CUSTOMER GRIEVANCE REDRESSAL - COMPLAINT FLOWCHART
As per RBI Circular | CEPD.CO.PRS/S985/13-01-008/2023-24 & CEPD.CO.PRD1/S1127/13-01-008/2023-24

In compliance with Hon'ble High Court of Delhi | W.P.(C) 16659/2022 & CM APPL. 52510/2022

CUSTOMER WITH A COMPLAINT

STEP 1 | Customer Care Executive / Helpline :] Process/Action
Call / Email / Chat/ Walk-in | 3-7 Working Days
19 Customer
Care Exec
:] Escalation
I 4
L 6292152840 ) Complaint
s ) l Resolved
Decision
STEP 2 | Branch Manager
Branch
Manager Escalate if unresolved within 7 days | 10 Working Days
l S RBI/Ombudsman
L info@modifins.com )
- ~ \
Complaint
Resolved
l :] Resolved
@ Nodal
Officer STEP 3 | Nodal Officer / Principal Nodal Officer . J
Designated officer for grievances | 15 Working Days
l KEY TIMELINES
L info@modifins.com J L1 Care 3-7 Days
—_—vy
Complaint
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L4 encingy l L2 Branch 10 Days
Nodal Officer Y
STEP 4 | Senior Management / CMD / MD & CEO
Internal final review at highest level | 30 Days
info@modifins.com
s 2 L3 Nodal 15 Days
I 4
Complaint
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= CMD/MD
& CEO
L4 PNO 21 Days
STEP 5 | RBI Banking Ombudsman / CEPD
cms.rbi.org.in | If unresolved by RE within 30 days
L info.dsrspl@gmail.com )
L5 CEO 30 Days
COMPLAINT RESOLVED / AWARD PASSED
RBI
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Ombudsman >30 Days
L cms.rbi.org.in )
¢ J . J
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