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Policy on Grievance Redressal Mechanism- 2025-26 

 

PREAMBLE:  
 

 In the present scenario of competitive banking, excellence in customer service is the most 

important tool for sustained business growth. Customer complaints are part of the business 

life of any corporate entity. This is more so for banks because banks are service 

organizations.  

 

 As a service oriented organization, customer service and customer satisfaction both are our 

prime concern. The bank believes that providing prompt and efficient service is essential 

not only to attract new customers, but also to retain existing clientele base. 

 

 This policy document aims at minimizing recurrence of customer complaints and 

grievances by prompt redressal, proper service delivery and review mechanism. The review 

mechanism should help in identifying shortcomings in product features and service 

delivery. Customer dissatisfaction spoils bank‟s name and image in the public. 

 

 In order to make bank‟s redressal mechanism more meaningful and effective, a structured 

system has been built up. Such system would ensure that the redressal sought is just, fair 

and is within the given frame-work of rules and regulations. The policy document would be 

made available at all branches. All employees will be made aware of the complaint handling 

and redressal process. 

 

BASIC PRINCIPLES 

 

The bank‟s policy on grievance redressal is based on the following cardinal Principles:- 

 

 Customers be treated fairly at all times  

 Complaints raised by customers are dealt with courtesy and on time 

 Customers are fully informed of avenues to escalate their complaints/grievances within the 

organization and their rights to alternative remedy, if they are not fully satisfied with the 

response of the bank to their complaints. 

 Bank will treat all complaints efficiently and fairly as they can damage the bank‟s 

reputation and business if handled otherwise. 

 The bank employees must work in good faith and without prejudice to the interests of the 

customers.  
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REASONS FOR CUSTOMER COMPLAINTS AND RIGHT OF CUSTOMERS 

 

 The customer complaint arises due to 

- The staff attitude in dealing with customers, 

             -  Functional deficiencies, inadequate provisions / arrangements available to the   

               Customers in branches or gaps in standard of services expected and actual  

               Services rendered.  

 The customer reserves full right to register his / her grievance if not satisfied with the 

services provided by the bank. He / She can submit his/ her complaint by any mode of his/ 

her convenience such as in person, in writing, over telephone, through e-mail or through 

24x 7 online Call Centre.  If a customer‟s complaint is not resolved within stipulated time 

frame or otherwise if he / she is not satisfied with the resolution/ solution provided by the 

bank, he/she can approach Banking Ombudsman or can avail other legal avenues for 

grievance redressal. 

 

 

OBJECTIVES OF THE POLICY 

 

 Bank shall ensure that a suitable mechanism exists for receiving and addressing             

complaints from its customers/ constituents with specific emphasis on resolving such 

complaints fairly and expeditiously regardless of source of the complaints. 

 

      GRIEVANCE REDRESSAL MECHANISM 

 

1.1 MODE OF LODGING COMPLAINTS BY THE CUSTOMERS 

 

 Our Bank‟s  four-tier administrative set up provides the option to customers for lodging and 

redressal of their complaints 

i)   Branch Office 

ii)  Regional Office 

iii) Zonal office 

iv)  Central Office 

 All complaints received at every level will be immediately acknowledged by concerned 

Incharge and dealt with properly. 

 Our Bank is providing an online grievance redressal mechanism whereby online registration 

of grievances can be made through our website, www.centralbankofindia.co.in.  

 The grievances will be attended  at different levels as  the time schedule specified in this 

policy with an inbuilt escalation process by which the grievances get escalated to next 

higher level in case of non redressal of grievance. 

 As a measure of customer centric initiative, our Bank has introduced New Integrated 

Customer Care Centre (ICC). It works 24*7 for attending to customer grievances/requests etc. 

with a dedicated toll free number 1800 3030 for all, 1800 203 1911 for pensioners. 

 Each and every Complaints received through any mode e.g. post/e-mail/phone 

call/physically (letter) should be lodged in Bank‟s CMS Portal by the receiving office and 

complaint number so generated by the portal be provided to the complainant. 

 Inform the complainant that on-line complaint form, along with the name of the nodal 

officers for complaint redressal, is available on the bank‟s website to facilitate complaint   

http://www.centralbankofindia.co.in/
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submission by customers. The complaint form shall also indicate that the first point for 

redressal of complaints is the bank itself /Banking Ombudsman only if the complaint is not 

resolved at the bank level within a month. 

 Complaints received physically and not having registered Mobile number and/or E-mail id 

in CBS will be replied through letter (by post or otherwise ) based on the outcome in CMS 

Portal. Complaints received digitally should be replied digitally only. 

 Ensure acknowledgment of the complaints received through any mode. 

 Ensure time frame for resolving the complaints received at various level as given in this 

policy. 

 Ensure that redressal of complaints emanating from rural areas and those relating to 

financial assistance to Priority Sector and Government‟s Poverty Alleviation Programmes 

also form part of the above process.  

 

1.2 Complaint Book / Register 

 

 As all the complaints received through any mode are being necessarily entered in the Bank‟s 

CMS Portal, so maintaining prevailing physical Complaint Book/ Register is dispensed with 

hence forth.  

 

 

1.3 Online Grievance Redressal System 

 Online registration of grievance is available on our website www.centralbankofindia.co.in . 

The online grievance system provides Unique Identification Number to access to the 

customer also for recording the complaint status, tracking and receiving response from the 

Bank. The Complaints in online system are segregated by types and categories and sub 

categories or sub types with time bound auto escalated system to higher authorities. In 

Online Grievance Redressal System there is real time Complaint tracking system by the 

complainant.  

 

 

 

 

1.4 Display Requirements 

 

       Bank shall display of customer service related information for making complaints, as under, 

 

 Bank shall display prominently at its branches, the names of the officials who can be 

contacted for redressal of complaints together with their direct telephone number, complete 

address (not Post Box No.) and e-mail address etc., for proper and timely contact by the 

customers and for enhancing the effectiveness of the redressal machinery.  

 Bank shall display at its branches, the names of the officials who can be contacted for 

redressal of complaints. The same shall also include the name and other details of the 

concerned Nodal Officer appointed under the Banking Ombudsman Scheme, 2006. 

 Bank shall display on its web-site, the names and other details of the officials at its Central 

Office/Zonal Offices/ Regional Offices, who can be contacted for redressal of complaints 

including the names of the Nodal Officers /Principal Nodal Officers. 

http://www.centralbankofindia.co.in/
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 Bank shall display on its web-site, the names and other details of its MD & CEO / EDs             

and Functional Heads for various operations to enable its customers to approach them in 

case of need, if necessary. 

 

2. Internal Machinery to handle Customer complaints/ grievances.  

 

2.1 Branch Level Customer Committee 

 Every branch will establish branch level Customer Committee with greater involvement of 

customers. The committee will be headed by the Branch Manager and there are 6-7 

members including Branch Manager as Chairman of the Committee. Other than Branch 

Manager, there will be one officer, one clerk. One sub-staff depending upon the staff 

strength of the branch and 3/4 non-official members preferably the customers of the branch 

out of which at least one should be Senior Citizen. It should be insured that at least one 

member of the Customer Service Committee Meeting be a person with disabilities.  

The tenure of the committee will be one year. It will be reconstituted every year  

 The Branch Level Customer Committee shall meet on 20
th

 of every month  and in case 20
th

 

is holiday then  the meeting will be held on the  previous day of the month, to study 

complaint/ suggestions, cases of delay, difficulties faced/ reported by customers/ members 

of the committee and it shall evolve ways and means of improving customer service. 

 The Branch Level Customer Committee shall also submit monthly reports giving inputs/ 

suggestion to the Regional Office which will submit consolidated report to Zonal Office and 

Zonal Office in turn submit the consolidated report along with its comments to PDOD 

Department, Central Office so as to enable them to put before the Standing Committee to 

examine the reports and provide relevant feedback to the Customer Service Committee of 

the Board for necessary policy/ procedural action. 

 

2.2 Customer Service Committee of the Board:  

 

 The sub-committee of the Board would formulate various deposit & loan policies such as 

the treatment of death of a depositor for operations of his account, the product approval 

process and the annual survey of customer satisfaction and triennial audit of such services. 

The Committee would also examine any other issues having a bearing on the quality of 

customer service rendered and service issues for the individuals as a borrower as well. The 

Committee would also review the functioning of Standing Committee on Customer Service. 

 

 

2.3 Standing Committee on Customer Service:  

 

 The Standing Committee on Customer Service will be chaired by the Managing Director  & 

CEO/ Executive Directors of the bank. Besides two to three Senior Executives of the Bank, 

the Committee would also have a few non-executives drawn from the public as members. 

The committee would have the following functions. 

 Evaluate feed-back on quality of customer service received from various quarters.  

 The committee would also review comments/feed-back on customer service and 

implementation of commitments in the Code of Bank‟s Commitment to Customers received 

from BCSBI.  
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 It would also review the feed-back report on complaints related to non-compliance with the 

Code and its redressal. 

 

2.4 Nodal Officer and other designated officials to handle complaints and  

      grievances:  

 

 Bank has designated GM (PDOD) posted at its Central Office as Nodal Officer who is 

responsible for the implementation of customer service and complaints handling for the 

entire bank. The Bank has also appointed Asst. Regional Managers/ Chief Manager at its 

Regional Offices as Customer Relation Officer to handle complaint and grievances in 

respect of branches falling under their control. 

 

2.5. Internal Banking Ombudsman (IBO)  

     

 To ensure that minimum number of cases is escalated to Banking Ombudsman, the Bank 

has appointed Internal banking Ombudsman (BO) in terms of RBI revised Internal 

Ombudsman Scheme 2018 as pro-active measure to strengthen the internal grievance 

redressal mechanism.  

 A customer aggrieved with a banking service as hitherto can complain to bank. Bank will 

internally escalate all cases to the Internal Banking Ombudsman for final decision where 

either the complaint is rejected or only partial relief is provided to the complainants as the 

IO shall not handle complaints received directly from the customers or members of public 

and will deal with complaints which are already examined by Bank‟s  Internal Grievances 

Redressal Mechanism. 

 

 Internal Banking Ombudsman will examine the complaints on deficiencies of service on the 

part of the Bank including those listed under clause 8 of the Banking Ombudsman Scheme 

2006 (as amended from time to time). 

 

 The Internal Ombudsman shall analyze the pattern of the complaints such as product/ 

category wise, consumer group wise based on geographical locations etc., and suggest 

means for taking actions to address the root cause of the complaints of different nature. 

 

 The Internal Ombudsman shall examine the complaints on the basis of records/ documents 

available with Bank and comments/ clarifications furnished by the Bank to specific queries 

of Internal Ombudsman. 

 

 Upon failing to get a reply from the Bank/ Internal Banking Ombudsman, the complainant 

can appeal to the Banking Ombudsman of the respective Jurisdiction. 

 The detailed SOP on Internal Ombudsman has been prepared. It is further clarified that as 

per the IO scheme 2018, IO will be monitored by Banks‟s Customer Committee of the 

Board. Further IO will also not send any reply to complainant and will send his/her 

observations to Operations  Department/Digital Banking Department as the case may be. 

 

 

3. The Banking Ombudsman Scheme 
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 The Scheme of Banking Ombudsman (BO) was introduced with the object of             

enabling resolution of complaints relating to provision of banking services and           

resolving disputes between a bank and its constituent through the process of           

conciliation, mediation and arbitration in respect of deficiencies in customer service. After 

detailed examination of the complaints/ grievances of customers of banks and after perusal 

of the comments of banks, the Banking Ombudsman issues their awards in respect of 

individual complaints to redress the grievances. 

 Bank shall ensure that the Awards of the Banking Ombudsman are implemented            

expeditiously and with active involvement of its Top Management. 

 A customer aggrieved with the decision of BO can approach Consumer Courts, Civil Court 

etc. The Bank aggrieved with a BO decision shall may file an appeal before the Reserve 

Bank of India , as permitted in the BO scheme of RBI and thereafter may require approach 

the Court of Law in the matter. 

 Moreover, before challenging any such Award or decision in higher court, our bank shall 

examine the cost implications of such a decision from the bank‟s perspective. Further, any 

decision or Award given by BO or any Grievance Redressal Forum shall be internally 

examined by the bank for initiating corrective measure including departmental action at the 

branch/ concerned offices. 

 

The following is added in the policy as per RBI circular no RBI/ 2020-21/97 

CEPD.CO.PRD.Cir.No.01/ 13.01/013/ 2020-21 Dated January 27, 2021:-  

 

Strengthening of Grievance Redress Mechanism in Banks:- 

 

1„Statement on Developmental and Regulatory Policies‟ issued as part of the Monetary Policy 

statement dated December 4, 2020, wherein it was stated that with a view to strengthen and 

improve the efficacy of the grievance redress mechanism of banks and to provide better customer 

service it has been decided to put in place a comprehensive framework comprising certain 

measures. 

 

2. Reserve Bank of India has taken various initiatives over the years for improving customer 

service and grievance redress mechanism in banks. Detailed guidelines on customer service were 

issued to banks encompassing various aspects of operations that impact customers. The Banking 

Ombudsman Scheme was introduced in 1995 to serve as an alternate grievance redress 

mechanism for customer complaints against banks. In 2019, Reserve Bank also introduced the 

Complaint Management System (CMS), a fully automated process-flow based platform, 

available 24x7 for customers to lodge their complaints with the Banking Ombudsman (BO). 

 

3. As part of the disclosure initiative, banks were advised to disclose in their annual reports, 

summary information regarding the complaints handled by them; and certain disclosures were 

also being made in the Annual Report of the Ombudsman Schemes published by the Reserve 

Bank. To further strengthen grievance redress mechanisms, banks were mandated to appoint an 

Internal Ombudsman (IO) to function as an independent and objective authority at the apex of 

their grievance redress mechanism. 
4. Effective grievance redress should be an integral part of the business strategy of the banks. It 

is, however, evident from the increasing number of complaints received in the Offices of 

Banking Ombudsman (OBOs), that greater attention by banks to this area is warranted. More 

https://www.rbi.org.in/Scripts/BS_PressReleaseDisplay.aspx?prid=50748
https://www.rbi.org.in/Scripts/BS_PressReleaseDisplay.aspx?prid=50747
https://www.rbi.org.in/Scripts/BS_PressReleaseDisplay.aspx?prid=50747
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focused attention to customer service and grievance redress will ensure satisfactory customer 

outcomes and greater customer confidence. 
 
5. In view of the above, and to further strengthen the customer grievance redress mechanism in 

banks, it has been decided to put in place a comprehensive framework comprising of, inter-alia, 

enhanced disclosures by banks on customer complaints, recovery of cost of redress from banks 

for the maintainable complaints received against them in OBOs (office of Banking Ombudsman) 

in excess of the peer group average, and undertaking intensive review of the grievance redress 

mechanism and supervisory action against banks that fail to improve their redress mechanism in a 

time bound manner. Details of the framework are provided in the--- Annex. 

 

6. The framework for strengthening grievance redress mechanism in banks will have the 

following major components: 

 

I. Enhanced disclosures on complaints 

2. Disclosures serve as an important tool for market discipline as well as for consumer 

awareness and protection. Appropriate disclosures relating to the number and nature of customer 

complaints and their redress facilitate customers and interested market participants to better 

differentiate among banks to take an informed decision in availing their products and services. 

To ensure provision of relevant and important information in this regard to bank customers and 

other stakeholders, the current set of disclosures made by the banks are being enhanced as 

indicated below: 

 

Disclosures by banks:- 

3. Disclosures currently made by banks regarding customer complaints and grievance redress in 

their annual report are made in terms of Para 16.4 of the Master Circular on „Customer Service in 

Banks‟ dated July 01, 2015
1
. The disclosures are summary in nature and comprise the following: 

 

 

 

Current disclosures made by banks on complaints and grievance redress 

 

 Customer complaints (received by the Bank):- 

 

Sr  Particular Previous year Current Year 

(a) No of complaints pending at the beginning of the year   

(b) No of complaints received during the year   

(c) No of complaints redressed during the year   

(d) No of complaints pending at the end of the year   

 

Awards passed by the Banking Ombudsman 

Sr  Particular Previous year Current Year 

(a) No of unimplemented award at the beginning of the year   

(b) No of award passed by the Banking Ombudsman during 

the year 
  

(c) No of Award implemented during the year   

https://www.rbi.org.in/Scripts/BS_ViewMasCirculardetails.aspx?id=9862
https://www.rbi.org.in/Scripts/BS_ViewMasCirculardetails.aspx?id=9862
https://www.rbi.org.in/Scripts/BS_ViewMasCirculardetails.aspx?id=9862
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(d) No of unimplemented award at the end of the year   

4. It has now been decided that the above disclosures will be replaced by the following set of granular 

disclosures to be made by banks in their annual reports. These disclosures are intended to provide to the 

customers of banks and members of public greater insight into the volume and nature of complaints 

received by the banks from their customers and the complaints received by banks from the OBOs, as also the 

quality and turnaround time of redress.  

 

Enhanced disclosures to be made by banks on complaints and grievance redress 

 

Summary information on complaints received by the bank from customers and from the OBOs 

 

Sr 

No 

 Particulars Previous 

Year 

Current 

Year 

 Complaints received by the bank from its customers  

1  Number of complaints pending at beginning of the year   

2  Number of complaints received during the year   

3  Number of complaints disposed during the year   

 3.1 of which, number of complaints rejected by the bank   

4  Number of complaints pending at the end of the year   

 Maintainable complaints received by the bank from OBOs   

5  Number of maintainable complaints received by the bank from OBOs   

 5.1 Of 5, the number of complaints resolved in favour of the bank by BOs   

 5.2 Of 5, number of complaints resolved through conciliation/ mediation/ 

advisories issued by BOs 

  

 5.3 Of 5, number of complaints resolved after passing of Awards by BOs 

against the bank 

  

6  Number of Awards unimplemented within the stipulated time (other 

than those appealed) 

  

 

 

Note : Maintainable complaints refer to complaints on the grounds specifically mentioned in BO Scheme 

2006 and covered within the ambit of the Scheme. 

 

 

Top five grounds of complaints received by the bank from customers 

 

Grounds of  

Complaints, 

(i.e. complaints 

Relating to) 

Number of 

Complaints  

Pending at 

the 

beginning of 

the year 

Number of 

Complaints 

Received 

during the  

year 

% Increase/ Decrease 

In the number of 

complaints 

received Over the 

Previous year 

Number of 

Complaints 

Pending at 

the end of  

The year 

Of 5, number 

of 

Complaints 

pending 

Beyond 30 

days 

1 2 3 4 5 6 

Current Year 

Ground – 1      

Ground – 2      

Ground – 3      

Ground – 4      

Ground – 5      
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Others      

Total      

Previous Year 

Ground – 1      

Ground – 2      

Ground – 3      

Ground – 4      

Ground – 5      

Others      

Total      

 

Note : The master list for identifying the grounds of complaints is provided in Appendix 1 

 

II. Recovery of cost of redress of complaints from banks 

5. At present, redress of complaints under BO Scheme, 2006 (BOS) is cost-free for banks as well 

as their customers. Given that the banker-customer relationship is the primary relationship, the 

main responsibility of customer grievance redress lies with banks. With a view to ensure that 

banks discharge this responsibility effectively, the cost of redress of complaints will be recovered 

from those banks against whom the maintainable complaints in the OBOs exceed their peer 

group average as detailed in para 7 below. However, grievance redress under BOS for customers 

will continue to remain cost-free. 

 

6. To operationalize the cost-recovery framework for banks, peer groups based on the asset size 

of banks as on March 31 of the previous year will be identified, and peer group averages of 

maintainable complaints received in OBOs would be computed on the following three 

parameters: 

 average number of maintainable complaints per branch; 

 average number of maintainable complaints per 1,000 accounts (total of deposit and 

credit accounts) held by the bank; and 

 average number of maintainable digital complaints per 1,000 digital transactions executed 

through the bank by its customers. 

 

7. The cost of redressing complaints in excess of the peer group average will be recovered from 

the banks as follows: 

 excess in any one parameter - 30% of the cost of redressing a complaint (in the OBO) for 

the number of complaints in excess of the peer group average; 

 excess in any two parameters - 60% of the cost of redressing a complaint for the number 

of complaints exceeding the peer group average in the parameter with the higher excess; 

 excess in all the three parameters – 100% of the cost of redressing a complaint for the 

number of complaints exceeding the peer group average in the parameter with the highest 

excess. 

8. The cost of redress to be recovered in this respect will be the average cost of handling a 

complaint at the OBOs during the year. 



1
0 

 

 

III. Intensive Review of Grievance Redress Mechanism 

9. Reserve Bank will undertake, as a part of its supervisory mechanism, annual assessments of 

customer service and grievance redress in banks based on the data and information available 

through the Complaint Management System, and other sources and interactions. Banks identified 

as having persisting issues in grievance redress will be subjected to an intensive review of their 

grievance redress mechanism to better identify the underlying systemic issues and initiate 

corrective measures. The intensive review shall include, but will not be limited to, the following 

areas: 

i. Adequacy of the customer service and customer grievance redress related policies. 

ii. Functioning of the Customer Service Committee of the Board. 

 

iii. Level of involvement of the Top Management in customer service and customer 

grievance related issues. 

iv. Effectiveness of the grievance redress mechanism of banks. 

 

(Digital Transaction‟ means a payment transaction in a seamless system effected without the need 

for cash at least in one of the two legs, if not in both. This includes transactions made through 

digital / electronic modes wherein both the originator and the beneficiary use digital / electronic 

medium to send or receive money.) 

 

10. Based on the review, a remedial action plan will be formulated and formally communicated 

to the banks for implementation within a specific time frame. In case no improvement is 

observed in the grievance redress mechanism within the prescribed timelines despite the 

measures undertaken, the bank(s) will be subjected to corrective actions through appropriate 

regulatory and supervisory measures. 
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Master list of grounds of complaints to be used for disclosure on the top five ground-

wise receipt of complaints by banks under Para 4 of the Annex 

 

1. ATM/Debit Cards 

2. Credit Cards 

3. Internet/Mobile/Electronic Banking 

4. Account opening/difficulty in operation of accounts 

5. Mis-selling/Para-banking 

6. Recovery Agents/Direct Sales Agents 

7. Pension and facilities for senior citizens/differently abled 

8. Loans and advances 

9. Levy of charges without prior notice/excessive charges/foreclosure charges 

10. Cheques/drafts/bills 

11. Non-observance of Fair Practices Code 

12. Exchange of coins, issuance/acceptance of small denomination notes and coins 

13. Bank Guarantees/Letter of Credit and documentary credits 

14. Staff behavior 

15. Facilities for customers visiting the branch/adherence to prescribed working hours by the 

branch, etc. Others  
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4 Mandatory display requirements:  

 

It is mandatory for the branches to provide;  

 

 Appropriate arrangement for receiving complaints and suggestions. 

 The name, address and contact number of Nodal Officer for Grievance redressal 

 Contact details of Centralized Received & Processing Center (CRPC) of RBI –Integrated 

Ombudsman scheme Code of bank‟s commitments to customers/ Fair Practice code. 

 

 Complaint /suggestion box at each branch of the bank. 

 

 The facility of online complaints on Bank‟s website. 

 Toll free number  of Call Centre. 

  

  5. Resolution of Grievances: 

 Complaints are segregated and sub-types, with differentiated time limits for resolution. 

 Branch Manager is responsible for the resolution of complaints/ grievances received in 

respect of customer service by the branch. He would be responsible for ensuring closure of 

all complaints received and   It is his foremost duty to see that the complaint should be 

resolved completely to the customer‟s satisfaction and if the customer is not satisfied, then he 

should be provided with alternate avenues to escalate the issue.  

 If in the opinion of the Branch Manager if it is not possible at his level to resolve the 

problem, he will refer the case to Regional Office for guidance.  

 Similarly, if Regional Office finds that they are not able to resolve the problem, they will 

refer the case to Zonal Office.  

 If Zonal Office finds that they are not able to resolve the problem, such cases would be 

referred to the Nodal Officer at Central Office.  

 Such references to higher authorities would be made within the time frame given below, 

which will be reckoned from the date of lodgment/receipt of the complaint at the branch 

level.  

 Complaints lodged directly with administrative offices/Reserve Bank of India/Government 

Departments would be promptly sent to the concerned branch/office of the Bank for its 

proper resolution. 

 For strengthening the customer confidence in the internal redressal mechanism, there shall be 

proper monitoring of internal redressal mechanism so that a minimum number of complaints 

are escalated to Baking Ombudsman. 

 

5.1 Time Frame:  

 Complaint has to be seen in the right perspective because they indirectly reveal a weak spot 

in the working of the bank. Complaint received should be analyzed from all possible angles. 

The following time schedule has been set up for handling complaints and disposing them at 

all levels- 

Branch Level Less than 12 working days 

Regional Office Level Less than 15 Working  Days 

Zonal Office Level Less than 18 Working  Days 
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Central Office Level Less than 21 Working Days 

 

 TAT for Grievances related to various Digital Transactions: 

                                                                 (In days) 

 

 

 
 MASTER 

ATM Card 

VISA ATM 

Card 

RUPAY 

ATM Card 

IMPS NFS 

(National 

Financial 

Switch) 

Chargeback 45 30 15 35 5 

Pre-

Arbitration 

30 30 30 5 7 

Arbitration 30 30 30 NA 10 

Good Faith 

Chargeback 

NA 15 30 NA 15 

Debit 

Adjustment 

NA NA NA NA 10 

Good Faith 

Debit 

Adjustment 

NA NA NA NA 17 

Credit 

Adjustment  

NA NA NA NA 60 

 

 

 

 UPI Transactions 

Chargeback- U3 Transactions 35 days 

Chargeback- U2 Transactions 15 days 

Deferred Charge Back 5 days 

Pre- Arbitration-U3 Transactions 15 days 

Pre-Arbitration- U2 Transactions                                7 days 

 

NA- Not Applicable 
 

 

 Branch Manager should try to resolve the complaint within time around time (TAT). Average 

time for disposal of the complaints is regularly and closely monitored by Customer Service 

Committees at different level along with analysis for ATR on complaints. 

Communication of bank‟s stand on any issue to the customer is a vital requirement. 

Complaints received which would require some time for examination of issues involved 

should invariably be acknowledged immediately through system. Branch, Regional Office 
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and Zonal Office will send action taken report on complaints received to the Central Office at 

the end of every month and complainant can track and have the copy of ATR in his mail/ 

Mobile  auto generated through on –line Grievance portal. In case the complainant is not 

satisfied with ATR of Bank there is option of reopen of the complaint by complainant.  

 

6. Interaction with customers:  

 

 The bank recognizes that customer‟s expectation/requirement/grievances can be better 

appreciated through personal interaction with customers by bank‟s staff.  

 

 Structured customer meets, say once in a month will give a message to the customers that the 

bank cares for them and values their feedback/ suggestions for improvement in customer 

service.  

 

 Many of the complaints arise on account of lack of awareness among customers about bank 

services and such interactions will help the customers appreciate banking services better. As 

for the bank the feedback from customers would be valuable input for revising its product 

and services to meet customer requirements.  

 

 On line Grievance Redressal Mechanism includes system of obtaining Feedback to assess 

quality of redressal from the complainants/ customers. 

 

7. Town Hall Meeting  

 

 A Town Hall meeting will be arranged on regular basis at one place with cluster of branches 

under supervision of Regional office / Zonal office. The purpose of such meeting is to 

enforce zero tolerance standards on complaints resolution. These meeting will be presided 

over by an official from Central Office.  

 The customers will be invited in this meeting to get their views and opinion on the customer 

service provided by the branch and to identify areas for its improvement.  

 Any grievance of the customer would be listened and redressed on the spot, if possible. The 

Zonal Office after getting feedback from Regional Office will submit report with their 

comments on action taken in the Town Hall Meeting to Operation Department, CO.   

 

 

 

 

 

8. Sensitizing operating staff on handling complaints:  

 

 Training Centers would conduct special courses for handling complaints and customer care. 

We are dealing with people and hence difference of opinion and areas of friction can arise. 

With an open mind and a smile on the face we should be able to win the customer‟s 

confidence.  
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 It would be the responsibility of the Nodal Officer to ensure that internal machinery for 

handling complaints/ grievances operates smoothly and efficiently at all levels. He should 

give feedback on training needs of staff at various levels to the HR Dept. 

 

9. Analysis and Disclosure of Complaints 

 

 Root Cause Analysis and effective action on common grievances to avoid recurrence of 

complaints on same issues can be avoided. Root Cause Analysis is based on number of 

complaints received on top issues that accounted for at least 50% of all the complaints 

received in the immediate preceding quarter. 

 

 Bank shall place a statement before its Board analyzing the complaints received. Bank shall 

also disclose the Statement of complaints and its analysis along with its financial results. 

Further, the unimplemented awards of the Banking Ombudsman shall also be disclosed along 

with financial results. Bank shall place a statement of complaints before its Board / Customer 

Service Committee along with an analysis of the complaints received. The complaints shall be 

analyzed. 

 

         (i)   To identity customer service areas in which the complaints are frequently received;  

         (ii)  To identify frequent sources of complaint;  

         (iii) To identify systemic deficiencies; and  

         (iv)  For initiating appropriate action to make the grievance redressal mechanism  

                 more effective. 

 

 Further, bank shall disclose the brief details along with their financial results pertaining to the 

number of complaints pending at the beginning of the year, received during the year, 

redressed during the year and pending at the end of the year. Similar information pertaining 

to the Banking Ombudsman Awards received and implemented shall also to be placed. 

 Further, bank shall place the detailed statement of complaints and its analysis on its web-site 

for information of the general public at the end of each financial year. 

 

10.  Review of Customer Service during Internal Audit:- 

 

 The Internal Auditor/ Concurrent Auditor shall at the time of Audit of the Branch also review the 

systemic ways of complaint resolution rather than mere number of cases resolved. The Auditor 

will also ensure and report in the Audit Report the factual position of observance of guidelines 

given by Reserve Bank of India and BCSBI on Customer Service such as display of 

comprehensive Board Note, availability of copy of policies on Customer Service etc.  

 

 

11. Institutional Arrangements 

 

 The bank is required to disclose the brief details regarding the number of complaints along 

with their financial results. This statement shall include all the complaints received at the 

Central Office/ Controlling offices/ branches level.             
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 However, where the complaints are redressed within the next working day, bank shall not 

include the same in the statement of complaints. 

 Bank shall give wide publicity to the grievance redressal machinery through            

advertisements and also by placing them on its website. 

 

12. Mechanism of Review of Grievances Redressal Machinery 

 

 As per the existing guidelines, Bank shall critically examine on an on-going basis as to how 

Grievances Redressal Machinery is working and whether the same has been found to be 

effective in achieving improvement in customer service in different areas. 

 Banks shall identify areas in which the number of complaints is large or on the increase and 

consider constituting special squads to look into complaints on the spot in branches against 

which there are frequent complaints. 

 At larger branches and at such of the branches where there are a large number of        

complaints the bank shall make special emphasis by engaging staff designated as            

Public Relations Officers / Liaison Officers for looking into / mitigating the complaints/ 

grievances of customer expeditiously. The Bank shall include one or two sessions on 

customer service, public relations etc., in training programmes conducted in its training 

establishments. 

 In cases where the contents of the complainant have not been accepted, a complete reply 

shall be given to complainant to the extent possible. Grievances/ complaints relating to 

congestions in the banking premises shall be examined by the bank‟s internal inspectors / 

auditors on a continuing basis and action taken for augmentation of space, whenever 

necessary, keeping in view the availability of larger accommodation in the same locality at 

the reasonable rent and other commercial considerations. 

       “All related statutory guidelines/ circulars issued by RBI/ GOI are incorporated in the 

policy. Further, if any amendments to the existing norms are made by the Reserve Bank of 

India or other Statutory Bodies/ Regulators, the same will be applicable and it will be treated 

as part of the policy.” 
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