ANNEXURE

ABC ANALYSIS OF COMPLAINTS

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

PAGE  

