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If you have any complaints /suggestions please contact us: -
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In case, you do not receive any reply from the Bank within a period of 30 days of filing your complaint or your complaint is rejected
wholly or partially by the Bank, and you are not satisfied with the reply, Please Feel free to file a complaint with the RBI Ombudsman.
Refer to the Integrated Ombudsman Scheme 2021 available with the Branch Manager.
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Address of the Banking Ombudsman: Centralized Receipt and Processing Centre, Reserve Bank of India, 4th Floor Sector 17, Chandigarh 160017
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Toll Free no : 14448
Mail ID/Mailing Address : CRPC@rbi.org.in
Portal link : https://cms.rbi.org.in/cms/indexpage.html#eng
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Customer reports the complaint
(Contact Center Branch, MB, NB, Websitg Reply via SMS / Emai)

Track chargeback outcome
Digital Operations Team
. 4 (within 30 workingdays)
Registration inService Now /CMS - Immediate
Acknowledgment to Customer Email/ SMS
Immediate (within 1 hour ofeceipt)
Finalise Investigation-
DCPCTeam :
" (within 60 days) ‘f
Blocking of Channel DebitCard :

(if required Immediate/ within 30 minutes)

Investigation Initiation-
DCPCTeam

: (within 5 workingdays
(within 1working day

No’
Retrieval of Transaction Logs

AoD S o T g 1O concurrence
Pp support 1éam _ Branch Service team
(within 1 working day : o . .
3 : (within 5 working days of finaldecision)

Review of Authentication Factors :: = e -
(OTP logs, IP, device ID, etc} : E  RecoverShadow Credit

S - : 8 Digital Operations Team
DCPCTeam

i . (within 1 working dayof 10
(within2 working days) B : concurrence

Analyse transaction focustomer liability
DCPCTeam

Continue
Unauthorised transaction? Investigation-

DCPCTeam

Raise Chargeback / Dispute with NPGI

Digital Operations Team
(within 1 working day

Shadow Credit-
Digital Operations Team

(within 1 workingday—value dated entry)

Initiate Insurance Claim
Ops Risk FRM Team

(within10 working daysg
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