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Introduction

Religare Broking Limited is the registered Point of Presence (POP) appointed by Pension Fund Regulatory and
Development Authority (PFRDA) for the National Pension System (NPS).

The purpose of this document is to outline the Grievance redressal policy of Religare Broking Ltd (RBL) for its
NPS-POP operations/division in compliance to requirement provided in Pension Fund Regulatory And
Development Authority (Redressal Of Subscriber Grievance) Regulations, 2015 and amendments made thereof
vide PFRDA Notification dated 21° February, 2024.

Scope

As a part of PFRDA (Redressal of Subscriber Grievance) Regulations, 2015, every intermediary is required to
follow the Grievance Redressal Policy as laid down as per the regulations. The below stated Grievance Redressal
Policy (GRP) is made for the grievances arising out of various services offered by RBL in the capacity of NPS-POP.
The scope of this GRP is restricted to redressal of grievances raised against NPS-POP operations of RBL and not
for the grievances raised against/related to other operations/division of RBL. In cases where the grievances have
been raised against/related to other operations of RBL, the respective division will be responsible for resolution
of these grievances. The term “Grievances” is defined by the regulations under Regulation 2(g) as:

“grievances or complaint” includes any communication that expresses dissatisfaction, in respect of the conduct
or any act of omission or commission or deficiency of service on the part of, an intermediary or an entity or a
person governed by the provisions of the Act and in the nature of seeking a remedial action but do not include
the following—

(i) complaints that are incomplete or not specific in nature;

(ii)  communications in the nature of offering suggestions;

(iii) communications seeking guidance or explanation;

(iv)  complaints which are beyond the powers and functions of the Authority or beyond the provisions of the
Act and the rules and regulations framed thereunder;

(v)  anydisputes between intermediaries; and

(vi)  complaints that are sub-judice (cases which are under consideration by court of law or quasi-judicial
body) except matters within the exclusive domain of the Authority under the provisions of the Act;

This policy will be filed with National Pension System Trust as per the provisions of this Regulation.
. Objective
The purpose of this Policy is to define the policies and procedures to be followed in receiving, handling and

responding to any grievance received by NPS-POP division of RBL in respect of the services offered by it. The
following are broad objectives for handling the customer grievances:




To inform the subscribers’ right to seek redressal of any complaints, through the redressal mechanism as
specified under these regulations.

To inform the subscribers processes followed by RBL under the National Pension System to receive and
redress complaints from subscribers.

To develop an organizational framework to promptly address and resolve customer Grievances fairly and
equitably.

To put in place a monitoring mechanism to oversee the functioning of the Grievance Handling Policy.

To provide a mechanism to maintain records of each complaint received by RBL and the measures taken
by it for its redressal.

To formulate a process for submission of periodic reports to the National Pension System Trust as
specified from time to time.

To ensure that all issues raised by customers are dealt with courtesy and resolved in stipulated timelines.
To provide easy accessibility to the customer for an immediate Grievance redressal.

To provide enhanced level of customer satisfaction.

v. How to raise the grievance

The subscribers can raise grievances through the following modes:

By calling our customer care cell through customer care number at HO.
By raising a grievance in writing at the relevant branch / Main Office.

By emailing the grievance to igreligare@religare.com from registered email address.

Resolution mechanism for grievances

Grievances received through call centre:
a. The grievances received are entered in the data base.

b. The grievances that can be answered by the call centre executives will be answered immediately.

c. The grievances that need escalation/need additional details will be escalated within the system.

Grievances received through written communication:
a. The grievances can be received through submission of physical complaint letter/email.
b. The grievances received will be entered in the data base.

c. The grievance will be resolved and then appropriate reply will be sent to the customer.

In case of walk-in clients at HO, NPS-POP Main Office, representative from the Grievance Redressal Team
shall personally meet the customer to understand and resolve the queries / requests immediately. In case
of any grievance, a written complaint will be taken from the customer and matter will be assigned to

Grievance Redressal Team.




VI. Turn Around Time (TAT)

TAT as defined in the Redressal of Subscriber Grievance Regulations, 2015 are adhered to. Following are
the salient points with respect to TAT:
An acknowledgement is sent to the complainant within three working days of the receipt of the
grievance.
The complainant is provided with a unique grievance number (Token No.) for future reference.

Every grievance has to be disposed-off within a period of thirty days of its receipt

VIIL. Closure of grievance

A grievance shall be considered as disposed off and closed in any of the following instances, namely:—

(a) when the intermediary or entity regulated by the Authority has resolved all the grievance(s) of the
complainant;

(b) where the complainant has indicated in writing, its acceptance of the response sent by RBL;

(c) where the complainant has not responded within forty-five days of the receipt of the written
response sent by RBL;

(d) where the Grievance Redressal Officer has certified under intimation to the subscriber that the RBL
has discharged its contractual, statutory and regulatory obligations and therefore closes the
complaint;

(e) where the complainant has not preferred any appeal within forty-five days from the date of receipt
of resolution or rejection of the grievance communicated by RBL.
(f) where the decision of the Ombudsman on appeal has been communicated to such complainant:

Provided that the closure shall not be applicable where the Ombudsman or the designated member,
has allowed filing of the appeal or revision, as the case may be, beyond the specified period.

VIII. Grievance Redressal Officer

The operations pertaining to NPS are handled through the Main Office of Religare Broking Ltd located at
Noida. Accordingly, a Grievance Redressal Officer (GRO) is appointed at HO, NPS POP main office. The
present GRO details are:

Mr. Shailesh Kumar Sinha Mr. Sandeep Mittal

Associate Vice President — Compliance & Associate Vice President - Grievance Redressal
Surveillance Officer

Grievance Redressal Officer Religare Broking Limited

Religare Broking Limited Prius Heights, 2nd Floor, Plot# 10/11,

Club 125, A-3, 4, 5, Plot No - 11, Sector-125, Noida, Gautam Buddha Nagar,
Sec - 125, Noida —201301Tel.: 0120-3391000 Uttar Pradesh — 201303 Tel: 011-49239863
Email: nps@religare.com Email: m.sandeep@religare.com

The details of GRO are available on our corporate website- www.religareonline.com. Changes in the GRO
will be reflected on the said corporate website as and when done.
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Further, Branch level Grievance Redressal Officers will be appointed at every POP branch.

Escalation of grievances to NPS Trust

If the complainant is not satisfied with the redressal of his grievances or if it has not been resolved by the
intermediary by the end of thirty days of the filing of the complaint, may escalate the grievance to the
National Pension System Trust in accordance with the provisions contained in regulation 10 of Redressal
Of Subscriber Grievance Regulations, 2015 as mentioned below (excerpt from the regulations given
below):

(1) Any subscriber whose grievance has not been resolved within thirty days from the date of receipt of
the grievance by the intermediary, or who is not satisfied with the resolution provided by any
intermediary (other than National Pension System Trust) may register a grievance with the National
Pension System Trust, against such intermediary. The National Pension System Trust shall follow up
the grievance with the concerned intermediary for redressal of the raised subscriber grievance. The
National Pension System Trust shall seek the resolution of the subscriber grievance in accordance
with the provisions of the Act, rules, regulations and applicable guidelines and respond appropriately
to the subscriber within twenty one days from the date of receipt of the grievance under this sub-
regulation.

The subscriber whose grievance has not been resolved by the intermediary within twenty one days
from the date of submission of the grievance to the National Pension System Trust, or who is not
satisfied with the resolution provided by the National Pension System Trust may prefer an appeal to
the Ombudsman against the concerned intermediary or entity.

Nothing contained in sub- regulation (1) shall apply to a grievance which is directly against the
National Pension System Trust, and it shall be resolved by the National Pension System Trust in
accordance with the provisions of regulation 6.

Ombudsman

PFRDA has appointed an Ombudsman in order to streamlined the functions to receive, consider and
facilitate the resolution of complaints or grievances in accordance with the Grievance Redressal
Regulations

Furthermore, in accordance with the aforementioned Grievance Redressal Regulations, the complainant
may file an appeal with the Ombudsman under the following circumstances:

Whose grievance has not been resolved within 21 days from the escalation of the grievance with the NPS
Trust under regulation 10 or

Where a complaint has been made directly against the NPS Trust and is unresolved within 21 days or

In relation to a complaint against any other pension scheme regulated by the Authority, whose grievance
remains unresolved for a period of 30 days from the filling of his complaint against such pension scheme.

Contact details of the office of Ombudsman are as provided below: -

The Office of Ombudsman

Pension Fund Regulatory Development Authority
Tower E, 5th Floor, E-500, World Trade Center
Nauroji Nagar, New Delhi - 110029

Phone No - 011-40717900

Email Id — ombudsman@pfrda.org.in
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IARR Sifsher fafAes Tsdy dere gormelr (vadivy) & faw dee R @aws ik Ao
TIAEOT (NUHIHRET) carT f@gerd 3ufeafa 3fedea (@) &

3 i & 362 ey sifeher faffes (3IREve) & Tadiva-disidr aRaresr / gamer &
Rrera Faror Aifd #r e A FaeEs 3R e TfReor (Geashesx Riead
faRoT) & AT & HTER olE] el I HEeTehal 3N NUHHRSIT JTERgEe e 21
T, 2024 & WA F IHeTeled HI {@ifehd HT g

RUHIRET (3fHEar v Reaa &1 Haron) fafag#d, 2015F te 397 & d ), 936
Aegafdal 1 AfaeaAt & 3ar AU Riegd @aroer JAifd w1 9o w1 3rawas g
A gar$ 15 QeI fAaror Afa (S3Rd) 3RAve garT Tadea-aEidr dr &a/d7ar & &
ST Tl RAffes ar3i & 3cueaT g1 arel Rieral & T s a8 ¥ 59 Sf3mdr &
ERRAT AREITA & TAGTE-UBNGT it & &eme 3o 315 Readi & [@arer a% & @ifag
g, o o 3RETe & 37 SEl/faaneT & @efta/set v Rerar & fov) 5 #Aeer &
IRETA F 3T FEAT F e RAerad g fT 75 §, 370 T & fov gafa [smr
fSFaeR gl ersg "Rsra” &t f_Afags 2@ & ded _fagAr garr aRkenfya fFar = &

“IRpaa a1 gHET ® Fs Y o nfAe § S R Avgey goer ar wfeas &
Wl ganT A fordl foiehrr a1 saferd & 3eROT a1 fhelY geh AT =T AT FaT H hAr
& Y FH IHAY 2Tl § 3R 3TaRIcA® FRas I ART FdT § Al s@d Heafai@d
M gT &-"

() R Jr 3l § ar aror gfa & 78 8

(i) goa <ot hr Jpfd drel FOR;

(i) ARG IT TASEIHIOT &4 aTel TR

(iv) TRrprrd St ot &t afeaat 3R st & ¥ § a1 fafEye 3R 38% dgd s«
v fAgaEt 3k Rt F gauet @ W §;




(v) FEIEAT & dg g fAare; 3R

(vi)y difsd arg arell RRIFIT (@ AF ST ~AR—TET AT -1 A% AT ganT faard §)
FI DIz JAAATH F IauEl & dgd TRT & AT AT & HaX F ATH I BISH;

fAfaas & graurt & AR Aifd T IehT G gIoTell g & AHeT YEdd fRar Seem|

nm. 3ee2™

38 AT HI 3652 IRATA & TANTE-GINAT fIHET garT gred fHar off RQpraa i ured
e, THTTT IR 3TPT STATE Gof o ToIT UTeleT I S aTell aitaar 3R gfsharsit &r aRena
FAT g1 TF Hr RFIAr FF G & fow HFAfai@d samHe 36627 8.

1. 3 AfATAT & dgd RAfdse arRor a7 & Ay @ fRAr o Rea & @aror & fov
FeasHEal & AJUFR & IR F 3¢ GRAIT

2. GeOHERI ¥ RRId Ired alel 3R 30T [HAaRT el & T g 9RreT gomel &
ded ST E@aRT YT Sflel aTell Iisharsil & I # Fiad |

3. AT TAHTAT & dcldl F AT Fad 3R 3707 [asueT 3R AT T § JATIT Hlad
& foIT T TITSsITcAS ordr [ahfad e

4. RNFId AaRor AHfa & A I FIRET & T th FIRET 7 wafg w&r

5. 3REITST GaRT UItd Yodeh RIS 3R 38 Harur & fov 38 gaRT fhU T 3urr &
RIS §ATT T@ & foIv v dF FAmeT|

6. FAT-HAT W fAfdse TsET dere gomell gve &t ROE sodd &t i gfshar R &)
7. ¥E GARYA HTT & Igepl SaRT 3oTC a0 Ffl Hegh &l faqearg@es e sme 3k
FeRa gaadar & g far so

8. Mg I dehldd RAhAT HaRoT & T 3ma- qgu g&Tel elT|

9. IMEH HAMSC FT TGT §IHT TR eI HIAT|

Iv. &8 e HUU Rerdg

AT Arafaf@a alie & Aregd ¥ Read aof HT a8

1. ACAEYT & HECH HIT Aol o ALTH § AN HECHT HhA Tl Hl Hiel Hleh

2. wefta arEy/aEr srfey # fafed Rerd gor ws
3. tﬁ-ﬁ% Sﬁ?’f qad & igreligare@religare.com Fr Repraa éﬁa Fh




IRCIR GRS GISEN

. @l e & ATEIH § 9o AR

. e RerId geey H gof & Jrar 2

. @iel YT & AT garT o Rieprrdl &1 3R &G>T S Fehell 8, 3oTehl 3o i
fe=r Sreem|

c. T Rl &I 31e) Ser/3faled faver gread &1 daegedr gy & 3¢ A &
AR sqr I e

2. f@a 7 & grca Reerad
a. Rerad #@ifds 30 F R 99/58d F08 S & ATETHT & 9o ST JohdT 81
b. urcd R Seed 7 gof $r e

c. Rrad &1 gAY Far Swen 3R T s & 3R Sae JSr S|

AT T TAHNUH-G3NT & H&dT SR # 3 drel Agehl & fov Rishrad f@aror s
&1 Gl safFaea &7 @ Ages @ AR doshiel TREA1RIET T FHS 3R 3eTehl
AT el & v 3ufEya gem fFar off Rieaa & Arsr #, Igs @ ' g
fIpraa o Sreeft 3R AtAe A RIead fAarer d& & d@iar sree|

1. 9gaTg & GH7Y (AT

el o T 3fAear  Reprad Haror fafazs, 2015 # 9RO § 30¢ QU fohar sreem
audr & w9y ¥ farAfaf@d giqw g &

a. T ured 89 & I sifeadt F iaw Reradear v gradr dsh ST g

b. TASITSRAT A JAST & HGH & ToIT e AfAST RNPIa TE&IT (Tt AR) ereT fohar

ST gl
c. I Rarag & ured gl & g feat & 39 & o [Auerr Jer gar 8

1. Rerra &1 AverT g«
Pfaf@a & O O off Rl & Rera &1 @verar 3k s A Swen, 39 -




(a) ST wreeReT garT fafeafaa Avaey ar gwer F Readedr S gt Risrdr @
AT F fem &

(b) STer RFdsdr o ff@d ¥ #, IRET GaRT H 3T FATd FHl FAPR Fel Dl Hehd
fear g

(c) STET RIPIdehdr & AREIT ¢anT Hor 3¢ @ Staw Fr it & darea &=t &
AR P SO gl AT §;

(d) SfeT RIFd fFaRor JRARY 7 Aeh H FRAT T §U A0 har § 6 IRAwer A
39 Tfaereas, durfas 3R Famwe aiRcal &1 fades Far £ 3k safov Rea s &
ar g

(e) STeT RIeprIdehdll & WVl GaRT AN AT & HATU AT IEAIDid HT TIfee
adrm & darelw et & iR A1S 3rder grax =gt #r gl

() ST diepdrel & el & HAT W T Rerrashdr # giad X fGar &

glelifeh Ig TAUCRT a9 o] g1 19 STgl ollehdTel AT ATfAT Heed o fuiRa 3afer @ W
37dier AT GoAQETOT SRIX el T AT & &, SHar o Aver gl

1. RrFRT ATRr FfRERY

TANTH @ T Hrdf @ AresT Fua WheR sifdher faffes & qeg sy & Aegw |
A fhar ST 81 dedar, T Risrad f@aror 3ifwry (Shams) & Aged s,
TANTE I3 T e H HT ST &1 TaAeT SRS &1 f&Fawor §:

A Ao FAR fegr A F@éra fAder

TaIfAite arsg-ufdse- Feargy Us waifte asa-affse — fAead faror
afdema 3iferr

Rrerad Taror Jf¥ERT IR Sifser fafAes

PRR sifser s fara grgey, quu dd, tae & 10/11,

FoIg 125, T-3, 4, 5, Tae o - 11, AFeT-125, AT, TMAAGEEIR,

AFeX - 125, AIET— 201301, BiA: +91- | 3R TG — 201303 HieT: +91-120 4868703
120-4866640 A m.sandeep@religare.com

A nps@religare.com



mailto:m.sandeep@religare.com

ST &l TAaRUT §ART FYaT I Jg@Se- www.religareonline.com 9T 3UeledT gl S3R3T &
gRadel gl $T &M # 38 HRURC JFASE X G2T SITuar|

g% JTeTaT, Tcdeh W em@r # Arar TR & Rprgd Faror afasly @gsd fFe s

1. RIF™a F tadivy gFe H FTART FI&AT

Ife RFrIdRdl 30a FATUT & HJSC 61 & I RFId gof et & oM &t & 3T ds
HEEY GIRT SHHI GHTYTA g1 fhdT 37 §, dF 98 Risprad Haror Rerad fafsaA, 2015 %
fafea 103 AR TauEt & 3TER TG 9 AT SFe F RASRIT 96T FhdT § Shr
& i sfeaf@a & @ [_RFETE @ 35n):

(1) FIg & AEF AT NPId ALIEY earT RNFwId Ired g Fr daig & 7 &t &
MR T LT S &, AT S TRl ALITY (TG U NTeT EE o IHeATa) GaRT el fhe
AT FATUH @ HISC FE 8, T8 TSI 2T Alofell T & HAGT, 0 HEIEY & Tellh
RIPRIT gof T ThdT g1 ITSET UL ANSTAT T Aeh I AP & Haror & faw
TEfd ALITY & AT AR FRATS WM TS 92T Aot gre ifafaas, ==,
ATt 3R oy feenfact & JraumEt & HTaR g S RIPrdd &1 FATT HEm 3R
s 39-Afad & dgd RAer~a ued g &1 dRE@ & s fear & fiaw amgs &+t 3Rd
SaTe &I

(2) dg AEH FaHT RFRAT FT FAUA ALIEY SaRT TSEIT GAA Ilofell g a1 FRAprad
SHT F FF T ¥ sFhT AT & iR FA8T fohar aram g, a1 S TS U AT gFe
CaRT YeTel fohU a0 FATUT & HJSE =81 ¢, 96 Fd ALIEY A1 Ay & [@erd oishare
& gHET 3N SRR FT FohaT B

(3) 3u-fafama (1) & Afed $o o 39 e W oWy 76T g9 S dY Isgry dRreT Arster
¥ & T g, 3R S TATYUA AT U2led JITeAT ¥ GaRT AfATH 6% Jraerm=r &
HTAR fohar e

1. 9T

ATHEIRET A Rbrrd [Faror Afwst & 3egar Rerar a1 RisRrdr # 1 9ed w1&, TR
A AR 3eTeh FATT HT Fiaem & v HrEf S Feaaiedd Ha & U Th dehare
fgerd foam g
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SH 3elral, 3uad Rad fFarer Rfaest & e, Risrasd Frafafaa aRfeafaat
H diedTel & FHET A SR A TohdT &

1) SR Ried &1 AU JHETd 10 % d8d TaUed e&c & a1y R dee & 21
feett & #TaT w1et g3m & a7

2) SIgT O TAUTy g¥e & Word Rierad &1 78 § 3R 21 Gar & fiax s @t
TET §3T & AT

3) WIfeoT ganT fafaafad el 3 dereT Iierer & @ Red & d@&9wr A, Sad
RIGRIT Tl U2 Iiotelr & W™ 38 aRT G el &1 3at & 30 feal $r 3afer &

foe sergersh W &l

AFUTT FEATET F U6 fFaor S e v §:

dlFgrer Frafeas

e fAfer faarmaAs 3R A arfgretor (Muh3RsE)
Zra¥ & grEar dd, 500, 308 85 dev

aiist 79, 78 Redl - 110029

Bl . - 011-40717900

FAe rdst— ombudsman@pfrda.org.in
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