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RESERVE BANK - INTEGRATED OMBUDSMAN SCHEME, 2026

SALIENT FEATURES

The Reserve Bank — Integrated Ombudsman Scheme, 2026 (RB-I0S, 2026) comes into force with
effect from July 1, 2026, repealing the Reserve Bank — Integrated Ombudsman Scheme, 2021. The
Ombudsman Scheme, 2026 covers all Non-Banking Financial Companies that are authorised to
accept deposits or have customer interface, with an assets size of ¥100 crore and above as on the
date of the audited balance sheet of the previous financial year.

The Scheme provides a cost-effective, expeditious, non-adversarial alternate grievance redress
mechanism for resolution of complaints against entities regulated by the Reserve Bank of India.

“Customer” means a person who uses, or is an applicant for, a service provided by a Regulated
Entity;

“Deficiency in service” means a shortcoming or an inadequacy in any service, which the
Regulated Entity is required to provide statutorily or otherwise, which may or may not result in
financial loss or damage to the customer;

“Complaint” means a representation in writing, alleging a deficiency in service on the part of a
Regulated Entity, submitted by its customer or his/her authorised representative, and seeking relief
under the provisions of the Scheme;

1. Grounds of Complaint

Any customer aggrieved by an act or omission of Regulated Entity resulting in deficiency in service
may file a complaint under the Scheme personally or through an authorized representative.

2. Conditions for maintainability of a Complaint
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 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

(i) 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
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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
() 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.

3. Matters excluded from the Scheme

The complaints involving the following matters are excluded from the purview of the Scheme:

(a) 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 orders of a
judicial/quasi-judicial, statutory or law enforcing authority.

(e) A service not within the regulatory purview of the Reserve Bank.

(f) Adispute between Regulated Entities.

(9) 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.

(i) A grievance pertaining to customers of Regulated Entities not included under the Scheme.

4. Response Obligations of Regulated Entity

On receipt of the complaint forwarded by the RBI Ombudsman, the Regulated Entity shall file its
written response along with all relevant documents within 15 days. Failure to do so may result in
the RBI Ombudsman proceeding ex-parte and issuing an Award based on available evidence.

5. How can a customer file complaint

A. Complaints through post / email:

e Any Customer, Employee and Third-Party Service Provider shall submit their grievances
by post at the following address or through email at nodal.officer1@namfin.in giving full
disclosures and details of the complainant and giving specific instances of the cause of
complaint
Mr. Vikram Singh, Nodal Officer
Namdev Finvest Limited (Formerly Known as Namdev Finvest Private Limited)

“Namdev House” Plot No. 21, Neer Sagar-A, Bhankrota, Jaipur — 302026 Rajasthan
Ph.:1800-103-5800

B. Compliant through physically visit at branch office or Registered Office:

e Any Customer, Employee and Third-Party Service Provider shall submit their grievances
through physically at any nearest branch or Registered office of the Company given below
Registered Office: “Namdev House” Plot No. 21, Neer Sagar-A, Bhankrota, Jaipur -
302026 Rajasthan.

C. Through Grievance Redressal Officer
e Customer, employee, investor and third-party service provider may also approach
Grievance Redressal Officer nominated at the designated Offices of the Company for
complaints relating to services offered by the company and also lodged their Complain on
customer care call center. The Grievance Redressal Officer will forward the complaints
received by him to the Nodal Officers / Compliance Officers of the company for necessary
action on the same, within a reasonable time.

e The telephone numbers, complete address and email address etc. are prominently
displayed on the Company’s website for ease of contact by the customers of the Company
and same is also reproduce hereunder: -

The Grievance Redressal Officer,


mailto:nodal.officer1@namfin.in
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Namdev Finvest Limited (Formerly Known as Namdev Finvest Private Limited)
“Namdev House” Plot No. 21, Neer Sagar-A,

Bhankrota, Jaipur - 302026 Rajasthan | Ph.:1800-103-5800

E-mail: grievancescell@namfin.in

D. Procedure for Filing Complaint with Ombudsman
A complaint to the RBI Ombudsman can be filed in following ways:

a) The complaint may be lodged online through https://cms.rbi.org.in or

b) by emailing to: crpc@rbi.org.in; or

c¢) 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 - 160017.

The complaint, if submitted in physical form, shall be duly signed by the complainant or by
the authorized representative.

d) Complainant can also call on the Contact Centre with a toll-free number #14448 which
is available 24x7 to know about the Scheme and the process of complaint lodging. The
facility to connect to Contact Center personnel is available from Monday to Saturday except
for National Holidays, between 8:00AM to 10:00PM for English, Hindi and ten regional
languages.

Grievances Redressal System - Customer

C — Examination Nature of Complaint.
visit Try to resolved same on Branch —
Branch
Level where customer contacts.
Nodal officer Approached the APROTCIGE HE Noik] Record the same
same to concern department Oififzar . in Register
nodal.officerl@namfin.in

: II Complaint resolved by Grievances /® Record the same in Register
Report to grievances officer

Record the same officer about the |—| Mailld - grievancescell@namfin.in
in Register ETIO Timeline — 15 Days If now Customer doesn’t satisfied

if delayed provide reason to customer with delay or decision provided

l

Then customer file Complaint with NBFC Ombudsman
at http://cms.rbi.org.in

6. Award and Appeal Provisions
Award:

¢ An Award passed by the RBI Ombudsman shall lapse and be of no effect unless the
complainant furnishes a letter of acceptance of the Award in full and final settlement of the
claim to the Regulated Entity within 30 days from the date of receipt of the copy of the
Award.

¢ The Regulated Entity shall comply with the Award within 30 days from the date of receipt
of the letter of acceptance, or file an appeal before the Appellate Authority.


mailto:grievancescell@namfin.in
https://cms.rbi.org.in/
mailto:crpc@rbi.org.in

‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘

Appeal before the Appellate Authority:

o The complainant, if aggrieved by an Award, may prefer an Appeal before the Appellate
Authority within 30 days of the date of receipt of the Award.

¢ The Regulated Entity may, if aggrieved by an Award (issued on merits), prefer an Appeal
before the Appellate Authority within 30 days from the date of receipt of the complainant’s
letter of acceptance. Such appeal by the Regulated Entity requires prior sanction of the
Executive Director / Official of equal rank.

e There is no right of appeal for a Regulated Entity where an Award has been issued for
failure to furnish its written response and documents within the stipulated time.

o The Appellate Authority may allow a further period not exceeding 30 days if sufficient cause
for delay is shown.

For more details, please refer to the Scheme available on Namdev Finvest Limited (Formerly
known as Namdev Finvest Private Limited) website www.namfin.in or at the RBI website
www.rbi.org.in. A copy of the Scheme is also available in our branches and will be provided to the
customer upon request.
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= — Examination Nature of Complaint.
visit Try to resolved same on Branch —
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Level where customer contacts.

Nodal officer Approached the Approach;;.d thelNodal Record the same
same to concern department Officey . in Register
nodal.officer1 @namfin.in

: : ! Complaint resolved by Grievances /@ Record the same in Register
Report to grievances officer

Re?ord th.e same || officer about the [ Mail Id - grievancescell@namfin.in -
in Register Timeline — 15 Days If now Customer doesn’t satisfied
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if delayed provide reason to customer with delay or decision provided
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Then cust file Complaint with NBFC Ombudsman
at http://cms.rbi.org.in
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