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S. AR fITAT (Overview):

Capital India Finance Limited (“(PI") O AIRPCAL (“AT2P”) AT (FINCACNS
ST S Sowl, WS 478 (oS LI IS (0L WL 8 TR NG [Ore
O PPN AT {957 S|

ARFMR FAOTI 8 BT NS Gy ATSHTAT AOISF JF6 OIS
ISR 118 98T IGTT AU BUAHT, TFARGS A AfSH e
(NBFCs) CF(H TITGT Reserve Bank of India (“RBI”) F9F GIIFS [NIHRHI
I, (N 92 wferarss fReufg MIfS («Nfer) oo Farg | 92 [ifers
(IR AT 8 AT A ST FS AZRT WO (“SfOTI91) F=,
fNIHN 933 8T &S N T2 IR | 9 T FHNIND 2CF AT
M O (VIS DO AEHF ATGF0 AT ISP TRITOIFIART (Business
Facilitators) 278 AITIIF ST STAAFS AGTIS TBGES, BF ATS ANZ V|

2 O ST T AIRHFR HGTAS T & TR AGFwfOre [NoAfag Ty J506
FIICHT AN FAT g8 (AT G32/ YT RBI-AF FRH 6 AGTI9 WA FATK G
PTINCIIT AT STF ARIRR WR(Z® FAT

(P RemitX IS TN Money Exchange I8 NTGro | (512 1Y 4R
Y
NS (Banking Ombudsman J78[®) Money Exchange 53T STH$P® ATRFIS

SS9 Ao S GFLa8 AT |

2. STHM™IT (Purpose):
43 NS o = A% a1 (T—

2) B ST VITITOIR 33 (P YA FAS QG2 WIS FT 2|

b) ATEFRR TS ST GG FRTIGN FAT T I STNINCS
EhaREEHIES]

¢) (TN OIS WO TS AHTH (Escalate) fNTT TSI SCI9Y STNCF
ATRPLHA \'JNI?Q\O SRIEISH

d) (PTG B8 I NG [AeAEre a1z =4 TBE W1 (A, Ol 1 Mo
TPy AP I2V FACO AN (37 R O WGFIE ST MR AT 2|

v, Wlw(ﬂlﬂw Zﬂ.ﬂz T (Process of Grievance Redressal):



(T (/AT ATRCHFA (FICAN NG5 AR, FofN fRfafe Af g 119 I ord
VI SIS (R Iﬁ“’ﬂ\‘aﬁ G VT QNN B9 AT

ATANS BF (Primary Level):

(T STHFeT RS WG RN FACO Z52F, O (FEAN (T (P Fraest
AP $0:00BT (ATF AFHIT Y: 0o BT T [NRELS (T (N W WO
SToyf RIAY 2N FR (FEANF fNF6 TSTIIS W FACS AR

NBFC-49 Gi7:

a) (PIATNT ST AI2BITF/#MLT FAATT ONTH Complaint Register / Complaint
Box-& WGTIS fNIFH~ |

b) 2-(N3 FPA: wecare@capitalindia.com

¢) (I FE: +91-22-45036000; LT
d) fEES Mg @renfats g

Capital India Finance Limited
Level — 20, Birla Aurora,

Dr. Annie Besant Road,

Worli,

Mumbai — 400030.

Kind Attention: Customer Service Team
Money Exchange Business-4< GINT:

a) 3_(V2e] FP: wecare@remitx.com

b) (TN F: +91-22-49385000; ST
o) fREfAEe Samm e ffg:

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

Kind Attention: Customer Service Team

fRo Ba (Secondary Level):

SFOTIIS MTIREL ©IRY (AF Q (T0) FIAMICTI LT A9 fNoaifE =1 =04,
WA Level — 1-9 ATZH(F ANS O& AT TN ATZH AGE N Z(e, AZH



mailto:wecare@capitalindia.com
mailto:wecare@remitx.com

ICRIGIES fOSBIT fATY (FNRT Grievance Redressal Officer-4d fNIH06 NICIRIRIT
TSR HHTT (Escalate) BAZINN FATS AN

NBFC-99d GiNT: grievance@capitalindia.com

Money Exchange Business-49 O{NJ: grievance@remitx.com

Grievance Redressal Officer- 43 (ISR RIFV (NG STHe S126fads & =141
I S|

Escalation Matrix

Level 1:

M Secondary Level-{ (PN Grievance Redressal Officer <P\§<P NG Bag I
ST ARH AGS N 2, WA (FANL Grievance Redressal Officer OIS
AIAA OIfFY (ATF $8 (CG1Wy) IR W&y ST fNeoifS Far@ 7 =2, O
SR Principal Nodal Officer- 49 fNPG Sl FICO AT |

Ombudsman Scheme, 2018-44 Chapter IV, Clause 15 (3) W% @ fRIfow
BN Principal Nodal Officer IR SR | (PN AMO0TwISF Nodal Officer-
(M 1T (PTNNT QTIIARCE G2 MBS AW WL GAeTF; FAT
204

Level 2:

NBFC-S{F® SGTAIR (FLa, TN A12F 9GBS I TN TG 1 =,
RN AFSTINS ACHRI I (AF R (AF*T) FIAAICTI N0 ARSI 1S =
=, OlF A12P [WHALS N OTS Reserve Bank Integrated Ombudsman-49 A6
1] FICS ATIEIN—

1. SNATRN — RBI-4F CMS Portal-4: https://cms.rbi.org.in

2. fafEre wiferarss (Sféararams):

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

Sector -17, Central Vista,

Chandigarh - 160017

3. WISTIHF =9 RIFV 2- (A VLT TS (IS AK: erpe@rbi.org.in



mailto:grievance@capitalindia.com
mailto:grievance@remitx.com
https://cms.rbi.org.in/
mailto:crpc@rbi.org.in

WISTIHFIANS PNoN NI BT 2MIN FATO I(I:
1. ISTISIFIAF NI, I 43¢ o797,

2. MGTSIFIAF 21 T FOFI, WG9S 2- (V26T W2, (W12 77 ([esfes
ATSTF G JLTOTYeTP) L] TIGAIRN “F (TN ACH);

3. (I RE-A 1T 1 IS [tz WO It 1 AR, O NN @ FSFET:

4. ST ﬂawqﬂwﬁ%\omﬁsmmmmm@ 3 oY @ R,
WFSTIFIRNL SIFGH NF, (GBI FIG M (FHH6 FI6 TTF (ST
RAITB/I S TOLP ATIBP);

5. SSTAIST NG GY RE- 4 [ABE WIeTFo GAFANR OIfFY & R =3
RE-43 IR (A A1 TG (IM AH);

6. NMGTIHFIANT Fhod AFMO 8 AT, 933
7. SIS ARSHIF (Relief Sought); AT

8. RB-10S 2021-49 Clause 10 Wﬁ){ SIS non-maintainable NT—4q2 X
CHI_ATI

TEAT: WG WGTINR S WG9 TN NFIT AT NN
G | B RECR B AV |

A9 SFroSTIRF f5FHI- (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 : | Telephone No: 23724856

23001280 Fax No : 23725218-19

Fax No : 23022024 Email : cms.nbfconewdelhi@rbi.org.in

Email : cms.nbfcomumbai@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 : 25395488 Fax No : 22305899

Email : cms.nbfcochennai@rbi.org.in Email : cms.nbfcokolkata@rbi.org.in

8. SIfSTHIsY ﬁ‘”ﬂ\‘; (Redressal of the Complaints):


mailto:cms.nbfcomumbai@rbi.org.in
mailto:cms.nbfconewdelhi@rbi.org.in
mailto:cms.nbfcochennai@rbi.org.in
mailto:cms.nbfcokolkata@rbi.org.in

a) AXFAR AITT (HETN ZCHR (T, O AFSTACINR ST fIIZY 21 HCF
(PN FNPE G5 AT P

b) (PN SFSTINSY AfAF K, WGTIN5 AfAF 1T (3(F 0 (Fom) FrfaesTa
YT OIS A= % (Acknowledgement), SGTAIS FNGHIT NS
(Complaint Identification Number) J3¢ ST ST T1 WAINIS FHFOR
/DY ARPCP AW FAE|

¢) (AN WFSTINSR [T ATIGNIT I/ (ST AN FAR, MO AZH
BT 2, I3 WO AfH ©IfFY (AT vo (G*1) FrffrcsTa Wy o
ST Gy TP ATIMGAIT TIZ J=2V FAW|

d) STTS oG Ty Sfofde TNCAT ATIGN (A, (FrEATN (T2 o9
Wmﬁwm\wﬁmﬂﬁwﬁwmmw
\'JNR\') PRI

e) (RTINS Chief Executive Officer I3 Head of Operations [N*5® $II (T,
AZFHE ACTIPS e Wfora9! [N TSt qegy oS a1 zeae|

f) ARFRR RCAIPS TFeT AGLA A2 (FFANT oS Gad 1 N8 d @F6
J Document Preservation and Archival Policy WT%[ ST BT RAQ

¢. AT (General):

2 NfSTS -2 TIFY AFF N (A, (SN STNCT ST ATINGY (T (AT
Ry~ o2, 7, AN LA TS STTNLTNT A I NS (LRI
@A BT WRIH® MO [S ATIGRTOT TALY AfSA Ao F911

Y. ALTTATEAT (Review):

a) TG 42 ISG (I Board of Directors BT IS (|
(AT Board of Directors AfOIRT NGTIS NG I FrIFIfFo0
NN FAE |

b) 2 NS STYTT ST Reserve Bank of India (RBI) FOF GIIFS ATICT W2,
R, AR, TR, ST, ST 433 RUPIRAR @8I AHF0E 938 92
NOT IS FFINF AT FAI | AST VIS TIZT THNMIFY
STAES AT SRR (FICAT ARTION I LT 2, O G2 Nifore

T FTONR ABGS ZCAR I0A 51 Z(S 43¢ (TR 131 2 [ S renfEe &
FNRRITS 2R I R[RIHS 1




Q. A BT (Disclosure):

g2 SFSfG (@PrNg STIIN206 https://www.capitalindia.com/ 4<%
**https://www.remitx.com/**-& NN FJ (S|
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