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Standard Operating Procedure (SOP) for Complaint Management System (CMS) and IVR-Toll-free
Service as per RBI Circular

1. Objective: Being a service organisation, providing quality customer service and ensuring customer
satisfaction are the prime concerns of the Bank. The Bank believes that providing prompt and efficient
service is essential not only to attract new customers, but also to retain the existing ones. Yet, there may
sometimes arise situations where customer's expectations are not met leading to customer
dissatisfaction and grievances.

Bank's SOP for Complaint Management System (CMS) and IVR-Toll-free Service aims at providing
prompt and efficient redressal across Bank's customer touch points and minimizing instance of
customer complaints.

This SOP lay down a uniform complaint redressal procedure to be followed across the bank while
handling and resolving customer complaints including complaints related to unauthorized electronic
banking transactions and other customer service areas as mandated by RBI Circular No. RBI/2017-
18/15DBR.No.Leg.BC.78/09.07.005/2017-18, dated 6" July, 2017. Timely and satisfactory resolution of all
customer grievances.

This SOP also aims at informing the customers about various channels though which they can reach
out to the Bank for sharing their concern or unpleasant experiences and alternate avenues available
with them for grievance redressal.

2. Scope: This SOP applies to all employees and departments of Vasai Vikas Sahakari Bank (VVSB Bank)
involved in customer service and complaint management.

Responsibilities:
a) Customer Service Department: Primary responsibility for handling and resolving complaints.
b) IT Department: Ensures technical infrastructure for SMS, email alerts, IVR, and toll-free services.
C) Branch Managers: Assist in complaint resolution and customer commmunication at the branch level.
d) Audit Department: Regularly monitors the effectiveness of the complaint management system.

3. Procedure:

i. Registration for Alerts

a) Customers must be encouraged to register for SMS alerts and, where available, email alerts for
electronic banking transactions.

b) Ensure that SMS alerts are sent mandatorily to customers. Email alerts should be sent if the
customer has registered their email address.

ii. Reporting Unauthorised Transactions
a) Inform customers to report any unauthorized electronic banking transactions at the earliest.




b) Notify customers that delay in reporting unauthorized transactions increases the risk of loss to both
the bank and the customer.

ii. Channels for Reporting

Provide customers with 24x7 access through multiple channels for reporting unauthorized transactions or
loss/theft of payment instruments. These channels include:

a) Website

b) Phone banking

C) sMs

d) Email

e) IVR

f) Dedicated toll-free helpline
g) Reporting to home branch

iv. Immediate Response Mechanism

a) Enable customers to respond instantly by "Reply" to SMS and email alerts so that customers do not
need to search for a web page or email address to notify their objection.

b) Provide a direct link on the homepage of the bank's website for lodging complaints, with a specific
option to report unauthorized electronic transactions.

C) Dedicated helpline/customer care number for registering complaints.

V. Acknowledgement and Tracking
a) Ensure that the system sends an immediate response (including auto-response) to customers,
acknowledging the complaint and providing the registered complaint number/ticket number on

reporting loss/fraud or any issues.

b) Record the time and date of delivery of alerts and receipt of the customer's response. This is crucial
for determining the extent of the customer’s liability.

vi. Prevention of Further Unauthorised Transactions

a) Upon receipt of a report of an unauthorized transaction, take immediate steps to prevent further
unauthorized transactions in the account.

vii. Exclusion of Non-Mobile Number Customers

a) Customers who do not provide mobile numbers should not be offered the facility of electronic
transactions, except for ATM cash withdrawals.

ACTIVITIES: Branch Level activities:
a) Spread awareness amongst the customer regarding complaint channels of the Bank.
b) Assist Senior citizens, physically disabled, illiterate etc to lodge the complaint in the portal.

C) Scan the written compliant submitted by the customer and upload in the complaint portal of the
Bank with customer mobile number.

IT Support Level

a) Technical Acknowledgement: Within 24 hours of escalation from the branch/departments.
b) Technical Investigation and Fix: Within 5 working days.

C) Report Back to Branch/departments: Daily updates on the status of the investigation.

Department-wise Responsibilities
[ IT Department

a) Ensure SMS and email alert systems are functioning correctly.
b) Investigate and resolve technical issues related to unauthorized transactions.

C) Provide timely updates to the branch and customer service departments.
1L Branch Managers

a) Assist customers in lodging complaints.
b) Ensure complaints are logged and tracked properly.




C) Follow up with IT and customer service departments for timely resolution.Communicate resolution
and updates to customers.

il Customer Service Department at HO
a) Receive and log customer complaints.
b) Receive and log customer complaints lodged from the Branch.
C) Provide initial acknowledgement within 24 hours.
d) Coordinate with relevant departments for resolution.
e) Communicate with customers about the status of their complaints.

v. Audit Head Office Level
a) Monthly Review: Review of all complaints received and resolved in the past month.

b) Quarterly Audit: Comprehensive audit of the complaint management process and system
effectiveness.

C) Annual Review: Annual report on the complaint management system, including statistics, trends,
and areas for improvement.

7. TAT for complaint redressal:
SN | Description of complaints TAT
1. Related to customer service Maximum 15 days
2. Related to un-authorised/wrong transactions at branch level. Maximum 15 days
3. Related to Fraud/loss transaction in UPI/IMPS etc As per Bank’s policy
4. Other issues like retrieval of old records, legal issues, cases 45 to 90 days
involving third party etc

Escalation matrix and TAT for customer service and un-authorised/wrong transactions at branch level,
UPI/IMPS & other channels etc :

SN | User TAT Escalation to
1. Branch Level Within 24 Hours Customer Service Department
2. Customer Within 15 working days Nodal Officer
Service
Representative
3. Nodal Officer Within 7 days from the receipt. Concerned Department Head
4. Concerned Within 7 days from the receipt. CEO
Department
Head
5. CEO Within 15 days from the receipt --
8. Compliance and Monitoring
a) Regularly monitor and audit the effectiveness of the complaint management system.
b) Ensure all employees are trained and aware of the procedures outlined in this SOP.
C) Periodically review and update the SOP to align with regulatory requirements and improve
customer service.
9. Documentation
a) Maintain records of all complaints, responses, and actions taken in a secure and accessible manner.
b) Ensure compliance with data protection and privacy regulations.
10. Contact Information
a) Provide clear and accessible contact information for customers to report unauthorized transactions
through all available channels.
This SOP, VVSB Bank ensures compliance with RBI guidelines and provides a robust system for managing

and resolving customer complaints across all product channels of the Bank.
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