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1. Background

PayU Payments Private Limited ("PayU Payments") is an RBI authorized Bharat Bill Payment
Operating Unit ("BBPOU") and acts as an intermediary between Billers/ Agent Institutions or
Agents and the Customers(end-users) by facilitating bill payments online as well as through a
network of agents.

PayU Payments has laid down this Policy in accordance with the Reserve Bank of India ("RBI")
notification bearing reference number RBI/DPSS/2023-24/111 CO.DPSS.POLC.N0.51114/02-27-
020/2023-2024 as amended, restated, clarified and modified from time to time ("BBPS Guidelines")
and the Standards for BBPS as prescribed by the Bharat Bill Payment Central Unit ("BBPCU/ NPCI")
and Procedural Guidelines for BBPS as prescribed by NPCI ("BBPS Procedural Guidelines") as
amended, restated, clarified and modified from time to time.

BBPS is an integrated bill payment platform which enables payment / collection of bills through
multiple channels (Mobile Apps, Mobile Banking, Physical Agents, Bank branches, etc.) using various
payment modes (UPI, Internet Banking, Cards, Cash, Prepaid Payment Instruments, etc.). The
transactions facilitated through this platform will require the bill to be fetched before payment
initiation. In case of transactions involving payments for prepaid services, the customer relationship
with the biller will be validated through the platform.




2. Values and Aims

PayU Payments values and aims to assure a transparent approach towards resolution of
grievances of customers and to achieve that PayU Payments has formulated and implemented this
CGR Policy. While PayU Payments aims to minimize the instances of grievances, this customer
grievance redressal policy of PayU Payments ("CGR Policy"), that has been approved by the Board
of Directors of PayU Payments, seeks to create a channelized approach, review mechanism and
prompt redressal of grievances of customers in a timely manner.

3. Scope & Applicability

This CGR Policy outlines a structured grievance redressal mechanism available to Customers for
resolution of their grievances through the “Canvas Portal” which is the Complaint Management
System ("CMS") of Bharat Connect (NBBL / NPCl) or through Agent Institutions/ Agents / Billers
and the manner in which PayU Payments shall redress such grievances.

4, Key Features

1. The grievance redressal process of PayU Payments for its BBPS customers as outlined in this
CGR Policy aims to:

1. be well defined, publicly disclosed and comprehensive.

2. be clearly and easily accessible to Customers through one or more channels that is NPCI,
Billers, Agent Institutions/ Agents and PayU Payments.

3. have provisions for resolution of grievances within the timelines as prescribed by NPCI
from time to time and specified in the CGR Policy at each stage of resolution.

4. provide to Customer the facility to keep track of the grievance throughout the
resolution process; and

5. have a well-defined escalation matrix with level 1 escalation being pre-requisite to the
next level/levels.

5. Team sensitization on handling complaints

PayU Payments' Customer support team undergoes training as may be necessary to ensure that
Customers' queries and grievances are handled in an appropriate manner. The support team is
encouraged to work in a manner which helps PayU Payments in offering effective and efficient
resolution which in turn builds the trust and confidence of Customers.

6. Updating of grievance redressal mechanism

At PayU Payments, Customer experience is one of our priorities. The Customer experience is
constantly analysed and remedial measures suitably implemented on the basis of grievances
received from Customers. Therefore, a mechanism is sought to be initiated for analysis and
requisite action at the grass root levels towards rectification of any recurring concerns or grievances




that may be identified. This helps in improving the overall quality of the service levels on a
continuous basis and allows PayU Payments to remain Customer centric in its operations.

7. Manner of Registering Complaints & Escalation Matrix

The grievance redressal mechanism of PayU Payments as elaborated in CGR Policy is based on the
following resolution and escalation matrix

Limited 9th Floor, Bestech Business
Tower Sohna Road, Sector 48
Gurgaon — 122002, Haryana, India

Limited 9th Floor, Bestech Business
Tower Sohna Road, Sector 48
Gurgaon — 122002, Haryana, India

Escalation Contact Details for Agent | Contact Details for Customers Resoluti
Levels Institutions / Agents / Billers on TAT
Level 1 Bill Pay  Support  Email: | Customer Support Team of the |03
Billpaysupport@payu.in respective Agent Institutions / | Calendar
Agents Days
For Chargeback related issues:
Billpaychargeback@payu.in
Nodal Officer Nodal Officer
Level 2 Email: nodalofficer@payu.in Email: nodalofficer@payu.in 02
Address: PayU Payments Private | Address: PayU Payments Private Calendar
Limited 9th Floor, Bestech Limited 9th Floor, Bestech Business Days
Business Tower Sohna Road, Tower Sohna Road, Sector 48
Sector 48 Gurgaon — 122002, Gurgaon — 122002, Haryana, India
Haryana, India
Customer Care Head Customer Care Head
Level 3 Email: carehead@payu.in Email: carehead@payu.in 02
Calendar
Address: PayU Payments Private | Address: PayU Payments Private | D3Yys

Customers shall provide the following details while escalating the grievances to the Level 1 (applicable
details), Level 2 or Level 3

@roo0 o

payment etc.)

Grievance Reference Number provided by Agent Institution/ Agent
Name of Agent Institution/ Agent
Date of first lodging the complaint with Agent Institution/ Agent
Response provided by Agent Institution/ Agent

Description of complaint/ grievance.
Transaction amount and Date (If Applicable)
Any additional details that the Customer may want to provide (such as screenshots, mode of
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Note: Customers (end-users) may also lodge a grievance with Bharat Connect (NBBL / NPCI) on
https://www.bharat-connect.com/support/raise-complaint-customer/

As per NBBL a unique identifier as “Complaint Identifier” (Ticket ID) will be assighed to each registered
complaint. The same will be auto categorised to ‘Disputes’ / ‘Complaints’ and assigned to BOU’s / COU’s in the
centralised system based on the description of the complaint

8. Grievance Redressal Process for Billers/ Agent Institutions

1.  Billers/Agent Institutions may reach out to PayU for resolution of any, operations, technical, or
production related issue or query.

2.  PayU has provided support by way of providing the following E-mail IDs
Billpaysupport@pavyu.in into its agent institutions, agents and billers for raising complaints wrt.
technical issues, such as API-related issues, tech queries, and errors and
Billpayoperations@payu.in for queries related to operations or any other issues.

3.  PayU through its dedicated team will cater to all agent/biller queries received on these support

email IDs.
4.  PayU, team will resolve the queries on the basis of the nature and severity of queries within the
above defined TATs.

Billers/ Agent Institutions will be provided with the option to escalate the complaint to the next
level within PayU Payments as indicated in the above escalation matrix in case the Customer
does not receive a resolution or is not satisfied with the resolution. With experience gained,
PayU Payments will also consider enhancing its overall care process taking into account needs
of Billers, Agent Institutions and/or Agents.

9. Grievance Redressal Process for Customers

1. The NPCI Complaint Management System (CMS) would facilitate registering and tracking of all
customer complaints and thereby CMS is the repository for the customer complaint data. NPCI
has provided a set of APIs of CMS to COUs for facilitating complaint registration and tracking.

2. The CMS will enable and support the centralized generation of complaint identifiers for tracking
and monitoring of complaints of the Customers in respect of BBPS transactions done at any
BBPS touchpoint (e.g., BBPS outlets, Agent outlets, kiosks, websites, mobiles or other
electronic channels provided by any BBPOU). The final redressal will be handled by PayU
Payments or billers as the case may be. The customer can raise a dispute against a transaction
in the Canvas Portal from the agent application’s platform or through the Bharat Connect’s
website ( https://www.bharat-connect.com/support/raise-complaint-customer/ ). The canvas
portal module has the provision of predefined options (drop down menu) where a customer
can lodge the complaint through the platform of Agent or Agent Institution for selecting the
appropriate option based on the nature of the complaint of the Customer.

3. When a complaint is registered with the respective agent application where the Customer has
made the respective transaction, NPCl through APIs at the Canvas Portal, allocates a complaint
identifier after validation of transaction identifier. The complaint identifier will be used as a
unique reference number for tracking complaints throughout BBPS.
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10. Customer's grievance reported to PayU Payments as Customer Operating Unit ("COU™)

1. The Chargeback Team receives chargeback-related queries from Agents, Agent Institutions, on
Billpaychargeback@payu.in.

2. The Team verifies the transaction status (successful or failed) through an internal dashboard.

3. For successful transactions, a ticket is raised manually by the Chargeback on the Canvas Portal
and routed to the respective Biller. The querying party (who had raised the query) is updated
accordingly on the same E-mail via which the query was raised. Once service rendered proof is
received from the biller, it is shared with the relevant stakeholders.

4. For failed transactions, the Chargeback Team checks the refund status. If processed, refund
details are shared with the querying party. If not processed, the status is communicated with
the querying party and the refund is initiated by the Finops Team.

11. Customer's grievance reported to PayU Payments as Biller Operating Unit ("BOU")

1. The Chargeback Team of Pay U Payments downloads the cases from the Canvas portal by
clicking on export to excel & notify to Billers via email for the payment proofs against the
customer grievance raised.

2. Once the Team receives the proof from Billers the Team verifies the proofs.

3. If the proofs are verified in favour of Billers the Team upload the proofs on Canvas Portal.

12. Redressal Process for Failed Transactions through Online Dispute Resolution

A ‘failed transaction’ is a transaction which has not been fully completed due to any reason not
attributable to the customer such as failure in communication links, non-availability of cash in an
ATM, time-out of sessions, etc. Failed transactions shall also include the credits which could not
be affected to the beneficiary account on account of lack of full information or lack of proper
information and delay in initiating a reversal transaction.

1. A dispute resolution framework is put in place by BBPCU for centralized end-to-end complaint
management system for all bill payment transactions, in compliance with RBI’s guidelines on
Online Dispute Resolution (ODR) System for Digital Payments dated August 06, 2020 and, as
updated from time-to-time.

2. Failed transactions are dealt with in accordance with the timelines prescribed in RBI’s circular on
Harmonization of Turn Around Time (TAT) and customer compensation for failed transactions
using authorized Payment Systems dated September 20, 2019, and Harmonization of Turn
Around Time (TAT) for BBPS operations dated March 27, 2025 and, as updated from time-to-
time.

w

. PayU Payments' internal process will be able to categorize the failed transactions grievancesi.e.,
a transaction which has not been fully completed due to any reason not attributable to the
Customer such as failure in communication links, time-out of sessions, etc. and these
transactions can also be reported to PayU Payments either by a Biller, Agent Institution/ Agent
or a Customer and the grievance redressal system should deal with them appropriately and
transparently.

. The Customer will receive a ticket containing a grievance tracking number for tracking the status
of the complaint. In case the failed transaction grievance is received through a Biller, Agent
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Institution/ Agent, the ticket containing the grievance tracking number may be provided to
Biller (for sharing it onwards to the Customer) or to the Customer directly.

5. The Customer will also be provided the facility to track the status of the grievance across the
channels that are implemented.

6. Customers can escalate the complaint to the next level as indicated in the escalation matrix
above and provide the necessary information (as mentioned under Para 7) while escalating.

13. Escalation to RBI Integrated Ombudsman

Reserve Bank of India (‘RBI”) has issued an integrated Ombudsman Scheme, 2021 on 12
November, 2021 (“Scheme”), wherein any customer may file a complaint under this Scheme
about an act or omission of a Regulated Entity resulting in a deficiency in service, either
personally or through an authorized representative for a complaint not resolved at PayU
Payments. More details on Scheme are posted at PayU website, please refer the link as
mentioned below:

https://www.payu.in/rbi-integrated-ombudsman-policy/

14. Disclaimer

PayU Payments shall not be liable for any failure or delay in its performance under the CGR Policy
caused by force majeure events such as acts of God, acts of civil or military authorities, fires,
epidemics, pandemics, floods, earthquakes, riots, sabotage or destruction of production facilities,
systems failure, technical mishaps, strikes, work stoppages, or any disputes such as industrial
disputes.

15. Policy review and updates

1. This CGR policy shall be reviewed at least annually or as and when required for incorporating any
regulatory changes or updates necessitated by business objectives.

2. This CGR Policy comes into effect immediately on approval by the board of directors of PayU
Payments and will remain in force until further reviewed and approved by the board of directors of
PayU Payments.

********************End Of Pollcy********************
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