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START 

Customer Raises Complaint 

(Email / Phone / Website) 

LEVEL 1: Company Secretary 

Complaint recorded & acknowledged 

Resolved? 

Resolution in customer's favour 

Complaint Closed & Customer Informed 

Escalation Required 

LEVEL 2: Chief Compliance Officer 

Resolved? 

Complaint Closed & Customer Informed 

LEVEL 3: Grievance Redressal Officer / 

Principal Nodal Officer 

Resolved? 

Complaint Closed & Customer Informed 

LEVEL 4: RBI Complaint Management System 

Final Resolution by RBI 


