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A lntrodudlon

h the present scenario of competitive banking, excellence in customer service is the

most important tool for sustained business 8roMh. Customer complaints are part of

the business. As a service organization, customer Sat,sfaction is the prime concem foa

any bank. The bank believes that providint prompt and efficient service is essential not

only to attract new customers, but also to prevail over the existin8 customers.

B. Ob.ledlvc

This policy document aims at minimizing instances of customer complaints and

fievances throu8h proper service delivery and review mechanism and ensuring prompt

redressal of complaints and grievances. The review mechanism will help ln identifying

the shortcominSs in producl features and se.vice delivery. Customer dissatisfadion

would tarnish the hank's name and image.

C. Channels available tor customers to r€pon Sdevance.

At The Varachha Co-Op Bank Ltd., we would like to assure you of the best of our

services at all times. lf you would like to share your valuable suggestion, opinion,

experience, feedback ot issues relating to services provided by the bank, register a

ccmplaint if dissatisfied with the services provided by the Eank A'll customers 3(e

entitled to complaint throuEh a various way-

At Bronch Chohnel

At Remotely (Digitol Chonnel)

aranch Channel

h writing, which can elther be handed over to an officer or the mana8er of the Bank

b'ranch or dropped in the complaint/ suBgestion box in the complaint book at branch'

Remotely (Ditital channell

By calllng the Bank's Toll free number 180G258-7750 The timings oJ the contad cente'

shall be bankinc worldnS hou6.

By submlttlng suggestions and complalnt at Bank'5 webslt':

www.varachhabank.com in lollowint llnls'

. For Falled Transactlon cotn9lal s 6TM/POSIMPS/UPII:
https://cms.varachhabank.co
Foi Geners! Banking Compls

hh

ints & fraud TBnsacticn Report:

s

send Message on Email lD:

customercare@varachhabank in

nt
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THE VARACHHA CO.OP BANX I.TD Customer Service And Grievance Redressal

D. Escalatlon matrix for customer complaints

Within the overall maximum period of 30 days within which a complaint needs to b€
redressed, the.e will be a prescribed escalation matrix for redressal ol complaints at
different levels in the organjzation. The matrix presc.ibes the time period for unresolved
complaints/grievancesto be escalated tothe next higher authorities as under.

M \$)
clEfur

Levelof
Escalation

LodBing / escalation Day of
lod9in9 /
escalation

Days available

for redressal

1 Branch Day 1 10 days

2 Admin offce Nodal

office.
Day 15 10 days

3 Asst. General

Manager

Day 30 10 days

The complaint lodged by a customer is first assigned to the branch for redressal. lf the

complaint is not redressed within 10 days or if the customer is not satisfied with the reply,

complaint will be escalated to the Admin Office (Nodal Officer) on the 11th day. lf the

complaint is not redlessed within the next 5 days {15 days from day 1), the €ustomer may

further escalate the complaint to Admin Office {Asst. General Manager). ln case if the

customer is not satisfied with the reply or his grievance was not redressed within om
month, he can approach the Banking Ombudsman. Branches should obtain complaint

withd.awal / satisfaction letter where the complaints are withdrawn by the complainant or

redressed to his / her satisfactloa.

[, Centraliz€d registry for recording .omplaints

The bank has developed an in-house module for recording the complaints received through

various channeis and it is installed in the bank's intranet. lt couid be used by aii branches,

Regional Offices and customer service cell, Head office. Branches can view the complaints

pending and submit reply in the system.

F. Policy Revlew:

This policy shall be reviewed annually or whenever any major changes required due to
changc in thrcat Iandscapc or tT lnfrastructurc/ rcsourccs/ stakcholders ofthc Bank

For THE VARACHHA CO-OPERATIVE BANK LTD.

Policy

NGM / CEO
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