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CHAPTER - 4 

Consumer Protection 

1. Mis-selling 

 

 

 

 

 

 

REMEMBER 

It is a good practice to not combine savings with insurance. Assess your insurance needs and 
investment requirements separately 

Take an insurance policy or investment product only if you need it! The bank cannot force 
you to take one! 

Read the application forms well before signing. Avoid putting your signature on blank forms 

If the bank has sold you a product which you did not ask for, or did not explain the 
important terms/clauses, do not hesitate to lodge a complaint with the bank, and if you are 
not satisfied with the bank’s response, a complaint can be made to the RBI Ombudsman, 
either in writing or on the Complaint Management System of RBI (refer to Message 21 and 
22) 

Banks are required to display Ombudsman details in their branches 
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CUSTOMER 

BANK OFFICIAL 

We suggest you take an 
Insurance Policy as well,
in addition to the FD! 

I would like to open
a Fixed Deposit. 
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Come, Come! 120% 
returns assured! 

Zero risk! 

Shady Financial Product 

            

2. Sachet Portal 

 
  

 

 

 

 

  

 

 

 

So what can you do? 

Invest with or deposit only with entities registered with or regulated by RBI, SEBI, IRDAI, 
PFRDA or Government 

Do not be lured by schemes promising very high returns; they could be fraudulent schemes 

Do not take loans from entities offering loans at a rate lower than rate charged by the banks. 
They may just collect the processing fees and vanish! 

    ? 

, , ,             
    

            ;       

                          
  

3. Too good to be True? 

As they say ‘There is no free lunch’. If someone is promising free money or a lottery prize ticket 
which you never bought, then you must PAUSE and THINK - Why? Is it too good to be true? 

You give your hard earned 
money and the salesman runs 

away with your money! 

No returns, even 
Principal lost! 
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Do not fall prey to all this! Remember that: 

RBI/banks never ask for your bank account/credit card/debit card details; PIN and OTP etc. 
through email/SMS or phone calls. 

RBI neither opens savings account/current account/fixed deposit of individuals nor offers 
credit/debit card or engages in any transaction with any individual. 

      !   : 

 /     /          /  /  ;  
        

       /   /            /  
                

4. Deposit Insurance 
4.    

Are the deposits in banks safe? 

Yes, up to the limit insured, the deposits are safe. Your deposits are insured by Deposit 
Insurance and Credit Guarantee Corporation (DICGC), a wholly owned subsidiary of the RBI. 

       ? 

,          ,           
         ( )     

Which banks are covered? 

Commercial banks viz. Private Sector banks, Public Sector Banks, Foreign Banks in India, Local 
Area Banks, Small Finance Banks, Payment Banks, Regional Rural Banks and cooperative banks 
viz. State Cooperative Banks, District Central Cooperative Banks and Urban Cooperative Banks, 
which are registered with DICGC are insured. Obtaining deposit insurance cover is mandatory 
for all banks licensed by RBI.  

       ? 
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,     ,                 
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Which deposits are covered? 

DICGC insures all types of deposits (e.g., Savings, Fixed, Recurring, etc.) with an insured bank 
but does not include deposits received from a Foreign Government, the Central Government, a 
State Government, or another bank or any deposit received outside India. Each depositor in a 
bank is insured upto a maximum of 5 lakh for both principal and interest amount held by him 
in the ‘’same right and same capacity”. 

-      ? 

         ( , , , , )    ,  
  ,  ,  ,                

                  '     
 '     5          

Do I need to pay premium for this insurance? 

You do not have to pay any premium. However, the DICGC charges a nominal premium from the 
banks. Unlike other bank fees, this premium is not charged to you. 

            ? 

      ,            ,  
      

What do I need to do? 

As a depositor of a bank, you could check whether your bank is included in the list of banks 
insured by DICGC. 

You must also comply with all the KYC requirements for account opening and furnish 
complete information to the deposit taking bank so that claim settlement by DICGC, if at all 
required, is done without delay. 

   ? 

      ,               
    

                  
                  

 

5. Grievance Redressal Mechanism 

Grievance Redress Mechanism means a system for receiving and addressing complaints from 
customers with specific emphasis on resolving such complaints fairly and expeditiously. The 
Reserve Bank has also put in place an expeditious and cost-free Alternate Grievance Redress 
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Mechanism for resolution of customer complaints relating to deficiencies in services rendered 
by its Regulated Entities (REs). 

The AGR Framework of RBI comprises of RBI Ombudsmen (RBIOs), Consumer Education and 
Protection Cells (CEPCs) and Consumer Education and Protection Department (CEPD). 

The RBIOs function under the framework of RB-IOS, 2021 (Reserve Bank – Integrated 
Ombudsman Scheme, 2021) and take up complaints against REs falling under the ambit of RB-
IOS, 2021. The CEPCs take up complaints against REs not falling under the ambit of RB-IOS, 
2021. 

5.    

                      
        ( )             
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When to approach the RBI Ombudsman? 

For redress of grievance, the complainant must first approach the concerned RE. If the 
complaint lodged with the RE is not redressed / no reply is received within a period of 30 days, 
or, if the complainant is not satisfied with the reply given by the RE, the complainant can lodge 
the complaint with the RBI Ombudsman.  

Note: The complaints pertaining to the REs not covered under the RB-IOS, 2021 are forwarded 
to CEPCs of RBI for resolution 
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