
PayU Customer & Merchant Grievance Resolution Matrix 

Part A: Merchant Grievance Resolution 

For merchant-related issues including transaction disputes, account problems, and technical difficulties. Our dedicated merchant 

support team ensures business continuity and prompt resolution. 

Manner of registering Complaints  

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  

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 

hours  

24-48  05 calendar days 

from the date of 

issue raised at  

Level 3  

  

https://help.payu.in/knowledge-center
https://help.payu.in/knowledge-center
https://help.payu.in/knowledge-center
https://help.payu.in/knowledge-center


Model 2: For PA Physical Business - QR Business/POS/Terminal Business:  

  

Escalation 

Level  

Contact Details  Acknowledge 

TAT  

ment  Resolution 

TAT  

Level 1    

 Omnisupport@payu.in  

  

  

Within hours  24-

48  

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 hours  24-48  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  

  

  

Part B: Consumer Grievance Resolution 

For consumer transaction issues, payment failures, and service-related concerns. We provide direct consumer support while 

facilitating resolution between consumers and merchants where appropriate. 

 

 

 



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  

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 

hours  

24-48  05 calendar days 

from the date of 

issue raised at  

Level 3  

 

Part C: Ombudsman Complaint & Contact Details 

If the customer is not satisfied with the response from PayU Payments (overall timeline 30 days), they may reach out to RBI 

Ombudsman after exceeding the overall time line by using the below details: 

• Complaint Portal: https://cms.rbi.org.in 

• CRPC Email: crpc@rbi.org.in 

• CRPC Address: Centralized Receipt and Processing Centre, RBI, 4th Floor, Sector 17, Chandigarh – 160017 
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Part D: Designated Officer 

Details of Principal Nodal officer responsible for handling merchant’s / customer's grievances are as below: 

Name: Mr. Vikram Rao 

Phone: 8796947711 

Email: principalnodalofficer@payu.in 

Note: Customers may refer to the Customer Grievance Redressal Policy for detailed information on the grievance redressal 

mechanism Customer Grievance Redressal 

 

https://devguide.payu.in/website-assets/uploads/2026/03/Customer-Grievance-Redressal-Policy-of-PayU-Payments-Private-Limited-for-Payment-Aggregator-PA-P-PA-O-PA-CB.pdf

