

calls

Video
Conferencing
facility of RBI

Platforms
like Webex,
MS Teams, 

etc.

Nearby
branch of the 
concerned 

bank

f'kdk;r çca/ku ç.kkyh
Complaint Management System

Ÿ f'kdk;r dk iathdj.k gksus ij f'kdk;rdrkZ ds eksckby 

uacj vkSj bZ-esy ij Lor % ikorhA  

A u t o - a c k n o w l e d g e m e n t  t o  t h e 

complainant’s mobile no. and Email-Id 

upon registration of the complaint.

Ÿ f'kdk;r dh fLFkfr dh tkudkjh v‚uykbu çkIr djus 
dh lqfo/kkA

Facility for online tracking of complaint 

status.

Ÿ ;fn bZ-esy miyC/k gks rks lekiu i= cukus vkSj Hkstus 
dk dk;Z f'kdk;r can gksus ds lkFk gh fd;k tkrk gSA

Closure let ter  generated and sent 

simultaneously with the closure of the 

complaint if e-mail address is available.

Ÿ yksdiky ds fu.kZ;@tkjh vf/kfu.kZ; ds fo:) vihy 
v‚uykbu Qkby dk izko/kku A  

Online ling of appeal against the decision 

of  the  Ombudsman/Award  issued.

lqyg cSBd esa Hkkx ysus ds rjhds
MODE OF CONCILIATION MEETING

+fjtoZ cSad & ,dhd̀r yksdiky ;kstuk ds ykHk
Benets of RBI-IOS
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