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Customer Grievances Redressal Policy

This policy document lists various means available for our customers to reach out to us, our service guarantee
andtimelines by which we will try and ensure resolution to our customer concerns. This policy covers all the
services offered by I Money Pay Private Limited (hereinafter referred as I Money Pay)

Key Points:

e Customers remain the Key focus for all initiatives and strategies developed at [ Money Pay.

e Customers and their Feedback is treated as the most valuable asset for the organization.

e  We endeavor to simplify our customers life through our innovations and product offerings.

e Constantly evolve and invest in our grievance redressing systems for a seamless service delivery.

Our Commitment:

e Grievances will be dealt with utmost importance.

o We will try best to resolve any or all issues faced by our customers within the communicated time
frame.

SCOPE

I Money Pay Private Limited is authorized by the Reserve Bank of India under the Payment & Settlement
Act, 2007 to issue and operate Prepaid Payment Instruments as per Master directions on Prepaid Payment
Instruments. This policy highlights the mechanism and framework for customer protection, reporting and
resolution of issues reported by the customers using our services.

Applicability

The policy document shall cover the details of grievance redressal mechanism and the procedures, the
Company need to follow when such a complaint arises. The policy will apply to Customer Service Team,
nodal officer and other employees of the Company relating to grievance redressal process and shall be
applicable to all customers catered by I Money Pay. The policy will cover all the products and services
offered by the Company as a Prepaid Payment Instruments (PPI) issuer.

We Value your Feedback:

All customers have the right to share their feedback or complaint in case they find our services are not
meetingtheir expectations or are dissatisfied.

The Customers can send in their Queries, Requests or Complaints in the following ways:

Level 1

e Over Phone - Customer Engagement Cell: -Customers can call us on 011-45668248 (Call Charges
asapplicable apply), between 10:00 AM to 6:00 PM, As per Bank working days as notified in Delhi.

e Over Email: Sending us an email on customercare(@imoneypay.in

e Contact Us section: - Customers can choose the contact us section on our website
www.imoneypay.in or using the contact us option in the APP.

On receiving customer feedback, our executives would reach out to the customers and ensure that all
grievances are redressed within a predefined Service Level Agreement as communicated below:
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Sr. No Complaint Type Estimated Timelines (SLA)
1 Money Transfer - Load or | 3 Working Days for reversal or credits (third party transaction timelines
Send Money followed by leading banks)
2 Successful transaction but | 3 - 10 Working Days for reversal or credits (third party transaction
beneficiary account not timelines followed by leading banks)
credited
3 Recharge Transaction 3 Working Days
Failure
4 Travel & Ticketing Related| 3 Working Days for booking related concerns 7 Days for refunds as
Concerns some
airlines and third-party portals may have a higher turnaround time
5 Bill payment Related 3 Working Days
Issues
6 Online Shopping Related | 3 Working Days
Issue
7 Wallet related issues 2 - 5 Working Days
8 Prepaid Card Issues 2 - 3 Working Days

Acknowledgement of Grievances:

o Customer Engagement Cell will acknowledge the grievance immediately on receipt of complaint.
o The customer will also be kept informed on the progress towards the final resolution, or
communicate anydelays in redressing the concern

Customer Grievance Redress Escalation:
As "Customer Delight" our priority, we are committed to provide Best Payment Solution Experience to all
ourcustomers. We extend a level 2 escalation matrix to all our customers.

Escalation: Level 2

In case the customer is not satisfied with the
e Resolution provided by Level 1 executives
e Breach in the above-mentioned Service Level Agreements or timelines

The customer may choose to escalate the concern using the below mentioned methods

Write to us at:

I Money Pay Private Limited

Unit No. 205-A, 2nd Floor, NDM-2, Plot No. D-1,2,3 Netaji Subhash Place, Pitampura, Delhi-
110034

Contact Person: Mr. Abhinav Seth

Email ID: support@imoneypay.in
All escalations received with the required contact details at Level 1 (both phone & email) would be
addressed within twenty four (24) working hours and endeavour to resolve the same not later than 30 days
from the date of receipt of such complaint / grievance.

Escalation: Level 3

In case the customer is still not satisfied with the resolution provided or delay in response beyond the
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timelines communicated even after following the escalation steps at Levels 1 & 2 respectively, the customer
can escalate the concern to the highest level by:

Write to us at:
I Money Pay Private Limited,
Unit No. 205-A, 2nd Floor, NDM-2, Plot No. D-1,2,3 Netaji Subhash Place, Pitampura, Delhi- 110034.

Contact Person: Mr. Sukhdeep Singh

Email ID: nodal@imoneypay.in

On receiving the escalation, the complaint will get acknowledged within twenty-four (24) working
hours and endeavour to resolve the same not later than 30 days from the date of receipt of such complaint /
grievance.

Harmonisation of Turn Around Time (TAT) and customer compensation for failed transactions using authorised
Payment Systems

Failure could be on account of various factors not directly attributable to the customer such as disruption of
communication links, non-availability of cash in ATMs, time-out of sessions, non-credit to beneficiary’s account due to
various causes, etc. Rectification / Compensation paid to the customer for these ‘failed’ transactions is not uniform.

Harmonisation of Turn Around Time (TAT) and customer compensation for
failed transactions using authorised Payment Systems

SL .. A Framework for auto-reversal and compensation
Description of the incident . .
no. Timeline for auto-reversal Compensation payable
I 11 I v

Automated Teller Machines (ATMs) including Micro-ATMs
a  Customer’s account debited but cash not Pro-active reversal (R) of failed I 100/- per day of delay beyond
dispensed. transaction within a maximum T +5 days, to the credit of the
of T+ 5 days. account holder.
2 Card Transaction
a  Card to card transfer Transaction to be reversed (R) X 100/- per day of delay beyond
latest within T + 1 day, if credit T + 1 day.
Card account debited but the beneficiary is not effected to the

card account not credited. beneficiary account.
b Point of Sale (PoS) (Card Present) Auto-reversal within T + 5 X 100/- per day of delay beyond
including Cash at PoS days. T + 5 days.

Account debited but confirmation not
received at merchant location i.e.,
charge-slip not generated.

¢ Card Not Present (CNP) (e-commerce)

Account debited but confirmation not
received at merchant’s system.
3 Immediate Payment System (IMPS)
a  Account debited but the beneficiary If unable to credit to X100/- per day if delay is
account is not credited. beneficiary account, auto beyond T + 1 day.
reversal (R) by the Beneficiary
bank latest on T + 1 day.
Unified Payments Interface (UPI)

a  Account debited but the beneficiary If unable to credit the 100/- per day if delay is
account is not credited (transfer of beneficiary account, auto beyond T + 1 day.
funds). reversal (R) by the Beneficiary
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bank latest on T + 1 day.
Account debited but transaction Auto-reversal within T + 5 X100/- per day if delay is
confirmation not received at merchant days. beyond T + 5 days.
location (payment to merchant).
National Automated Clearing House (NACH)
Account debited despite revocation of  Customer’s bank will be
debit mandate with the bank by the responsible for such debit. 100/- per day if delay is
customer. Resolution to be completed beyond T + 1 day.
within T + 1 day.
Prepaid Payment Instruments (PPIs) — Cards / Wallets
Off-Us transaction

The transaction will ride on UPI, card network, IMPS, etc., as the case may be. The TAT and compensation

rule of respective system shall apply.

On-Us transaction Reversal effected in Remitter’s  I100/- per day if delay is
account within T + 1 day beyond T+1 day

Beneficiary’s PPI not credited.

PPI debited but transaction confirmation
not received at merchant location.

Whereas:

T is the day of transaction and refers to the calendar date.

R is the day on which the reversal is concluded and the funds are received by the issuer / originator. Reversal
should be effected at the issuer / originator end on the same day when the funds are received from the
beneficiary end.

4. It may be noted that:

the prescribed TAT is the outer limit for resolution of failed transactions; and

the banks and other operators / system participants shall endeavour towards quicker resolution of such failed
transactions.

5. Customers who do not get the benefit of redress of the failure as defined in the TAT, can register a complaint with
the Reserve Bank - Integrated Ombudsman Scheme, 2021 (as amended from time to time).
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OUR RESPONSE TIME

The following is a tabular representation of our turnaround time for specific types of queries:

Type Of Query Turn Around Time (in days)
Uncaptured Payment refund 1 Day

IMPS/NEFT refund 7 Days

Customer Feedback 2 Days

Auto revert of unsettled Rupay Payments 15 Days

Customer has recourse to “Reserve Bank Of India-Integrated Ombudsman Scheme,2021 for any
unresolved grievances or dissatisfaction to their claims.

Customer Liability in the event of unauthorized Payment Transaction

In accordance and subject to RBI guidelines and directions made available at
https://www.rbi.org.in/Scripts/NotificationUser.aspx?Id=11446&Mode=0 , a customer’s liabilityarising out
of an unauthorized payment transaction will be limited to:

Customer liability in case of unauthorized electronic payment transactions through a PPI

Maximum

S. No Particulars liability of
customers

Contributory fraud / negligence / deficiency on the part of the PPI
(a) issuer, including PPI-MTS issuer (irrespective of whether or not the Zero
transaction is reported by the customer)

(b) Third party breach where the deficiency lies neither with the PPI
issuer nor with the customer but lies elsewhere in the system, and the
customer notifies the PPI issuer regarding the unauthorised payment
transaction. The per transaction customerliability in such cases will
depend on the number of days lapsed between the receipt of
transaction communication by the customer from the PPI issuer and
the reporting of unauthorised transaction by the customer to the PPI
issuer -
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i. Within three days# Zero

Transaction value
or X 10,000/- per
transaction,

whichever islower

ii. Within four to seven days#

The Company
iii. Beyond seven days# would decide on a
case to case basis.

In cases where the loss is due to negligence by a customer, such as where he / she has
shared the payment credentials, the customer will bear the entire loss until he / shereports

Y . . . . .
© the unauthorised transaction to the PPI issuer. Any loss occurring after the reporting of the
unauthorised transaction shall be borne by the PPI issuer.
PPI issuers may also, at their discretion, decide to waive off any customer liability incase of
(d) unauthorised electronic payment transactions even in cases of customer negligence.

# The number of days mentioned above shall be counted excluding the date of receiving the
communication from the PPI issuer.

We at I Money Pay Private Limited caution the members of public and our Users not to fall prey to
fictitious offers and or unsolicited phone calls or emails asking for financial information or any other type of
personal information. It has been observed that fraudsters have resorted to defraud the susceptible public by
convincing them over a phone call to divulge details of the debit / credit card or their bank account
information in order to commit cybercrimes. Recipients of such communication fall prey to frauds or scams
perpetrated by individuals who impersonate to be employees of various financial institution and end up
compromising their confidential information andthat which is later on used by such fraudsters on e-commerce
and m-commerce platforms. We apprise you that I Money Pay Private Limited will never ask for the details
of your Account / PIN / Password / Full Debit / Credit Card number / Expiry Date / OTP / CVV /
Confidential Bank Account details or any other security/personnel information.

I Money Pay Private Limited has implemented a highly secured environment in order to avoid and check
fraudulent transactions — however it is important for customers to ensure that they exercise caution and refrain
from compromising sensitive and personal information.

Policy Review
The policy is reviewed on an annual basis and updated to incorporate changes as per RBI Guidelines. All

updates/changes to the Policy will be communicated to the relevant staff/relevant stakeholders on a periodic
basis. All such changes /modifications will be reported to the Board for approval.
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