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2. DEFINITIONS 

Board – The Board of Directors of PayU Payments Private Limited. 

Consumer – An end user who makes transactions through payment services offered by PayU Payments as a 

Payment Aggregator i.e., Online payment services (PA-O), Physical payment services (PA-P), or Cross-border 

payment services (PA-CB). This includes individuals who utilize payment processing services for their personal, 

family, or household purposes. 

Customer – A collective term that includes both Merchants and Consumers who avail services offered by PayU 

Payments across all business lines including PA-O, PA-P, and PA-CB services. 

Cross Border Payments – Payment transactions facilitated by PayU Payments under the Foreign Exchange 

Management Act (FEMA), 1999, that are not prohibited and include both inward transaction and outward 

transaction. 

Customer Grievance Redressal Policy” or “CGR Policy” – This policy document that outlines the structured 

grievance redressal mechanism available to Customers for raising their grievances to PayU Payments, and the 

manner in which PayU Payments seeks to redress such grievances in compliance with RBI Master Direction on 

Regulation of Payment Aggregator dated September 15, 2025. 

Grievance – Any complaint, dispute, disagreement, or dissatisfaction expressed by a Customer (Merchant or 

Consumer) regarding services provided by PayU Payments in its capacity as a Payment Aggregator and any 

deficiency in service delivery across PA Business. 

Merchant – Any service provider, business entity, or individual who is onboarded by PayU Payments and avails 

payment aggregation services such as Online Payment Aggregator services (PA-O), Physical Payment Aggregator 

services (PA-P), or Cross-Border Payment Aggregator services (PA-CB) offered by PayU Payments for facilitating 

payment acceptance from their customers. 

PA Business – The business activity conducted by PayU Payments as a Payment Aggregator, which includes: PA-

O (Online): Facilitating online payment transactions where payment instruments and acceptance devices are not 

physically present - PA-P (Physical): Facilitating transactions through Point-of-Sale systems where both payment 

instruments and acceptance devices are physically present - PA-CB (Cross Border): Facilitating cross-border 

payment transactions. 

CGR Customer Grievance Redressal 

ODR Online Dispute Resolution 

PA Payment Aggregator 

PA-O Payment Aggregator - Online 

PA-P Payment Aggregator – Physical(Offline) 

PA-CB Payment Aggregator - Cross Border 

RBI Reserve Bank of India 

TAT Turn-Around Time 

FEMA Foreign Exchange Management Act 

KYC Know Your Customer 
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PA Physical (PA-P) – PA that facilitates transaction(s) where both the acceptance device and payment 

instrument are physically present in close proximity while making the transaction. 

PA Online (PA-O) – PA that facilitates transaction(s) where the acceptance device and payment instrument are 

not present in close proximity while making the transaction. 

 

PA Cross Border (PA-CB) – PA that facilitates aggregation of cross-border payments (inward and outward 

payment transactions) for current account transactions, that are not prohibited under FEMA, for its onboarded 

merchants through e-commerce mode.  

PA Guidelines – The Reserve Bank of India Master Direction on Regulation of Payment Aggregator dated 

September 15, 2025, and any subsequent amendments, modifications, or circulars issued by RBI from time to time 

governing the operations of Payment Aggregators. 

3. BACKGROUND 

PayU Payments Private Limited (“PayU Payments”) operates as an RBI authorised Payment Aggregator under the 

regulatory framework established by the Reserve Bank of India (RBI). As a responsible financial service provider, 

PayU Payments recognizes the importance of maintaining the highest standards of customer service and 

establishing robust mechanisms for addressing customer grievances promptly and efficiently. 

The RBI Master Direction on Regulation of Payment Aggregator dated September 15, 2025, mandates all Payment 

Aggregators to establish comprehensive dispute resolution mechanisms, appoint designated officers for grievance 

resolution, and maintain transparent escalation frameworks accessible to customers. This Customer Grievance 

Redressal Policy has been formulated in strict compliance with these regulatory requirements and reflects PayU 

Payments’ commitment to customer-centricity. 

PayU Payments operates across three distinct business verticals: 1. Online Business (PA-O) - Facilitating digital 

payment transactions 2. Cross Border Business (PA-CB) - Managing international payment flows for 

import/export(inward/outward) transactions 3. Physical Business (PA-P) - Supporting point-of-sale and QR-based 

payment solutions. 

 Each business vertical presents distinct challenges and service expectations, and our customer service teams are 

specialized across these scopes to ensure precisely tailored delivery while upholding consistent excellence across 

all channels. 

This policy serves as the foundational document that guides PayU Payments’ approach to customer grievance 

management, ensuring compliance with regulatory mandates while upholding the organization’s values of 

transparency, accountability, and customer satisfaction. 

4. VALUES AND AIMS OF PAYU PAYMENTS 

PayU Payments values and aims to assure a transparent approach towards resolution of grievances of Customers 

and has, to that end, formulated and implemented this CGR Policy. While PayU Payments continues to aim to 

minimize instances of grievances, this CGR Policy, which has been approved by the Board, seeks to create a 

channelized approach, review mechanism and prompt redressal of grievances of Customers in a timely manner. 

5. SCOPE AND APPLICABILITY 

This CGR Policy outlines a structured grievance redressal mechanism available to Customers for raising their 

grievances to PayU Payments, and the manner in which PayU Payments seeks to redress such grievances. 

From a Consumer’s perspective, this CGR Policy deals with the grievances raised as part of the transaction life-

cycle which is generally described below: 

Business Model Coverage: 

5.1 PA-O flow: 
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5.2 PA-CB flow: 

• Import Transactions: 

 

 

• Export Transactions: 
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5.3 PA-P flow: 
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Applicability Scope: 

This CGR Policy applies to all payment transactions processed through PayU Payments’ PA-O, PA-P, and PA-CB 

platforms. PayU Payments shall comprehensively address all issues for Merchant onboarding and ongoing service 

delivery concerns, consumer transaction disputes, failed payments, refund and chargeback requests, partner referral 

channel service delivery issues etc. 

6. TEAM SENSITIZATION OF HANDLING COMPLAINTS 

PayU Payments’ Customer support team undergoes comprehensive training as may be necessary to ensure that 

Merchants’ or Consumers’ queries and grievances are handled in an appropriate and in time bound 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 Merchants and Consumers.  

7. UPDATING THE GRIEVANCE REDRESSAL MECHANISM 

At PayU Payments, the Customer experience is one of our priorities. Customer experience is constantly analyzed 

and remedial measures are suitably implemented on the basis of grievances received from the Customers. Therefore, 

a mechanism has been initiated for analysis and requisite action at the grass root level 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. 

Continuous Improvement Framework: 

7.1 Grievance Analysis – PayU Payments will perform monthly analysis of grievance patterns, Identification of 

recurring issues, Trend analysis for proactive issue prevention and Customer feedback integration for service 

enhancement. 

7.2 Performance Metrics – PayU Payments will regularly perform customer satisfaction scores monitoring,  

7.3 Policy Updates - This CGR Policy is and will be reviewed periodically as and when required and at least 

annually for incorporating any updates or regulatory changes. Such changes will be approved by the Board. 

8. CUSTOMER SUPPORT FRAMEWORK 

PayU Payments has developed a centralized framework for the governance of its customer grievance redressal 

process. This framework comprises quick response teams, monitoring of social media complaints on a real-time 

basis and other external CMS portal (RBI) that help in the tracking of Customer complaints which are monitored 

to ensure better Customer service. 

9. MANNER OF REGISTERING COMPLAINTS AND ESCALATION MATRIX 

 

Model 1: For Online Business & Cross Border Business: 

 

Escalation 

Level 

Contact Details Acknowledgment 

TAT 

Resolution TAT 

Level 1 Multi channels 

Website: Contact us page> 

https://help.payu.in/knowledge-center >Select category 

> FAQ > Raise a query. 

Chat Bot: “Chat with us” icon available on PayU’s 

website.  

Within 24-48 

hours 

10 calendar days 

from the date of 

issue raised at 

Level 1 

Level 2 Nodal Officer 

Email: nodalofficer@payu.in 

Address: PayU Payments Private Limited 9th Floor, 

Bestech Business Tower Sohna Road, Sector 48 

Gurgaon – 122002, Haryana, India  

 

Within 24-48 

hours 

05 calendar days 

from the date of 

issue raised at 

Level 2 

https://help.payu.in/knowledge-center
mailto:nodalofficer@payu.in
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Level 3 Customer Care Head  

Email: carehead@payu.in 

Address: PayU Payments Private Limited 9th Floor, 

Bestech Business Tower Sohna Road, Sector 48 

Gurgaon – 122002, Haryana, India 

Within 24-48 

hours 

05 calendar days 

from the date of 

issue raised at 

Level 3 

 

Model 2: For PA Physical Business (Direct Merchants) - QR Business/POS/Terminal Business: 

 

Escalation 

Level 

Contact Details Acknowledgment 

TAT 

Resolution TAT 

Level 1  

 Omnisupport@payu.in 

 

 

Within 24-48 

hours 

10 calendar days 

from the date of 

issue raised at 

Level 1 

Level 2 Nodal Officer 

Email: nodalofficer@payu.in 

Address: PayU Payments Private Limited 9th Floor, 

Bestech Business Tower Sohna Road, Sector 48 Gurgaon 

– 122002, Haryana, India 

Within 24-48 

hours 

05 calendar days 

from the date of 

issue raised at 

Level 2 

Level 3 Customer Care Head 

Email: carehead@payu.in 

Address: PayU Payments Private Limited 9th Floor, 

Bestech Business Tower Sohna Road, Sector 48 Gurgaon 

– 122002, Haryana, India 

Within 24-48 

hours 

05 calendar days 

from the date of 

issue raised at 

Level 3 

 

 

Model 3: For PA Physical Business Referral Merchants - QR Business/POS/Terminal Business: 

 

Escalation 

Level 

Contact Details Acknowledgment 

TAT 

Resolution TAT 

Level 1  

Referral Partner’s customer service team 

 

Within 24-48 hours 

 

05 calendar days 

from the date of 

issue raised at 

Level 1 

Level 2 Omnisupport@payu.in Within 24-48 hours 05 calendar days 

from the date of 

issue raised with 

PayU at level 2  

Level 3 Nodal Officer 

Email: nodalofficer@payu.in 

Address: PayU Payments Private Limited 9th 

Floor, Bestech Business Tower Sohna Road, Sector 

48 Gurgaon – 122002, Haryana, India 

Within 24-48 hours 05 calendar days 

from the date of 

issue raised at 

Level 3 

Level 4 Customer Care Head 

Email: carehead@payu.in 

Address: PayU Payments Private Limited 9th 

Floor, Bestech Business Tower Sohna Road, Sector 

48 Gurgaon – 122002, Haryana, India 

Within 24-48 hours 05 calendar days 

from the date of 

issue raised at 

Level 4 

 

 

Important Guidelines: 

 

mailto:carehead@payu.in
mailto:Omnisupport@payu.in
mailto:nodalofficer@payu.in
mailto:carehead@payu.in
mailto:Omnisupport@payu.in
mailto:nodalofficer@payu.in
mailto:carehead@payu.in
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1. Sequential Escalation: Customers are advised to exhaust the remedy at the numerically preceding level before 

escalating to a numerically higher level. In the event a grievance raised by a customer is not resolved within the 

turn-around-time specified for that level of escalation, then customer can escalate the complaint to the next level. 

Merchants/Consumers to provide following details for their grievance: 

2. Grievance tracking number /ticket number/reference number 

• Name of the Merchant/Consumer. 

• Registered contact details of the Merchant/consumer (email id, mobile number etc.) 

• Response provided at different levels. 

• Description of complaint/ grievance. 

• Any additional details that the Merchant/consumer may want to provide. 

3. PayU Payments endeavors to resolve a complaint within 30 calendar days from the day it has been raised by a 

customer/merchant. 

4. RBI Ombudsman Option: The RBI has issued an integrated Ombudsman Scheme, 2021 on 12 November, 2021 

(“Scheme”), where 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 an unresolved complaint. The concerned Customer also has the option to register a complaint against PayU 

Payments with the RBI under the Scheme. However, the concerned Customer is urged to approach the 

Ombudsman only if the grievance remains unresolved after exhausting all levels of escalation mentioned in 

this CGR Policy. More details on Scheme are posted at PayU Payments’ website, under the following link: 

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

 

 

The following part of this CGR Policy is split into 3 parts, which are:  

Part A: Grievance Redressal process for Merchants for all types of complaints  

Part B: Grievance Redressal process for Consumers for all types of complaints 

Part C: Grievance Redressal process for Consumers for failed transactions through online dispute resolution 

(ODR) 

 

Part A: Grievance Redressal process for Merchants for all types of complaints 

 

A.1 Grievances of any nature that a Merchant (across all Merchant categories without differentiation) has, are 

categorized and the redressal system has the ability across all the channels to lodge and redress a variety of 

grievances. The Merchant is able to file a variety of complaints and PayU Payments’ internal process is then able 

to categorize the complaints and deal with them appropriately and transparently. 

 

A.2 In case a grievance is not addressable by PayU Payments or does not relate to deficiency at PayU Payments’ 

end, the Merchant is suitably informed and guided to the appropriate party in the payment’s ecosystem. 

 

A.3 The Merchant receives a ticket id having a grievance tracking number for tracking the status of the complaint 

across all channels. 

 

A.4 The escalation matrix is provided in the manner as has been defined above:  

https://www.payu.in/rbi-integrated-ombudsman-policy/
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a) Level 1: Merchant’s grievance handled by customer service team 

i) Merchant can file a complaint through channels mentioned in escalation matrix. All complaints received are 

acknowledged within 24-48 hours from the receipt of the complaint and the unique grievance tracking number 

issued at all levels as applicable and resolved within the timelines as defined in the CGR policy that is, 10 calendar 

days from the date of grievance receipt. 

 

b) Level 2: Merchant’s grievance handled by Nodal Officer 

i) Merchant can escalate the grievance/ complaint to the Nodal Officer whose details have been set out above in 

escalation matrix  

ii) Merchant to provide the following details:  

o Grievance tracking number or ticket issued by PayU Payments  

o Name of the merchant  

o Registered contact details of the merchant  

o Date of first lodging the complaint with PayU Payments  

o Response provided by PayU Payments at level 1  

o Description of complaint / grievance  

o Any additional details that merchant may want to provide 

iii) All complaints received are acknowledged within 24-48 hours from the receipt of the complaint, the unique 

grievance tracking number issued at all levels as applicable and resolved within the timelines as defined in the 

CGR policy, that is, 5 calendar days for PA-Business. 

c) Level 3: Merchant’s grievance handled by Customer Care Head 

 i) Merchant can escalate the grievance/ complaint to the Customer Care Head whose details have been set out 

above in escalation matrix  

ii) Merchant to provide the following details:  

o Grievance tracking number or ticket issued by PayU Payments  

o Name of the merchant  

o Registered contact details of the merchant  

o Date of first lodging the complaint with PayU Payments  

o Response provided by PayU Payments at level 1  

o Response provided by Nodal Officer at level 2  

o Description of complaint / grievance  

o Any additional details that merchant may want to provide 

iii) All complaints received are acknowledged within 24-48 hours from the receipt of the complaint, the unique 

grievance tracking number issued at all levels as applicable and resolved within the timelines as defined in the 

CGR policy, that is, 5 calendar days for PA-Business. 

Note: In all cases, the grievance will be endeavored to be resolved by no later than 30 days from the date grievance 

is first reported by the merchant to PayU Payments at level 1. 

 

A.5 Grievance redressal process for: PA-Physical Business (Direct Merchants) - QR Business/POS/Terminal 

Business Merchant’s complaints 

a) Level 1: Raise on omnisupport@payu.in 

i) Merchant can file a complaint through the email as mentioned in escalation matrix and will be resolved within 

mailto:omnisupport@payu.in
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the timelines as defined in the CGR Policy, that is, 10 calendar days from the date of grievance receipt. In case of 

technical complaints, PayU’s customer service team will escalate the issue to POS vendor team for resolution. 

o All complaints received are acknowledged within 24-48 hours from the receipt of the complaint, and are 

resolved within 2 calendar days from the date of receipt for metro cities and 3 calendar days for non-

metro cities. This is as per agreed arrangement with our POS vendors. 

o All complaints which require engineer visit are acknowledgement within 24-48 hours from the receipt of 

the complaint, and are resolved within 2 calendar days in metro cities and additional 1 calendar day for 

non-metro cities. 

o All complaints which require a hard copy of QR print are resolved within 15 calendar days as per internal 

process framework. 

 

b) Level 2: Merchant’s grievance handled by Nodal Officer 

i) Merchant can escalate the grievance/ complaint to the Nodal Officer whose details have been set out above in 

escalation matrix  

ii) Merchant to provide the following details:  

o Grievance tracking number or ticket issued by PayU Payments  

o Name of the merchant  

o Registered contact details of the merchant  

o Date of first lodging the complaint with PayU Payments  

o Response provided by PayU Payments at level 1  

o Description of complaint / grievance  

o Any additional details that merchant may want to provide 

iii) All complaints received are acknowledged within 24-48 hours from the receipt of the complaint, the unique 

grievance tracking number issued at all levels as applicable and resolved within the timelines as defined in the 

CGR policy, that is, 5 calendar days for PA-Business. 

c) Level 3: Merchant’s grievance handled by Customer Care Head 

 i) Merchant can escalate the grievance/ complaint to the Customer Care Head whose details have been set out 

above in escalation matrix  

ii) Merchant to provide the following details:  

o Grievance tracking number or ticket issued by PayU Payments  

o Name of the merchant  

o Registered contact details of the merchant  

o Date of first lodging the complaint with PayU Payments  

o Response provided by PayU Payments at level 1  

o Response provided by Nodal Officer at level 2  

o Description of complaint / grievance  

o Any additional details that merchant may want to provide 

iii) All complaints received are acknowledged within 24-48 hours from the receipt of the complaint, the unique 

grievance tracking number issued at all levels as applicable and resolved within the timelines as defined in the 

CGR policy, that is, 5 calendar days for PA-Business. 

Note: In all cases, the grievance will be endeavored to be resolved by no later than 30 days from the date grievance 

is first reported by the merchant to PayU Payments at level 1. 
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A.6 Grievance redressal process for: PA-Physical Business (Referral Merchants) - QR Business/POS/Terminal 

Business Merchant’s complaints 

a. Level 1: Customer Care Team of the referral Partner  

In the current arrangement, PayU Payments and the Physical servicing partner have agreed that at level 1, the 

point of contact for the merchant for lodging any grievance will be the referral partner.  

o Partners shall prominently display comprehensive customer care contact information on their websites, 

mobile applications. This includes complete details of their customer grievance handling framework, 

designated nodal officials responsible for grievance redressal encompassing telephone numbers, email 

addresses, postal addresses, and other relevant contact information. The customer will be required to reach 

out to the partner at the first instance in case of grievance. The customer can send their grievance in 

writing by email or communicate it via telephone or send it through any other mechanism provided by 

the partner. 

 

o Every grievance received by the partner will be endeavored to be acknowledged, after the receipt of such 

grievance. The partner will initiate action to resolve each grievance expeditiously, preferably within 48 

hours of receipt. 

 

o The customer will receive a grievance reference number or another appropriate identifier from the partner 

which would enable them to track the grievance and to follow up with the partner, if required. 

 

o The customer will be kept informed, as necessary, of the action taken in pursuance of receipt of any 

grievance, the progress made by the partner towards the grievance redressal process, and/or the reasons 

for the delay, if any, in such process. 

 

o All grievances received by the partner will be endeavored to be resolved within a period of 5 days of 

receipt of such grievance. In case any grievance takes more than 5 calendar days, or any such time as may 

be specified by the partner to that customer, the customer will be updated accordingly till such time that 

the grievance is not resolved. 

 

o In case the customer does not receive a response to their grievance within the specified time from the 

Partner at Level 1 or if the customer is dissatisfied with the response received, the customer may escalate 

the grievance to the next level and reach out to the customer care team of PayU Payments for redressal 

by sending an email on omnisupport@payu.in 

 

b. Level 2: Customer Care Team of PayU Payments 

i) The customer will be required to send the following details by email to Omnisupport@payu.in 

  

o Grievance tracking number or ticket issued by the Partner  

o Name of the merchant  

o Registered contact details of the merchant  

o Date of first lodging the complaint with the Partner  

o Response provided by Partner at level 1  

o Description of complaint / grievance  

o Any additional details that customer may want to provide 

 

ii) All complaints received are acknowledged within 24-48 hours from the receipt of the complaint, the 

unique grievance tracking number issued at all levels as applicable and resolved within the timelines as 

mailto:Omnisupport@payu.in
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defined in the CGR policy, that is, 5 calendar days for PA-Business. 

c. Level 3: Merchant’s grievance handled by Nodal Officer 

 i) Merchant can escalate the grievance/ complaint to the Nodal Officer whose details have been set out above in 

escalation matrix  

ii) Merchant to provide the following details:  

o Grievance tracking number or ticket issued by PayU Payments  

o Name of the merchant  

o Registered contact details of the merchant  

o Date of first lodging the complaint with PayU Payments  

o Response provided at all previous levels  

o Description of complaint / grievance  

o Any additional details that merchant may want to provide 

iii) All complaints received are acknowledged within 24-48 hours from the receipt of the complaint, the unique 

grievance tracking number issued at all levels as applicable and resolved within the timelines as defined in the CGR 

policy, that is, 5 calendar days for PA-Business 

d. Level 4: Merchant’s grievance handled by Customer Care Head 

 i) Merchant can escalate the grievance/ complaint to the Customer Care Head whose details have been set out 

above in escalation matrix  

ii) Merchant to provide the following details:  

o Grievance tracking number or ticket issued by PayU Payments  

o Name of the merchant  

o Registered contact details of the merchant  

o Date of first lodging the complaint with PayU Payments  

o Response provided at all previous levels 

o Description of complaint / grievance  

o Any additional details that merchant may want to provide 

iii) All complaints received are acknowledged within 24-48 hours from the receipt of the complaint, the unique 

grievance tracking number issued at all levels as applicable and resolved within the timelines as defined in the 

CGR policy, that is, 5 calendar days for PA-Business. 

Note: In all cases, the grievance will be endeavored to be resolved by no later than 30 days from the date grievance 

is first reported by the merchant to PayU Payments at level 1. 

 

Part B: Grievance Redressal process for Consumers for all types of complaints 

 

B.1 The Consumer can file complaints against any Merchant or PayU Payments, and PayU Payments' internal 

processes categorizes the complaints and deals with them appropriately and transparently. 

B.2 In case a grievance is not addressable by PayU Payments or does not relate to any error at PayU Payments’ 

end, the Consumer is suitably informed and guided to the appropriate party/Merchant in the ecosystem. 

B.3 The Consumer receives a ticket id containing a grievance tracking number for tracking the status of the 

complaint. 

B.4 The Consumer is also provided the facility to track the status of the grievance across the channels that are 

implemented 
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Consumer’s grievance against Merchant reported to PayU Payments by the Consumer 

 

B.5 For grievances relating to Merchants, product liability, delivery, fraud claims (i.e., matters beyond the scope 

of PayU Payments’ services) the Consumer is directed to the relevant Merchant for appropriate action and 

the procedure provided below is followed (“Merchant Related Grievances”). 

B.6 The escalation matrix is provided in the following manner: 

a. Level 1: Merchant Related Grievance handled by Merchant (PayU Payments to redirect 

Consumers) 

(i) Consumers are able to file a complaint through multiple channels including a chat bot and 

“contact us” page available on the PayU Payments’ website. In addition, social media 

platforms also operate as an additional medium for the consumer to lodge their grievances. 

Details have been provided above. 

 

(ii) A ticket is created for every complaint lodged containing a grievance tracking number and 

the ticket will get communicated to the Consumer and the Merchant (as applicable) after 

lodgment. Such ticket also contains a grievance tracking number to be resolved by the 

Merchant within the timelines as agreed between the Consumer and the Merchant or as 

may be agreed between the Merchant and PayU Payments. 

 

(iii) Merchant is required to provide appropriate, transparent and efficient grievance redressal 

mechanism for Merchant Related Grievances that are received by PayU Payments. 

 

(iv) Consumer is provided with the option to escalate the complaint to the next level within 

PayU Payments as indicated below in case the Consumer does not receive a resolution 

from the Merchant. 

 

(v) All complaints received are acknowledged within 24-48 hours from the receipt of 

compliant, the unique grievance tracking number is issued and resolved within the 

timelines as defined in this CGR Policy, that is, 10 calendar days 

b. Level 2: Merchant Related Grievances handled by Nodal Officer 

(i) Consumer can escalate the grievance/ complaint to the Nodal Officer whose details have been 

set out in escalation matrix. 

(ii) Consumer to provide the following details: 

o Grievance tracking number or ticket, if any, issued by PayU Payments. 

o Name of the Merchant. 

o Date of first lodging the complaint with PayU Payments. 

o Response provided by PayU Payments at Level 1. 

o Response provided by the Merchant. 

o Description of complaint/ grievance. 

o Any additional details that the Consumer may want to provide. 

(iii) All complaints received are acknowledged within 24 hours from the receipt of compliant the 

unique grievance tracking number and resolved within the timelines as defined in the policy, 

that is, 5 calendar days for all scopes 
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c. Level 3: Customer Related Grievances handled by Customer Care Head 

(i) Consumer can escalate the grievance/ complaint to the Customer Care Head whose details 

have been set out in Section 10 above: 

(ii) Consumer to provide the following details 

o Grievance tracking number or ticket, if any, issued by PayU Payments. 

o Name of the Merchant. 

o Contact details of the Consumer. 

o Date of first lodging the complaint with the Merchant. 

o Response provided by Merchant at Level 2. 

o Description of complaint/ grievance. 

o Any additional details that the Consumer may want to provide. 

(iii) Consumers are to be provided with the option to escalate the complaint to the next level as 

indicated below. 

(iv) All complaints received are acknowledged within 24-48 hours from the receipt of compliant 

the unique grievance tracking number and resolved within the timelines as defined in the 

policy, that is, 5 calendar days for all scopes 

Note: In all cases, the grievance will be endeavored to be resolved by no later than 30 days from the date the 

grievance was first reported by the customer to PayU at Level 1. 

 

Part C: Grievance Redressal process for Consumers for failed transactions through online dispute 

resolution (ODR) 

 

C.1 ODR Framework Compliance: 

PayU Payments has implemented an Online Dispute Resolution mechanism as per RBI circular bearing reference 

no. RBI/2020-21/21 DPSS.CO.PD No.116/02.12.004/2020-21 dated 6 August 2020 and as amended from time to 

time (“ODR Circular”) read with RBI Circular on Harmonization of TAT and Compensation (“RBI TAT Circular”) 

bearing reference no. RBI/2019-20/67 DPSS.CO.PD No.629/02.01.014/2019-20 dated 20 September 2019 and 

amended from time to time. 

PayU Payments has implemented dispute resolution mechanism to handle payment related disputes for the 

transactions facilitated by it. The mechanism has timelines for processing refunds, assigning of proper reason 

codes, responding to chargeback, disputes raised against onboarded merchants, etc.  

 

C.2 Redressal process for failed transaction through ODR: 

PayU Payments internal process is able to categorize the failed transactions grievances i.e., a transaction which has 

not been fully completed due to any reason not attributable to the Consumer such as failure in communication links, 

time-out of sessions, etc. that may be reported to PayU Payments either by a Merchant or a Consumer and the 

grievance redressal system is able to deal with them appropriately and transparently. 

The Consumer receives a ticket id containing a grievance tracking number for tracking the status of the complaint. 
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In case the failed transaction grievance is received through a Merchant, the ticket containing the grievance tracking 

number may be provided to Merchant (for sharing it onwards to the Consumer) or to the Consumer directly. 

The Consumer is also provided the facility to track the status of the grievance. 

 

C.3 Failed transaction first reported to Merchant: 

 

Merchant is required to ensure that failed transaction grievances reported to it by Consumers are immediately 

redirected to PayU Payments' ODR system. 

 

C.4 Failed transactions first reported directly to PayU Payments: 

 

The escalation for failed transactions reported directly to PayU Payments (“Failed Transaction Reported to PayU 

Payments”) is provided in the following manner. 

 

Consumer connects with Model 1 support through the available channels and if resolution is not provided then 

customer can escalate the grievance to the next escalation levels (as mentioned above . Manner of registering 

complaints and escalation matrix.) along with the required details mentioned under same clause. 

All complaints received are acknowledged at the earliest, the unique grievance tracking number is issued and 

complaints are resolved within the timelines as specified in the RBI TAT Circular. The Compensation processing 

must be as per RBI guidelines and Final communication to consumer is provided with resolution details. 

******************************End Of Policy Document****************************** 
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