
 

 

 

 
 

 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

  

 

 

Virtual Conference of Ombudsmen:  
Expectations and Challenges 

 

Date: May 12, 2023 

Time: 09:45 AM to 05:45 PM 
 

Platform: CISCO WebEx  
 

Type:  Virtual Conference   
 

Fees: Rs. 20,000/- + 18 % GST 
 

For Nomination Form please visit 
our site www.cafral.org.in 

 

Last date for filing nomination 

May 8, 2023 

For more conference details, 

contact: 
 

Jyoti Kumar Pandey 

Senior Program Director 

Mob: +91 88792 87444  

Email: jkpandey@cafral.org.in 

 

Pushpalata Nadar 

Program Officer 

Mob: +91 77095 75481 

Email: 

pushpalata.nadar@cafral.org.in  

Background:  

Protection of customer interest continues to be a top priority of the Regulator and 

the Ombudsman Scheme is a significant measure for redressal of grievances of 

customers in banks, NBFCs and PSOs. Tremendous increase in the networks of 

these entities, complexities of products & services and technological challenges 

have often resulted in deficiency of services. Further, to address the issues of 

unequal treatment of customers across entities and to strengthen grievance 

redressal mechanism for customers, the Reserve Bank of India launched the 

Integrated Ombudsman Scheme (RB-IOS). Although ‘One nation, One 

Ombudsman’ has been generally effective in dealing with customer complaints, 

instances of delay in addressing customer grievances, issues in implementation 

of rulings by the quasi-judicial authority on the one hand, and challenges faced 

by the Ombudsman, continue. There is thus a requirement to provide a platform 

highlighting the regulator’s expectations and an interactive forum of ombudsmen, 

flagging the difficulties faced by them.   
 

Objective:  

The Conference would provide insights into the regulator’s perspective on the 

functioning of the Ombudsman Scheme. It would also provide an interactive 

forum to the participants to help ideate on improving customer service, 

challenges and issues faced by IOs and need for better data analytics for quality 

disposal within the given regulations. This Conference also aims to provide an 

opportunity to the participants to interact with the regulator to highlight the issues 

faced and discuss suggestions for further improvement in the Scheme.  

 
 

Conference Highlights: 
 

The Conference will deal with the following: 
 

• Issues in qualitative & sustainable customer service standards - 

Expectations of the Regulator  

• Enhanced mechanism for grievance redressal – experience sharing 

• Significance of data analytics in strengthening grievance redressal 

mechanism  

• Significance of financial education of customers – strategy and 

business impact  

• Quasi-Judicial role of Ombudsmen – Challenges  

Participant Profile 
 

Ombudsman of RBI, Banks, NBFCs 

and Payment System Operators 
 

Conference Conditions 

• Conference fee is payable before 
the conference. 

• Banks may depute another officer if 
the nominated officer cannot attend 
the conference. 

• Nomination may be cancelled up to 
five days before the conference. 

 

Centre for Advanced Financial Research and Learning (CAFRAL) 
C-8 / 8th Floor, RBI Building, 

BKC, Bandra (E),  
Mumbai – 400 051 
www.cafral.org.in 
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