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Customer Complaint
Receiving Stage

Telephone All the acknowledgement with Complaint Ref No and

Email contact person.
Direct Visit If Letter — Within 3 days

Letters Acknowledgement to If SMS/Web/Email — within 8 hours from receiving

A > .
Branch Complainant point
Via Intermediaries
Web A
A

Complaint is analysed and
recorded in the CMS

Manager — Customer ) i
Informing customer regarding

(UG IVESHEEem (5 the extended time lines

Relations liaising with

»| Investigation Unit considering the P h
5 . : required to conclude the
respective branch / dept / nature of complaint and severity e
unit and find solution.
A

A

Customer provides
more evidence and
No statement to
Investigation unit

If this resolvable at
Preliminary Level

Yes

A

Once Investigation is
concluded and decision is
arrived inform customer,
as appropriate

Maximum timeline to
close complaint 14
Days

Solution within
Reasonable Time

4

Take appropriate
Action against the
< Sales Agent/
Represenative/
Employee internally

Communicating Final Decision
via email, telephone or letter
to customer and action, as
appropriate

. o Advise Customer to
ustomer is happy/Satisfie

A o No » refer Ombudsman/
with decision IRCSL
Yes
A
Solution is provided /
& complaint is »{ End of Process
Closed
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