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. WE’]?? fSow (Overview):

Capital India Finance Limited (“Wﬁ”)(ﬂ NG ARFAP (“aRFP”)] IO IR
PR TS A THO0], (NSO NF FHOT IGT2 MY T N FHE VGG
G FIEFAN ATEEAN T [ IR

Reserve Bank of India (“RBI”)(¥ (I5F< AR R ATSHNTYZ (NBFCs)-F A
TR R ATIST NN AR, AZFT WGTI WF SBE (oS A
AFSHNIOR fTogw JF TYe Wforarsy fAoAfg QISR (Grievance Redressal
Mechanism) G712 U STHTH, (FIPTNICT 42 Sferarsy fAserfg S («fS»)
AT IR AR TG (FATRIT AN NF TIPTIRA (00 T F© A=xFS
WROTS (“HRGTI) A2, AN W (S F] AT [ T 0203l
IS (FIANIF 02 T THRBIRCA [NIIGre $or 2561 UGG T I
SIRLMAT®T (Business Facilitators)STR(e] QISIKTGIKT (TSRS (3709 TNFe
WG B9, IS 2O ANTF ~=7|

g2 ST BT (R AZHT NOTITAR NI N FHRONI NS FIK IR
G FTICNT AW FN N (AN /AT RBIF S5IS NG5 W FK A
ST BIRIEANA A FASTIRI R YRFAFTP AT 4|

(FATNITOIT RemitX (FQ VNS Money Exchange JSATCR AIETAN FI | T
g2 NS (Banking Ombudsman 1% %) Money Exchange T3 (Fg© A2HI AT
T P NGRS CHgrol ATIGT |

2. GTAIY (Purpose):
A% NS w1y (=R b 1 (T—

a) AXFAFAP ABCA] TNICO VTSI WP (HICAT G99 FFANOg NP
(IR I =TI

b) ZHFT WGTASHTYZ CTGNIATOTT A2 FfY TATACS NG F1 27|

¢) (FPATNIR fOoT© WFGTI9T OF VT (Escalate) (1 (IRF RIS [T
NRPAPAPF NN HFHT XA

d) (I TSI I ST o4& 575 ST 72 (1 Ree ASHIII 1Y A2
FRT AP AZTFAPAD (OSATPY WGP [[IICY WIS P I

V.Y |\'9Cﬂ|7fw ﬂLﬂ: T (Process of Grievance Redressal):



fITHe] ARPI (PN NG9 AR, (OSTANS OeT G FT ATG S5
PR FSTI9Y NG M WA FEF ANF |

ATATNF VI (Primary Level):

RIST<peT RSP WG9 W FR [ONI, (OSEAS (FEATNIK AT
FAMITO QT Y0:00 TG TN AIFHIT Y: 90 IGALATE, AGTAPR T ©20
AN HF 010 B FT NN WLV G {ACO NOTA9Y Wi F{ K|

NBFC-4 9QI(q:

a) (FATNT TR HBTFAT4 FrfeTTe Soash Complaint Register / Complaint
Box-© SIFSTIS AT FIF |

b) EXREGE: wecare@capitalindia.com

¢) CFINS +91-22-45036000; ST
d) TeT® O 1 [IFNT® (I foTdss

Capital India Finance Limited
Level — 20, Birla Aurora,

Dr. Annie Besant Road,

Worli,

Mumbai — 400030.

Kind Attention: Customer Service Team
Money Exchange Business-9 qI(q:

a) EXREGH wecare@remitx.com

b) CFTNS +91-22-49385000; ST
¢) TS GTHY FT [ EFN® (FrATNICeT [F4<me

Capital India Finance Limited
713 & 714 A Wing, Kanakia Wall Street
Chakala, Andheri East, Mumbai — 400093

Kind Attention: Customer Service Team

oIy BT (Secondary Level):

IM ARSI WA FF OIfTYI T A (F9) FAMIT [Toge G9! {1
=Y, AT Level — 1-© A2HB AN B 06 I TAHNOG 2P AT V2, (O0S




ATIR(P O 9 |ﬁ51. I Ir3<1°"ll\9 GIR C@l*‘ﬂﬁ_ﬁ' Grievance Redressal Officer-4 8599
W OTATSCOT Escalate PIKI NS |

NBFC-9 9QITq: grievance@capitalindia.com

Money Exchange Business-9 qIT<: grievance@remitx.com

Grievance Redressal Officer- (ST OAF (FTANTNIG HPCE] W2BTF <6 #1407
IIETT® SN |

Escalation Matrix
Level 1:

MM Secondary Level-® (FTINI] Grievance Redressal Officer-4 2M~ H91 & T
TNLNO ARH ABT V=, WA (PN Grievance Redressal Officer-& ST
Ao FI] OIIRUI 27 58 (B FAMISTR fToe ARSI fTo1§ v=7, (ors
S[R3 Principal Nodal Officer-¥ 8539 SIS HII S|

Ombudsman Scheme, 2018-4 Chapter IV, Clause 15 (3) Wﬁ (FATNICY RO
BN Principal Nodal Officers T S{CR| (FNIS IOVIGFSF Nodal Officers-I
I (FTATNIT (ARG WF *NNYT FIATTTARS AV NT GRS ST BT
£l

Level 2:

NBFC-S™ PR WfSTAOR (g, TN A2FS AW FI1 5SS I TS (08 TET
T T AFGTIS AL FII SIILF AT R (AL FAMIIS fooqo

AT (NG N2, (O AP 070 Grayd FT G Reserve Bank Integrated
Ombudsman-3 85I© WA BT ATI—

1. Online — RBI-§ CMS Portal-\9: https://cms.rbi.org.in

2. Physical Complaint (Letter/Post):

Centralised Receipt and Processing Centre
4th Floor, Reserve Bank of India,

Sector -17, Central Vista,

Chandigarh - 160017

3. WOTA5R_ W"‘fﬁ@?q BRI AfSTR NJ: erpe@rbi.org.in




an? NFIATH TS BIHY TN PNON SATHYZ JAN F4F
O CH

1. FSTISIFIRIT NN, ITH W< 29

2. MFSTINFIRIF T TIF [OF, G510 2-(N2 W2NG, (N2 VIS (NG
ATG T AN ILTOIYF), W (FSARN N7 (T AFH);

3. ¥ RE-F #1141 1 TR [Rerg oI 1ifde <1 (2R, O] NN WI<E (55T
4. FOTIHR B AN S (AT ARCAT O, 2] fGa\:m\o (AN @T‘E’ﬂ, GRIGTE]
IR, AFSTINFIRNT INGB NHS, (GfIB FIG M (FHE FIG VT (NOCI9R_
RYTIBI (570 A A578f51):;

5. RGTAS! (oGS M RE-F S5 NI F1 GAZANT ©If9Y W [{GL5, WP
RE-F Y41 10 $11 58« (IM ACH);

6. NOGTALIFIRNT (TR FOF AFS W= AR, <6
7. {61 AFSHIF (Relief Sought); TS

8. RB-10S 2021-9 Clause 10 Wﬁ WSTAISTCGT non-maintainable N2 {1%1 CHIYATI

CBTRT: WS TISIFIRNTT WGTIHR CHT® WO STNLN F1 A5 N-2as
AfSAfH8 MfYe H[I M|

J PN (3P (Address of NBFC Ombudsman)
C/o Reserve Bank of India C/o Reserve Bank of India
RBI Byculla Office Building Sansad Marg
Opp. Mumbai Central Railway Station New Delhi -110001
Byculla, Mumbai-400 008 STD Code: 011
STD Code: 022 Telephone No : 23001280 Telephone No: 23724856
Fax No : 23022024 Fax No : 23725218-19
Email : cms.nbfcomumbai@rbi.org.in Email : cms.nbfconewdelhi@rbi.org.in
C/o Reserve Bank of India C/o Reserve Bank of India
Fort Glacis, 15, Netaji Subhash Road
Chennai 600 001 Kolkata-700 001
STD Code: 044 STD Code: 033
Telephone No : 25395964 Telephone No : 22310217
Fax No : 25395438 Fax No : 22305899
Email : cms.nbfcochennai@rbi.org.in Email : cms.nbfcokolkata@rbi.org.in

8. W oTITY ﬁ"”ﬂ% (Redressal of the Complaints):



2) ATEFTFAS (FIATNIT 85I WFGTIS WL FI TNTO WFGTI5 TR
S0yf S AW BRI AR 1 020w |

b) (FATRITT WSTIH ATS FII] [H57e, WFOTIN9 e FIK O A1 9 (f67)
AR fToT® ASTIH 4201 %ﬁ'ﬂ% (Acknowledgement), LVICIE R PRI REER
=S (Complaint Identification Number), W QIG5 NS WIfIg® A< IO
YR O ARFF AN PR

¢) (RPN WSTIHIR TMO® ATICT IAN/IGTZ AZFI BT i1« @]
TN FRT WE WO M FII] ©I{4F -7 wo (GF*1) Fras1e oo
WiGTIY AN S I TR NS 97T A2 R |

d) IM AFSTIS fV-AET I AFS[TH STUTR ATICH =, (OB (FEATNITT (572
WORG STNTL ATAGRTO! HE HGTA [AATEG I STSIT ST ST=H(F
NEHF WIN® HFfI]|

e) (FATNIT Chief Executive Officer S H/ead of Operations-& [N*5® B (I
AEFABA W T A NorT9 [NR{e TITHNR foos oS F11

[&3457

f) ATZFTICA WIS FI TBCEAT NG TIS WF (FIEATNITY W FT OB
ST V-G (FNNF Document Preservation and Archival Policy LDRIE]
T F 2]

¢. ATV (General):

I2 VoS X T AFF I NAFH, TNCT AN (FrAINE CFa© AT (R
RN /R A (TETYRI TN FeT© 1 &N (FICAT 4907 [{f[{©
NSRS ATAGTORTYR N HATCET (FFATRICT Ao® FRA|

Y. NHICATEAT (Review):
a) % NS AT L DNID] (FT™TIT Board of Directors-& TGN FRT|

Board of Directors-& ST NS ITRR Ir{FIRO 970 TB©8

] A~ SR

b) G2 NS STNCT STNCT Reserve Bank of India (RBI)-4 T3 1 faw, IfE, Sifs-
T, R TY, ST S S5 ATIIO0 SRS YRS Qo AFI A
2 ST 70! T FHITF ATTFNN FRQ | AfSTT9! 1S 97 IR IR
CFO® ATIOY WENS (X1 FRCFICAT ARITEN 1 SN 2 Nfow FRFTens




WSS (R I 517 FM T WF (52 WPIS J2 S FATHNES W ANAAeS
(=T et {1 RAN

Q. HIB™T (Disclosure):

a2 oY (FEATNIR @?@3@ https://www.capitalindia.com/ [
**https:/www.remitx.com/**-© N[HN(ATY F1 '] |




