ANNEXURE-I

ABC ANALYSIS OF COMPLAINTS

Introduction  

           Customer Grievances Redressal Cell, headed by the General Manager (Planning & Development) & the Nodal Officer of the Bank has been functioning at Head Office for effective monitoring of redressal of customer grievance. Complaints received at Head Office are acknowledged immediately and are referred simultaneously to the concerned Zonal Office / Department at Head Office for expeditious redressal of the grievances to the satisfaction of the complainants. Records of complaints, irrespective of nature, received at Head Office are maintained serially through electronic device and monitoring of redressal thereof is done on the basis of the outstanding serial numbers generated from the system.   

Nature of Complaints Received 

           On the basis of analysis, the complaints received may be broadly classified into the following categories:

1) Delay in collection of instruments/remittance

2) Delay in disposal of deceased cases

3) Non-availability of stationery items

4) Loss/Misplacements of Instrument/Security

5) Delay in handling with pension related matters

6) Dispute regarding application/ charging of interest

7) Dispute regarding application of service charges

8)  Allegation of harassment

9)  Allegation of improper dealing with customers

         10) Credit related decisions

         11) Inadequate infrastructure/sitting arrangement etc.

    12) Premises related disputes

    13) Allegation of corruption

         14) Delay in issuance of duplicate DD/ BC   

         15) Delay in transfer of account from one branch to another

         16) Complaints received through MOF/ DPG/ RBI/ VIPs

  
In order to expedite the pace of redressal of complaints depending upon the nature of grievances and giving further impetus to customer service, the need for prioritisation i.e. ABC analysis of complaints is felt necessary. 

           Accordingly, it has been decided that all complaints received by the bank at Head Office/ Zonal Offices/ Branches be segregated into three broad categories as under :

     BASKET-A :

1) Misbehaviour

2) Harassment 

3) Delay in disposal of deceased cases

4) Delay in handling with pension related matters

5) Delay in collection of instruments/remittance

6) Allegation of corruption

7) Delay in transfer of account from one branch to another

8) Complaints received from MOF/ DPG/ RBI/ VIPs                                                   

     BASKET – B  :  

1) Dispute regarding application/ charging of interest

2) Dispute regarding application of service charges

3) Credit related decisions

4) Loss/ misplacement of Instrument/ Security

     BASKET – C  : 

1) Non-availability of stationery items

2) Inadequate infrastructure/ sitting arrangements etc.

3) Premises related disputes

4) Delay in issuance of duplicate DD/ BC

      Action Points : 

· Complaints received by the Bank are to be grouped into the appropriate categories and marked and recorded accordingly. However, in case a complaint consists of multiple allegations falling under more than one baskets, the categorization is to be done considering the applicable highest category in terms of the above mode of proposed categorizations. For example, a complaint containing allegations falling under A, B & C categories or A & B categories or A & C categories is to be classified as A category complaint. Similarly, a complaint containing allegations falling under both B & C categories is to be marked as B category complaint. 

· Complaints falling in Basket-A require to be dealt with on top priority basis and the Zonal Heads may be advised to look into such complaints personally and take necessary measures to ensure prompt disposal of the same within the shortest possible time, but not exceeding one week in any case. In case a complaint falling under this category can not be redressed immediately within the framework of the extant norms and guidelines of the Bank an interim reply thereto is to be submitted by the Zonal Head to the complainant narrating the position, under intimation to Head Office.                                                                                                                                                                                                                                

· Complaints falling in Basket-B should be dealt with in proper perspective and to be disposed of within a maximum period of two weeks time.

· Redressal of complaints falling in Basket-C are to be ensured within a maximum period of three weeks time. 

· Timeframe for redressal of complaints containing allegations falling under more than one baskets may be fixed at three weeks.

· In order to have proper monitoring on the pace of redressal of complaints we may advise the Zonal Offices to submit action taken report in a uniform format (Annexed) on monthly basis to Head Office regarding status of redressal of complaints received by them directly from the complainants as well as those from Head Office and also the branches under their control. The Zonal Offices may be advised to ensure submission of the report for each month within 15th of the succeeding month.  

  Monthly Report on Redressal of Complaints

Month ended


Zonal Office


Sl. No.
Branch concerned
Name of the  Complainant
Nature of Complaint
Category

  (A/B/C)
Date of receipt
Date of redressal
If not redressed, reason thereof























































 
  Category-wise Summary of Pending Complaints

Period of pendency
Category of Complaints
Total

( A+B+C)


A
B
C


Upto one month





Beyond one month and upto three months





More than three months





TOTAL





                           
  Dated :                                                          




 ( Signature of the Zonal Head )

