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OBJECTIVE 

The policy aims to minimize the instances of customer complaints through proper 

service delivery and review mechanism

grievances. 

 
APPLICABILITY 

This Policy is applicable to customers

financial institution partners 

 
PRINCIPLES OF GRIEVANCE REDRESSAL

Transparency: The customer shall be provided with information regarding the channels 

they can access to reach out to resolve their issues. In addition, the turn

issues to be redressed, including

transparently. 

 
Fairness: Our approach towards grievance redressal is of fairness to the customer and 

fairness to the parties involved. It also promotes good and fair collection practices by 

setting better standards in all

 
Escalation: Information on the

the customer is not satisfied with

 
Customer Education: It will be our endeavour to make continuous
enable them to make informed decisions and develop understanding related to collection practices
well as inform them the fair code
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The policy aims to minimize the instances of customer complaints through proper 

mechanism and to ensure prompt redressal of customer

customers who have been reached out by us on behalf

 

REDRESSAL POLICY 

The customer shall be provided with information regarding the channels 

access to reach out to resolve their issues. In addition, the turn-around

including investigation and resolution shall be communicated

Our approach towards grievance redressal is of fairness to the customer and 

the parties involved. It also promotes good and fair collection practices by 

all dealings with the customer. 

the process of escalation of complaints to the next

with the resolution provided by the current level

It will be our endeavour to make continuous efforts to educate customers to
enable them to make informed decisions and develop understanding related to collection practices

code of conduct. 
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The policy aims to minimize the instances of customer complaints through proper 

customer 

behalf of our 

The customer shall be provided with information regarding the channels 

around-time for 

mmunicated 

Our approach towards grievance redressal is of fairness to the customer and 

the parties involved. It also promotes good and fair collection practices by 

next level, in case 

level as defined 

efforts to educate customers to 
enable them to make informed decisions and develop understanding related to collection practices as 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

POLICY COMPONENTS 
 
 

Complaint Definition 

A complaint is a communication received by us through any means (oral/writt

which expresses dissatisfaction about any aspect of our Services, Employee behaviour/attitude,

Processes etc. 

 
 Excessive follow-up for 

 improper behaviour of recovery

 fraud attempted/done by

 Alleged harassment, mis

 Breach of fair practice code
 

Complaint registration 

The customer can raise their concerns pertaining to services offer by us via sending us an email on

Bhavani.sikarwar@dmtec.in  or

loan/credit card. 

If your complaint has been received

acknowledgement/ a response

 
Review & Monitoring 

All complaints shall be monitored at appropriate levels and marked as closed only after resolution

of the issue raised. 

 
We will ensure to monitor and review all the complaints at regular intervals

shared with the respective stakeholders

 
Resolution : 

Team Managers/Leads shall monitor the resolution of complaints received through all channels
redressal at the initial stage to avoid
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A complaint is a communication received by us through any means (oral/writt

which expresses dissatisfaction about any aspect of our Services, Employee behaviour/attitude,

 collections 

recovery agents 

by a third party and such other collections related complaints

mis-behaviour /use of rude language, etc. 

code 

The customer can raise their concerns pertaining to services offer by us via sending us an email on

or to the financial institution from which customer

received in writing, we will make sure to send you

se within a week through letter/mail. 

All complaints shall be monitored at appropriate levels and marked as closed only after resolution

We will ensure to monitor and review all the complaints at regular intervals. Important feedback is

stakeholders for corrective actions to be taken on.

Team Managers/Leads shall monitor the resolution of complaints received through all channels
avoid further escalation. 
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A complaint is a communication received by us through any means (oral/written/mail/e-mail) 

which expresses dissatisfaction about any aspect of our Services, Employee behaviour/attitude, 

complaints 

The customer can raise their concerns pertaining to services offer by us via sending us an email on 

customer has taken any 

you an 

All complaints shall be monitored at appropriate levels and marked as closed only after resolution 

. Important feedback is 

on. 

Team Managers/Leads shall monitor the resolution of complaints received through all channels and ensure 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

1. The timeframe for resolution of complaint shall be communicated to th

additional time is required for redressing the grievance, an interim response shall be sent to the

customers. 

 
2. We shall ensure that appropriate efforts are made to resolve the escalated complaints within the

timelines allotted for that type of complaint. In case of inability to resolve the complaint within the

appropriate reasons shall be documented

 
3. A dedicated team member shall 

respective departments and check 

 
Timelines : 

Suitable timelines of ten (10) working days have been set for every complaint depending upon 

the investigations which would be

Escalations: 

Level 1: A customer can escalate the matter to 

is not satisfied with the response from the helpdesk team. Depending on the 

query/dispute/grievance, a written

business days at his/her registered

Level 2: A customer not satisfied with the response at Level 1, can further escalate the

matter/query/complaint to the 

Nodal Officer :  

Bhavani Sikarwar 

Bhavani.sikarwar@dmtec.in 

2F, Second Floor, Gopala Tower, 
 
 
************* 
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The timeframe for resolution of complaint shall be communicated to the customers and in case,

additional time is required for redressing the grievance, an interim response shall be sent to the

We shall ensure that appropriate efforts are made to resolve the escalated complaints within the

that type of complaint. In case of inability to resolve the complaint within the

documented for such delay in resolving the complaints. 

 review the classification and allocation of complaints

 whether the resolution is complete and correct. 

Suitable timelines of ten (10) working days have been set for every complaint depending upon 

be involved in resolving the same. 

Level 1: A customer can escalate the matter to bhavani.sikarwar@dmtec.in(GRO) 

response from the helpdesk team. Depending on the 

evance, a written reply/resolution will be sent to the customer

registered email id with the Company 

Level 2: A customer not satisfied with the response at Level 1, can further escalate the

 below: 
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e customers and in case, 

additional time is required for redressing the grievance, an interim response shall be sent to the 

We shall ensure that appropriate efforts are made to resolve the escalated complaints within the 

that type of complaint. In case of inability to resolve the complaint within the time, 

 

complaints to 

Suitable timelines of ten (10) working days have been set for every complaint depending upon 

bhavani.sikarwar@dmtec.in(GRO) in case he/she 

customer within 10 

Level 2: A customer not satisfied with the response at Level 1, can further escalate the 


