CUSTOMER GRIEVANCE REDRESSAL MECHANISM

Registration of Complaint by customer

|

Physically at Branch, Through Bank Email,
Through CPGRAMS portal or NIVARAN Portal
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Complaint should be resolved by Branch Manager within 7 days
from the date of receipt and submit resolution.
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If satisfied by customer

the complaint is closed

If not satisfied by customer the Branch
Manager shall escalate to grievance
redressal officer within 3 days
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The GRO should resolve the complaint in 7 days

|

If satisfied by customer
the complaint is closed

!

If not satisfied by customer the GRO shall
escalate to Appellate authority within 3
davs from submission of resolution.

ﬂ

within 3 days

The Appellate authority shall resolve the complaint
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If satisfied by customer

the complaint is closed

If not satisfied by customer complaint
should be escalated to grievance redressal

committee by Appellate authority.
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The customer may approach Banking Ombudsman, RBI if
the complaint is not resolved within 30 days at Bank level




