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Yo fAfY At s A wfaereor

Fferg=aT
TE fReet, 21 weady, 2024

der [Afer e i< fRewmr sider (sfemar it e s e (gar geneae) [faae, 2023

T frumemEi/12/smstes/139/1.—derw ffer At siw e sieeror sifafaem, 2013
(2013 T 23) it 1T 52 Fit IT-LTT (1) F AT (ST Il IT-GTT (2) F G (F) 3 g 14 FT IT-1T
(2) & @< (F) T Y& ARAT AT TN FId g, To [ier Afaammes o @ srieor uaegnr goe
fer faffams s A st (srfeemar i forrraa @1 FRamon) @R, 2015 § gorreas #7399 &
foro frerferfera AR ammar &, st -
1. == =T #1 Yaw [ AfFEmE e FEm it (sFfemar f e #7 FHewon) (@@=
Terrare) fafa=m, 2023 T STem

2. 3 QTTERIT TSI H Ieh TR1 0 At & g ghn

3. Yorr fAfer fAffemae s e st (srfsremar &t forerraa 1 fRarmon) BfRem, 2015, Taa-auT
I JATHLTE, (THF I8 & [Aaw % &9 | gafiq) #§ Fufieg gengy oo g
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|. ger R & RffEw 2 & So-REEw (1) F @ (@) 7 =rEr (i) F T@ 91" & T8 AT (i)
e sia:efoa i st

"(jii) AL-TCRTEY & FT AS aT AART AT TS, oA oTae FHATAT T TP Y9 TOITAT F eaqdid
Tt fepa 2r;"

1. 7 RAffget F RAfREw 3 % sy-faftew (1) # Fergar sfaentg B s :

“3, e Ao . — (1) ¥ wegadt, s & T For yorrett = =31 yrtesr gy ARt w
qv Yo =R F et gl =q At #§ sfeafua forraa fMaror ifa 1 s wwihn g g
TOITET 3 WTAT §, TS GO TOTTeAT ~3T8, WeTad! 3T =T TH1AT & (o0 & T forrmaa fRameor {ifa
q Fatera faega fRaAeer s aframd FRatia wom, S B 4 § By =maw ad ortae g
T ag 89 fUwIa Taed Tumet! & o7 ITETdT SR To® Feqadl & qT STT9ardar =l forwmadl &
AT  forT a1 g SIqATed J11d g1 SHH SATHETarat f frwmaq & Farwor & forg a7 w2 g i
THH UF qS T TqL T ATAHIL AT g, o =6 i § Heifa sroearsti 7 T wear &
foro forsrrera fRaTeor srfaerrT & =7 ® yeATaa T SToem gees sfafeh, gt Yo yorrelt & gvafea
HEAAAT % FGIT FIEATAT, TITT FIITAL, HIATLE FEATAT AT T HIITAT o ATATETh SHAT TedT TET AT
TS FIATAT AT g § I FATAT AT 4% & (o0 S fOwmd Feawr sfgswrT & 7 § 9rHg v
At grem”

. e fafa=t & fAffaw 3 F Su-fRAfaew (3) it Mergar sfaenfia R s :

“(3) wrfersreor g AR o daw yorelt e sew Yo =R & foro v ey forrraa e
it =, srtafeer & sraemE g AfweTeT geaadt a1 TS AT AR g, ITIEETor 3T e gorT
TUTTEAT =T T, STt R 21, 9T SITua sfiT AT & O sfiT |9 f=awor & |1 siaiie formaa
fRaTor 3 & AE2or i THEAT F qrasti=® AT ST’

IV. e fAfaawt & fAffaw 4 ¥ g2 (3°) it Ruger sfaenfa B s :
“(S°) HeFAdT AT HATAT TLRTE AT TohelT o= TaTs, ST ATAAH % TTALTHT 6 qgd ATHerTea af, 3T

ITFSRTOT ST TS YT TOITeAT #3783l Fofy ST ATt ar-2qa 7 forwraa fameor fifa & Foew a9z v
TTY Iod ;"

V. g7 fafaast & R 4 % @ (71) it Rugear afaenfea B s

“(=r) JTfersReor gTeT fAfaata TP Serd WOTTeT S ST YerT FSTATsl o STeaiid AT arell Tedsh Heqadr
ZTET ITTEROT 3T TP 9 TOTTeAt +aTe &1 ASH ST Tl Teeh ar ey forrraa fRamer ifa =,
TEIAAT AUAT ATHTZE T TTA o AT gF ATASI (A & T Tohe FAT ¥ 30 BT, S 3fT w7 dafaa
BT AT § THRT19T Hal”

V1. 7 fafaat & fAffaw 6 & se-Rftew (7) F Ferger sienfia BT s :

“(7) =t Trewrasar sraet forERTaat & Memeor 7 sy g7 a7 feaa &S wd & qi & A 9 a®
HEAAT GIT IHHT THATLTT gl AT TAT g1, a7 ag [A=aw 10 § [fRT yEgmt & oaqaw age 99=
TUITEAT =T o 9T (9T frhTra &7 97 JehaT g1 Tfe T g9+ JurTett =ama § forshraa aifa o are
forwTa 1 fRaTeer /gt grar &, v forwraa i arte & Thie Rt £ srate a6 g 97 et et

forsrraat & e F e o F 9 = v F forw Ryt gaamete F e ol aee =
qHAT gl
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T, TH I-TATRIH F ITALTH T AW Aol g1, S T RTd e GO TOITeAT =376 | &y Safarad ar
A TRET o7 Heaadt & qvaieerd qgl afl

R, T ATTIR e forwrara €er gt Soe sorreft wame % g g oY Rl sty wewadt F ffeg A
21, a1 e ST yorreft ware srfdrarar & forraa w1 3tEa % @ s fRat & quamaty F ofiaw

fameor T s af foerrra 1 Ramor 921 grar €, ar feerraswar sty forwrat e F o

SOAT TTAA&T ATHATA I 9T T &, [oraent =fh ITTERr g7 =9 AfFaeT & sfeaiia faawmraenar r
forwTarat % e % forw, arfeer gT =0 sy g et sata § gataa s & o & =i g1

VIl.ger fRfaeat ¥ At 7 % g (%) Fr Aergar sfoeaa BT s

"(F) Star wrfarr gy AR i weredt =1 s F forswraasnat £ asft forrrat w1 aureme w7 = gt
VIII. g7 fafaast F R 7 % €@ (7) # Fergar stoeta B s

"(F) T FTIL AT TE TIA I ATHRATA 6 00T | I fOrhraraenal &1 oTavrd w7 fQar T ar e

U, HHTT (FAISTY) e &R AS1 29T, STa ATshoTer AT TaATHe qaed 3, WrHer & a7y, Aty aata
& IYLIA T, AT AT [ALIET 1AL FIA f AqAIT <F 2l1”

IX. Fea AfFeEt & f[fFaw 9 & Femga sfaeniaa BT s

“9. freew (yorreft) it srieTd. - forsrera fameor AT & siata ferwrasran(s) g AtaeTes dste,
forspraat it Rafa 1 F2w, sraters Rare o #3 siie st & wfareor gy Ratfa G smar e, %
forT wter yomeft (Freew) same Y srostn) soret v 7 giRtea w2 % oo ff dam G s

IEERT ITTEHIOT T LT G TUTAT =T AT TUTSAT 6 a1 [qaver €7 § Wehigha a1 S 796, 547 6
TEI-FHT 9% YT g7 eiia B srar gn”

X. 77 Rt % [ 10 i Regar afaentia BT s

“10. THT Y9 YOIt ~me i feRrEEt wr Swer, - (1) Fwre ofF sfeerar ekt foerrea @ Aarer
TFeadt T A It g At At & o9 oAt % Fae 7t B = g, A1 S B "eradt (g
T WOITEAT =T & ATAh) GTT Y& FohT 10 S\1ens & |6q% 981 21, 98 UHT Hegadi §eT & f6eg
TEA FaqT YOIt =9 # fORmaa a1 T Tl g1 T Y9 YOSl ~I7T8 39 Iardr g i1 TS
forsrTara & fRameor & forg detara wegadT & AT /0 FEm TP Yo TuITet = Aferfeay F graem,

i, ARt s @y fReragent & sqaTe At¥Erar it foewmEd w1 [amer #3 oi =9 3u-AHaw *
et TR ITH &1 1 [ater & e faai & sfae srSarar & aqi=a &9 8§ 39 a7

(2) o rfsraTar it fersraa &1 Ao g T TOTeT =T ST a6 At ' e
ot & fraT weaadl gy At fFaT ST 8, AT S TP S9rd YOIt =T g7 R R T 6 &

QL 5l 8, g HATd HeTAAT AT THTS & (965 ATHRITA o TTH AT HT FHT|

(3) Su-fafaem (1) # sfeafea FrE «f a1a UHY fosmaa o= W) 927 g ST TTEE F9rT T+
HTer o 8, ST SHaT THTeT TP 9 Tl =18 Z1T A= 6 F STl & SIqare AT S
XI. 77 Rt & Affaw 12 % so-fR’fFew (3) F @< (i) F Femgar sfaentag B s :

"(ii) T =tE o =t B, s, a1 Gom % o § 9w JI9 ST AqAT g, STeqer g " AT
LU

XIl. 77 gt & [ 13 F @ (1) F S9-% (jii) Fr Remga sfaenfea BT s

"(iii) fafer, fa=y, iaTee 7Taer, sTforTe, U, TEU AT TTA & & ¥ A9 F19 o7 9 ¥ 77 79 99
T AT 2"
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Xl g7 fafaast F R 14 % €< (i) Fr Femgar sfoenta e s

"(ii) TTF AT AT ATAF ATl H AT g v d9r & T g AT oeew wag 7 el sEred,
fafaamas o et s STfersReer g7 AT 9% | ST Hls Tadd saer I har 147 g1 4T e
ATl & ITHT=q Y [T 4T 2"

XIV. e Rffgst & Rf{aw 14 #1 9@< (iv) g2 s,
XV. 7ex Rt & Rt 14 F 9@ (v) Ft Remgar st G s

“(v) TTSTT YT TOITSAT o et fohelt geaadt a1 ariereneor g fafaafaa Bt s dom = & sraterT
 quiehTiere fHeer TT 81 9 (Horh % &9 | wai<h g1+ T fafer & a7 a9 1 srater =i 72 g2 2n”

XVI. ger fafaast F Rffaw 15 % sg-RfFew (2) # Fergar sfaentag B smo:

“(2) Su-fafaTs (1) & &t o 919 & 1 gU T, ITTEFor, AT & FH § FH T el 6l forrad
FITEH T AT ITH TG § &F TTCATHE Sh ST HAT3N il THTH HT ThaT g

T AR & 9re TR AT g, 9-fafFEe (1) F seavia EfAfEe sEta S aa s § ager, ST #i
i = § 0 & w7 fiF 78 it i T a7 396 T7 § AT T AT 97 e Fw AEHT
LR

g 7% T Afe AT, 9% g F3A & oI ST Aol @ AT IH TET AFEL 4 A1a9(E aeaq 14 § &

TS FTs AT STTRAAT SEH TS SATAT & AT SITIAFTT o e F T ATHATA hl HATAT I THTT FIT il qTh
S| ATHATA T AIEH T FF 6 918 IH Fle GIATHE T&TT 0T g TAFHLT I FHle dredqdr qgt
BIIT 3T STFEreRor stfsrararstt « f5a # I TIF I T&rd Uah A< ATHITe HIh T T’

XVII. g7 faffawt & e 17 % se-Rffaw (3) &t Femgar wiaenfig BT s

"(3) wTtasRer g fafAfde & afafs, Faaias AEdre 39 Gl SIedl &7 TANT 3T F1a1 &1 [agd
FT, ST 39 [ATHIAT F Feaiiq AT § Wied gl

XVIII. gex fafagst & fafaaw 20 #r Fferga sfaenfa e s :

“20”. AHAT BT ATHTT TRAAT Sl . - w0 6 Referfed et sie F1 gil-

() et oft wegadt a1 3w & fEgp femat #1 are war s & ARt § [{fde g s o
frFrat 97 A= FwAr o oy fAfRaw(E) F aqaw St qHEa F AW ¥ 390 GHEE o
TETIAT T&TH AT, 3T

(@) TaeAtTT &t fEaerar & Fufa o vt forrraat a2 srfarfaorr =
XIX. yer fAfaast & RAffaw 21 & sg-R_fFw (1) F @ (%) # Fegar sfaertag B s :

"(F) STTETOT & TR F AT FIATAT o (7T TF AT aoie TATE AT AT AR aoe F TTaemi
1 T § ST IHH ATA AT FHIAT,"

XX. 7ex gt & A 22 F su-RfRaw (1) F @ (F) Fr e ket BT s :

"(%) 39 TorTaasar g, SRt forewraa 1 e Ry 10 % seavta g G YOIt =T o 9TE
foreRTra SIS o e fodT & fax 98t T = e
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XXI. yer At F AT 22 & sg-R_fFw (1) F g (@) w1 Rugar st BT s :

“(=) oY forarmaaerat g, T #irs forspraa e g Sora sorelt =me % g fY 7 v o7 s e
& HITT IHHT THTTT Tl ol 2, 7"

XXII. ger Rt & Rt 22 % su-Rffgw (3) & @ (F) i Rengam sfaenfd G s

“(3)(F) T T T TorshTaraeral 7 Tfaa SATshdTer F UTH STl 2 & Ul Haterd TaTs (797q TR 49
JuITeAt AT wTfEEReer geT AR BT s Yam =R % seasta Hemadl AT THTs) ST AT
forwrra & g forfera forrmara 92t 4t 21 oiie "&taa e 7 forepraa &1 swdha &< far gr a1 forswraaesar
T HATT THTe gRT I frwra wta g & fw =R f safy F ofrae w9 98t e g
forwTIasRal Haterd TaTs T 39 QU U IqT | T Al 2T 3iT IHF a1 FAUFHTAT T ST Gord JorTedt
AT | ST AT BT AT fORraashal 1 T Y90 TSt ~I7T6 F THI &A1 it &ty & da< Fre 39
TEt 0T g7 a1 Stet forsraa g Yo gorrett e % e fFeg f 7 21 iw Gt s weaedt ¥ el
Tl &1 T 2, 3w T AT A srafer F fiaw saer fRarer 92 gan 2y s s fRu v 39w & wqy a8t
g, a1 ot & sam,;”

XXII. ge7 Ffaaet F RAffaw 22 % s9-fafaw (3) ¥ @ (@) 1 Regar vikaerfia @R s :

“(@) T T & srdrer fAafR=w 10 77 @fR=w 6 F srvasta, ST T 919t 31, T T9H TOITeAT =ATH % 39T
#¥ e &t At & swrer dqreta et & faw ar g e Yurrelt =aTe o 9T wideed a7 forwra
e A7 Tty & e &t it qur & a1, S St GTHar 21, o9 Gareny &l & Hiaw Aai r T2 @l 37
I Tideaad a7 fARET & Hils IO gl I gl &l

T AT, T T A F foru AR aag-dir F are off foreradswat g vee G T gty
LT AT AT & AT off srfier ux o= T @erar g1 ArRaTer Rt T oTfier T, SeATh1e T 9haT g,
ST g q9= T 9 g & af 3T gl o, TAT TH AR 6 HILTN I (T erd | ST (AT ST,
XXIV. qez Afagwt & Rffaw 22 % sa-R’fFew (3) F @ (M) F Rengar sfaerfia BT s :

"() AT et SHT FAvT-aweq & gEateed 21, e Fuem a1 Mo ot fOesT Frar § 91
HEET AT HATAT ATHITA GIT AT AT 9T, AT T8 SHT L & el (aug-aeq & Haierd eI {Arhraashar
o A7 fohegl o ToraTaasharett a7 fohegl o T&71 & ITH g< &f AT el gs ah;"

XXV. 77 fafaaat & faftas 23 F su-Rfaaw (2) w1 @ wigs FRumgar sfaenfoa B s
“oiq T2 AT T =8 I9-fafRae & qreagm Arewarer g qriEsner v A W g A7 R 0 a6 F qay

H AT AT & O &1 q@Erse giga FhET 9EET 91 FHER-IF # T S A1 T e, 6
(FTTH) STTAT TTTEHTOT o THET SHAT I /0 ST F &aer | AN A5l girl”

XXVI. ger fafaaat % faftaw 24 % so-Rfagw (2) #°r Mamgar sfoenfa G smom:
“(2) Ffx Fafaa aeAt F S FIT WZEIU THATGT IT IEIREF FAT g1 A1qT 8, S an) Ffazwi &

TTALTHT % STeaiid AT g, Al ATHATT 39 THATT T FL 6 Ha9 § Il (ot & o &= # fia<

fAofr o F o7 39 i & &7 &t T orat & AqETE TAERT Il SO JITAcAl T AITAT Heel T
e Tm”

XXVII. g fRfaat ¥ faftaw 25 & se-fRftaw (3) #r Femgar et B s :

“(3) STET SrehdTe T 3T AT oy, Afdqfc oY =47 dfgd a9 ar@ &4 & ffde g ar var #=oi qfe
& oI STfershor &7 9T SITUAT 9eATHT 86T Saed et 1 g4 & 972 [=org 67 I 77 398 Jaaa
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T THAT gl UH WA §, fAaw 28 § U 70 Yrae = % ST FIE =TT Agl AT SITuIr e arid
TR0 T sraer % aeg Siasga et ~ATATreeRaer § Srdier sl ST Feil|”

XXVIII. 7 fAfagst & RAfRaw 25 % sy-faftaw (4) #r Femgam sfaentaa B s :

"(4) TR SO AT iy defe qersTl % are 39 A % sreantd 39 "afed arfct w @ R F
forT s

XXIX. Rffasr 27 % shids st Remga sheenfea T s

“27. ATHATA & GHL FAATRL.-"

XXX, 77 fafremt & Rt 27 F sv-Rffaw (2) w Remga st G s

“(2) =R TH AT H O ST R AT qeAt ST HreAT By TEqd A o1 Wik gars i 9 A
TAFCI = 3 RfSreer Ateaw wfgd afverfad sxarasti T s I & AL 9% ware Garrerd o
ST

TR, WITE® FrEats | fOammaasar i Safefa sraes® T21 gl SiiY AT T ad Tearasii o 37+
ATHIAT o T8 q¥ =i of g’
XXXI. geg fRfFawt & AR 28 & Su-RfFaw (2) F wigs # Regar sfaenttg BT sme:

‘O ITTEREOT T TEATIHG Ta6T A= & oI saed F3d arel 987 ZIT T3Td FHI0T AT e Tqa
e a¥ fafAfde aua-dr & arg off T strees ox B= &7 9ar g T2, Seer 91a g i g=eT
H TF |1 et fam At srater & weanq et ot qafd= i w=ewe gt o srom”

XXXII. g fafewt & fafaw 31 F Sy-Rffaw (1) F 1 Rurgar et BT s

“31. FATAT IRAT X EqTESil | AT & fFaer i weidha faar s, - (1) T So yorreft
Feata i wrferseer g fafFataa Gt s YoM TSt & siasta wegadt a1 TSt e

ATERTEY T ATH, T4T 3T T FAaor, UE HeAadl aA7 Tohrs & iqe Tefod FH sfi¥ v g1 Irfarawor
T AATAMRE ArwaTe, g T srqe =t gIT fOewmrd &t S 8, &1 979, 947 3% 8§94 faawor
T TR FIMT, ST 7g TAAT IThT AqHTEE Algd HEATAT TET H TH THT F A UH £79 I T 9h
=7 ¥ yefota &t Srustt, Sores S fwraters ahET § o arer AfSeTar 39 9¥ uGiy §9 ¥ 1 € genl”
Tlo XTI HETedl, TeqeT

[E=Toe-111/4/314T./762/2023-24]

1. Yor e fafRamee o A arfeeeor (srfsamar it &1 ffemon) [FRTw, 2015 sa #

TSI | ATELAAT F&AT TURAE [0/12/37S1ue/139/1 % Areaw & faais 29 S=a+t, 2015 v
EENIT AR Ll

2. Yo fAfer fafaamaes e A srfareRor (srfsramar & forema &1 e (woaras) B,
2022 WA % 99T § ATGEEAT AT HURARS0/12/M7sua/139/1 % areqw | faqr®
24 W, 2022 T TRTTAT F T o |

3. Yo fAtar s iz G wridewor (srfemar f o #1 R ("enree) &R,
2023 WA & TS9O § ATEAAT HLAT TURAE0/12/AS00aA/139/1 F dredw | f&Ai®
27 7T, 2023 T THRIToa fhw w9 |
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PENSION FUND REGULATORY AND DEVELOPMENT AUTHORITY
NOTIFICATION
New Delhi, the 21st February, 2024

PENSION FUND REGULATORY AND DEVELOPMENT AUTHORITY (REDRESSAL OF SUBSCRIBER
GRIEVANCE) (SECOND AMENDMENT) REGULATIONS, 2023

No. PFRDA/12/RGL/139/1—1In exercise of the powers conferred by sub-section (1) of section 52 read with clause
(d) of sub-section (2) thereof and clause (f) of sub-section (2) of section 14 of the Pension Fund Regulatory and
Development Authority Act, 2013 (23 of 2013), the Pension Fund Regulatory and Development Authority hereby
makes the following regulations to amend the Pension Fund Regulatory and Development Authority (Redressal
of Subscriber Grievance) Regulations, 2015, namely: -

1. These regulations may be called the Pension Fund Regulatory and Development Authority (Redressal of Subscriber
Grievance) (Second Amendment) Regulations, 2023.

2. These shall come into force on the date of their publication in the official gazette

3. In the Pension Fund Regulatory and Development Authority (Redressal of Subscriber Grievance) Regulations,
2015, as amended from time to time (hereinafter referred to as ‘the principal regulations’), the following amendments
are made.

l. In clause (i) of sub-regulation (1) of regulation 2 of the principal regulations, a new explanation (iii)
shall be inserted immediately after explanation (ii) as follows:

“(iii) any other employer or entity in the non-government sector which has covered its employees under
National Pension system;”

1. Sub-regulation (1) of regulation 3 of the principal regulations shall be substituted as follows:

“3. Grievance redressal policy.—(1) Every intermediary under the National Pension System and any other
pension scheme regulated by the Authority shall follow the grievance redressal policy as laid down under
these regulations. In case of National Pension System, the National Pension System Trust shall lay down
detailed guidelines and procedures for a two level grievance redressal policy for intermediaries and other
entities with minimum conditions as referred to in regulation 4 and shall be responsible for the overall
grievance management system. Every intermediary shall have in place a board approved policy, for redressal
of subscriber grievances. It shall have two levels for the grievance redressal of subscribers and shall comprise
a senior management level officer to be designated as Grievance Redressal Officer for compliance of the
requirements laid down in such policy. In addition, every branch or authorized office or centre other than the
central office, head office, corporate office or principal office of the intermediary dealing with National
Pension System shall also have an officer nominated as the Grievance Redressal Officer for that office or
centre.”

1. Sub-regulation (3) of regulation 3 of the principal regulations shall be substituted as follows:

“(3) All such grievance redressal policies for National Pension System and for other pension schemes
regulated by the Authority shall be filed with the Authority and the National Pension System Trust as the
case may be, by the intermediary or entity or person governed by the provisions of the Act and details of
internal grievance redressal mechanism, along with the address and contact details of Ombudsman shall be
placed prominently in public domain.”

V. Clause (e) of regulation 4 of the principal regulations shall be substituted as follows:

“(e) details of turnaround times shall be clearly laid down in the two level grievance redressal policy to be
filed with the Authority and the National Pension System Trust by the intermediaries or respective
Government or any other entity governed by the provisions of the Act;”

V. Clause (f) of regulation 4 of the principal regulations shall be substituted as follows:

“(f) every two level grievance redressal policy to be filed with the Authority and the National Pension System
Trust, shall be placed in public domain, including its website and displayed in Hindi, English and other
applicable regional languages by each intermediary under the National Pension System and other pension
schemes regulated by the Authority.”

VI. Sub-regulation (7) of regulation 6 of the principal regulations shall be substituted as follows:

“(7) 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, he may escalate the grievance to the
National Pension System Trust in accordance with the provisions contained in regulation 10. If the grievance
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VII.

VIII.

XI.
follows:

XII.
follows:

X1

remains unresolved after its receipt at the National Pension System Trust, on the expiry of a period of twenty
one days from the receipt thereof, the complainant may file an appeal with the Ombudsman for redressal of
the grievances of the complainant, within such period as has been specified for the purpose.

Provided that provisions of this sub-regulation, shall not apply where the complaint is directly in relation to a
grievance against the National Pension System Trust and no other intermediary.

Provided further that where the complaint is directly against the National Pension System Trust and no other
intermediary, the National Pension Trust shall resolve the grievance of the subscriber in the manner and
within the period of twenty one days and if the grievance remains unresolved, the complainant may file an
appeal with the Ombudsman to be appointed by the Authority under these regulations for redressal of the
grievances of the complainant, within such period as has been specified for the purpose.”

Clause (a) of regulation 7 of the principal regulations shall be substituted as follows:

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

Clause (f) of regulation 7 of the principal regulations shall be substituted as follows:
“(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.”

Regulation 9 of the principal regulations shall be substituted as follows:

“9. System requirements.- The grievance redressal policy shall provide for automated systems to enable
online registration, tracking of status of grievances by the complainant(s) and generation of periodical reports
as may be determined by the Authority. The system shall also be designed to ensure that it can integrate
seamlessly with the system of the Authority and the National Pension System Trust in the manner as may be
determined by the Authority from time to time.”

Regulation 10 of the principal regulations shall be substituted as follows:

“10. Escalation of Grievance to National Pension System Trust.- (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.

(2) 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.

(3) 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.”

Clause (ii) of sub-regulation (3) of regulation 12 of the principal regulations shall be substituted as

“(ii) a person having special knowledge and experience in the field of law, finance, economics, or pension, to
be nominated by the chairperson;”

Sub-clause (iii) of Clause (d) of regulation 13 of the principal regulations shall be substituted as

“(ii1) having special knowledge and experience in the field of law, finance, corporate matters, economics,
pension, management or administration for a period of not less than ten years.”

Clause (ii) of regulation 14 of the principal regulations shall be substituted as follows:

“(i1) has been convicted of an offence involving moral turpitude or economic offences or in respect of whom
any adverse order has been passed by a court, regulator or any other authority involving professional lapses
or who has been discharged from services;”
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XIV.
XV.

XVI.

XVII.

XVIII.

XIX.
follows:

XX.
follows:

XXI.
follows:

XXII.
follows:

Clause (iv) of regulation 14 of the principal regulations shall be deleted;
Clause (v) of regulation 14 of the principal regulations shall be substituted as follows:

“(v) has been a whole-time director in the office of an intermediary under the National Pension System or
any other pension scheme regulated by the Authority and a period of two years has not elapsed from the date
of his cessation as such director.”

Sub-regulation (2) of regulation 15 of the principal regulations shall be substituted as follows:

“(2) Notwithstanding anything contained in sub-regulation (1), the Authority may dispense with the services
of the Ombudsman by giving him notice of not less than three months in writing or remuneration payable in
lieu thereof.

Provided that the Ombudsman shall also have the right to relinquish his office, at any time, before the expiry
of period specified under sub-regulation (1), by giving to the Authority a notice of not less than three months
in writing or compensation in lieu thereof.

Provided further that chairperson of the Authority shall have the powers to dispense with services of
Ombudsman if he is not fit to hold the position or he is found to have incurred any of the disqualifications, as
provided in Regulation 14, pursuant to an opportunity granted to him. There shall be no obligation on the
Authority to provide any remuneration to the Ombudsman, after issuance of notice to him and the Authority
may forthwith appoint another Ombudsman in his place, in the interest of the subscribers.”

Sub-regulation (3) of regulation 17 of the principal regulations shall be substituted as follows:

“(3) Save as otherwise specified by the Authority, the Stipendiary Ombudsman shall exercise all powers and
functions as are vested in an Ombudsman under these regulations.”

Regulation 20 of the principal regulations shall be substituted as follows:

“20. General powers and functions of Ombudsman.- The Ombudsman shall have the following powers
and functions-

(a) receive complaints as specified in these regulations against any intermediary or entity and to consider
such complaints and facilitate resolution thereof through amicable settlement in accordance with the
applicable regulation(s); and

(b) adjudicate such complaints in the event of failure of settlement.”

Clause (a) of Sub-regulation (1) of regulation 21 of the principal regulations shall be substituted as

“(a) draw up an annual budget for his office in consultation with the Authority and incur expenditure within
and in accordance with the provisions of the approved budget;”

Clause (a) of sub-regulation (1) of regulation 22 of the principal regulations shall be substituted as

“(a) by a complainant whose grievance has not been resolved within twenty one days from the escalation of
grievance with the National Pension System Trust under regulation 10;”

Clause (b) of sub-regulation (1) of regulation 22 of the principal regulations shall be substituted as

“(b) by a complainant, where a complaint has been made directly against the National Pension System Trust
and is unresolved within twenty one days; or”

Clause (a) of sub-regulation (3) of regulation 22 of the principal regulations shall be substituted as

“(3)(a) unless the complainant had, before making an appeal to the Ombudsman concerned, made a written
complaint to the concerned entity (viz. intermediary or entity under National Pension System or any other
pension scheme regulated by the Authority) named in the complaint and the concerned entity has rejected the
complaint or the complainant has not received any reply within a period of thirty days after the concerned
entity received his complaint or the complainant is not satisfied with the reply given to him by the concerned
entity and thereafter the grievance has been raised to the National Pension System Trust and the complainant
has not received any reply within period of twenty one days from National Pension System Trust or where
the complaint has been made directly against the National Pension System Trust and no other intermediary,
and remains unresolved within the period of twenty one days, or is not satisfied with the reply given to him as
the case may be;”
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XXIII. Clause (b) of sub-regulation (3) of regulation 22 of the principal regulations shall be substituted as
follows:

“(b) unless the appeal is made within forty-five days from the date of receipt of response of the National
Pension System Trust under regulation 10 or under regulation 6, as the case may be, or within next forty-five
days, following the date of expiry of twenty one days from the date of filing a representation or complaint
with the National Pension System Trust, as the case may be, and no reply having been received to such
representation or complaint.

Provided that the Ombudsman may entertain any appeal beyond the specified time limit for filing of appeal,
for sufficient cause or reasons thereof, provided by the complainant. The Ombudsman may reject any appeal
where he feels that such delay is not justifiable, for reasons to be recorded in writing;”

XXIV. Clause (c) of sub-regulation (3) of regulation 22 of the principal regulations shall be substituted as
follows:

“(c) if the appeal is in respect of the same subject-matter which was settled or decided by the designated
member or Ombudsman concerned in any previous proceedings, whether or not received from the same
complainant or along with any other complainants or any other parties concerned with the subject matter
under issue;”

XXV. Second proviso to sub-regulation (2) of regulation 23 of the principal regulations shall be substituted as
follows:

“Provided further that the provisions of this sub-regulation shall not apply in relation to the disclosures made
or information furnished by the Ombudsman to the Authority or to the publication of Ombudsman’s award in
any journal or newspaper, including website or filing thereof before any court, forum or Authority.”

XXVI. Sub-regulation (2) of regulation 24 of the principal regulations shall be substituted as follows:

“(2) If any amicable settlement or mutual agreement is arrived at between the parties, as permitted within the
provisions of applicable regulations, the Ombudsman shall pass an award in terms of such settlement or
agreement, within thirty days from the date thereof and direct the parties to perform their obligations, in
accordance with the terms recorded in the award.”

XXVII. Sub-regulation (3) of regulation 25 of the principal regulations shall be substituted as follows:

“(3) Where the award by the Ombudsman, including compensation and interest, if any, exceeds a sum of
rupees ten lakh, such award shall be sent to the Authority for confirmation. The designated member may
confirm or vary the award, after hearing the parties concerned. In such a case, there shall be no revision as
provided in regulation 28 and an appeal may be made to Securities Appellate Tribunal, against the order
passed of the order passed.”

XXVI1I11.Sub-regulation (4) of regulation 25 of the principal regulations shall be substituted as follows:

“(4) The Ombudsman shall send his award to the parties, to perform their respective obligations under the
award.”

XXIX. Tile to regulation 27 shall be substituted as follows:
“27. Proceedings before Ombudsman.-”
XXX.  Sub-regulation (2) of regulation 27 of the principal regulations shall be substituted as follows:

“(2) The Ombudsman shall decide whether to hold oral hearings for the presentation of facts and evidence or
whether the proceeding shall be conducted on the basis of documents and other materials on record, including
electronic and digital medium.

Provided that it shall not be necessary for a complainant to be present in the oral proceedings and the
Ombudsman may decide on the basis of documents and other materials on record.”

XXXI. Proviso to Sub-regulation (2) of regulation 28 of the principal regulations shall be substituted as
follows:

“Provided that the designated member of the Authority may entertain any revision beyond the specified time
limit, for sufficient cause or reasons thereof, provided by the party seeking such revision. However, no
revision shall be entertained where a period of one hundred and eighty days has elapsed from the
communication of the order passed.”
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XXXII.

Sub-regulation (1) of regulation 31 of the principal regulations shall be substituted as follows:

“31. Display of the particulars of the ombudsman in office premises and documents.- (1) Every
intermediary or entity under the National Pension System and any other pension scheme regulated by the
Authority shall display the name, address and contact details of the Grievance Redressal Officer within such
intermediaries or entities and also the name, address and contact details of Ombudsman as specified by the
Authority to whom the complaints are to be made by any aggrieved person in public domain including its
website and office premises in such manner and at such place, so that it is put to sufficient notice of the
subscribers visiting its office premises.”

Dr. DEEPAK MOHANTY, Chairperson
[ADVT .-111/4/Exty.[762/2023-24]

Footnote:

1.

The Pension Fund Regulatory and Development Authority (Redressal of Subscriber Grievance) Regulations,
2015 were published in the Gazette of India on 29th January, 2015 vide notification No. PFRDA/12/
RGL/139/1.

The Pension Fund Regulatory and Development Authority (Redressal of Subscriber Grievance)
(Amendment) Regulations, 2022 were published in the Gazette of India on 24th May, 2022 vide notification
No. PFRDA/12/ RGL/139/1.

The Pension Fund Regulatory and Development Authority (Redressal of Subscriber Grievance)
(Amendment) Regulations, 2023 were published in the Gazette of India on 27th March, 2023 vide
notification No. PFRDA/12/ RGL/139/1.
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