
Customer Complaint Escalation 
Workflow

Level 1: Branch Manager / Branch In-
Charge
Receives and records the customer 
complaint.
Resolution within 3 days from date of 
receipt.

Level 2: Nodal Officer
Handles cases unresolved at branch 
level.
Resolution within 7 days from 
escalation.

From the branch level, partial 
acceptance or full rejection of 
complaints shall not be permitted.
Such cases shall be forwarded to 
Head Office for review by the Nodal 
Officer and Principal Nodal Officer.

Level 3: Principal Nodal Officer
Reviews complaints unresolved by 
Nodal Officer.
Resolution within 10 days from 
escalation.

Level 4: Internal Ombudsman (IO)
Reviews complaints unresolved 
after PNO intervention.
Resolution within 10 days from 
escalation.

Where partial acceptance or full 
rejection of a complaint is proposed, 
the matter shall be placed before 
the Internal Ombudsman for 
concurrence prior to communication 
to the customer.
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