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Customer lodge his/her 

complaint on any of the 

below channels     

Case is logged in to the 

records & assigned to the 

concerned Departments 

for resolution      

Customer will be 

acknowledged via 

Call/Email       

Concerned 

Department will 

start investigating 

the complaint 

Concerned Department will 

resolve the complaint & will 

update CRU accordingly and/or 

will provide letter of satisfaction 

from the customer to CRU 

Concerned 

Department will start 

(re)investigating the 

complaint  

Complaint will be resent to the 

Concerned Department by CRU 

for satisfactory resolution    

CRU will review the 

resolution details      

Resolution will be communicated 

to the customer via call/Email. 

Status of complaint will be 

changed to ‘Closed’ 

Satisfactory 

Resolution 
Yes 

No 


