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Policy For r Grievance Redressal

This poticy shatt be known as " Poticy For Customer Grievan:g tgg."tsal 
" of The Katupur

commerciit co-Operqtive Bank Ltd, Head office, Ahmedabag ula.shattbepffective fgr one year

r'omthud.ateofissueof,thepoticyortittthenextdateofthereviewofthepoticy.

l" o.rffffiffiint redressal pr-ocedure that is ctear and easy to use for anyone wishing

to make a comptaint.

To pubticise the existence of our cornptaints redressal procedure so that peopte know how to

contact Bank to make a comPtaint.

To make sure that everyone at our Bank knows what to do if a comptaint is received.

To make sure at[ tompl,aints are investigated fairty and redressed in a timety manner.

To make sure that comptaints are, wherever possibte, resotved and that retationships are

repaired/ maintained.

To gather information which hetps us to improve what we do.

A1t compl,aint information witt be handl,ed-sensitively, tetting onty those who need to know and

fottowing any relevant data protection requirements.

ln the present scenario of competitive banking, exce[tence in customer service is the most

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

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

organizations. As a service organization, customer service and customer satisfaction is the

prime concern of any bank. liis necessary to provide prompttnd efficient service not onty

to attract new customers, but atso to retain existing ones. This poticy document aims at

minimizing instances of customer comptaints and grievances through proper service

del,ivery aid review mechanism and to ensure prompt redressal of customer comptaints and

grievances. The review mechanism witt hetp in identifying shortcomings in product features

and service deLivery. Customer dissatisfaction woutd spoit bank's name and image. The

bank,s poticy on cuitomer grievance redressal aims at customer detight and fottows the

under noted princiPtes.
1.1 Customers be treated fairly at at[ times

. Comptaints raised by customers are deatt with courtesy and without detay.

. The customer can register his/her comptaint oratty or in writing orlon website.

Comptaint has to be ieen in the right perspective and efficiently because it can

damage Bank's reputation and business, if handted otherwise.
. At[ ori'emptoyeei shoutd work in good faith and without y'rejudice to the customer

for having without complained to higher authorities.
ln order to m]ake Bank's grievance redressal mechanism more effective, a structured

system is outtined in this policy. The system woutd ensure that the redressal sought is just

and fair and is permissibte within the given frame-work of rutes and regutation. The poticy

document woutd be made avaitabte at atl branches and can be accessed on Bank's lntranet.
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1.2
The concerned emPtoYees should be made aware about the comP nt handling process.

omissiona,

.b

c

Any customer aggrieved bY an act
The attitud inal aspects of

of the functiolnadequacy
Bank sta ff -in deating with customers '
ns/arrangements made'avaitabte to the customers or gaps ln

standards of services expected and actual services rendered

1.3

z.

2.1 Resotution of Grievances at Branch.
Branch Manager is responsibte for the resotution of comptaints/grievances in respect of

customers services at tne branch [eve[. Branch Managers would be responsibte for ensuring

closure of atl comptaints received at the branches. lt is Branch Managers foremost duty.t.o

see that the comptaint shoul,d be resotved comptetety to the custorner's satisfaction and if
the customer is not satisfied, then customer shoutd be provided with alternate avenues to

escatate the issue. lf the Branch Manager feets that it is not possibLe at their [eve[ to sotve

the probtem, he/she can refer the case to comptaint Dept.at HO.

z.z pNoTNodat officer and other designated officiats to handle complaints and grievances

Bank has appointed Principat Nodat Officer/Nodat Officer as per the.Reserve, Plnk..:
integrated dmbudsman Scheme, 2021. PNo/No assisted by another senior bank officiat witt

be r6sponsibte for the imptementation of customer service and comptaint handting for the

entire bank.
2.3 Branch Development Committees and conduct of Customer Meeting'

Bank has grantn Devetopment Committee at many Branches which meet on bi-monthty

intervats primarity to ieview customer service, upkeep, security .aspects, complaint

redressal etc. Bank atso organizes customer meets regutarty which are attended by

Directors and Sr. Executives 5t tn. Bank. Customer feedbacks are obtained and action is

taken on suggestion.
2.4 Mandatory disPtaYs

(1) Comptaint boxes are provided to the branches.

iZi Custbmer can todge comptaint through emaiI or through banKs website

i:l fn. name, address and contact number of PNO & Nodat Officer(s) are disptayed 
.

prominenily in a[[ branches atong with the detaits of the comptaint todging portal of

the Ombudsman (https: //cms.rbi.org.in)
(4) Satient features of the New RBI-IOS Scheme 2021 is disptayed at at[ Branches in

Engtish, Hirldi and the regional language.

(5) Sat'ient feaiures of the New RBt-to! Siheme 2021 e. the copy of tlre RBI-lOs scheme

7021is disptayed on the website of the bank'

(6) ATM retated comptaint redressal mechanism is disptayed in the ATM room.

iZi Ontin. Dispute Resotution (ODR) system for digitat Payment avaitabte on the banks

website

d. lnadequacy of knowtedge/skitts of high degree

Procedure for Filine a ComPlaint:
hroughe[ectronicorphysicatP9:totheHeadoffice/

anyBranch.Thecomptaint/feedbackformisavai[ab[eon[ineonBank,swebsite-

Customer Comp [aints/Grievances Redressa I Mechanism
otvealrrrmediatetybrancheshave.toacknow[edge,the

same with.in 7 days. However aLt.efforts shoutd be made to solve tl'1e probtem of the -

customer within two weeks from receipt of .the comptaint. lf the nature of complaint is

such that it cannot be resotved at the branch 
-tevet, it shoutd be referred to the officer in

.hurg" or Noda[ officer/pNo at Head office who has to resolve and repty to the customer-

*iinir rO Oays from receipt of comptaint by the branch. lf the comptaint is not resotved

then comptainant can appioach Under Scheme of RBI IOS 2021 with his complaint.
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p lnteraction with customers
The bank recognizeT th-at<ustomer's expectatlon/requirement/grievances--can -be 

better

afpreclaled thiough personat. interaction v.vith.customers by bank's stlff. Structured

customer m.eets, ,iy on.e in two monthi witt give a message t-o the customers ttiat the

Oin[ .ur"r for them and vatues their feedback/suggestions for improvement in customer

service. Many of the comptaints arise on. account of lack of awareness among customers

about bank servic€s and'such interactions witt,hetp.the customers appreciate banking

services better. As for the bank the feedback from customers woutd be valuabte input for

revising its products and services to meet customer requirements.

Sensitizine operatine staff on handline comPlaints
forhandtingcomp[aints.Wearedea[ingwith.peopteand

hence'difference of opinion and areas of friction can arise.'With an open mind a.nd a smite

on the face we snoita be abte to win the customer's confidence. lmparting soft ski[ts

ri:quired for handting irate agitated customers, witt-be an integral part of the training

programs schedute. li woutd be the responsibitity of the PNO/NO to ensure that internal

*uihi'',.ry for handl,ing comptaints/grievances operates smoothty and efficiently at atl

levets. He shoutd give feedback on training needs of staff at various tevets to the HR Dept.

5. General Guidetines

(1) At branches aLt staff members must attend customers with smiting face and attend the' - customer's requirement/probtems patientty and sotve promptty to his futl satisfaction. The

Office Assistant, if needed, shoutd refer to his officer for sotution. At any cost customer

shoutd not leave the branch with any grievance

(Z) As far as possibte customer shoutd not be required to visit the branch again on next day for
unresotved issue.

(3) Att branches are provided with comptaint box. Branch Manager himsetf shoutd open

comptaint box daity and note the detaits of comptaint in the comptaint registel a:
prescribed by Head Office. The probtems mentioned in the comptaint be sotved

immed'iatety and if the matter is beyond his control he shoutd refer to Head office with the

copy of complaint on the same daY.

(4) At Head Office Officer/Executive in charge of retevant work must attend to atl comptaints

as soon as received. Advances proposats must be attended on the same day or latest on

next day. Whatever queries are to be raised, it shoutd be att at a time and not in
piecemeat. Such action on our part witt not give any chance to the customer for comptaint
for detay.

(5) Staff members wit[ be deputed for training on updating different customer services aspects

from time to time.

(6) Monthty report of the coirptaints received by the Comptaint Dept atong witfi status is
reported in the BoD/Higher Management.

Review:
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The poticy sha[[ be put up for review to

I

Signature:

Head of Department: Kiran P PandYa

Designation Asstt Generdl Manager

Date: 16.03.2077
Ptace: Ahmedabad

e Board of Directors once in a year.
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