
Customer Complaints
Received

Complaint Channels
Call/ Email/ Letter/Website/

Social Media

Complaint registered with
Unique Reference Number

Acknowledgement sent to
Customer

Level 1:
 Customer Service / Helpdesk

Reviews and Attempts
Resolution

additional
information

needed

SLA Monitoring
Daily SLA Review
Escalation alert for approaching SLA
Monthly & quarterly Analysis

Final response sent to
customer

Complaint closed in
CRM system

Level 2
 Grievance Redressal Officer

(GRO)

Level II
GRO reviews

for Final
Resolution

Level 2
Final resolution sent to

Customer & Complaint is
closed

Level 3
Customer may approach RBI –

Integrated Ombudsman

IF
RESOLVED

Complaints Mechanism

IF
RESOLVED

IF 
UNRESOLVED


