
CUSTOMER COMPLAINT HANDLING FLOW CHART

Customer Raises Complaint
(Through Branch / Email / Call / Website


Complaint Registered & Ack Sent

(on the same day)

Segregation of Complaints
(on the same day)



Compliance related complaints
(on the same day)

General Complaints related to routine
business/operation issues

If customer not satisfied with Resolution

Resolution communicated within 3 working
days

Forwarded to concerned Department at
Head Office

Escalation to Grievance Redressal Officer

If customer not satisfied with Resolution

Resolution communicated within 7
working days

Forwarded to Complaince/Legal Department
at Head Office (on the same day)

Escalation to Grievance Redressal Officer

Resolution communicated to the customer Resolution communicated to the customer

Escalated to Nodal Officer Escalated to Nodal Officer

 





















 

 

If customer not satisfied If customer not satisfied

if still unresolved

ESCALATION TO RBI / OMBUDSMAN


