
Reserve Bank - Integrated Ombudsman Scheme, 2021 

Salient Features 

 

Applicability: 

The Scheme shall apply to the services provided by a bank or a Non-Banking Financial 
Company or a System ParƟcipant (person parƟcipaƟng in a payment system) as defined in the 
Scheme, or any other enƟty as may be specified by the Reserve Bank from Ɵme to Ɵme; to 
the extent not excluded under the Scheme. 

Grounds for filing a complaint by a customer:- Grounds for non-maintainability of a Complaint/No 
complaint for deficiency in service shall lie under the 
Scheme in maƩers involving:- 

Any customer aggrieved by an act or omission of 
BRMP Leasing and Finance Private Limited (the 
“Company”) resulƟng in deficiency in service may 
file a complaint under the Scheme personally or 
through an authorised representaƟve as defined 
in the Scheme. 

A. No complaint for deficiency in service shall 
lie in matters involving: 

(a) commercial judgment/decision of the 
Company; 

(b) a dispute between a vendor and the 
Company relating to an outsourcing 
contract; 

(c) a grievance not addressed to the 
Ombudsman directly; 

(d) general grievances against Management or 
Executives of the Company; 

(e) a dispute in which action is initiated by the 
Company in compliance with the orders of a 
statutory or law enforcing authority; 

(f) a service not within the regulatory purview 
of the Reserve Bank; 

(g) a dispute between the Company; 
(h) a dispute involving the employee-employer 

relationship of the Company; 
(i) a dispute for which a remedy has been 

provided in Section 18 of the Credit 
Information Companies (Regulation) Act, 
2005; and  

(j) a dispute pertaining to customers of the 
Company not included under the loan 
agreement. 

 
B.  A complaint shall not lie unless: 

(a) the complainant had, before making a 
complaint made a written complaint to the 
Company concerned and- 

i. the complaint was rejected wholly or partly 
by the Company, and the complainant is not 
satisfied with the reply; or the complainant 



had not received any reply within 30 days 
after the Company received the complaint; 
and 

ii. the complaint is made to the Ombudsman 
within one year after the complainant has 
received the reply from the Company to the 
complaint or, where no reply is received, 
within one year and 30 days from the date of 
the complaint.  

 
(b) the complaint is not in respect of the same 

cause of action which is already- 
i. pending before an Ombudsman or settled 

or dealt with on merits, by an Ombudsman, 
whether or not received from the same 
complainant or along with one or more 
complainants, or one or more of the parties 
concerned; 

ii. pending before any Court, Tribunal or 
Arbitrator or any other Forum or Authority; 
or, settled or dealt with on merits, by any 
Court, Tribunal or Arbitrator or any other 
Forum or Authority, whether or not 
received from the same complainant or 
along with one or more of the 
complainants/parties concerned; 

 
(c) the complaint is not abusive or frivolous or 

vexatious in nature; 
(d) the complaint to the Company was made 

before the expiry of the period of limitation 
prescribed under the Limitation Act, 1963, 
for such claims; 

(e) the complainant provides complete 
information as specified in of the Scheme; 

(f) the complaint is lodged by the complainant 
personally or through an authorised 
representative other than an advocate unless 
the advocate is the aggrieved person. 

Explanation 1: For the purposes of sub-clause 
(2)(a), ‘written complaint’ shall include complaints 
made through other modes where proof of having 
made a complaint can be produced by the 
complainant. 

Explanation 2: For the purposes of sub-clause 
(2)(b)(ii), a complaint in respect of the same cause 
of action does not include criminal proceedings 
pending or decided before a Court or Tribunal or 
any police investigation initiated in a criminal 
offence. 

 



How can a customer file complaint? 

 

 

 

 

 

 

 

 

 

 

 

 

 

Procedure for Filing a Complaint on Ombudsman/Centralised Receipt and Processing 
Centre: - 

1. The complaint may be lodged online through the portal designed for the purpose 
(hƩps://cms.rbi.org.in).  

2. The complaint may also be submiƩed through electronic or physical mode to the 
Centralised Receipt and Processing Centre at the following address. The complaint, if 
submiƩed in physical form, shall be duly signed by the complainant or by the authorised 
representaƟve.  

3. The complaint shall be submiƩed in electronic or physical mode in the format as provided 
in the Complaint Form (uploaded separately) and containing such informaƟon as may be 
specified by the Reserve Bank of India. 

 

 

 

 

 

1. How does Ombudsman take decision? 

- Proceedings before Ombudsman are summary in nature  
- Promotes seƩlement through conciliaƟon-> If not reached, can issue Award/Order  
 

WriƩen complaint to the 
Company (includes modes 

where proof of having 
made a complaint can be 

produced produced by the 
complainant).  

The complainant had not 
received any reply from the 
Company, within 30 days of 

receipt of the complaint 

The complaint was rejected 
wholly or partly by the 

Company, and the 
complainant is not saƟsfied 

with the reply 

Within 1 year aŌer 
complainant received 

reply from the company 

Within 1 year and 30 days 
from the date of complaint 

Ombudsman Portal/ 
Centralised Receipt and 

Processing Centre 

Details of Centralised Receipt and processing Centre (CRPC)  

Centralized Receipt and processing Centre (CRPC)  
Reserve bank of India, Central Vista, 4th Floor, Sector 17, Chandigarh-160 017 

 Email:-crpc@rbi.org.in  
Toll Free No. – 14448 



2. Can a customer file appeal before the Appellate Authority, if not saƟsfied with decision 
of Ombudsman?  

Yes, Ombudsman’s decision is appealable > Appellate Authority: ExecuƟve Director in-Charge 
of the Department of the Reserve Bank > Appeal shall be made within 30 days of receipt of 
the Award or rejecƟon of the complaint. 

Note: - - This is an Alternate Dispute ResoluƟon mechanism Customer is at liberty to approach 
any other court/forum/authority for the redressal at any stage 

Refer to hƩps://cms.rbi.org.in/cms/indexpage.html#eng for further details of the Scheme 

 

Principal Nodal Officer of BRMP Leasing and Finance Private Limited 
Name: Mr. Adhir Kuntawar 

Address: Office No 202, 2nd floor, Satellite tower, Jaistambh square, Fulchur road, 
Gondia, Maharashtra 441601 

Telephone: 8007798019 E-mail ID: gro@brmp.co.in 
The Principal Nodal Officer can be contacted from Monday to Saturday between 10:00 

a.m. to 6:00 p.m. (Except on 2nd & 4th Saturday & Public Holidays) 
 

 

  


