
SMRITI NAGRIK SAHAKARI BANK MARYADIT, MANDSAUR

Customer Grievance Redressal Mechanism

CUSTOMER LODGES
COMPLAINT

Complaint Submission Channels

Branch –
Written / Oral / Email

BankWebsite –
“Lodge a Complaint” link

Call Centre –
Call - 9111388322

Email - customercare@smriti.bank.in

LEVEL 1 – BRANCHMANAGER/EMAIL (customercare@smriti.bank.in)
> Acknowledgementwithin 1 working day
> Reviews and resolves complaint within 2
working days
> Communicates resolution to customer

Resolved ?

No

Yes Complaint Closed&
Customer Notified

Customer may escalate to

LEVEL 2 – NODAL OFFICER - CUSTOMER RELATIONSHIP MANAGER
(surendra.farkya@smriti.bank.in)

> Reviews unresolved complaint
> Resolves complaint within 2 working days
> Communicates resolution to customer

Resolved ?

No
Customer may escalate to

Yes
Complaint Closed &
Customer Notified

LEVEL 3 – PRINCIPAL NODAL OFFICER (HO)
(rahul.kumar@smriti.bank.in)

> Reviews unresolved complaint pending at Level 2
> Resolves complaint within 2 working days
> Communicates resolution to customer

Resolved ? Yes Complaint Closed&
Customer Notified

No
Customer may escalate to

LEVEL 4 - Chief Executive Officer
(sunil.panjwani@smriti.bank.in)
> Final internal escalation authority
> Reviews unresolved complaint
> Ensures overall resolution within 30 days

If the Complaint is still not resolved by Level 4 then, Customer to be advised that he may escalate to
RBI Integrated Ombudsman Scheme Portal – https://cms.rbi.org.in, Email - crpc@rbi.org.in Helpline – 14448
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