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Redressal of complaints against entities regulated by RBI

Reserve Bank - Integrated Ombudsman Scheme

Reserve Bank of India (RBI) launched the "Reserve Bank - Integrated Ombudsman Scheme, 2021" (RB-10S) by

integrating the three erstwhile Ombudsman Schemes applicable for banks, non-banking financial companies and non-

bank system participants. The RB-I0S provides cost-free redress of customer complaints involving deficiency in

services

rendered by the Regulated Entities (REs) of RBI, if not resolved to the satisfaction of the customers or not replies within

a period of 30 days by the RE.

The RB-10S adopts a "One Nation One Ombudsman" approach for all complaints against any RE. It is therefore no

longer necessary for a complainant to identify under which Ombudsman scheme/office he/she should file complaint

with the Ombudsman.

Complaints received at RBI against the RES not covered under the RB-10S are redressed at the Consumer Education

and Protection Cells (CEPCs) of RBI. Any complaintagainst an RE can be filed through one of the following modes:

i.  Onling - through the Complaint Management System (CMS) portal of RBI on https://cms/rbi.org.in->File a
complaint

i. Email: crpc@rbi.org.ininthe form as specified in Annexure 'A'inthe RB-10S.

iii. Physical complaint (letter/post) in the form as specified in Annexure 'A' in the RB-10S to "Centralised Receipt and
Processing Centre. 4th Floor. Reserve Bank of India, Sector - 17, Central Vista, Chandigrah-160017"

Please visit https://ems.rbi.org.in or contact on toll-free number - 1448 (Five days a week from Monday to Friday

(9:30 am to 5:15 pm) excluding National Holidays) for more information including names of entities covered under RB-

I0S and CEPCs.

Appeal against decision of RBI-Ombudsman

Appeal againstthe decision of RBI-Ombudsman can be filed online on CMS portal at httpss://cms.rbi.org.in-> File an

appeal or sent to the Appellate Authority, Reserve Bank of India, Consumer Education and Protection Department,

Central Office, 1st Floor, Amar Building, Sir P M Road, Fort, Mumbai 400 001 (E-mail aaos@rbi.org.in) within 30

days of receipt of the communication of the RBI-Ombudsman's decision, only if the complaint is closed under the

appealable Clauses of RB-10S.

Important Information

Note 1: Before loading any complaint under the RB-IOS/CEPC, the complainant must approach the concerned

bank/NBFC/Payment System Participant with the grievance. If the grievance is not redressed within 30 days or if

complainant is not satisfied with the reply given by the bank/NBFC/Payment System Participant, he/she can approach

the RBI- Ombudsman/CEPC. The complainants can approach the RBI- Ombudsman anytime within one year of

receipt of such reply from the concerned ban / NBFC / System participant. In case no reply is received from the

bank/NBFC/Paymebt System Participant, RBI-Ombudsman can be approached anytime within one year and one month

fromthe date of representation to the entity.

Note 2 : The complainant MUST indicate his/her name, address and present contact number in the written/enial

complaint.

As per the Reserve Bank-Integrated Ombudsman Scheme 2021 the customers may lodge their complaints
regarding the services of the Bank with the designated officials namely, The Assistant General Manager(Assistant
Nodal Officer), Head Office, The Tirur Urban Co-operative Bank Ltd,Tirur 676 101 (Mobile No: 9778420802, Mail

ID: mail@ tirur urban bank.com) or with The General Manager, Head Office, The Tirur Urban Co-operative Bank
Ltd, Tirur Pin 676 101 (Mobile No: 9778420801, Mail ID: gm@tirururbanbank.com)




