
CUSTOMER COMPLAINT MANAGEMENT FLOW CHART

Customer files a complaint via websites, emails, telephone, personal visit or through letters and our complaint book. 

LEVEL ONE DESK OFFICER (OPERATION DEPARTMENT)
Acknowledge receipt of complaints, start resolution of lodged complaint and 
notify the approximate time of resolution.

RESOLVED

YESNO/UNSATISFIED

Complaint closedLEVEL TWO (ESCALATION MATRIX)

NODAL OFFICER

Acknowledgement sent to customer



RESOLVED 

NO/UNSATISFIED YES

Complaint closedCustomer may escalate if complaint not 
resolved as per Grievance Redressal Policy

LEVEL 3 

COUNTRY HEAD

Acknowledgement sent to customer

RESOLVED 

NO/UNSATISFIED YES

Complaint closed



Internal Ombudsman

Resolution in customer favour

Complaint closed and customer informed.

Advised to HEAD OFFICE about complaints..

NO/UNSATISFIED YES

Complaint closed
May approach to statutory authorities.


