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*All initiatives and strategies of SFSPL’S will be customer focused.

*Transparency, Promptness, and efficiency is key to Customer service.

*For Customers, the same is mentioned in the Application Form & Loan agreement which is part of
the welcome kit

*A Customer can log her grievance on the Customer Care number-011-61325100 . Customers are being
educated on the existence and process of grievance redressal mechanism during the one-two days CGT
& GRT process.

*They are also provided with phone numbers of Relationship Officers and Branch Officers for sharing
any grievance(s).

*The details of grievance redressal mechanism along with the escalation matrix are placed on the
SFSPL’S website and on the branch notice board. The grievances are dealt promptly and courteously
by recording on the CRM .

*SFSPL’S treats all complaints efficiently and fairly to not damage or tarnish the company’s reputation
and affect its business otherwise.

*SFSPL’S endeavors that its employees work in good faith and without prejudice to the interests of the
Customers.

1.All the field officers and customer service executives are given induction as well as refresher training
on the grievance redressal process.

2.Branch Manager and Area Manager/Cluster Manager are required to make surprise Centre visits to
meet Customers and seek feedback about the working of the company and field staff for continuous
improvement and to record grievance if any and forward the same to the Head Office for further
action.

3.A Complaint Register is maintained at Branches to record genuine complaints .

4.In all cases complaint received at the branch the Branch Manager / Area Manager/Branch OPS/Credit
Manager will make an earnest effort to redress the grievance and/or implement the suggestion if it
relates to any operational issue, which is within his/her competence/authority.

5.A complaint redressal workflow chart is placed on the notice board of every branch office clearly
stating the process of grievance redressal system at the branch level.

6.The customer service executive attends to the grievances reported directly on the Grievance Redressal
Officers number.

7.The officers respond to grievances in a prompt, efficient, and courteous manner.

8.The team liaises with the respective branch offices/resolving unit to seek complete resolution to the
issue and records the resolution on the CRM.
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Customers/ Complainant
walks into the branch
premises

Concern Resolved: The Branch Manager/ Branch
Credit Operations Manager will respond to the

Customers/complainant and close the complaint. The _

complaint status will be updated as “Closed” in the
register, and the details will be shared with the Customer
Service Team for tracking and record purposes.

Investigation Required: If the complaint cannot be
resolved at the branch level and requires further

Investigation, the Branch Manager/Branch Credit -

Operations Manager is to email the details to the
Customer Service Team for appropriate action &
resolution.

Note: Partially/wholly rejected

Ombudsman for his review/ perusal

Complaint received at the Branch

Customers explains them grievance

- to the Branch Manager/ Branch

Credit Operation Manager

The Branch Manager/Branch
Credit Operations Manager addresses
the Customers' concern and records the
grievance details in the branch
complaint register

The Customer Service Team will record
the complaint post review & forward it to
the concerned department based on the
nature of the issue. The customer will be
kept informed of the expected TAT of
closure & ensure continuous follow-up
until resolution is received.

Complaints are sent to the Internal —

Upon receiving inputs from the respective
departments, the Customer Service Team
will assess the resolution and communicate
the outcome to the customer via call,
followed by a detailed email within the
stipulated TAT. The complaint is closed
post seeking a confirmation from the
Customers/ complainant.
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Complaint Received at the Head Office

For the benefit of Customers, the head office All incoming calls are
Number-011-61325100 is provided in the ‘ addressed by the Customer

The welcome kit is shared after loan disbursal. Service Team

The dedicated service Team attends to the complainant, records key details including Respondent Name,
Branch, and the nature of the complaint, and forwards the same to the Customer Service Team for further
necessary action.

Upon receipt of a complaint from an existing or non-existing Customers, the Customer Service Team shall
initiate a callback to understand the concern in detail, and post which it will be forwarded to the concerned
department based on the nature of the issue. Continuous follow-up until resolution is maintained.

After receiving the resolution from the respective unit, the Customer Service Team shall review the
resolution and communicate it to the customer via phone/Email. This will be followed by a detailed email
outlining the same within TAT.

. : . Once the grievance has been resolved,
Note: Partially/wholly rejected complaints are :
) all relevant details shall be accurately
sent to the Internal Ombudsman for his _

: recorded for tracking and record
review/ perusal
purposes.
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