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SALIENT FEATURES OF THE RBI INTEGRATED OMBUDSMAN SCHEME, 2026

The Reserve Bank - Integrated Ombudsman Scheme, 2026 has been issued on January 16,
2026 replacing the Reserve Bank - Integrated Ombudsman Scheme, 2021, effective from July
01, 2026. The Scheme aims to provide a cost-effective, expeditious, non-adversarial alternate
grievance redress mechanism for the resolution of complaints against Regulated Entities
covered under the Scheme.

Any customer who experiences a deficiency in service due to an act or omission by a the
Company, may file a complaint under the aforesaid Scheme, either personally or through an
authorized representative, except for an advocate.

The Scheme defines ‘deficiency in service’ as the basis for filing a complaint while also
specifying certain exclusions. As a result, complaints will no longer be rejected solely on the
grounds of “not being covered under the listed grounds in the Scheme.”

To facilitate this process, the RBI has established a Centralized Receipt and Processing
Centre in Chandigarh to handle the receipt and initial processing of complaints submitted
online, physically or via email, in any language.

How can a customer file a complaint?

Complaints must first be lodged with the regulated entity (RE) which REs must resolve
complaints within 30 days. If unresolved, customers can approach RBI within 90 days of
expiry of the 30-day period or last communication, whichever is later.

Grounds for maintainability of a Complaint:

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

(a) 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

(b) 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

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

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

(e) 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

(f) 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
(g) 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
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concerned Regulated Entity, whichever is later; and

(h) 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

(j) 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

(k) 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

(I) 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.

Explanation 1: For the purposes of sub-clause (1)(j) and (1)(k), a complaint relating to the
same grievance does not include criminal proceedings pending or decided before a Court or
Tribunal or any police investigation initiated in a criminal offence.
2. The complaints involving the following matters are excluded from the purview
of the Scheme:
(a) matters related to commercial judgment or decision of a Regulated Entity;
(b) a dispute between a vendor and a Regulated Entity;

(c) grievances against Management or Executives of a Regulated Entity;

(d) a grievance 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) a service not within the regulatory purview of the Reserve Bank;
(f) a dispute between Regulated Entities;
(g) a dispute 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) a grievance pertaining to customers of Regulated Entity not included under the
Scheme.

3. Complaints not meeting the eligibility conditions as specified under sub-clause
(1) and complaints that are mentioned in sub-clause (2), shall be rejected at the
outset as non-maintainable without further examination, with appropriate
communication to the Complainant.



For more details regarding lodging a complaint with the company, please refer our Grievance
Redressal Policy available at www.edgrofin.com/grievance-redressal

Details of Principal Nodal Officer:

Name: Mr. Guru Prasad
Contact number: 7412812312
e-mail ID: gro@edgrofin.com

Compliant can be filed with RBI in the following ways:
1. Online: Link to RBI Ombudsman complaint lodging portal (CMS Portal)
(https://cms.rbi.org.in) or;
2. Email: at crpc@rbi.org.in or;
3. Physical: 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 - 160 017

Copy of the scheme is available at the Company’s Head office and also uploaded on the
website of the Company. Also, please refer to hiip://www.rbi.orqg.in/ for further details of the
Scheme.
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1. e8°€3,4°% RBI Ombudsman Complaint Lodging Portal (CMS Portal):
https://cms.rbi.org.in
2. Q-aCe>*: crpc@rbi.org.in
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Centralized Receipt and Processing Centre (CRPC)
Reserve Bank of India

Central Vista, Sector 17

Chandigarh - 160 017
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wWev GO LILUL G6TeT/B&He AILILLLULB6TeT S&Haly  QSTLFL
(L eoTeuTEh F 6V D 6L6VEI CBHIIL/QLIETH S aulgellev @ (HHSTEID) @6V L BIGHTS;
LOMHMILD

(b) uysmy eflliueuf (Complainant) SefllLLL  (Wemmuiled j6Veugl
alp&EsENEmrs sy Cam JrSsFlessiul L NreBlSs epeud L&TH



96eflEHMHs GaueoTHd. @EUINeND, HS UNESMIECT LMTHSHHLILILL
BLITMS (aggrieved person) @ @hHSTeL @ bS5 el ellevs & QUMTIBHSMTS!; LDHMILD

(c) usmy eflliuey, @&HLLEGHer Clause 11-60 GO LILIL (BeTeTuL
(DREMLDUIITET &86160856M6T QULPBIHUINHES Galstor(hLd; LDMHMILD

(d) UsTy SeqgpGwmsinmer (abusive), MLILDMET/SLSTTOMM  (frivolous)
VeLd  QFHTHST/SHIGMPEGID  (vexatious) SeTemld Q&TEOTL ST
QHEHHEF LTSI, LDMHMILD

) @HHLLSHeT Sp YoMy efllusne wery, Usmy  Seflliueuy
FOUBSLILL L @WRIGUWamLILGSSLUILLL BmelearsSH L LD (Regulated Entity)
WSS eNVTEHEGCT IVeugl Gaum 6hs WemmuilGsum wW&Hedev LS&TT
NGB BSHS CeauerorGld. LSTT  NeflSSSH&EMar  USTISHOS LS
SjefllILeI] aIPBISHES QWS TH @ (HEHSH Galevor(HLD; LDMMILD

() @WRIGWMLILGSSLUILLL Bloeern Usmaorl Qumm Ume, 30
BT & 658 6T, 36vevgl IflFIel eumiG), National Payments Corporation of India (NPCI)
ETV VL QUITHIHS & T L9 LI Card Network P &TL (H&evserfley
GSOILNLLUL BeTer SHTVEHEQSEBIYGGET — @eaummley 685 S5
HMTVEHEQHEHICT SMHGT — UsTy efllua@msess  66hsS LS
RMLGHHTIN @ (HHSH GCaleroT(hD; VLG 6R(PMHIGWeMLUILGSSLILIL L
BlmieleTd aIpBIRW LUHev/STealey sy Ieflliual HGLUS S6emLWIMNe)
@& CeuetoT(HLD; LDMHMILD

(g) slemevorll Lifley (1)(f)-60 GMILILLLULL &HMevEHEQ&HM (WNalemLbEH CHH)
IVeLE FLOUGBSLILILL UWBIGWeMLILGSSIULL BloielearsS L 0lmhHS
ROLEHS HOLF HHalev QFHTLIL CHHWINmbBS, @eummlev e1& Liledreor
AMIPDCHT HFH CHHWINBHS 90 BT &HEHEEG6T RBl GemmBTLiLImeTflLLD
L&ITT eflessliul19(hese Geusvor(hld; LM MmILD

(h) 2Cs USMBLET QSTLILMLW CFH GH6emm/LSMTT (same grievance)
gh&HearGal RBI  GOMBILILITETT UVEHSHT  (LPedT  Hlewiemeuuiev
@\([H& & & T LS. HSLI L&my e BEN) Sl ILeTTeY
el UILLIQBHSTRIN V0S5 RBAUT HLWS ASDHEG GOULL L&Y
efllIUeITHEBL6T @ emenrbd 6flGaHLUILL I BHSTIN @& QUITIHHSILD;
VAV

(i) 9CH USMHLET QSHTLIUMLW CH GH6emm/LSMTT (same grievance)
gMH&HeTGa RBI GemMBTLILITOTT SVUVSHSEHTV STHELILL I HEHHET LTS
Vg  9Ger merits uqliLemLuflev uflEdGHELULLER Wige
QFEUWUULIQHSHEHESFLTS. SBHSL LUsTT SICH USTT  erflliuelrmey
Safl&&UILLIBHSTID VG RMEIT HLWE AHSMGS GMHULL LS
SefllILITHEBLET G eneThg 6flesLIULIBHSTMIN @& QUITIHHSILD;
LOMHMILD

() 2168 USMIHLET QSTLILML U CH GHM/LSTT JM&H6TC6 6THHG6UT(IH
BHWweormd, SFLiumuwid (Tribunal), B®O6UT (Arbitrator) 9j6vevg Ceum 6THS
BHGHIHm 6vevE AMT-BHGHHemm HemLiLNedr (judicial or quasi-judicial forum)
(PTUMSD  Blayemealuled @U&HEHSESLTS. IBHSL LUsTT 4CH LSMTT
SfeflliLeurmey eM&ESULLIGBHSTVIN LS RMAUT HVWS ASDHE
GMULL L&MT S 6eflliLelfserL 6T @ eneorbal 26flea UL 19 @mhSe el @Sl



QUTBHSILD; 6VEVSI

(k) B8 LUSMHLET QFHTLIL ML U 3G GenM/LSITH, 6THSHG UM HH L06TMLD,
Sruumwid, bOeUT Seveugl Couml 6THS BHSHSIND VLS O T-BH SSIemm
e ILeoTTaYD FMH&HeTG6U HIEHGHLILIL LY (HEHHE LTS 36V6VSH 3|&H60T merits
g litemLuilev LflFNGaELILULB (WWe] QEFWWLILIL LY (HHHESLTSH. SHSL
LU&sTT 965 LsTT Seflliuairme efleas Ul QmbasTaln 606uS IHall
s  IASMHG CuMULL Usmy  efllueisHeEbLer  @)6meorhl
2efl&S UL BHSTID @& QUT®BBHSILD; LoHMID

() AHHM5W CHMIflHmasHEH&E Limitation Act, 1963-60T GLD Bl Jeoorui & LILL L
&HTeLEUTLDL] (DML UGS (DeoTUIMHG6, FLOUBSLILL L
RUWRIGUWaNUILGSSLILLL BloeesHLn LUsTT Aeafléasliuligmesss
Geueoor(h)LD.

aflengasLn 1:

slemevorll LNifley (1)(j) LMo (1)(k) S@weummletr CBMTESBIHEH&HSTEH, ACH
SOM/LSTHLET QSTLILMLUISTS @hHSTelD, 6hseeumm HHneTmid
VeV E BILILIMTWSH 6T (LN6dT Blaviemeuulley 2 6Tem 36VeVGl FMEETCA (LNLY6Y
QEWWUIULL GHmelwe BLAIG&EMSHEHET, Vg GOHmelluled GmmLD
QBMTLIUMS QSTLBISLLLL 6THEHGUTIH &HTeUsVSIenm & TTemn6or|d @b
Qe & UWIMeT L& MIflev GFIMa.

2. Yereu@pld elequmbiGeneT 2 6TMLGERW LSTIHT @)\&H L L85 eor
U6 BHH S 69 6v8 & L1LI(H G 66T m 60T:

(a) WRGUWODLULGOSSIULL BloelaTESHer eanlla FHWMET Wige)]
S6VEVGI HITLOMETLD QGTLTLITET 669 UIMbIG6T;

(b) Vendor LDMMILD WMBIGUWenMLUILMGISSLILL L BlmielersHmE& @emLullevmsor
S&HTMOL;

(c) RWBIGUWeMLILMGSSLILL L BlMialearsSer Management 91606081 Executives-
& TH ITeT LIS MTIE6T;

(d) gCseibd BHSHIIOD/OT-BESHSIOM, FLLULT VS FLL
IILD6VTEH S &\ smiflullesr 2 5557615606 LYesTLmmILD e Uilev
RWBIGLWMLUILR &SI L BloiaueoTLD GLM G\ & TevoT L
BL6UIGHm&WINeNBIHS 6T LSHTH;

(e) flFieu aumBIHUIN6IT 6WMHIG WM aIFLIMHG6T euFns CFeme;
() RmBIGWeMLILIGSSLILL L BlMIeIeTHI&SEHESE @ 6mLulleumer &8y m;

(9) WEGWODULESSULLL Blmiearg®er aibdlwii-wpgererfl (employee-
employer) 2_Me| Q&GTLIJLITET &H&JMm;

(h) Credit Information Companies (Regulation) Act, 2005-6T Section 18-60T LD
G176/ BleUTTeoorLD eULPMmISLILIL (BI6T6T LSTT; LDMmmILh

(i) @& _LEFHer B GCFIGHHLULLIS @UWHBIGUWemLILIGSSILL L
151 016116075 &) 60T 6UITLY.560) 8 UITET 86T Q& ITL[JLIT60T L|&ITI.

3. 569 BlUBFmaTHmeT LI5S QFwwng Lasrisefler Blrmsifliiy
slemevorll LNfley (1)-6v GSIULILLILUCB6TeT H&SH BlLBSHNETHM6T LLTSS



QEFUWWME U&Miser wmmild giemeoorll Wifley (2)-6v @MUl ®eirer
L&TIS6T, CueHs UFlFuener @eveumney, Ll BlemeuulGsu@ul non-
maintainable eteoT BIFMHFlGHULMGWM. @& QSTLIUMS L&TT 6eflluUel(hs S
2 fll 556160/6FTLIL] ULPBISLILI(HILD.

BloieleTs&H 6V LSTT AHeflliLg Q&TLILITET Fa(h &6V &8 660860

BloiaeTsHev LsTT eflliLg QSTLIUTT da(hSHe) HHaV&HEHHEG, HGL
9 _6IT6T 6TMIGET Grievance Redressal Policy-83 LITT&&6)LD:

www.edgrofin.com/grievance-redressal

Principal Nodal Officer-6or &6 méigs6iT

QUWT: . & LFFns
Q& TLITL 6T600T: 7412812312
ol 6dT60TEH & 6L ID: gro@edgrofin.com

RBI-&@& LMY 6fl@h (nemmaserT
RBI-&@& LletreupLd auiflsserfley L &My erfléseurmin:

1. 94,60T6M6V60T: RBI Ombudsman Complaint Lodging Portal (CMS Portal):
https://cms.rbi.org.in

2. LOl60T60TEH & 6V: crpc@rbi.org.in

3. GBIIQUIMSH/SLIME eLN6VID: LTSS QauwlILL L L&TT L6185 SIL 60T
GH6MEUITET QLT 34,6600 BIGHEM 6T &LIM6V/Fa Ul eneuld LIledTed(HLD
W&HflEE sILILIGVTLD:

Centralized Receipt and Processing Centre (CRPC)

Reserve Bank of India

Central Vista, Sector 17
Chandigarh - 160 017

QST LEFHT BHL BlmieuersHer Head Office-6v HeOLEGR M. GLOSYILD,
1B 016116075 &) 60T @) 60)600T LIS 6T e LD LIS CeummLUILIL (H6TeTs.

@QSFL LD QFTLIUTT Fa(BEHev alauIm&HensE RBI-UN6T AS&TFLILL T
©)60)600T LIS TS MG L1 LIMTESH 6 LD:
http://www.rbi.orqg.in/



http://www.edgrofin.com/grievance-redressal
https://cms.rbi.org.in/
crpc@rbi.org.in
http://www.rbi.org.in/

RBI K[ S’ SIS HESE0, 2026 — S8 507N

Reserve Bank - Integrated Ombudsman Scheme, 2026 16 233558 2026 23°8 T0H0308.
28 Reserve Bank - Integrated Ombudsman Scheme, 2021 aF90¢S" 9508 SO0
HBA5W 01 278 2026 0B eSS G08. & JHE0 B, ST350, S8 HOEO
JBHSE HT) *Aoholdeh HoNe> (Regulated Entities)™ 2 SIS D50
IBXLB0VETAE PEYS ErERHE SEI0E, ¢ OSHBS HDOAH DTS eh
10&°535°) O DT=EEN DALY 3§30 90BOICO0.

50 TS BT 585 B IS5 SNTEDPFSS0 (act or omission) SO WSS’
ST DENTLR Q EQs0B oN®, 2 HHE0 8o Ss8rsor B 0BEYS DB
T3 §T°, @ONB D°0NTE T°S0° STEVOTE, DTSN TONID.

& HOE0 XIS STH0o (deficiency in service) D DO TOOETIE | BNEET
QBSOSO e, ) AISFON0DYD ST DEY0EN0A. 0N, “H&HE0eS
DELD), SEETO DOOSE S DTN TN 9 SBEI0S ST DT°SCRO AED
S35)809.

&3 (DEOHD MBS0 TOHEE, RBI H0BN&S’ Centralized Receipt and Processing
Centredd DT°YEN B0, & TS So° SIBY, T'BE0T B> ¥-DONS & so°
De08)0IDAS DTLEROD D EB0VIB0 DO T3 [FAWE (FRVOND &
0[50 QBT RNOH.

&N DT°$EH der TP e TOHSN)?
DTS SN0 HOD0ES AOLO(3ed DO (Regulated Entity — RE) 5 cmden
TOST®. REEN D508 30 E2eS’s) H0280T). DTS DOD00H3SEd'S, 30

oo 55y SWAVS BB B RE H0G SIS VI8 Jdrerd 88 — NS A6
BB SN e BE oA 90 ﬁwej@ EQ0B RBIQ J0oDE0HHR).

DTN A £57e30¢5%0 (Maintainability) 50200800 (FSDEEEN

1. & Do 808 Dorstd 8o @) Abehen TEI8S8Y) Sre(ehadd
QB $e30%0M 0N H:

(a) DTS ST **RBI S'EFS (RBI Ombudsman)**$0 &3300 Gomd). eons, 85
23508 B¥0 CCS’ BEIISI™ HA0DN E0TsBAS (A-DONS B 25°B%
SN0’ 00T) BONESE T°edy; B

(b) DT°5CH PR (Complainant) S58KS0MT™ S T°00TE SPR0E WehS e0&E e
DB T° ST DTN W GO, WONS, €8 IS0 2°E¢b 558 (aggrieved person)
©ONB &t DITFON0L) 3O0TI; BN

(C) DT°SEN T DPZ0S’ Clause 1165 DEYS). DO J°8 ST, @0EO0D
&OO); DBAW

(d) DTN B SATIPHI BB S (abusive), DT TERS/ IS (frivolous) Sce
SOOYOBCNED I OB (vexatious) D 527250 EOR E0cHErE; SHOASN

(e) DZO 80 DT TONEE SN0, DT TR D0V0HEH AAHO(edeh
H0QB (Regulated Entity) O essyeS 50 B @eHS DB° DGO SS00C0M DTS
DR GOTE). DTN DAY B023°6)ed DTN PRI ©@0BOIROMTE); 32805

(f) QOHOIS HOQ DTSN DIEBODS STrses 30 TSy, B 82855 23505,
National Payments Corporation of India (NPCIl) 8¢ 80T Card Network $333¢58)5e>eS’



D8, 559 — D3 DA DBV TIHIE LIONS €3 IS — DT=HED
P8 DENN0ES DSFETS0 ONENF AN GOES); B> AONO(EIS HOY OAODN
DT ESOIIBRLLE0S DTSEN T DO YR TOLEFON &GO E); SEASW

(@) &D-DOBO *(1))*S DTN OSSO SHAVS BE N0G B Do
DOH0(E3¢5 HOR 0 HD I DaIB s BAS BE DH0G — DEIS’ D B¢ SR
&3 BE OB — 90 ForS’sY RBI SEXSE DTS T G0Td); 0O

(h) ©T DT5ENE DODOHONS T DNNYDT5CD (same grievance) @D)¢3T RBI
SEFS T°0N0 SN0 DOBORES GOEFED. & DTSN B DTS
A0E IV I B 2,58 S 90BE0T DB PO DTSN TBHHIOS EOV I J°
28 30N H; B

(i) T DT°5CNZL HO0HODS T DNNY/DTSCH ANIEST RBI SEFS 52075000
T S0° DBN00IDA GOBETESE) B Q) merits &SSO HD8FD0D dFonotsdd
EOCEIPCHCN. €8 DTSN T DTSN G OB QN B> 2,88 B ©0SE0T
DBV O DTN TS D DI D SENOA; B3N

() @3 DT°NZ DOVOODS T HDNIYDTEED VDT AT W, (320585
(Tribunal), 065538 (Arbitrator) Sa® Q5 T°50H By @0Q-°50 =S (judicial or quasi-
judicial forum) S0 DOBORES” EOCHETECY. & DTN T DTCH TG oS
SO B 2,850 S @0SE0T NBLS N0 DT THOS EOV S A
J8N0S; B>

(k) @8 DT°EENE 000D T DNIYDTED AT AT T, 1£320596S,
0558 B> Qe 0N B @P-T°50H IOE @ ST DBNLB0NDE E0BETCHED
S > merits SESOT™ D8ID0D APoNOVDE GOBETHD. & DO &8
DTN TRE HOG SDYT B 28K B @OBE0TY dEVLD DO DTN
TEOS ED DI A SENOA; BN

(1) @e0H50¢3 TowoZ H000HOD Limitation Act, 1963 8§05 JBIODS SIS
S0A0NZRN0T HO0EE A0 HOPE DTSN TV GOTD.

NIBE 1:

E&D-POEEN (1)) NBA (1)) WArsDre  FI0, @B  DIY/DT50E0
502205003 DIE3E, AT T B (£32053S 300D DOBORES’ &) B AN)ET
APJowotnBS  1BAXS  (F&0N), B 1BWINS SR8 Ho2080D
PE0D0TIDEX FOLK ST5) S HOHSE T,

2. BoO JABroN So20H0ANS dorgthen & dPo N8O SHod
A IIPoN 0TI EBPoN:

(a) QOO HOX TBNEY 3328505 YOO B> %)) (commercial judgment or
decision)**50 Q02000 AAITEN;

(b) S0 DO AAHO(Eded DO NS DeTD0;
(c) QOHO(Edeh DO B3N Management S Executivesdd 53350 &), 2TP5e0ew;

(d) QBT T°5O0/9Q-T°50%, TIEDER B &) e TS DO STTO I¢30T
13006 QAHOEIH HORX BB 988 0B E5e9 )5 DTS DT°SE;

(€) 6235 5 237508 DOHOED HBHSE T°Q VS;
(f) QAHOLEIS 0P NS Da>Cd0;



(@) dOHORS HOP TGy GEB-0DBITY D005 (employee-employer
relationship) Q020ONS Dl 0;

(h) Credit Information Companies (Regulation) Act, 200565’ Section 18 80c%
DB B0/ S @002 &9 DTLE; BTSN

(i) S8 HPEO 805 TE YRR AOHO(Edeh DO A3NEY ERNBEL HODOHODS DT§EN.
3. 8¢ B DO°SE0O B8589

&I-DOBO *(1)*S DEYS) @8 DSOS SEFEID DTEEC0EN DB & D-
OGO *(2)*S DELNY DTLCDEN, DENS0E3 $C0NE DBIDS BHooww, (S0
S3S'S **non-maintainable (S $STE3ANOS)* T 35:0)8092B&AN. & DACT)
DT PRI A EX0TATAS &° 0° BOONBON2ICSHO0E.

0D S DTSN SI7°¢0 DA HIBO0D B DSTeN

E0Q 3 DTSN SR TONBO HBOD B DTS &0, 180 e0cerenes’
&) o Grievance Redressal Policy w3°¢60é:

www.edgrofin.com/grievance-redressal

Principal Nodal Officer Qo30°e»

B 3. 0 DOIE

QOO0 Sob: 7412812312

Q-DONS ID: gro@edgrofin.com

RBI& 20°5¢50 (808 eSS SR TODSRY:

1. 8 B: RBI Ombudsman Complaint Lodging Portal (CMS Portal):
https://cms.rbi.org.in

2. Q-DONO: crpc@rbi.org.in

3. 2TREOM: PO TIS DTSN B0 e D00 SGFS DT
FD/EOOND °5T° (BOE DETTITEY D0DITN):

Centralized Receipt and Processing Centre (CRPC)
Reserve Bank of India

Central Vista, Sector 17

Chandigarh - 160 017

& HE0 TB0EY DB 00D Head OfficesS’ @00 neS’ GO, e, S0
I5VES’ Srme @HSE TAHDEOE.

DP5AE H02DO0HODS Q) DT FH0 RBI 985708 I rhodd:
http://www.rbi.org.in/



http://www.edgrofin.com/grievance-redressal
https://cms.rbi.org.in/
crpc@rbi.org.in
http://www.rbi.org.in/

RBI MoC@IZ1® 6906N13RNAINE alGV®], 2026 — (A1UDIM
VAN GUIAH @ B> U3

Reserve Bank - Integrated Ombudsman Scheme, 2026 2026 amgm(zﬂ 16-M
al}06SINH6)H@)0, Reserve Bank - Integrated Ombudsman Scheme, 2021-0)
alBHODIQ] MSa{1LI0HNIHW)0 al@PISIANE. DD alRLMY] 2026 £26)ERI 01 MY
(IOENIRILED I3 QUMY GV QIS RldHL0, GV OS ol W1 ©d
AIEIM MIQO®I® MNIIMEBRUENBONM 16 (Regulated Entities) LIE186)0M
al0® 1803 al@1a0@1660)M@ 1Mo ealelnd HYOETMD)0
GUNOMENBBMo  MABHODN1MNRMIQ 63(0) NIBTE al@I®] al@lanNdm
o 1WIMo M@BBIB:> Af)MDIEN).

HMIMNDIOS B 1210 (A IOUBDDMMo @6)RIE: @3 (A lNI@@MMOT) 10l (U°lY,
(act or omission) MRIo GIVAIMOM D3 HYONT GPMERAUANUSIAN aBEID)
DalBRIBLMINTIMIo, MBHEITE 06D  alFLOQES & IFIT8 (V1o
@106)2185 108 63(0) @RoU LD (@ 10N U MIBEUM, af)(MITI 6303 @BVE1BInH B3
MGEUM @RIOAD, al@I® | MA@ 1HM@MIEN.

alELO] BIVAIMOMIERI 30N (deficiency in service) af)MND1OM  al@I)
madaflemmomiMmes @es1MNomad@] MG leneH@o, aflel
BF1NUIBOLNBUE UIBMDIBNHQI0 6)21QOMN). @O M3, “alELE) 1 1E3
IS 18:6)SYO Q1@ 18603 HODEMEBREIAS al@ W1 1E3 al@I@ ] AUYMNML)”
)M EHIOEMDMMITE AO(Mo lI® 103 M1 MMV 1L66)aS)HQ el

D MSalSlidhao MNARIBLNMD IMIW], RBI 2lemWINUII@E Centralized
Receipt and Processing Centre MuN0ai12{1536NE. a3 o121} B0aN36)6RIMIQY,
BM@1BGS0 @IS 108 -0 IT3 MEUMBWI MVABA{1HNM al@I®) 503
ML1BHONBNBHQI0  @ROUQAS (NN ]d MSalS1dhU8  6)6)dhdh0 50
6)21QIBHQI0 HalQYMND) D GChs((BAIEM).

9alERILMINITM ag)6BROM alEI®™] MABa{lHeN0?

@@ @B NIMWAAS M@OMI® MOIIM@MIN) (Regulated Entity — RE)
MA@Baflenemo. RE al@d® 108 30 Flaumuom1mass1@d al@1aN@ 1H66mo.
A@I®] al@laNE1HOHUSIOm  aldHo, 30  GlUMVOOD  HOLIQSNI
@oMIMl2l @O ©realslod RE-Q@IEd MIaMS8s  @oaIaom
@RQAIMOM M0 @G — AT aB®I6N afl0M1S UMM
@ 1@3 MM 90 1MV MBS 103 ©alGEIBMINIIM RBIO® VA lallondo.

Al 1W)E6S Maintainability-MN)BS @S 1MUNIMEBRUB

1. alELOIWOS £HI1Y1eNS8 60) alEI®] MINYaO®IM ag)eld
MMM 8o aldeilajomd QI (MER al@11NEM1866)]S)HW)B):

(a) al@I®] GM@1S RBI 6300N)WAMIOM (RBI Ombudsman) @RE1TMVoGENIOUM
02@lolenemo. o), Olu@nl  euIsIem U0 CC-Q1@3
OU36)SYO 1 15)88/ald:-@a] M@ 11588 @)U IM o (-6)A@ 103
QU1 BVDY s )l 1GRID @R)QILI0) 8@ M3 OUBEISYMMMEL; BHSICD

(b) al@O®] MOIHHIM QUIHO | (Complainant) (MUIWo @RELISH T3  63(0)
@OE1RIHUMHM  @RRIO @0 ® (el IMIW] MEGUM ol
m0Bafl2flolenemo.  af)MOm3, @PE1EIHUMDHM  @EM®@IEN)  6nIoUW
O3B0V 165 103 (aggrieved person), 80U 639 1UIHHM@B 6NIIWBDL]; BSIED)



(c) alBLO1WYAS Clause 11-08 OUIBMDILE 1WINBSB (AldHI00 al@I® 16600003
al)@eMNMO@ O 1NI6B1RUE M@BH: 1 1@ 18606Mo; BHSIEID

(d) al@O® | @alD®1030alMIW (abusive), @RS IMNIM @O IAIQ/MNITYOIOAIQ
(frivolous) @106)2166> 100 Oal(BOUMHOAIW/BYBICRUDAIONIQ (vexatious)
MIEINMBBMOIW @ 186 @YD); HISIED)

€) RGOS HIPIT3 al@I@ ] MAG1HNM@IM MM, IO LN
NIMWEIS M@ MUOdIM@MIM (Regulated Entity) af)®)O10) 12N6OSGQO
DB 1210 @10 1 12)RASEWI @YBY0 al@I®) | M@, 1@ 1@ 1H66Mo. al@OM)]
M@H Q@ MO OS] @I 1H020M MVABe{ 166908 £H-¥1W6EMo; B:3SIEND)

@  MOEI®  MOdalMo  alEI®]  (MU1HE @] GUaHo 30
Glumrom 1Mes @3, @06)2185:1@3 O01V@N 6108, National Payments Corporation
of India (NPCI) @06)2165103 enI0WHA0® Card Network DI@YM1BE3U068R&3 103
QUIHODIH1WISES £:021Q8N MBS0 — HOUQITE aB@MIEN) BYSIEITD
OOBRAIIMBBEMI @) HILIVSA MBS — @I HN00M AO}alS]
piclaflglalnal@lsenemo;  @oealesl@d MIEMI@  uAdalMo  MOBH 1@
D0}lS Val@ 10N @3 @I 1H6020M 101210 1@ 1H66Mo; 5 SICD

(@ ©al-6U6MWo (1)f-08 (UIHMNILE WISBS  HILIWSN  @ROUTVIM 2]
OO MO @061 103 IS M@ MNIIM@YD @3 MIM8s
@ROIMVIM @YWL IMIAOM MO0 @1 MDT3 — HOUIT BT
S aueMemd @R @O MOM@ — 90 GlAUmE IMsSs1©3 RBI
63006NRARMIOM alEI® ] @O 1121 1H66Mo; H:356)D)

(h) @OCD IO @AW NIMVORS @OGM al@I® (al@o (same grievance)
) M d»o RBI 63006NRARAIMEN 630a0°10 @3 al@1emmn @3
9OV 1HOD. alEI®]  @ICM  alEIMIHNIOMIGE  M1MIWILo
@616 100 BBMMI @M 12IWIHBMI al@I® 1H6)I8006)SIajo BalGMMOIWILNo
ED() ENIOWBHAI6ENT; @61 103

(i) BRGD alI® 1MW ] ANIMNLEIAS @OCD al@I® (alURo RBI 63006NWWIAIME0
3220100 O I @1BOHN DD HNHEWI @@ 1NN merits
@RS 1NIMOM @3 al@1Nemla] @130 1210 1H3HEWI 6)21Q @156
@@ @OCM  al@I®18000MIT3  MIMIWILo  @ROLINITE  636MI
@R 12IW]HGAI @I 1HHICINSIa]o Gal@MMIWIRN0 DM ENIIWEBAIEN);
S

() @OBM alEI® AW MNINWES @RCM ald® (aligo O IMdE0
aB3EYME: R0 BHISM ], ©R(SMINEM@3 (Tribunal), @B@ENIGSQM@  (Arbitrator)
@ERIH 100 MEOOM: RN MIMIMINW @eRIS: 108  @@RERL-MN1 1MW
eNIB1W)®S  (judicial or quasi-judicial forum) @MIOEYH  al@lNEMMQ D
OMBIWIP1HOD.  alEI®]  @OCM  alEIMIHNHIOMIGE  MMIWILNo
@6LIH 100 BBMMI @M 121W1HGEA0 al@I® 1H6)I606SIalo BalGMOWILNo
ED() ENIOWHAI6EN); @061 100

(k) @OGM IO IW)DIW] MIMWeRS @OCM lEIM (o AR ILNo
BHISM ],  6)6)(SMNILEM®@, @OBNIIBISQ@  @ERIR 1M  MCYEM: Lo
MM OQ/@EEL-N I M0 BAUET en@ IMdho @1@a]0H6) 1010 1H86)5HBWI
@O 1MNEN merits @RS 1MOIMNOM @3 al@1NeM 2] @1@3MIM 1210 1H863HEWO
621118 @I @OBD AlIB 1H02M @3 MIMIWILo @610 103



BBMI @M 1LIW]HGRI  al@ID 1HNHICINSIafo  Gal@MOIWIRNo  &DM)
ENIOUWBAIET; B3SI6)D)

(1) @OO0 &)RWIMBHUBHHNHIW] Limitation Act, 1963 (aldhd@o M1@BERUY 12151883
HIRIIEIWT  @CUIMIenM@INT MMl @emm  eunwels M 1o
rUO2AIM@TOY 1M al@I@) ] M@ 1@ 1H866Mo.

AN B06mo 1:

Oal-ad6mo (1)), (MK aHMIUQINS @OOUNIEBRUBHNIW], GG
IO (UNRAMOW]T NIMLEISMIEIEMEH IR0, aBEXDE: IR0 BHISH) IQ1GRI0
6)6)(SMIeMENGRI0 al@1NeMME1TE O8BEMI MM IMEo @ 1IDIM 12)BMI
@)W (&1 1MNMM MSalS1HElo, @06LIE: M0 630) (B 1A 1MTE3 HQNAIW]
ENIMLES @Y0E 12{1SIBS aBED®H: 1210 Baldrl I @REMIaHEMNo M @3
OU3eSIMME.

2. ©96090@IM (aHOER8)I®]  UMWee|S alIm®Y 1603
Al 1W6S alE1WI @3 MM B8LTUIBN6Q{SIMM):

@ MO®  OIMOM MO0 (UM IRLalon0®  ©103A0MEAI
AWM @eM@EM0 (commercial judgment or decision) MoENIMI 24 H0003683U3;

(b) ) Vendor-Mjo MO 1@ MNIaIM@YD) 1Mo SHSW 2RSS @(@H6)0;

(c) M@ MAIAIN@D NGO Management @06)2165 @3 Executives-6)M@ 100
@) |5 U3;

(d) a@6e)DEs 1210 MO 1M OW/@REEL-NI@ 1MW, MQAIONIQ @6)LI%: 0
MR MSQIHNMM @OW1HIB1IOS DDMONNHUE aldRNHM@ IMOW]
M@ MAdalMo M11H:@ 12 MSaISII@3 MM ©6N3IBYMM al@IO) ;

e) 01VAA 6n198% 1MEN0 MMM al@ W@ @HSIOD COVNAIMO;
f) MDY@ MNIMEBRUE @D 12NBS (BH6)0;

g) NEMI® MUOdIMOm ORI O@MIYIRINS-MIFILNSH  NIMLORAIW]
employee-employer relationship) erdMe)|S O@H6)0;

(h) Credit Information Companies (Regulation) Act, 2005-6)21 Section 18 (ald>3(00
al@1aN0@o/M1NU06eMo LIBLMIHE 1 1SIBE al@IM) ]; BSIEHD

(i) VO QYOS 19103 U361 SO0 11512100 Mmoo
MNJAINOD IMEI0 DAlGRIBMIBHSIMIW| ANIMNMLEIAS al@ID) .

3. @OBaN®I MINIMWMBHUE  aldeilendom  aleIO1H8)6S
mMeV1L6 o3

al-6lemMlo  (1)-00 (UIBRODIL1WIHBE  @OGO@I M lenIMLM U3
lORIHN0OM  al@I@1H8o Oal-edeMlo (203  al@I0@Ud2f15)88
al@00) 1580, HISIOTB al@1GUBIWM MSDMISD @EIAM ORSHOOM @3 non-
maintainable  (al@1NEMMIBANDLIOOM®) oM MIRID]I@3  MlErV1He}o.
EDOMo6NIMW 2] al@I@ 1860900 &2/ 1IMAIQ @M 1@ 1a] M@3BH3M@MIEN.

SNM@NG alEo®m]  VAEBa{lemMOAIQ]T  NITWeR]S  HHSIOT0
Oi16BRU3

SNIM@NE  alEd®]  VABa{leMOAIQ]T  NITWeR]S  HHSIOO0

(
(
(
(



O UEEEBRUBHS), @Y RIGIMIW D LN AMEEREIAS Grievance Redressal Policy
HOEM)bb:

www.edgrofin.com/grievance-redressal
Principal Nodal Officer-me 0 1063303

Gal(0: (D7) 1N (I3
ENINWEIQSOMIBE MMNIMB: 7412812312
-6 @3 ID: gro@edgrofin.com

RBI-Q&6) al@2® 1 MUAGa{1H86000130M moBU6BRU3
RBI-Qd6) MIOPNQIMM DIBUNEBRS121RAS al@I®) ] MA@a{lH6d0:

1. 630636)Y6)2103: RBI Ombudsman Complaint Lodging Portal (CMS Portal):
https://cms.rbi.org.in

2. 0-0)DQ©3: croc@rbi.org.in

3. BME1S/ald@3 (UP: aN@MDOW] al}@1afla alI@ ] GaNdIM)o @RMENIMW
GEUDHSI0 MaldTB/H3N 1@ YT MINLa]OQINM QALIDVGDY |GRIHSE)
@R HHI0:

Centralized Receipt and Processing Centre (CRPC)
Reserve Bank of India

Central Vista, Sector 17

Chandigarh - 160 017

ARV QYOS aldh@a] HMUIMIWYES Head Office-03 LIBYAGM.  BSIEOD,
HMIMNIAS OAUMNINHNVG 120 D @aIGRION) 6alY1S)eNs.

RO 10QHNN2NBS  HISIO@  (1U6BRUEHS RBI-QIOS BVERLOUN 6
OOUNIOEMVQ BH06MYDs:

http://www.rbi.orqg.in/



http://www.edgrofin.com/grievance-redressal
https://cms.rbi.org.in/
crpc@rbi.org.in
http://www.rbi.org.in/

RBI THIfd® AHUTd dioi-T, 2026 — TG dfree

Reserve Bank - Integrated Ombudsman Scheme, 2026 ébf QIS 16 STHART 2026 Jeit SIRT
HI0GTT ATt S, o Reserve Bank - Integrated Ombudsman Scheme, 2021 =1 ST SIS
HROTTT ATl 3178, BT TISHT 01 [t 2026 TG THTE ST 3. AT okl I, Tei<dT Had
o= BT dwiifdSE (Regulated Entities) W Sciedl debRid FARTHRUT HRUGMTS!
frpraaeiiR, Sere onftr faarefarizd yatdt qeR Farvr d=om Iudsy de S0l 77 3R,

WW@WWW (act or omission) @émi‘r ﬁ?ﬁ@ﬂ?ﬂ‘cﬂ ‘J-IT:|'U1RT
LGN IPIGE Wa%mmqw wd: fobar siftrpa ufaRdiaThd e droma]
[MICHICES

1 goHAe Addid ﬁECT (deficiency in service) Bl TR GRIA DHRUGTET YR B BIRTING
Dl 3T T HIe! aT6] ISV T TR, TS, “AroH TG dHaed] HRUTHT Had ot
PR Ad ATel” U7 ThHd HRUNARSH dehR} ATge AR VR ATgId.

HEER] gaH PHRUYMTS RBI A IS JY Centralized Receipt and Processing Centre &4
B 3. PIVATRI N 3HTTelg, Tal fobdl $-AegR Hex boiedl dopR1 WHRUT SIfOr it
TTYfHe fshaT BRI § I1 hard P ST

YTEP dpR BN SRAA B Ahdl?

THR TYH I&fd IR ST (Regulated Entity — RE) A6 GRAA HRUl HTAIH 3118, RE
4 dpRId ARIHRT 30 fGawi=An S1d HRUl A= 38, dhRId (ARIHRUN ATl TG, TR 30
IEERIE] WH@WWREWWWWW—
mﬁﬁﬁﬂaﬁﬂﬁﬂﬂﬁﬁ&i@a T ARVYREA 90 fGaHi= 311 WGP RBI s THR B3 Kahvll.

THRIEAT Maintainability TT31 SMTaxa® 3t
1. TSI SrRad S abR WTdid 94 3¢t Yl ATEIRT™ Maintainable 3&Ed:

(a) TR YT RBI AHUTA (RBI Ombudsman) T IE[H dHarl! ST, Ui, R daval dae
CC U THIFAY FHaa/ud Uiedad UFdeR (3-Ad fdhdl Tdel Wurd) e Ay gIUR
qrgid; STfor

(b) THRERM (Complainant) ad: fdhar afrarafalked SR sifiepd ufafedarhd TR qraa
Poldl AT, IUTY, gebid Waa:d JTYd ekl (aggrieved person) 3R g1 UG ARL 8IUIR
18T, ST

(c) TPRGR AT Clause 11 T THG DHedTyHT HQUT HTfgd! UG dhaielt SHRTar; T
(d) TR HTHMRYG (abusive), &R/ RIUR (frivolous) fdhaTl AGRI®/GHIGATYU (vexatious)
YT A9t HTfor

(e) TSI TR HRUATYG!, THRERM Gaierd FafAd TRIHS (Regulated Entity) TUH Tat
WM fdhdl SR DHIVATE! ATIETHTdH dobR dbeiell ST, ThR el QRIAT G RGR IR Hie
el YTfgot; SIor

(f) FEfd IR TR U R 30 fiaura sid, fdhar ki@ &, National Payments
Corporation of India (NPCI) fdhal AN 3T Card Network ARIGRIG d@iAe) THG dhaiedl
FHIaadid — ! S Hramadt 3 a1 HaFdid — dHRERIA HIde! IR A3
914; fohar fAdfAd TRIA faaedn SO/ dehRaR FHIY! F91dT; ST

(g) SU-WE (1)(f) AL TG bl DHlaadt Yuedra dRUUNA fhar Feifdd Fefa dRegA

g TAHIERIAT ARG — UH! St dRRG FaRd! 3Rd AT dRUIRE — 90
feagi=ar 311d RBI ARUdIGS AR bad! 3gTaT; 307




(h) I IRl Te&fdd da TRATRIN (same grievance) 3MTEE RBI AIGUTd STATAIRHIR
Yaifad 7914, ff TR AT dhRERIBGA GrRad cbalat 31 fdhdl U fdar sifdie debReR™Ead
YT GRAA dharel! 3T, g 3 AN e fhar

(i) T THRIRN YT < TohR/ATGIO RBI A urd dHratad edia fAdTel drec =wmd fdhar
qu?ﬂw (merits) SMYR IR AR Hed Folg dddar 9@ & ddR ™
SEARANCERARC wmmwmmmwmwm
B 3¢ AL ITEI; 3for

(j) T TPRIRN YT i TehR/ATRT0! 3M1efia HIUTcATe! <amared, =A™l (Tribunal), HERY
(Arbltrator) fhar SR HIUTATE! AT fdhar -1 HarER (judicial or quasi-judicial forum)
Yaifed =914, df TR AT GhRERIBGA arRad dbaal 3! fdhal T fobar 31fdd dobRERNEd
TGadTUl GRIC el 3T, BT 31¢ AN sl fbar

(k) M TR Gafd o ThRATRIU HIvdle! OTed, <IEaideHul, O fdhdl IR
DHIUTATS RE fhar sref-=fe dam snefa Mol dredd Awd fhar T [ui-gi=n
(merits) YR TR fIAR Fe- (ofg gacien Awmar. & ThR ™ AHRERIGH S argd Hadl
311 bl U fobdl 31fUeh ThRERIGITd SgiUUl GRAA hetail 31, 81 3¢ ARL AaId; 0T

(1) ST STTATST Limitation Act, 1963 3favid TR daie wramaiar Sovargdf Jefta Ffd
ﬂ@ﬁwﬁ?ﬂ&m

FTHIT 1:

JU-TS (1)(j) MM (1)(k) =T IeATTS!, AT TR T ferd 3Rt TR, HIvdTe! ATy fdbar
Wmmmwmwmwm far BioeRY
TR HeHid & ol HIvdTe! UIe dUT, T FHIAY BIUR AR,

2. @relta ardi=ht Wefia Tr ar dsAen $aq e vard Adid:

(a) Ffa IR saauie vl fhar soaaie fFarsar=it (commercial judgment or
decision) Taferd aTal;

(b) fashaT (Vendor) 311foT FRifFa St gi=amdid drg;

(c) Frifa T soawTgA fhar FdaRt sifteifasg=a aor;

(d) DTS /e, dufe fhar Sl sdssTault eRum=aT Ui
SIS UTer FRUTTS Fafd TR Sdel Faidd Swadd dhR;

() Rere S Hames ward 7 Jumdt Ja;

() Frafd Swimdta arg;

(9) g e HHaR-Faed deurit (employee-employer relationship) aferd arg;

(h) Credit Information Companies (Regulation) Act, 2005 =T Section 18 Sfarid SarTdt
JUR/FERU U B GUATd 3T 37 =M ThR; ST

(i) T A3 FHIAY T HafRd TR Uewih Tafdd dmR.
3. UTreT 31t Ul T FHRUm=aT GhRiY AThR

IU-TE (1) AL THG HoiedT BRI 31ct Yol 7 HRUMR TR did 3U-88 (2) A THG hared!
dPRI, DIUCe! Jeid quRIoll 7 Hal Yeaal <WERd non-maintainable (Maintainable
TIIET) BV ATBRe™] ST, AETEd G ReRTe Jd ot Aifgdl/ddTg qudrd dsa.

HUIwS dpR SRad HIUEEd e AlfgdaTa!




HUHIPs dPR arad HRUFEEd HUF Alfgdrel, Wel IUdsy a3 Grievance
Redressal Policy ggla;

www.edgrofin.com/grievance-redressal

Principal Nodal Officer d du=il@

q1d: 41 7% UG
U HHID: 7412812312
'sc-ﬁ?i ID: gro@edgrofin.com

RB| $¢ Teiid Ugd dhR aRad Hdl Asd:

1. &Tﬂ?ﬂ?ﬁ: RBI Ombudsman Complaint Lodging Portal (CMS Portal):
https://cms.rbi.org.in

2. é—ﬁﬂ: crpc@rbi.org.in

3. T&/eaTaTgR: guf 1Rad dehRR 3fot 3M1fYT STaxas HeTdd HIGUH CUl/HRIRGR Jed
TR Uréddl ddid:

Centralized Receipt and Processing Centre (CRPC)

Reserve Bank of India

Central Vista, Sector 17

Chandigarh - 160 017

7 TioHd! Ud HU-T Head Office A& IUASY 3118, d¥d, I HU-IAT dadgcde! TS
PHIUGTT 3Tl 378,

JioHarad $f® ATfgdiara! RBI =T SHfU%Hd deagedn Ue am:

http://www.rbi.orqg.in/
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RBI STN{F® (FIFATT I, 02 — ALV (IFETTYZ

Reserve Bank - Integrated Ombudsman Scheme, 2026 Y '\CﬁTﬂﬂTﬁI 202V OIfFY Gfd Fd1
RECR K% 4G Reserve Bank - Integrated Ombudsman Scheme, 2021-49 ARSI
UG A2 AFHO 0 GETR 203 (AF FAFT AR A2 AFFET ST 26 AFFEI
WeOlgS WAF HeFBEF (Regulated Entities) Rt AT WGTIMHR N8 G=3
G0 AT, T© 432 RS [Reg WOy 18 3137 oW F411

(PTG (TS G I PGy N BT PIKC (act or omission) ATGTIAM MEMS o FICET
(T (TS AZF OF AFHI WA (NG LI JFGN WS ASET WL, I
(FS RGN NI N, WGTI9 RTIL FACS AN

g2 AF(Y NICIAT WS (deficiency in service)-(F WG AR fofe RO
SIGRIR® P AR AL JF2 A [FY [RTACE J7 WSO (YT M (RS AR | A B,
WY “AHG OITPGS FIATSET TSI WG NG W 2 FIACT NS5 HF
SOIAT T 2 |

a2 AfFTe ARG9q PJId GJ RBI '6@5‘1'(."\5 Centralized Receipt and Processing Centre
AOD FACR| (T (PTG ST ANATRN, STAAR M 2-(N2AF NN Gl (TSI N OTIT97
NZY 3¢ OI AAF ATFIFIT G2 (FCHT LY FAT A

AFOH TS BT WRGTITST AT FACO ATCIN?

WMOTATST AYTY AT N3Z® J<ZF (Regulated Entity — RE) FICR WAL FH0O Q| RE-(F
o AT Y WGTII NG 00 =01 | O RS N1 =0T, wo ATa TS
(Y 8T ©IFY WA RE-IF FIZ (AT AISTT (7T (TN OIfFe— T HF 21, 572
©IfFY (ATF So AT VYT A=2F RBI-AF PR WG9 FACO ANI|

SIFSTITST JZITITHTOIR (Maintainability) fofg

Y. 92 AILHT WA 430 WferIr wyarg [Efafie s 1§ /@7 =
AZTTII5T Z(Q:

(a) SSTING ST RBI Ombudsman-47 FICG ST FAT (S | O, IV (NS
CTISMTIIS T NS Reserve Bank-(F QTG CC-(®© WBYG/HI RO BfTw F1 AR
(2-CN3 I MARTF VI—CT (FNS WEIN), O IF NFoF 2 ; A8

(b) WFSTIHNG HFSTINFIR (Complainant) fFNTTT RN (FIHS TENGNL RGT T (FTNS
FACNIM® AFSAERT TN AT FE AFCO J | OF, WEAGU [N0G2 TR FoaS e
(aggrieved person) X, OIR(A A2 FMOP N ATINGY A AI; AL

c) FSTAISFIAE AFG Clause 11-4 fRHE T ST 5791 ©20F oM FATS F(J; A3

d) ST NGNS (abusive), OR/fOfSIN  (frivolous) AT
AN AP MAGAHYTF (vexatious) AFFOF ST M =T; ]2

(e) AF(FT TN WFGTIH ATL FAL W ARSI A/ NafFge 515z
(Regulated Entity) TR AN AT WA N (FINS NIV NG FACO US|
SFSTAIS AT FAR AN AFSTANFIANE AR FACO SHN 2O (J; 3¢

f) [RafE® AsF WFGTIS NMSME A wo MINT W(XI, W Reserve Bank, National
Payments Corporation of India (NPCI) I AWAGY Card Network-£d Nt AAE
STNTSNR N—T0 @ =@ IR STNTANE MH—A SN (FNS Ted AN
T NS ST A T@ASTNLN NSTISNFIAL TBS ;A3

(g) OHN-&TAT (1)()-4 FNHE STITA (*1F 28TF I WA ST [T S| FR (A




AT Y (TN OIIFTI—TTC AE =, (12 O (ATF »o MNT N&T RBI
Ombudsman-49 PR @Iwcamwm*ﬂa; KAESIN

(h) P2 FFSTAS/STTIT (same grievance) RO RBI Ombudsman-43 FTLEACT [RERE
BT I NN HOIH GP2 WOINFAT IR (AF A (TS A G A JFNEGD
WFSTISIPIRNG T (DA FAT (TF, 2 21 ATIOY (K, WA

(i) PR FGTII5/STNIT (same grievance) ROV RBI Ombudsman-43 FTeTT BT NS
41 A O merits- A9 fORSTS RIGV TR Sarg (W8T 20T AFN MR | WfSTI9f6 G52
WSTINFIRNT I (A FAT (T A GF N JIEF NGB % (YOI FAT
(F, G2 S ATIGP 2(; 33

(j) AFR WFGTIS/STN (same grievance) MO (FINS WA, IR (Tribunal),
Arbitrator ST W (FNS [RER[T@IMT A1 =Y1-[RER[ONT (judicial or quasi-judicial)
CFIRAITNR SN [RERIR AT T N | ST 2 NGB BTG (AF FAT (TF
N G N JFIEF AFSTANFIANR AT ([N FAT (T, G2 216 2ATICT Z(; WA

(k) IP2 FGTIN/SAAAN (same grievance) 2OV (FINS WIS, [IRIA, Arbitrator
T TN (NS [[RERROINT I - RERROINT CFIRATN Jra1 fo@ F1 1 O merits-
g7 fOfSre RN I Fas (8T 2T AN MR | A dh2 HfSTIIFAD
PG (AP A (TS A GF N JFEF WGTIHNFIRAG T (YO FAT (T, 2 1S
HTINGY =(J; e

(1) G2 4N I CH0A Limitation Act, 1963-I7 SR NS STUTAN (*1F TSI ST
ST [NREo SR DR NG5 1 AT PO S|

CHEJIBE

THA-LIRT (1)(j) G2 (1)(k)-I GTART, IR NISTIN/TINR SCF TS (8, (FIHS
WMIETS 1 BRI S0 RORIEW 1 o0y [{-1g 283 cFomi I, QA
(FHS (PRI WAAMLT CF(a B 28 eI ong, I AS9S (I |

2. Rafafds e sy T=oifdo wfstaarefd a2 g weer (AtF Am
(RS (AR

(a) (TS NF© STsFE ARGy s A1 AfVS<e [REIRRIEAT (commercial judgment
or decision) TNFS [T

(b) (P8 Vendor 432 fNafE® STs%a gy [
(c) [NE® STsFE Management ST Executives-A9 [Re0a SSTIS;

(d) (P8 RERRONT/L-RERRTOINT, TWEATS I N2 ATAFA FONCHT S
(TN 541 G (NIE® ST T PG (FINES FVEH (A(F BHo® WG,

(e) Reserve Bank-4d [R¥E® WSO LT VI JN ATGCI;
(f) e STegresfers Wy [

() NafFe S FLERA-NTINFET ST=NFT (employee-employer relationship) ST
TS R

(h) Credit Information Companies (Regulation) Act, 2005-49 Section 18-49 LRI Gy
ATOPTL/ATNLITNT IIB] AW FAT AR AN WO, I

(i) 92 AF(HI WSOT ABYF NI IV [NAFO BT A=A AT ST F® ST
O, CIMTOTA *1S AFY NI FAI WFSTIMCT AL




THAN-ET (1)-4 NG (TSR 1S HAIY FE N N WG 72 SHA-GET (2)-4 SfeAfds
OIS, (FNS WOHS FAF- NI Qoz, AIANE HATI2 non-maintainable
(AR5 1F) RO AT FAT | G2 R AGWIFIKNE TAIAOI G
[

(PPATTNG FICR NG5 RICAT A [T WS ©AF

(AN PR NGTI RICT A [[RICT WKES O Gi+1) WNITHA Grievance Redressal
Policy (M4:

www.edgrofin.com/grievance-redressal

Principal Nodal Officer-49 f3aaer

«IN: Mr. Guru Prasad
CATMCITCN] N_S: 7412812312
2-(NW2+ ID: gro@edgrofin.com

RBI- I3 BT RIS OATTT HOCI9 AT FAT (IO ANK:

3. WNA1R: RBI Ombudsman Complaint Lodging Portal (CMS Portal):
https://cms.rbi.org.in

2. 2-C24: crpc@rbi.org.in

©. STASTR/GIBCIAT: LY A SGTINNG A2 TRITP VNG G/ FIAANCIS WL
RS PFMT AT (TS AR:

Centralized Receipt and Processing Centre (CRPC)
Reserve Bank of India

Central Vista, Sector 17

Chandigarh - 160 017

G2 AB(F GG B (BN Head Office-d BoeTg ATACR A4S (PN STIIIRGS
SHNEATG HFAT (AR

G2 AFY T™AE WS (WIS S G RBI-IF WERTHAA STIINR6 (RY:

http://www.rbi.orqg.in/
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RBI is(dd dlsuld Ylweil, 2026 — YuA (AN 4]

Reserve Bank - Integrated Ombudsman Scheme, 2026 16 °zﬂ<r?;l,2)~llﬂ 2026011 A% %3] SCAML
uldl 8 WA d Reserve Bank - Integrated Ombudsman Scheme, 202141l @l @19 M
Il B, wL Aowetl 01 el 20260 wHEH] wId] B. w1 Aloelledl & Alesetloll sl S601
wlddl [R[Ed dRI (Regulated Entities) AR UM edl sRULEll [AdlRQl HI2 Wi
WAUWSIRS, YL uA ([dalelSd As(@us sRULe [AdREL cud@ll YRl ulsdledl 8.

$Usilofl S16UQL (531 1edl (541 o1 5dla 5128 (act or omission) AdIHi WIH] Hsjeiddl s1EULL
ALES BUSH Alosetl €601 A Scldld Id Medl (e sd Uldlei(d HIRsd, Ud dsld HIRsA el
sRule slald] 213 8.

UL Algetl *AdHi W] (deficiency in service)**sal §RUle stldlddl HI2ell MIHR dil3
UL 52 & U 3dls wiledlal dsil siiaAMiel] cilsid Ul AW 8. dell, Hist “wl sRule
Aol 11| YR, SRQ1sAL SIAAA $601 wlddl «1efl” Adl sRYUR A §RULE] c1s13] slaciHi
w1dQ ol

UL U[SUL AN Weildd] HI2 RBIA €113 Wld Centralized Receipt and Processing Centreeil
Ul 531 8. S1SURL MINIHL WAL, 20 weUd] §-0E IR1 %Y sAIM w1A4] sRaUle]
dlsidl u4al Austl WIR(ES Ul5UL S5l HIS AL Sot, BAlHElR 2ELL.

Ales sRULE Fdl A «lluldl 23?

sRULe BlueH doildd [A[Ed U@l (Regulated Entity — RE) dH& «lltldd] ose3] 8. REA
sRULELe] 30 [eddoil e [R5 5 %3] B. %) sRAUILs] (U5 o1 31d, d) 30 [edeil
AraHAlel Yol g lsll dilw wedl RE dsell HAdl Dedl ARllcudsiRedl dilw — Ayiell %
dlRlu uglefl €1, A diluedl 90 (edyefl vie2 ALss RBI-IL U5 531 A3 B.

§RUIEe(l Maintainability Hi2ell A1UIR
1. i1 AN%ell @6Uieil sRULE oilAoAl dMIH 21l YI el1d @UIR % Maintainable 2&2:

(a) sRAUle ld]l RBI Ombudsmana uil(dd 53] €ld] 1$n. w15, Adl RAlAdSR BHi
Reserve Banksl HIA CCMi AlRa/sTU]l d3 Rilad saAMi wIc 1 (8-0d wadl Hlfds
e, dell YH1ALL Ad) siefl; wa

(b) s[RuLe s[RULEL (Complainant) gl21 < [Scldld A Heudl d5ld (Recidstl ¥e W (e sd Udlei(d
Y164 elldlad i w1ad] eld] w165, a5, ) asle uld o 14U (5 (aggrieved person)
S1, ol AL wWUdle 612 UsQl el&l; wa

(c) SRULEI Alesetlo] Clause 11Hi [ER s 41d6] ARl HilEd] Y3l ulsdl eldl g,
s

(d) sRULE WUHIe%e1S (abusive), dREV/[RULIR (frivolous) wedl &leldl(dyLl/geticatyel
(vexatious) ¥ceUsi] of eld] 15A; o

(e) Al%=il 8601 sRAUL elltlddl Uudi, sRUIEI Aoiled [ [Ad Arell (Regulated Entity) UH&L
ALy AN eud] e SISURL HIEIH IR sRAULE «ilu1de] S\l 6N, sRULE «lltlcaled)
Yudl sRULEL 2% 530 215 A e B; el

(f) CRIED A sRule utd sul ugl 30 (eduedl vie, wadl Reserve Bank, National
Payments Corporation of India (NPCI) 4eldl €19} USdl Card Network HIo{e[R{s12\H] (€
UL M| — AU el % AL dY Sld d HHAALUM — sRULELA S1E wdlod HRL) o Q1Y;
weld| (A [Ad el glL A A M w1ddl gdled/(15Q1e0] sRULEL AR ot €ly; wa



(g) GU-5GH (1)U [F[EY AHUAI01 YRI lefl dIRlu Aed] Adoildd (UG el dsell
9Jd| deql YeolleudsiRedl dlRlu — auiedl B dizlw uglel sl d dilwedl 90 (edyeil vier
RBI Ombudsman dHel §[Rule saAH A1d] eld] 2 83; w4

(h) A % sRULL/SRULE] tlltdd (same grievance) U&Qeil % RBI Ombudsmaneil 5331 4H& USdR
ol eldl AW, sRULE ¥ % SRULEL GIRL SAM 1] €1y Md] W5 H2ud| dy sRULEI] A1
dYsd Fla saAHi #1d] ey, o RetldHi 21 2Ad @19, UsSel; Medl

(i) d ¥ sRuUlL/sRULEL viluid (same grievance) RBI Ombudsmaneil 331 gl u&deil o
GidHi wLd] o S\l 15N wedl deil meritseil HIHR dsfl AUl 53N (1RIA AdH] wlel
ol €ldl H1FA. sRULE W % sRAULEL GI1 sAML 1] €U wWedl A5 Hudl ay sRulelw] 418
AYsd A s AL €1, i RaU(dH 41 1 E19] USQL; A

() A % sRAULEL/SRALEL vllodd (same grievance) Uddell 5185 51¢, (26|14 (Tribunal), Arbitrator
ed] W SIS ALRLS Wl H-ALRLS (judicial or quasi-judicial) HY UHEL USdR < &ld]
AU, s[RULe W % sRAUIEL G2 SAMI 1] 1A Weudl WS Wed] dy sRUIEI A18 AYsd
A saAMi 11l €1, oial RerfdMi 41 2l @12 USQL; Hed]

(k) A % sRULL/SRUIE] Wlwd (same grievance) 516 512, (20Yeid, Arbitrator AHedl A S¢S
RALRLS Aedl WH-RALRS HY glL uael] o GiadlHi wId] o Sld] o) Wed] deil meritssil
AR Aol duld 530 (R AdiMi wlcd) o Sldl SR, sRUle A % sRAULEL gl SAIM]
1] lU Hedl As Hd] dy sRULEIM A1 AYSd A sAML id] e, o Rauldui #1
2Rd @19} USL; A

(I) ldl eldiad) HI2 Limitation Act, 1963 601 (tlRd yHuHUlel YRl 1A d uddi oildd
[l (Ad el qHe sRUle sAMi w1dd] eld] 1A,

WY)W 1:

GU-56H (1)(j) A **(1)(K)*ell &q HI2, d % sRULL/SRULE] Wid UL8 feiltd €ldl ©dli,
SIOURL 512 Med ] (2uYstd YU USdR wadl usdell o [y Aaldd slaell siddlel, #1dl
518 S1wel3] detlell AuH | 2 5AMI WA UIlA duld, dHi ARG AL «iel.

2. oflAefl ioidla @1l SRULIEL 2L Aloellell siAAAU ) wLsid AL 211 O:

(a) [FR[Ed Aetlell calulR) (-l Hedl A1yl (4 5u(e, (commercial judgment or decision)
AL Aoildd wiodl;

(b) Ae5R (Vendor) wal [« (3d el g« (ddlg;
(c) [c1[Ad i2@llell Management Aldl Executives [deetl SRULE;

(d) 516 RULRSAL-RULRLS, SIALISIY Hed] SISl WHE 5112 AcdlfEsTlell w20l Uldd
sALHIR [R(Ad el GI1 Qi w194 sRialsldia] Gedad] sRule;

(e) Reserve Bankell [(1dHe1513] SIA8A 8601 o Aldd] Adl;
(f) (A (Ad U] 4] [adle;

(g) [FRI[EA Helletl sHULZ-+llseldl Aot (employee-employer relationship) 418 50116
(dalg,;

(h) Credit Information Companies (Regulation) Act, 2005¢{l Section 18 &&01 %eil Hl2
GUIA/(1d1RQl Gudot sAddIH] wIR] B ddl sRUle;

(i) WL Aloell €60 HUL[AY of €lU ddl [Ri[Ad delell Alesla daldl sRule.
3. Uladledl 2126l YRl o 52l sRULEH) u12<(1512



GU-56H (1)U [LER Ulstdlell 2l Y&l o 52l sRUIEL daul GU-s6H **(2)*Hi Ged[Lid
sRulel, 516 dy duld Ul (deil euldell dulSs % non-maintainable (Maintainable <l €1y
adl) dz15 «is13] stediHi 141aQl. 21 23 sRULELA ALY AzAIUAER GIRL ML SAH 24142,

$Uoil qU& sRAle sldladl 29 ay Hifedl

$Uofl qU& sRAle sildladl 29 ay Hifsdl UL #4I3] Grievance Redressal Policy %il:
www.edgrofin.com/grievance-redressal

Principal Nodal Officereil [c21dl

alld: 2l > UAle
AUS elR: 7412812312
¢-1€ ID: gro@edgrofin.com

RBI uH el o{lAfl dlell sRule «lluldl sl 8:

1. w\A€18el: RBI Ombudsman Complaint Lodging Portal (CMS Portal):
https://cms.rbi.org.in

2. 8-04d: crpc@rbi.ora.in

3. 2ue/euld gL AYRl Ild 64 sRule S 1 oifdd UsIUS exdldos) eula/sRUR GIRL
o1Aell AeA 1N HIsE] 51U B:

Centralized Receipt and Processing Centre (CRPC)
Reserve Bank of India

Central Vista, Sector 17

Chandigarh - 160 017

L Alegetlef] o156 SUsilell Head Office Wld GUEsY 8 e $Usflel duidlee U ULl AUELS
M A1d] 8.

B A1etl 313 ay (A1) HI2 RBIe{l A 5d duAlee Yull:s
http://www.rbi.orqg.in/
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