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CircularNo. \5 /2023

Subject: Establishing of a home buyer / allottee Grievance Redressal Cell.

Whereas, Government of India has enacted the Real Estate (Regulation and
Development) 4ct,201,6 (the Act) and all sections of the Act have come into force with
effect from 01.05.2017.

And whereas, the Government of Maharashtra vide Notification No. 23 dated
08.03.2017 has established the Maharashtra Real Estate Regulatory Authority,
hereinafter referred to as "MahaRERA" or as "the Authority".

And whereas, the Authority has notified the Maharashtra Real Estate Regulatory
Authority (General) Regulations, 2017 (Regulations) to carry out the purposes of the
Act.

And whereas, the Authority under Section 37 of the Act, and Regulation 38 of the
Regulations is vested with the powers to issue directions to promoters, real estate

agents and allottees from time to time as it may consider necessary.

And whereas, the Chairperson, MahaRERA is vested with the powers of general
superintendence and directions in the conduct of the affairs of MahaRERA under
Section 25 of the Act.

And whereas, the provisions of the Act, focuses on facilitating growth and promotion
of a healthy, transparent, efficient and competitive real estate sector to protect the
interest of home buyers / allottees and ensuring speedy dispute redressal.

And whereas, MahaRERA has been receiving feedback that grievances of allottees
could be resolved faster and prevented from escaiation if an appropriate grievance
redressal mechanism is established by every promoter.
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And whereas, it is come to the notice of MahaRERA that many a times home buyers

/ allottees encounter difficulties in redressal of issues / grievances as to who should
be approached at the office of the promoters, as the sales staff, who were the primary
point of contact during the pre-sales phase, do not participate in such dispute

redressal as they are not equipped to handle post-sales issues effectively.

In view of the above it is considered necessary and essential to address and resolve

issues / grievances that arise at the earliest possible stage to prevent them from
escalating into more significant disputes that may affect the completion of the real

estate project.

MahaRERA therefore, recommends that:

o Home buyer / Allottee Grievance Redressal Cell: Every promoter should
endeavor to establish a Home Buyer /Allottee Grievance Redressal Cell that
would be responsible for receiving and promptly addressing complaints/
grievances of home buyers / allottees with specific emphasis on resolving such

complaints fairly and expeditiously.
. Every such Grievance Redressal Cell should have at least one Grievance

Redressal Officer, and the name and contact details of such Officer should be

made available to home buyers / allottees. MahaRERA suggests uploading of
the above inlormation on promoter webpage for convenient access by the home

buyers / allottees.
. Every promoter shall also make available on promoter webpage the total

number of complaints / grievances received and the number of complaints /
grievances disposed of as settled.

. The above aspect of promoter having established a Grievance Redressal Cell
for receiving and promptly addressing complaints / grievances of home buyers

/ allottees shall be considered by MahaRERA when gtading of real estate

projects shall be undertaken by MahaRERA.

Implementation of these recommendations shall facilitate growth and promotion of a

healthy, transparent, and competitive real estate sector that can improve its customer

centricity and resolve home buyers / allottees concerns more efficiently and effectively,

leading to greater satisfaction amongst home buyers / allottees.

(As approt ed by tlu Authoity)

(Dr. Vasant Prabhu)

Secretary/MahaRERA


