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FLOW CHART FOR HANDLING/ESCATLATION OF CUSTOMER COMPILAINT(S)

Branch Head (BH)
Ao i s — to Register/Lodge Initial Complaint at the BO
CuStomer/B OrTower P through Visit/Email/Phone/Lodge m Complain Register
3 7 3 Reply within 7 days

. S

Regional Business Head
Approach L. ... to escalate through RBH
a. 1if unsatisfied with reply of BH
b. if not resolved by BH within 10 days
Directly approach RBH to Register/Lodge Initial Complaint

v

Reply & resolve 9.

Complaint through
Online Portal
Inform Custonier /Borrower

Reply & resolve

Inform Company regarding Customer

NHB GRIDS Portal Complaint . Grievance Redressal Officer (GRO) / Corporate Office

Final escalation if unresolved within 30 days

Reply on Complaint & action taken Escalate if not Resolved by RBH within 10 days

by Company

Reply on complaint & action taken by Company

CEO (Nodal Officer)

Further Escalate if GRO does not report within 10 days

Reply on complaint & action taken by Company



