
 
 
*Note: For all ‘Partially Resolved’ and ‘Wholly Rejected Complaints will flow to Internal 
Ombudsman for his recommendations. 

 Channel for Complaints* 

Branch Contact Center 

24*7 
Email / 

SMS 

Website Internet/

Mobile 

Banking 

Letter 

Complaint assigned to Branch / Unit for 

resolution 

Satisfactorily Resolved within defined TAT 

Yes No 

Level 1 Escalation:  
Nodal Officer within defined 

TAT 
 

Satisfactorily Resolved within 
defined TAT 

 

Yes 

Level 2 Escalation:  

Principal Nodal Officer 

Level 3 Escalation:  

RBI Integrated Ombudsman (RBI 

CMS portal) 

Resolved 

Social 

Media 

Complaints Registration as per process 

No 

Satisfactorily Resolved within 
defined TAT 

 

Yes No 


