
Complaint Channels Unique Serial Number Escalation Matrix

1) Email

2) Phone

3) Letter

4) Website

5) In-person (at the branch)

Unique Serial number for 
tracking and resolution

Client Servicing/complaint 
handling associate

Branch Head/
Relationship Manager

PNO/NO

RBI Ombudsman (Details 
available in the Customer 

Service Information Document)

Flow Chart – Grievance Redressal and Escalation Mechanism
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