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Customer Grievance Redressal Policy

@QbsE sTaTamsuler GCBMHESHL, (WeMUWTeT GFeamel @IPMHIGH WMmMID  WHLILIMUI6]
BOL(NEOMEET  CPVD GUMQSH&SWTETT  L&TI&HeT gouUuBelendsds  (GemMmLILISIL 60T,
QUMYGHEMSWITETI&HET T GHMMEHEHHEG lengalns:s $e| aINBIGamsS 2 MG QFUISTEGLD.
CapFloat-60T  eueodl1&HE QFWOLUTH&HEHHSG QsTLIUmLW erellev, Qeuefllim GFemeu
QIPMBIGHISGET MMID  eUTEHETET QUMY HMESWTETI&HEH&HEGID  CapFloat-60T  &HMMBT&H G LD
B L (LemM QUMTBHSILD.

a. BRIG6T &L erudleoorL. (Complaint) j6rflg 8 6l (HLOLI6OTITEV, 38 M & TeoT
BH86608606T HITHIGH6T 2_HISGEHHGS &K lallLIGUIMLD:
i. &L eTulesorl (Complaint) eflliLIg eTLILILg.
i. SLIQeTUI6TITL ML (Complaint) 6TMIG | 6fl&&HEVITLD.
ii. SWLIQeTUI6uTL6mL (Complaint) WTflLLD Serfl&&eumLD.
iv. UBlemev eTLIGLIMGI 6TH I LIMF&HE6VITLD.
V. GBI SHHTE WITen] a8 Gelevor(hLD.
vi. Bl Fiallev HiisG6T H(HLISFH emLalevemnev 6TedTm ey, 3 (H) &S 6T60T6oT
Q& uIw Geusvor(hLD.

b. 6TMIG6 60T 6rUL TS LI (Staff), 2_HISEH&HE @) (HEGLD 6THHAUTTH CoHeTell& G0
2 _HeUTI&HET.

c. SR ETUN60TL &6m6rT (Complaints) BIUIMWLILOTSH LD 6llemTeITSH LD
60 85 W ITETEU S M 85 TEOT 6T RIS 6T [Hem L (LN 6mm G MI& 5 a6l T BIGH M6l 6T I GLIMEVITLD
6TEOTLIEN G HITMBIG6T 2_MBISHEHHGS Q& FlelLIGLITLD.

d. 2_MI&6T &WLQemudlesorL. (Complaint) 6T(W&HSILILLTEIDMS QUIMLUILILIQ[HHSETE, 62(H
QMTSHMG6T &519.51D/@ QU6 eLN6VLD & 6OTTRI6V LR QLD 63TL. (Acknowledgement)
VeV LIGlemev SielllL|alend 2 MIF) Q&FUICATLD. 6THISGETTeV &ML Ll L
QL68&GLITeT QaMe6VLIGL61VE; (Telephone Helpdesk) 3606V 6L DT FTaferu
(Customer Service) 6T600T6001160T eLNGVLD QG MeMeVCLIFUN 6L SLDLIQ eTullevorL
JeflGaLILL LT, 2_HI&HEH5HE &L 6Tudl6ooTL Qs LIFedTerv [HLO LI (Complaint
Reference Number) aULOMBISLILIL (), [BIWITWILOITET &TVEH MG 6T 215607 (N6TCeTMHMLD
GMH S 2 BIGEHSGS 05FlallésliL(pID.

e. aleqUGms Ule| QFUIS LIMEG, 2_MIG6T &L 6muilesorL. (Complaint) QLIMLILIL L
BmerfleS (BH &I 30 [HITL_55 @155 6T 6TMHIS6rfl60T @ MIB) LIGemev 2615 6H 8 &

I DILILGUTLD. A HTLIMG LD BHIGH6T H(HLISFH jemLWaevemev eTedT TV, 2_ Mg 6T
SUQeTulletr_enL SIS &HL LEH MG eTelaumml 6T(hHHF QF6V6V6VITLD
GTEOTLIEN G LD 2_TBISHEH &GS Q&5 lelIGUITLD.

f. ermiseflLD SWUQeTullesorL. (Complaint) LIS 6 Q& IS 30 IHITL 85615 8 (G 6T
H LIS HTLOMT LIFH 6 Hleml&a&all606m6v 6T6dTMIT6, GO G&emm S IT6Yy (Redressal)
Qum LD 60T 6V, RBI-63T Department of Non-Banking Supervision-60T L1 THG) W
VIV SH ST 6V 2_6IT6IT Officer-in-Charge-83 9|60 &H6VITLD.
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CapFloat Financial Services Private Limited (“CapFloat”), Db & &L LOT FFaTemerv (Customer Service)
QIPBIGaIMSES GCBHTHSEINMSGES &M, IIAITET WMMID HMHENLOWITET &S&erVLLOr
ggeferv LNemmML&UMTemLD (Customer Service Platform) QGTLIHS 2 (HeUMTHS UBR M.
CapFloat-60, 6TRIG6T FUafelGET ePEVD  SHEVLIDISHEREHE FINHS ADILISNHS
QILDMEIG UG GIHMTEHSHINMEE G1&MeooT(H6TGETITLD. HeVL D& 6rfler &welleurin, 9j6uFaserleor
sevallwine mleney WMHMID UTHESLLLESIGWL SHTenn S WDHME &H(IHSSH 6V
Q&meooT(h), &V SLUQeTuletor.&Bemem  (Customer Complaints)  (LN60TEm L 1Q G
6M & WIMETEUSHM 8T8 CapFloat LIGLEG6UMI 6L (LDEM MEEMET 2| 6M L LITETLD &5600T(H6TETSI.

Freien 3j6VeVgl GeVTET QS ITLITLIMET &LDLIG 6 udl6voTL_ & 6iT/8& @ 6urfl& 6T (Complaints/Queries)
gl @uhHaTen, HC GMIIULILLUUL(RHeTem QLESICHAQ6T QL0 STl &S ems
(Delegation Mechanism) L 6TLIMHM&]LD.

QL68&CUmedT: GEF W el emm BTL&HemeTd HedllT, 6UTTE S 60T 606015 Sl 7
BITL_Gerflevild &5meme6y 9.00 LD6DDT] (LNS56V @6 9.00 LD6oT] 6Uem T 080 6807 5001 6T60TM
6T600TE00T I M (& D 6MLPGS Sl 2_hiIG 6T HifeueiTenery LIS 6 Q& WIUI6UTLD.

SUWeQFUIS Healefldhseab, HMHIGET SMHELMSE FML FeuLerev FeuLSHME (Chat
Assistance  System) MW 6TGETTD. GOMSGEOTL.  6TeooTeo0N MG SMPHS LIMS,
&L LD & EHE G WhatsApp eLOGVLD @(H QLNGCFE eIl ILILILI(HLD. 3]G 60T ELNEVLD &NV L LD 6T
S B156/T1 60T Q61115658 & 6Mm6V6U 6] 622 60TL. &5 (615 L60T (Live Agents) QS TLJL|Q & TeooT(h) 2 56
@LIMGLITLO.

@@ wuilev: LNeTauHLd @G U6 ID-GGLD HBIGET 6T EVITLD: ask@axio.co.in

CumeLeV/FiflWl: 2 B&GeT SHealflsemner  CUMeVL /FaflWl  ewpeuld  LleTeu(HLd
W&aIfl&GLD eILILIGVITLD:

CapFloat Financial Services Private Limited, New No.3 (Old 211), Gokaldas Platinum, Upper Palace Orchards, Bellary
Road, Sadashivanagar, Bengaluru, Karnataka - 560080

GLM&600TL 6Ll (LN 6N &H6IT1 68T eLN6EVLD T 6055 G IFen60WL6q60T16V (Resolution) IHMHIgs 6T

FH LIS 260 WL6N6V60I6V 6TEITMITEV, 6TMHIG6T &LDLIG 6T 6v0TL_6M0 CLGETRG NG Q&6
(Complaints Management Cell), GLDG6T3[ - &6V LD FIefdFenv (Manager - Customer Services)
QIS EH5SG LNeTal(hLd @O LOUI6D ID-8& 6T 6VITID: customersuccess@axio.co.in
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GuUmeruL6V/Fn W (Postal/Courier): 2 MIG6T &HQeuflGeamer CUTEVL /Fafllll  epeuld
LNedTeu(pLd (N &6UTfl&hE& S eLILIGVITLD:

CapFloat Financial Services Private Limited,
New No.3 (Old 211), Gokaldas Platinum, Upper Palace Orchards, Bellary Road, Sadashivanagar, Bengaluru,
Karnataka - 560080

BBIG6T QUMM QIenuelul,eq6otleL (Resolution) @) 6dTealld S (HLIS 3j6mL_WaN6V6em6V 6T6OTMIT6L,
6TRIGET QamL. L&l SeVL DT FFaTerv (Head of Customer Service), Mr. Vivian P Josey 3]6UJ 5658 &
LNetTeu LD @@ LOUN6V ID-8 6T G EVITLD: head.customersuccess@axio.co.in

GuUmeuL6L/FarflWIy (Postal/Courier): 2 M&EeT &HQeauflGemner GCUTEVL /ol  epeuld
LYeTeu®Ld (W &6eUf1&HE S eL1LI6VITLD:

Mr. Vivian P Josey, CapFloat Financial Services Private Limited, New No.3 (Old 211), Gokaldas Platinum, Upper
Palace Orchards, Bellary Road, Sadashivanagar, Bengaluru, Karnataka - 560080.

GMm&eooTL.  aUNlWemmsefledl epeuld HeLHH QIeveluLeqesflel (Resolution) BBIGe6HT
@eTein HHLUSH Semuwalleveney eredrmmey, ermigeT LIflardluey GmmLey ol SFy /
A ifeueTen QILQTenv6v SLLTF (Principal Nodal Officer / Grievance Redressal Officer), Mr. B' S Yasaswi
QIS EHSHG LNeTal(hh @O Uiy ID-8@& GLOsILD 6T EVITLD: pno@axio.co.in

GUmerVL6V/FalWIT (Postal/Courier): 2 MIG6T &HQeauflGeamer GUTEVL /Faflll epeuld
LesTeu(pLd (& 6Ufl&hE S eLILIGVITLD:

Mr. B S Yasaswi, CapFloat Financial Services Private Limited, New No.3 (Old 211), Gokaldas Platinum, Upper Palace
Orchards, Bellary Road, Sadashivanagar, Bengaluru, Karnataka - 560080
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CapFloat €LNEVID 2 MIG6T SHLDLIG6eTUN6orL /19610l IWLL. (Complaint/Dispute) 30 [HITL 8568 6T
FrssLILLaNem6Y TaTMTGEVIT 36V6V& CapFloat AULNMBIGU QFervevLWLaq6uflev (Resolution)
BhigGeT HBLUSH e wallevensy eTedrTmMCeuT, LleTeu@Bd euLSl(NenME6T ep6ULD  RBI
Ombudsman-£3 9|60 5 6VITLD:

. @65 691118 eLN6eVLD RBI-60T SLDLIG6mUllevoTL. GLO BT GILN6ITL. 6L LD (Complaint
Management System)-60 &LOLIQ6TUN6o0TL. LIF6Y Q& UIWIGVITLD:
https://cms.rbi.org.in/cms/indexpage.html#eng. @\6&H SLLIQ eTullevorL_ QT &HCTLLL
@D 6N GLNET 6rVGLD (Integrated Ombudsman Scheme)-68T & Lpemm S 6rfleTLIL. LI 6
QewwlUL Geustor(hLD.

. @ LDL|L_ 6N GLO6ST (Ombudsman)-&@& &G0 6T S, LNeTaubLd (&6l GuimeL
eLNGVLD | EBILILIGVITLD:

Centralised Receipt and Processing Centre,

4th Floor, Reserve Bank of India,

Sector-17, Central Vista,

Chandigarh — 160017.

. SR 6TufesorL (Complaint) LIS 6y Q&FUIeUG! 6TLILILG LOMMID gMH&HeTCol LUFH 6| QF UGS
&L 6TUN 60T L9.60T BleveuTH S S Q&I HSIQ & MeTem CRPC GLTV-& LI Qe 6vL60)6V 60T
(CRPC Toll-Free Helpline) 14448 6T63TN 6T600T600T 1M (& 2| 6MLO&G6VITLD.

o eudlwins, BhiseT LNeTal(b S & Tflenul & avI&HeuITL:

Officer In-Charge,

Consumer Education and Protection Cell,
Reserve Bank of India,

10/3/8, Nrupathunga Road,

Bengaluru, Karnataka - 560001

@ L60&GLImedT 6T6v0T: 080 - 2218 0501

@ QLouN6v: cms.cepcbengaluru@rbi.org.in

VAV

The Ombudsman - NBFC, Officer In-Charge, Reserve Bank of India, Fort Glacis,
Chennai (T.N.) 600 001
Telephone No: 044 - 25395964

Email: cms.nbfcochennai@rbi.org.in



https://cms.rbi.org.in/cms/indexpage.html#eng
https://cms.rbi.org.in/cms/indexpage.html#eng
https://cms.rbi.org.in/cms/indexpage.html#eng
mailto:cms.nbfcochennai@rbi.org.in
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Ombudsman - NBFC, Officer In-Charge,
Reserve Bank of India, Fort Glacis,
Chennai (T.N.) - 600 001

Q60 GLIT6IT 6T6v0T: 044 - 25395964

Q6 uilev: cms.nbfcochennai@rbi.org.in

CapFloat FM&60TG6U | 6MLD G SlI6TeT FfeUedTen) QL Qe QL& & Medf|&FLD (Grievance
Redressal Mechanism)-6dT &LD, LOITMHM15 S m 6ot merfl &6l 63T &Henm & Eh &G LD Hie
GULPMmISUILILD.

SHMHELIMTSI CapFloat LY6dTauHLD euS(LNEmM&ET eLn6euLd & ifeu6oTerv Gl L GlFer 6L
QD& S Tel 15605 (Grievance Redressal Mechanism) QFWULIHESSH) eUBRMS!:

. @Qullev FLIGUTTL (Email Support) — GMILILILL &lev 0 mH M8 S meormerf]
HENVLIDTHEHEG 6Ter1HMH L LIWL6T LR &S5 85819 U QL& L -CLIeV(® 3L,5T6).

. FrLl FUGUTTL (Chat Support) — 2 L eTlq 2 Sell&& M8 Iflev-emL LD QL &evLl_-GLienv()
A5TeY.

GLCETRQLNETL (Management), LOMMHMISGH M 60T e &H6T 2 L LIL. | 6meTsH S
HENVLIDT&HEHE G LD 6Terf1F60 96188 Fa 19 Ul LDMMILD 3{60)60TEU 60T UL|LD 2_6IT6rT L& 5 Ul

& ifeuedTeny QLG Ierve (Grievance Redressal) [560)L_(LDEMMEMU 2 MISH QIFUIULD euem&ull6,
aflifleurmeot SOP-83 2_(HeUMEH S 2 MIGLLevoT(H6ITeTSl. @)\HS SOP-63T 62(1H LIGH UM LiledTal (Bl
BL AU H60)&HSH6T GLOMG&TeTETLL(HLD:

1. SH6MVLLDT&6IT, CapFloat-2_L_ 6T &FML FLIGUITIL (Chat Support) 3{6V6V & @G LOUIl6L
FLIGUTTL (Email Support) eLOEVLD QSTLILQ&TETaIH L AFnGens gHLGS SN G5 eIl
THMNISHMET @BHS T, SHIs6T l@HLILISH 1 CLIflL Aems Ll Lmn) Qs flel&&seuin.

2. QbHSHS H&H6UE GILIMLUILILL 6L 60T, &H6rVL LD FLIGLITITL &LIJ600TL_60)6060T 6NVL_ ML
(Customer Support Frontline Staff), S6NVLDENTS Q&ML FTLIQ 8 Tevor(h), |61 j8s6rfleor
Ngggemerenwill LM &Hevb&enFwimly, Seurserler e eurflse CHemeumer 2 geilemul
GULOMIGGUTT & 6IT.

3. OTHMISH M6t e &L LDT&HEHSHEHTEH QEFWWLILLL eFH &6 Gnls Sl
&mevmesor(h) 1fleuw, (Quarterly Review) GLOMG & METETLILIL (), /& 60T ellaU T BIGH6T 2 _6THITL 1.6V
LS TLiL@®ILD.

4 FHEVLIDT FLIGUITIL &LIT600TL_60)6V60T 61VL_M LI (Customer Support Frontline Staff)-& &
G emeuWmeT LILIME eupmis LG ID.
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19508
2 B6uTES LGSR DS —»p{ DRT (Dispute Resolution Team) & @
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