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RBI Integrated Ombudsman Scheme 2026 —
What Changes and Why It Matters

17 January 2026

& WHY IN NEWS

The Reserve Bank of India issued the Reserve Bank — Integrated Ombudsman Scheme, 2026 (RB-IOS 2026)
on January 16, superseding the 2021 scheme. The revised framework removes the monetary ceiling on
complaints, raises the maximum compensation award to Rs 30 lakh, and introduces a Centralised Receipt and

Processing Centre to improve complaint routing efficiency.

THE EVOLUTION OF BANKING OMBUDSMAN IN INDIA

India’s banking ombudsman system has gone through four distinct phases:

Phase 1 — Banking Ombudsman Scheme (BOS), 1995: The first formal consumer redress mechanism
for banking complaints. Decentralised — separate ombudsmen in each major city. Jurisdiction limited to

specific complaints; low awareness.

Phase 2 — BOS 2006 (revised): Expanded complaint categories; introduced online complaint filing. Still

organised around individual banking sector ombudsmen in 22 cities.

Phase 3 — Integrated Ombudsman (2021): A landmark reform — three separate ombudsman schemes
(Banking Ombudsman, NBFC Ombudsman, and Digital Payments Ombudsman) were merged into a single
Integrated Ombudsman. The “One Nation One Ombudsman” philosophy. But it retained a monetary
ceiling on dispute value and had decentralised Centralised Processing Centres (CPCs) under each regional RBI

office.

Phase 4 — RB-IOS 2026: Now superseding the 2021 scheme with three key upgrades: no ceiling on dispute

value, higher compensation, and a single national CRPC.

WHAT CHANGES IN RB-10S 2026

1. Removal of Monetary Ceiling on Dispute Value

Under RB-IOS 2021, complaints were admitted only if the underlying dispute value was up to Rs 20 lakh (for
most regulated entities). This excluded high-value disputes (large home loan mis-selling, significant

investment fraud).
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RB-IOS 2026: No monetary ceiling — complaints of any value can be admitted. This significantly expands

the ombudsman’s jurisdiction.

2. Higher Compensation Awards

Category RB-IOS 2021 RB-IOS 2026
Consequential financial loss Up to Rs 20 lakh Up to Rs 30 lakh
Non-financial loss (distress, inconvenience) Up to Rs 11lakh Up to Rs 3 lakh

The non-financial loss compensation increase — from Rs 1 lakh to Rs 3 lakh — is significant. It recognises that
banking failures cause distress beyond direct financial harm (harassment, mental anguish, time lost in

pursuing grievances).

3. Centralised Receipt and Processing Centre (CRPC)

Previously, complaints were received and processed by 22 CPC offices under regional RBI offices.

RB-IOS 2026: A single Centralised Receipt and Processing Centre (CRPC) will receive and route all

complaints from anywhere in India:

Online complaints — Complaint Management System (CMS) at cms.rbi.org.in

Postal/email complaints — CRPC (centralised processing)

The CRPC assigns complaints to the appropriate ombudsman office based on the entity involved and the
nature of the complaint. This reduces the burden on complainants (who previously had to identify which

regional office to approach) and creates a centralised database for analytics and pattern detection.

4. Unchanged: Coverage

Coverage under RB-IOS 2026 remains consistent with the 2021 scheme:

Commercial Banks (all scheduled banks)
Regional Rural Banks (RRBs)
Co-operative Banks with deposits > Rs 50 crore

Non-Banking Financial Companies (NBFCs) with asset size > Rs 100 crore that have customer

interface

Non-bank Prepaid Payment Instrument (PPI) issuers

5. Appeals Mechanism

Parties aggrieved by an ombudsman’s award can file an appeal before the Appellate Authority (typically a
Deputy Governor of RBI) within 30 days of receiving the award.
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THE PROCESS: HOW A COMPLAINT WORKS

First resort — Entity’s internal grievance: Complainant must first approach the bank/NBFC/PPI
issuer’s internal grievance redressal mechanism and wait 30 days (or receive a rejection/unsatisfactory

response)
Complaint to CRPC/CMS: File complaint online at cms.rbi.org.in or send to CRPC
Mediation: Ombudsman facilitates resolution through mediation between complainant and entity

Formal Award: If mediation fails, ombudsman issues an award (order directing the entity to

compensate)

Appeal: Either party can appeal before the Appellate Authority within 30 days

Importantly, the process is cost-free for complainants — no filing fees. Ombudsman services are free to use.

WHY FINANCIAL CONSUMER PROTECTION MATTERS FOR INDIA

India’s banking penetration reached 74% of adults (PMJDY and related schemes) by 2026 — but financial

literacy remains low. A growing number of consumers are exposed to complex financial products (UPI credit

lines, microfinance, digital lending apps) without full understanding.
Common complaint categories (from RBI Annual Report):

Mobile/internet banking failures

Loans against property — wrongful interest charges

ATM/debit card fraudulent withdrawals

Credit card disputes

Deposit-related (premature closure, interest rate disputes)

Insurance (mis-selling through bank branches — bancassurance disputes)

The RBI ombudsman system handles ~5 lakh complaints per year (as of 2024-25). The removal of the

monetary ceiling and expansion to high-value disputes is expected to increase this significantly.
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COMPARISON WITH OTHER FINANCIAL SECTOR OMBUDSMEN

Ombudsman Regulator Max Compensation

RBI Integrated Ombudsman (2026) RBI Rs 30 lakh (financial) + Rs 3 lakh (non-financial)
Insurance Ombudsman IRDAI Rs 50 lakh (life policies); Rs 30 lakh (health/general)
SEBI SCORES SEBI Complaint investigation; no direct compensation award
RERA Grievance State RERA Project-specific relief; no cap

UPSC RELEVANCE

RB-I0S 2026 (issued Jan 16, 2026; effective July 1, 2026; Rs 30 lakh cap; CRPC; supersedes 2021
scheme); Complaint Management System (CMS: cms.rbi.org.in); RBI Act 1934; Banking Regulation Act
1949; Appellate Authority (Deputy Governor RBI; 30 days); Coverage — Co-op banks (deposits > Rs 50
cr); NBFCs (assets = Rs 100 cr); Non-bank PPIs

MAINS GS-3:

“How has RBI’s banking ombudsman system evolved to address the changing landscape of digital
financial services? Critically evaluate the 2026 revisions.” | “Evaluate the adequacy of financial
consumer protection mechanisms in India given the rapid expansion of digital credit and payment

platforms.”

INTERVIEW:

“India has a banking ombudsman, insurance ombudsman, and RERA — yet consumer protection

outcomes remain weak. What is missing from the institutional architecture?”
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FACTS CORNER — KNOWLEDGEPEDIA

| RB-IOS 2026 — KEY DATA:

Issued: January 16, 2026

Effective: July 1, 2026

Supersedes: RB-I0S 2021

Statutory basis: RBI Act, 1934; Banking Regulation Act, 1949

Financial loss compensation: up to Rs 30 lakh (increased from Rs 20 lakh)
Non-financial loss: up to Rs 3 lakh (increased from Rs 1 lakh)

Monetary ceiling on disputes: Removed (any value now admissible)

New institution: Centralised Receipt and Processing Centre (CRPC)

Online portal: Complaint Management System (CMS) at cms.rbi.org.in
Appeal: Before Appellate Authority (Deputy Governor, RBI) within 30 days

Filing fee: Nil (free for complainants)

I RBI OMBUDSMAN — HISTORICAL TIMELINE:
1995: First Banking Ombudsman Scheme (BOS)
2006: BOS revised with expanded scope
2018: NBFC Ombudsman Scheme introduced separately
2019: Ombudsman for Digital Transactions introduced
2021: Three schemes merged into RB-IOS 2021 (“One Nation One Ombudsman”)

2026: RB-10S 2026 — higher compensation, no ceiling, centralised CRPC

I COVERAGE (UNCHANGED FROM 2021):
All scheduled commercial banks
Regional Rural Banks (RRBs)
Co-operative banks: deposits > Rs 50 crore
NBFCs: asset size > Rs 100 crore + customer interface
Non-bank PPI issuers
| OTHER FINANCIAL SECTOR OMBUDSMEN:
Insurance Ombudsman: IRDAI; max Rs 50 lakh (life), Rs 30 lakh (health/general)
SEBI SCORES: Complaint investigation; no direct monetary award
RERA: State-level; project-specific relief
| PRrOCESS:
Step 1: Internal complaint to entity (wait 30 days)
Step 2: File with CRPC/CMS if unsatisfied
Step 3: Mediation — Award — Appeal (30 days)

Sources: RBI Official Notification, PIB, The Hindu, Vinod Kothari Consultants
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