
 

 

                 Process Flow For Complaints Received Through All Channels 

 

Complaint recieved through all channels

After scrutiny, Complaint is raised in CRM (unique 
Tran ID is generated) and Complaint is assigned to 

Dealing group.

Dealing Group is advised to take 
necessary steps to resolve the Complaint

Monitoring of Complaint status and TAT

Issue resolved and 
Complaint closed in 

CRM 

Information sent 
to complainant 

regarding closure 
of Complaint

Complaint 
Rejected in 

CRM

Internal 
Ombudsman 

vetted 
response is 
issued to 

complainant

If the complaint is not 
resolved within stipulated 

time 

Escalated to Regional 
Head on 4th day

Escalated to 
Grievance Redressal 
Officer at the Zone on 

6th day

Escalated to Principal 
Nodal Officer at 

Corporate Office on 
9th day

Details on Complaints 
breaching TAT for 

resolution of 
complaints are 

highlighted to Top 
Management 
Committee on 
quarterly basis

TAT starts from the date of 
registration of complaint 

(12 days as per Grievance 
Redressal Policy)

Daily reminders are 

sent to Dealing Group 

Information sent to complainant 

regarding registration of 

Complaint 


