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Introduction

In an industry built on trust and compliance, unresolved complaints may increase exposure to regulatory 
scrutiny and reputational risks. On the contrary, effective complaint management can help financial institutions 
(FIs) strengthen relationships and identify operational/systemic issues. It also provides financial institutions an 
opportunity to improve customer satisfaction and strengthen trust. 

It is pertinent to note government’s focus on consumer protection, as during Union Budget 2026-27, a high-level 
committee on banking for Viksit Bharat was proposed to be set up, to review the financial services sector, which 
emphasised on consumer protection as one of the key aspects, alongside financial stability and inclusion.

Regulatory focus 
1. In November 20212, RBI merged three ombudsman scheme into a unified scheme ‘‘The Reserve Bank - Integrated 

Ombudsman Scheme (RB-IOS), 2021” with a view of ‘One Nation, One Ombudsman’. There have been constant efforts 
taken by RBI to improve the efficiency of grievance redressal mechanism. Review of RBI Ombudsman Annual Report 
indicated that 13.45 lakh complaints were received in FY 2024-25 as compared to 11.75 lakhs in FY 2023-24, an 
increase of 13.55 per cent over the previous year3.

13.45 lakh
Complaints received in FY 2024-25

11.75 lakh
Complaints received in FY 2023-24

13.55 per cent
Increase over the previous year

A.
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1 Strengthening Customer Grievance Redress: The Role of the Internal Ombudsman, Reserve Bank of India (RBI), Swaminathan J., July 2026.
2 Three erstwhile schemes are the Banking Ombudsman Scheme, 2006, the Ombudsman Scheme for Non-Banking Financial Companies, 2018, and the Ombudsman Scheme for Digital 
Transactions, 2019.
3Annual Report of the Ombudsman Schemes / Reserve Bank Integrated Ombudsman Scheme, 2024-25. Reserve Bank of India (RBI). No individual author specified. December 2025

The success of a grievance redress framework is not measured by the number of 
complaints closed, but by the confidence customers have in receiving a fair hearing. 
Every complaint offers an opportunity to correct, learn, and improve. Institutions that 
act on these insights strengthen trust while reducing future grievances.

– Deputy Governor, Reserve Bank of India (RBI) (13 July 2026)1



2. In January 2026, RBI issued directions on Internal Ombudsman scheme4 to strengthen internal grievance redressal 
systems by mandating a structured review of all partially resolved or rejected customer complaints by an Internal 
Ombudsman (IO). The current directions split the framework into six separate master directions for different categories of 
regulated entities (commercial banks, small finance banks, payments bank, NBFCs, non-bank prepaid payment 
instruments issuers, credit information companies). A few key points from the RBI Internal Ombudsman Directions 2026 
for Commercial Banks5 are as follows:

Implementation of automated complaints management systems designed to:

Independence and escalation

1. The IO must be a retired or serving general manager rank officer from another regulated entity or financial 
sector regulatory body, without prior employment in the same bank or holding, subsidiary or associate 
company of the bank, thereby supporting independence and governance oversight.

2. All partially resolved or rejected complaints must be reviewed by the io.

Automatic complaints management systems

Enhanced board oversight

RBI oversight

Implementation of automated complaints management systems designed to:

1. Classify complaints into three categories: fully resolved, partially resolved and wholly rejected

2. Auto escalation of partially resolved/rejected complaints to IO for review.

1. RBI has explicitly strengthened board oversight, requiring that Customer Service Committees (CSCs) of the 
Board supervise the IO mechanism

2. The IO shall be designated as a permanent invitee to the meetings of the CSC of the Board.

1. Areas related to customer grievances and implementation of these directions shall be part of RBI’s 
supervisory review

2. Consumer Education and Protection Department of RBI may review the cases where the decision of the 
IO/Deputy IO (Dy. IO) has not been accepted by the bank, and the aggrieved complainant approaches the 
RBI Ombudsman.

4 A detailed comparison of Master Direction - Reserve Bank of India (Internal Ombudsman for Regulated Entities) Directions, 2023 and Master Direction - Reserve Bank of India (Internal 
Ombudsman for Commercial Banks) Directions, 2026 is covered in Annexure 1.
5 Reserve Bank of India (Commercial Banks - Internal Ombudsman) Directions, 2026. Reserve Bank of India (RBI). Author: Dr. Neena Rohit Jain. January 2026 (issued 14 January 2026). 
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By applying to banks, NBFCs, non-bank prepaid 
payment instrument issuers, and credit information 
companies under a single unified mechanism, RB-
IOS creates a centralised and harmonised oversight 
structure.

6 RBI issues Reserve Bank - Integrated Ombudsman Scheme, 2026. Reserve Bank of India (RBI). Author: Brij Raj, Chief General Manager. January 2026 (issued 16 January 2026).
7 A detailed comparison of Reserve Bank - Integrated Ombudsman Scheme, 2021 and Reserve Bank - Integrated Ombudsman Scheme, 2026 is covered in Annexure 2.
8Annual Report 2023-24. Reserve Bank of India (RBI). No individual author specified. Released: May 2024 (30 May 2024)
9 Annual Report of the Ombudsman Schemes / Reserve Bank Integrated Ombudsman Scheme, 2024-25. Reserve Bank of India (RBI). No individual author specified. December 2025.

3. In January 2026, RBI has also released the revised Reserve Bank – Integrated Ombudsman Scheme (RB-IOS) 20266 
to strengthen and streamline external grievance redressal across all regulated entities7. Effective July 1, 2026, RB-IOS 
2026 replaces the earlier 2021 scheme. A few key features of RB-IOS, are as follows:

Integration
Former banking, NBFC, and digital transactions 
Ombudsman schemes were merged into a single 
cohesive scheme, thereby removing the necessity 
for complainants to determine appropriate schemes.

Expanded scope

One Nation, One Ombudsman
This scheme implemented a jurisdiction-neutral 
strategy, allowing customers to submit 
complaints irrespective of the geographical 
location of the branch or the designated 
Ombudsman office thus eliminating major 
procedural obstacles that existed in the prior 
system.

Cost-effective
This scheme aims to provide a cost-effective, 
expeditious, non-adversarial alternate 
grievance redress mechanism for the 
resolution of complaints against regulated 
entities.

4. Consumer Protection Awareness campaigns are being conducted by RBI Ombudsman:

FY 2023-248

During FY 2023-24, an awareness campaign (via 
SMS) on safe banking practices including digital 
transactions was undertaken by RBI covering 30 to 
40 crores of individuals.

FY 2024-259

During FY 24-25, RBI Ombudsmen held 47 town-
halls and 243 awareness programmes, with focus 
on students, senior citizen and women. Further, on 
‘World Consumer Rights Day’, they interacted with 
the local TV/Radio channels nationwide to spread 
awareness on grievance redressal, safe digital 
banking and customer responsibilities.

30–40 crore
Individuals covered by the SMS 
awareness campaign in FY 2023-24

47
Town-halls held by RBI Ombudsmen 
in FY 2024-25

243
Awareness programmes held in FY 
2024-25
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Deficiency in service
Deficiency in service has been defined as 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.

Centralised Receipt and Processing 
Centre (CRPC)
CRPC is responsible for the initial receipt and 
processing of complaints submitted in physical or 
email format. Complaints submitted online via the 
specialised CMS portal are also managed centrally 
to streamline oversight, ensure uniformity in 
complaint triage, and reduce entity level discretion.



5. RBI Governor highlighted the following points on ‘Transforming Grievance Redress: The AI Advantage’10 at Annual 
Conference of the RBI Ombudsmen conducted on 17 March 2025 along with details available in annual report of RBI 
Ombudsman for FY 2024-25: 

10 RBI, Transforming Grievance Redress: The AI Advantage, speech by Shri Sanjay Malhotra, Governor, Reserve Bank of India, 17 March 2025.
11 Speech at the National Institute of Bank Management (NIBM), Pune on July 12, 2025, by Shri Swaminathan J, Deputy Governor of RBI.
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Increase in number of customer grievances is one of the major concerns

Ensure that the same type of complaint does not arise again as complaints such as digital 
transaction disputes, unauthorised charges, or miscommunication frequently recur. Review of 
annual report indicated that complaints under the category of ‘loans and advances’ and 
‘deposit account related’ and ‘credit card’ have increased in the past three financial years

Place robust internal controls and enhance digital financial literacy as there is rise in 
digital transactions and innovative methods adopted by fraudsters

Misclassification of complaints as requests, queries, and disputes by the regulated entities 
resulting in complainants’ grievances remaining unaddressed and resulting in a gross 
regulatory violation

Usage of technology for optimising complaint routing, assisting in decision-making and 
reducing processing time. Further, by leveraging data analytics, sentiment analysis, and 
predictive models, AI can be used to analyse large volumes of data to detect spikes in issues.

01

02

03

04

05

The number of customer complaints- especially through digital channels-has risen 
significantly in recent years. From social engineering frauds to poor grievance 
redressal, the loss and frustration is real. Often, the problem is not the product or 
service-but, as I see it, the real issue is a lack of empathy.

– Deputy Governor, Reserve Bank of India (RBI) 11



B. When and how does the customer 
escalate to RBI Ombudsman?

In case of following indicative scenarios, the customer may be nudged to escalate the complaint to RBI Ombudsman:

1

No response/delay in response 
from the bank within 30 days of 
filing the customer

2

Response received from the bank 
is unsatisfactory

3

Bank closes the complaint 
without resolving the issue or 
without the customer’s 
agreement.

Following are the modes of lodging complaints with RBI Ombudsman:

1. RBI launched CMS to streamline the grievance 
redressal processes

2. Customers can access the CMS portal through 
RBI website to submit their complaints 
regarding entities regulated by the RBI

3. Features provided by CMS portal include 
complaint acknowledgement, tracking status, 
receipt of closure advises and filing of appeals

4. The access of CMS is provided to nodal 
officer/principal nodal officer for resolving the 
complaints

5. Reports generated through CMS which help 
not only in monitoring and managing 
grievances but also identify root cause and 
initiate appropriate action.

1. CRPC has been set up in RBI, Chandigarh for 
receiving and processing of complaints 
received either physically, through email or 
Centralised Public Grievance Redress and 
Monitoring System (CPGRAMS)

2. Once the complaints are received, they are 
assigned to RBI Ombudsman officer for 
resolution

3. While submitting complaint through CRPC, 
providing accurate details and relevant 
documents are key elements which can help 
improving the efficiency 
of redressal

Complaint Management System (CMS) portal Centralised Receipt and Processing Centre 
(CRPC)
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Banking Ombudsman scheme has led to ease of filing complaints, automatic acknowledgement of complaints and real-time 
tracking. The annual report of RBI Ombudsman for FY 2024-25 indicated that ~93 per cent of complaints were disposed of 
under IOS 12. 

As per the annual report, on receipt of a complaint, it is scrutinised to assess whether it is a maintainable or a non-
maintainable complaint. The complaints are disposed of as non-maintainable if the complaint falls under the grounds 
specified in Clause 10 of the RB-IOS, 2021. Remaining complaints are treated as maintainable.

Under RB-IOS 2021 Clause 10, various scenarios are 
covered as non-maintainable – such as complaints 
which are filed directly with the Ombudsman without first 
being taken up with the regulated entity in writing, 
complaints related to the commercial decisions such as 
grant of a loan, complaints related to any dispute 
between a vendor and a regulated entity, complaints 
raising general grievances against the management or 
executives etc.

However, RB-IOS 2026 Clause 10 now also covers 
grounds for maintainability of a complaint, as opposed 
to non-maintainability in the previous 2021 scheme.

~93 per cent
Complaints disposed of under IOS 
in FY 2024-25

~62 per cent
Of complaints disposed were 
considered maintainable; ~38 per 
cent non-maintainable

~51 per cent
Of maintainable complaints resolved 
through mutual settlement, 
conciliation or mediation

Out of the total complaints disposed, ~38 per cent of complaints were considered as non-maintainable on various grounds 
and ~62 per cent were considered as maintainable. 

Further, out of those maintainable complaints ~51 per cent complaints were resolved through mutual settlement, 
conciliation or mediation. 

8
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Statistics on complaints as per RBI 
Ombudsman annual reports

C.

Types of complaints received
Review of Annual Report of Ombudsman Scheme13 indicated that 

• Major categories under which complaints were received by RBI Ombudsman are ‘mobile/electronic banking’ (~46 per cent 
increase since FY22-23), loans and advances’ (~18 per cent increase since FY22-23) and ‘deposit account related’ (~48 
per cent increase since FY22-23). 

• Credit card complaints have more than doubled since FY22-23. 

a.

Below chart shows the percentage of complaints received by RBI Ombudsman for each category14:

Chart 1: Types of complaints received15

Loans and 
advances

Mobile/Electronic 
banking

Deposit account 
related

Credit 
card

ATM/CDM/Debit 
card

58,990

42,101

33,612

24,549
28,698

84,987

57,189

46,315

33,833

25,713

86,670

49,951 49,913 50,811

18,802

FY 2022-23 FY 2023-24 FY 2024-25

13 Annual Report of the Ombudsman Schemes / Reserve Bank Integrated Ombudsman Scheme, 2024-25. Reserve Bank of India (RBI). No individual author specified. December 2025
14 ‘Other products and services’ category of complaints has not been included in the graph. 
15 The total number of complaints in the chart excludes 488 and 657 complaints pertaining to FY 2022-23 and FY 2023-24 respectively received but not covered under (RBI-OS)..

9
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guarantee. All rights reserved.
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Modes of raising complaintsb.
The predominant use of online channels for lodging complaints with the RBI Ombudsman16 underscores a broad-based shift 
towards the acceptance of digital complaint redressal mechanisms, including mobile apps, internet banking portals, email-
based grievance systems, chatbots, social media channels, and IVR-enabled customer support platforms. 

Below charts shows the percentage of complaints received by RBI Ombudsman through various modes across three years:
Chart 2: Percentage of complaints received through various modes

FY 2022-23
FY 2023-24

FY 2024-25
56

65 66

30
24 25

14
11 9

Complaint portal/Online Email Physical Letter

Complaints received across various regionsc.
Review of Annual Report on Ombudsman Scheme17 indicated that: 

• Majority of the complaints were received from metropolitan (~50 per cent) and urban areas (~25 per cent)

• The proportion of complaints received from rural areas was comparatively less. This trend potentially reflects a digital 
divide, highlighting limited digital awareness in semi-urban and rural regions, which may hinder effective escalation of 
complaints to the RBI Ombudsman. 

10
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guarantee. All rights reserved.

Introduction RBI Ombudsman Statistics Mechanism Key challenges Key actions 

16 Annual Report of the Ombudsman Schemes / Reserve Bank Integrated Ombudsman Scheme, 2024-25. Reserve Bank of India (RBI). No individual author specified. December 2025.
17 Annual Report of the Ombudsman Schemes / Reserve Bank Integrated Ombudsman Scheme, 2024-25. Reserve Bank of India (RBI). No individual author specified. December 2025.
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Below chart shows the percentage of complaints received by RBI Ombudsman through various regions18 across three years:

Chart 3: Percentage of complaints received across various regions

46 47 46

24 25 26

18 18 18

12 10 10

Metropolitan Urban Semi-urban Rural

18 ‘Population based classification of regions is as follows:
• Metropolitan: Population of 10 lakhs and above
• Urban: Population of 1 lakh and above and less than 10 lakhs
• Semi-Urban: Population of 10,000 and above and less than 1 lakh
• Rural: population less than 10,000 
19 Annual Report of the Ombudsman Schemes / Reserve Bank Integrated Ombudsman Scheme, 2024-25. Reserve Bank of India (RBI). No individual author specified. December 2025

FY 2022-23
FY 2023-24

FY 2024-25

As per Annual Report of Ombudsman Scheme for FY 2023-24, one of the goals identified by Annual Report of Ombudsman 
Scheme for RBI is conducting survey to assess the reasons for the low level of complaints in the rural and semi-urban 
areas as well as in states with relatively lower number of complaints.

Complaint conversion ratiod.
Complaint conversion ratio indicates proportion of complaints received against a bank by RBI Ombudsman to the total number 
of complaints received by that bank from its customers. Basis Annual Report of Ombudsman Scheme for FY 2024-2519: 

• The complaint conversion ratio has increased for Small Finance Banks.

• Conversion ratio for foreign and private sector banks is higher as compared to public sector and payment banks. 

Below chart shows complaint conversion ratio for major categories of banks across three years:

Chart 4: Complaint conversion ratio (in percentage)

1.28
1.62 1.61

2.76

4.05
3.77

4.04

6.88

4.58

2

3.32

4.45
4.1

2.77

1.75

Public sector bank Private sector banks Foreign banks Small Finance banks Payment banks

FY 2022-23
FY 2023-24

FY 2024-25
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Mechanism for receipt, consolidation 
and classification of complaints

D.

The indicative process followed by the FIs for receiving, consolidation and classifying the complaints is highlighted below:

12From dissent to delight
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O
ri

gi
na

tio
n

1.Sources of 
communication • Branch visit

• E-mail/Physical submission
• Call centre

Conventional channels Technology based channels

2. System input Complaints manually fed into 
centralised Complaint Resolution 
Management (CRM) system

These complaints are 
automatically fed into centralised 
CRM system via API integration

C
on

so
lid

at
io

n 
an

d 
cl

as
si

fic
at

io
n

3.Consolidation of 
communication

Customer profiling
Linking complaints to 
individual customer 
profiles using unique 
identifier details.

Dedupe procedure
Dedupe complaints to 
identify unique 
complaints filed.

Channel agnostic 
logging

Each complaint is 
assigned a unique ticket 
ID for tracking purposes

4.Classification of 
complaints

O
ut

co
m

e

5. Resolution

6. Reporting

Respective departments 
resolve complaints within 
predefined TAT.

Grievance redressal team 
update resolution 
comments within system.

Resolution communicated 
to complainants

Internal MIS report generated for 
reporting to the senior stakeholders

Complaint data extracted for external 
reporting to RBI

• Social media
• Mobile banking/Net banking
• Online portal

• Staff member individually 
read/hear each communication 
to classify

• Categorise the communication 
basis predefined checklist or 
SOP

• A misclassified query by 
frontline staff is corrected at 
next level during escalation.

• Predefined rules/keywords is 
used to auto-tag messages.

• NLP tools used to understand 
intent.

• ML models trained to predict the 
classification

• Chatbots/IVR auto-classify 
based on responses.

Hybrid

Manual System based

Centralised CRM system

© 2026 KPMG Assurance and Consulting Services LLP, an Indian Limited Liability Partnership and a member firm of the KPMG 
global organization of independent member firms affiliated with KPMG International Limited, a private English company limited by 
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Consolidation of customer communicationb.

Consolidation of customer communication

1. Once the complaints are received through various channels, they are seamlessly aggregated within the 
centralised Complaint Resolution Management (CRM) system

2. Leveraging unique identifiers such as customer ID, account number or contact details, the system maps each 
interaction to respective customer profile

3. A deduplication process is initiated to identify identical complaints logged through multiple channels to ensure 
efficiency and reducing redundancy

4. This process identifies and consolidates duplicate communications, assigning a distinct ticket ID to each unique 
complaint for streamlined tracking and resolution. 

Classification as complaints, queries and requests

1. The unique communications are further tagged as complaint, query or request either through manual review by 
staff member or via system driven methodologies

2. In case of manual workflow, the staff member individually reads the communication and categorise them using 
predefined standard operating procedures (SOPs)

3. However, to mitigate the risk of human error, the FIs leverage technology enabled classification mechanisms 
such as auto-tagging communication by system using keywords, use of Natural Language Processing (NLP) tool 
for intent recognition or AI/ML models which are trained to predict and categorise the communication 

4. Post classification, these interactions are assigned to respective departments for resolution.

Receipt of customer communication a.
1. FIs offer a range of conventional and technology-based channels to customers for raising complaints. 

a. Conventional channels include branch visit, e-mail to designated mail IDs, physical submission of letter and call 
centre

b. Further, technology-based channels include raising complaints through mobile/net banking, online portal (including 
chat box) on FI’s website or social media platforms. Though technology-based channels offer real-time tracking, it is 
essential for the FIs to maintain a balanced approach to ensure inclusivity and accessibility considering 
demographics and digital literacy. 

2. Thus, FIs should make appropriate channels available and accessible to the customer for raising complaints.
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Key challenges in complaint 
management

E.

As financial institutions handle more customer interactions across different channels, a few common issues continue to 
affect smooth complaint resolution. Following are the practical day-to-day challenges that often slow down the process and 
impact on customer experience:
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Duplicate complaints
Failure to consolidate duplicate complaints 
(using customer ID or type of issue) by CRM 
system may potentially affect the efficiency 
of complaint tracking, cause inflated volume 
and inaccurate handling as the same 
complaint received from separate channels 
may be resolved by different resolvers.

Inaccurate classification
FIs often face difficulty of inaccurate 
classification due to incomplete details 
provided by the customer, absence of 
methodology for classification or error by the 
front-line in case  of manual review.

Explosion due to digital banking

There have been higher instances of 
transaction failure, technical glitch or error, 
fraudulent intervention in authentication and 
cybersecurity incidents which may contribute 
to an increase in complaints. Further, lack of 
digital literacy among citizens is leading to 
increased digital frauds.

Non-monitoring of TAT

Failure to actively track the breach in TAT 
for resolution of customer complaints may 
lead to  non-compliance with regulatory 
guidelines, delay in identification of 
potentially fraudulent transactions and 
customer dissatisfaction.

Absence of system interface

Different systems are used by FIs for 
recording customer communication received 
through various channels. Absence of 
system-based interface between source 
system and CRM may lead to capturing 
incomplete information in FI’s system and 
operational delay in consolidation.

Lack of staff training

In case of conventional channels, front office 
staff are customer’s first point of contact for 
lodging complaint. Lack of training may lead 
to incorrect tagging/classification and delay 
in resolution due to misrouting of 
complaints.

Absence of customer intimation

Failure to intimate the customer at various 
stages such as recording the complaint in 
system, extension of TAT for resolution and 
closure may lead to repeated follow-ups and 
dissatisfaction.

Lack of root cause analysis

Unfair charging practices, flaws in digital 
transaction reconciliation, and security risks 
leads to increased challenges - may require 
preventive measures and process re-
engineering by the FI to reduce customer 
dissatisfaction.

01 02

03 04

05 06
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What key actions can financial 
institutions take?

20 Indicative parameters which can be considered for such assessment are covered in Annexure 3.

Every complaint tells a story - of a customer whose trust has been tested and of an institution's ability to respond with 
fairness, transparency, and empathy. As regulators intensify their focus on customer protection and grievance governance, 
the ability to identify, resolve, and prevent complaints is becoming an important indicator of institutional resilience. 
Management of financial institutions can help address information asymmetry, leverage technology and analytics, and build 
grievance redressal frameworks that not only meet regulatory expectations but also support long-term customer trust and 
confidence.

An efficient mechanism not only helps in resolving customer complaints on timely basis but also identifies root causes of 
complaints to help reduce complaints. FIs may consider adopting better practices to ensure reduction in reporting of 
customer complaints and improving the efficiency of the grievance redressal mechanism. Based on our experience, 
following are the key measures that can be implemented to overcome the barriers:

People

Process

1. Strengthen staff capability and accountability: Train frontline and grievance teams on complaint 
management, accurate classification/tagging, regulatory guidelines, fraud indicators, and correct routing; use 
case studies to deepen practical understanding

2. Enhance customer awareness and digital literacy: Run targeted programmes on secure digital banking, safe 
channel usage, and emerging fraud tactics (e.g., deepfakes, digital arrest); tailor by demographic (age, gender, 
urban/rural/semi urban)

3. Set clear customer communication protocols: Ensure timely intimation at registration, delay/TAT extension, 
and closure; enable self-service, real-time tracking- especially for complaints raised via conventional channels.

1. Review and enhance the grievance redressal framework: Assess source systems, integrations, classification 
logic, resolution workflows, and reporting. Establish a duplicate consolidation policy (link by customer ID/mobile) 
and a consistent taxonomy

2. Analytics driven RCA and prioritisation: Conduct thematic analysis across all communications 
(complaints/queries/requests), including volume and value trends, recurring issues, branch/product 
concentration, channel comparisons, and demographic patterns; convert findings into action plans with timelines 
and ownership

3. Governance, TAT monitoring and protection oversight: Monitor TAT via dashboards/MIS with escalation 
triggers; perform periodic independent quality control audits to detect misclassification; run post implementation 
reviews; report regularly to senior management/board; perform Customer Protection Assessments20.

Technology

1. Upgrade CRM intelligence for accuracy and dedupe: Implement deduplication algorithms, system-based 
classification prompts, and unified customer identifiers (e.g., customer ID/mobile). Assign unique IDs for 
reconciliation to ensure complete and consistent records

2. Enable end to end integration and completeness: Implement API based interfaces between all intake 
channels and the CRM to ensure complete, timely capture and a consolidated view across systems

3. Automate monitoring, alerts and transparency with AI/ML: Automate TAT tracking with escalation triggers; 
send SMS/email notifications at registration, delay, and closure; provide real time status tracking to customers; 
apply AI/ML for fraud pattern detection, surge prediction, and monitoring transaction failures/cyber incidents.
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Annexure 1 – Key changes in Master Direction - Reserve Bank of India (Internal Ombudsman for Regulated Entities) 
Directions, 2023 and Master Direction - Reserve Bank of India (Internal Ombudsman for Commercial Banks) 
Directions, 2026:

Area Internal ombudsman directions, 2023 Internal ombudsman directions, 2026

Scope One framework for all regulated entities Separate directions; this one applies only to banks

Roles Only IO IO and Dy. IO

Complaint definition Must include request for relief May or may not request relief.

Customer definition Not defined Customer formally defined

Serving officer eligibility Not specified Serving officer must step down before appointment

IO for multiple entities Not covered Allowed with committee approval

Absence handling Dy. IO may act; long absences reported 
to RBI Dy. IO may act; no reporting requirement

Tenure No reappointment or extension Reappointment/extension allowed within five-year 
limit

Temporary substitute Not permitted Senior officer may act for up to one month

Handover overlap One-month overlap required Reasonable overlap allowed

Early removal Needs RBI approval Needs CSC approval

Reporting line Reports to Board Reports to CSC

Audit Appointment and reporting not checked Audit must check appointment, reappointment, and 
reporting

Committee participation Ex-officio or permanent invitee Permanent invitee; representation decided if 
multiple ombudsmen

Conciliation Signed settlement required Requirement removed

RBI ombudsman decisions No requirement Must be reviewed quarterly by CSC.

Dy. IO authority Not specified CSC must define

Compensation recommendation Not stated IO may recommend compensation

Standard operating procedure Committee approval required Standard Operating Procedure (SOP) needed; 
approval not specified

Escalation timelines Uniform twenty-day period Different timelines to ensure IO review time

Complaint classification Not specified Must classify as fully resolved, partially resolved, or 
rejected

Submissions May seek documents through entity May seek written or oral submissions through 
secretariat

Communication when bank decision 
is upheld Reasons must be provided Only confirmation of review required

Thirty-day resolution responsibility Shared with entity Responsibility rests with bank

Customer service address 
requirement Only physical address required Physical and email address required

Overruling IO decision Permitted with approval; must be 
disclosed Clause removed

Reporting to RBI Quarterly and annual reports; due by 
tenth day Quarterly reports only; due by fifteenth day
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Annexure 2 – Key changes in Reserve Bank - Integrated Ombudsman Scheme, 2021 and Reserve Bank - Integrated 
Ombudsman Scheme, 2026:

Area Integrated Ombudsman Scheme, 2021 Integrated Ombudsman Scheme, 2026

Appellate Authority ED in-charge of department administering 
Scheme ED in-charge of CEPD.

Appellate Authority Secretariat Department administering Scheme CEPD administering Scheme

Award Award issued by Ombudsman. Direction under clause 15 to RE for specific 
performance

Complaint Representation alleging deficiency, seeking relief
Representation by customer/authorised 
representative alleging deficiency, seeking 
relief

Deficiency in service Shortcoming in financial service required to be 
provided

Shortcoming in any service required to be 
provided

Rejected complaints Not defined Defined under clause 16

Tenure Up to three years Generally, three years

Forwarding to CRPC RBI offices must forward complaints to CRPC Requirement removed

Powers – award/settlement Ombudsman only Ombudsman and Deputy Ombudsman

Compensation – consequential loss Up to INR20 lakh Up to INR30 lakh

Compensation – time/harassment Up to INR one lakh Up to INR three lakh

Add another RE Not provided Permitted

Annual report RBI may publish RBI shall publish

Non-maintainability – addressing Must be addressed to Ombudsman CC/marking copy not valid

Bank reply time 30 days 30 days or RBI/NPCI/Card Network timeline

Filing deadline One year from reply (or one year + 30 days for 
no reply) Within 90 days after reply timeline ends

System validation Not provided System validation + CRPC maintainability 
check

Forwarding to RE Not specified Complaint copy forwarded with direction to 
respond

Non-compliance by RE Ombudsman may infer no info RE deemed to have no info if no response

Extension to RE Granted if Ombudsman satisfied. Granted on written request

Nature of proceedings Summary; Ombudsman may examine parties 
and record statements Summary; no examination/statement clause

Advisory No advisory provision Ombudsman may issue advisory to RE

Conciliation May be initiated Initiated when documents are inconclusive; 
held with Ombudsman present

Resolution grounds Settlement/satisfaction/ withdrawal Five closure grounds

Hearing Opportunity of being heard Oral or written

Appeal – RE eligibility Against award or closures under 16(2)(c)–(f) Only against award under 15(1)(b)

RE appeal approval Chairman/MD/CEO or ED/equivalent ED/equivalent only

Complainant appeal Award or rejection Only award

Effect of Appellate Order Same effect as award or rejection
Same effect as award, rejection, or other 
order

Display at branches PNO + CMS link PNO + CRPC address + CMS link
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Annexure 3 – Indicative areas and parameters for Customer Protection Assessment.

Area Parameter Description Assessment Criteria

Governance and 
policy framework

Consumer protection 
policy

Board-approved policy outlining 
consumer protection standards

a. Yes: Policy exists and is reviewed; 
b. Partial: Draft exists or outdated; 
c. No: No policy in place

IO mechanism IO mechanism for unresolved 
complaints

a. Fully: Implemented in all branches; 
b. Partially: Implemented in some; 
c. Not Implemented

Compliance with RBI 
Directions

Alignment with RBI consumer 
protection guidelines

a. Full: Fully compliant; 
b. Partial: Some directives followed; 
c. Non-compliant

Grievance redressal 
system

Complaint management 
system

System for lodging, tracking and 
resolving complaints

a. Real-time: Fully automated and accessible; 
b. Delayed: Manual intervention required; 
c. Manual: No digital system

Turnaround time (TAT) Average complaint resolution time a. ≤ 30 days: Efficient; 
b. 31–60 days: Moderate; 
c. > 60 days: Needs improvement

Appeals and escalation Clarity of escalation path to 
Ombudsman

a. Clear: Well-defined and accessible; 
b. Ambiguous: Limited clarity; 
c. Absent: No escalation path

Consumer 
awareness and 
education

Awareness initiatives Frequency of customer education 
efforts

a. Monthly: High engagement; 
b. Quarterly: Moderate; 
c. Rare: Low engagement

Product transparency Clarity of terms, charges and risks a. Clear: Easy to understand; 
b. Partial: Some ambiguity; 
c. Misleading: Unclear or hidden terms

Language accessibility Multilingual support availability a. Regional: Multiple languages supported; 
b. Limited: Few languages; 
c. Absent: Only English/Hindi

Fair practices and 
ethical conduct

Mis-selling prevention Controls and training to prevent 
mis-selling

a. Strong: Robust controls and training; 
b. Weak: Limited controls; 
c. None: No measures

Data privacy Compliance with data-protection 
rules

a. Compliant: Fully aligned with norms; 
b. Partial: Some gaps; 
c. Non-compliant: No adherence

Inclusive banking Accessibility for seniors, differently
-abled, rural segments

a. Inclusive: Tailored services available; 
b. Limited: Some services; 
c. Absent: No special provisions

Digital and  
cybersecurity

Fraud prevention 
systems

Tools for detecting and preventing 
fraud

a. Advanced: Real-time detection; 
b. Basic: Manual checks; 
c. None: No system

Fraud reporting Internal escalation and 
investigation mechanism

a. Integrated: Automated reporting; 
b. Partial: Manual reporting; 
c. Not Reported

Support for digital fraud 
victims

Support channels for digital fraud 
complaints

a. 24x7: Round-the-clock support; 
b. Limited: Restricted hours; 
c. Absent: No support

Monitoring and 
reporting

Periodic review Frequency of internal reviews a. Quarterly: Regular; 
b. Bi-annual: Moderate; 
c. Annual: Infrequent

Reporting to RBI Timeliness of RBI submissions a. On time: Always submitted on time; 
b. Delayed: Occasionally late; 
c. Not Reported: No submission

Complaint conversion 
ratio

Maintainable complaints ÷ total 
received

a. ≥ 30 per cent: High maintainability; 
b. 15–29 per cent: Moderate; 
c. < 15 per cent: Low
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