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1. ObjectiveofGrievanceRedressalP
 

ProactiveCustomerservicedelivery
mercomplaintsconstituteanimp
workforminimizingandresolvi
sm. 

 
Asperfairpracticescodefollowedby
chanismwhichshouldbeapproved

 
TheCompany’sGrievanceRed

 

Toprovidethebestcustome

T o complywiththeregulatory
 

2. Definitions 
 

Grievance/Complaint:A“Grievance
ervice,eitherorallyorinwriting,fro
lthoughsomecomplaintsmaybemade
ofaproductorservice. 

 
3. GrievanceRedressalM

 
Inordertoeffectivelyunderstand
hannelsofcommunication.These
.Thesechannelsare: 

 
Designatedofficerasmaybeide
eGrievanceRedressalOfficer.
ncesoriginatingattheirBranchOff

 
Customerscandroptheirgrievances/c
ffices. 

 
Anyaggrievedcustomercanalsoregistertheir
atcompany’sCustomerCareNumbe
ofeverypassbookissuedtothem.
displayed ateverybranchoffice

 
 
 
 
 
 

©Samavesh

3 
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servicedeliveryandcustomerdelightisakeydifferentiatoroftheCo
importantvoiceofcustomer,andthisPolicyaimsatlaying
lvinginstancesofcustomergrievancesthroughproperredressalmechani

edbyCompany,SFPLneedstohaveaGrievanceRedressalP
vedandmandatedbytheBoardofDirectors. 

dressalPolicyfulfilsthefollowingprinciples: 

merservicesupportbyadheringtolaiddownprocedure;

ulatoryguidelinesasrequiredforthisfunction. 

“Grievance/Complaint”isanexpressionofdissatisfactionwitha
,fromacustomer.Acustomermayhaveagenuinecause

maybemadeasaresultofamisunderstandingoranunreasonableexpec

alMechanism 

understandandaddresscustomergrievances,theCompanyshall
Thesemodeswillbeadequatelydisplayedonthenoticeboard

entifiedbytheseniormanagementineachofitsBranc
r.Suchofficerwillberesponsibleforreceivingandmana
hOffice. 

grievances/complaints/suggestionsattheDropBoxavailable

alsoregistertheircomplaints/grievances 
umber1800-419-2272dulyprintedatbackside 

tothem.Thedetailsofcompany’s Customer CareNumber 
ice. 
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Company.Custo
aimsatlayingdowntheframe

redressalmechani

edressalPolicy/Me

ure; 

withaproductors
genuinecauseforcomplaint,a

unreasonableexpectation

openmultiplec
ardofthebranch

BranchOfficesasth
managinggrieva

availableatthebrancho

CareNumber is also 



 

 

 
 
 

Ifa customernotable to 
complaintorgrievanceorsuggest

 
Grievance Department, 

SAMAVESHFINSERVEPRIV

602,6th Floor, Tower-A, Vinayak Plaza
Maldahiya,Varanasi–
221002,U.P.EmailEmail:grievance@sam
aveshmfi.com 

 
CustomerGrievanceRedressalTimeFram

 

Anycustomercomplaintorgrievanceshallbedulyac
anywithinareasonableperiodof
ecustomerwithinthestipulatedtime
followingescalationmatrix. 

 

Inadditiontotheabove,arobust
 

A. Ifanycustomerisnotsatis
theBranchOfficeornotsatis
calationcanbemadeto: 

 
Mr. Umesh Lal 
Nodal Officer  

SAMAVESH FINSERVE PRIVATE
602,6th Floor, Tower-A, Vin
Maldahiya, Varanasi – 221002, U.P. 
EmailId:grievance@samaveshmfi.com

 
B. Incasethecustomerisnotsatis

asethegrievanceisnotredressed
ion,thens/hecanalsowrite

 
Officer-in-
ChargeReserveBankofIndia,
Department ofSupervision,
16/82,A-
5,MallRd,NearWescottSch
lLines, 
Kanpur-208001, U.P. 
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 reach toany ofour offices can also 
suggestionsbywritingoremailto: 

RIVATELIMITED, 

yak Plaza, 

grievance@sam

ressalTimeFrame: 

grievanceshallbedulyacknowledgedandpromptlyrespondedby
oftimenotexceeding30days.Incase,noresponsehasbeenp

timeperiod,acustomershouldescalatehis/hercomplaint

tescalationmatrixhasbeensetupasunder: 

satisfiedwiththeresolutionprovidedbytheGrievanceRed
satisfiedbytheresponsesentbytheGrievanceRedressal

FINSERVE PRIVATELIMITED, 
A, Vinayak Plaza, 

221002, U.P.  
grievance@samaveshmfi.com 

satisfiedbytheresponseprovidedbyHeadCustome
redressedwithinaperiodofonemonthfromthedateofits

writeto: 

ia, 
n, 

School,OfficersQuarters,Civi

 send his/her 

ndedbythecomp
beenprovidedtoth
lainttothe 

edressalOfficerat
edressalOfficer,thenes

merService,orinc
dateofitsfirstsubmiss
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4. SystemsforResolutionofGri
 

AtSFPLwewillinvestinthebest
timelyresolutionofthegrievances.
ofthenatureofthecomplaintsand
alationmatrix. 

 
Oncesuchcomplaints/grievancesreceive
fcomplaint/grievancetothecust
itableandappropriatealternateso
customercontinuestoremaind
thegrievanceredressalmechanis

 
 

5. InternalReviewandmonitori
 

Periodicreviewofmonitoringof
toensurethatprocessloopholesifanyare

 
 

6. ReviewofPolicy 
 

Aconsolidatedreportofperiodicalrevie
vancesredressalmechanismatvarious
Board/Committeeof Directorsat annual

 
a) Internalfactorssuchaschanges

b) Externalfactorssuchaschanges

c) Theoverallperformanceofthe

d) Theresultsofaudit,ifanyconductedduring
 

Thepolicywouldbeavailableon
employeesoftheCompanywillbemadea
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olutionofGrievances 

bestinclassCustomerRedressalMechanism(CRM)sys
ievances.Thesystemcapturesthecomplaints;followsTAT

andescalatesissuesonthebasisofpredefinedTATsandas

evancesreceived,theCustomerCareteamisresponsiblefor
ustomer’ssatisfaction.Everyattemptismadetooffer
esolutionswhereverpossible.However, 

aindissatisfiedwiththeresolution,hecanescalatetheissue
mechanismasreferredabove. 

monitoringofGrievances 

ofcomplaints,TATs,natureof complaints
ifanyarepluggedandtrendsarechecked. 

dicalreviewofcomplianceoffairpracticecodeandfunctio
variouslevelsofmanagementshall be submitted 
at annualintervals. The reviewsshallconsiderthefollow

changesinorganizationalstructureorproductsorservicesoff

changesinlegislationortechnologicalinnovation; 

thecomplaintmanagementsystem,and 

nductedduringtheyearbyinternal/externalauditors. 

nCompany’swebsiteandatallbranches.All 
bemadeawareofthispolicy. 

************ 
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systemtoensure
TATsonthebasis
andaspertheesc

leforresolutiono
rthecustomersu

 ifthe 
issuethrough 

mplaintsisdone 

tioningofthegrie
shall be submitted tothe 

following: 

offered; 


