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GREIVANCE RHBRESSAL POLISY

[n Alignment with the Reserve Bank - Integrated Otnbudsman Scheme (RR-IOS). 20261

1. I rytrodg rtion &_eg1e- Pbliglggh5

Placing customcrs at ihc hc;rm olail opcrations is ortc of thc tlank's lundarn*rtal valucs. Thc

Bank bciicvcs th$r ciciil'ering a positivc custorncr erpcricncc is csscntiai ii.rr i:uiiriing tl'usl

anci cnsriring long-icrrir l"claiiunr.;hips. Ct"tstoutcr fcedback-cs1:ccially iit tlrt'it;t'tr oi'

grievances--is a valuable inprLt tbr revising and improving the Bank's prodr"icts. se n ice s. attrl

o'"'crai I pcrtot'ttrultcc.

l'his Ciricvance Redressal Policv has 5scn dev'eloped in stt'ict aiignrncnt with rdguiator!'

gr-ridelincs on cLrstorner servicc. It provides a structut'ed fratnervot'k ibr hanciling anrl rcsoh'ing

cllstomer complaints elfectively and etlicicntly. r\ complaint is deflned as itny shofttall or
,Jeficiency in the ser.,,ices promised to the custoucr. This could. includc delays be.rtnd the

comrnitted turnaround tirne (TAT) or ar failure to tirlt-rli a customer's rccluest as erpected.

2. Fuidarrie*nral Principles of Crieulnce Redressal

The Bank's custorner scrr-ice rnachinery operates uncler the tollorving boarci-approvcd tcnets:

" Llustomers shall be treated fairly and ecltritably at all times.
. flornpiaints raised by custorners arc to be dealt i,vith utmost courtesy, objectivity, atrd *'ithin

the prescribed tirne lirnits.
. Customers must be fully informerl of all availablc avenuers to escalitte their

complaintsr'grievances r,vithin tire or,{anization, as rvell as thcir rights to altcrttative rctneclies

if they are tlot liilly satisfie,.l rvittr itiu response of the bank.

The Bank n ill treat zrll curnpiaints el'ficiently and fairly, recognizing that dclayed ttr poor

handling can damage the institution's repritation ar:d business growth.

Bank enrployees must rvork in good faith ancl u,ithout prejudice to thc true finattciai and

oper;rtional interests ol' the custon-lers.

Cornplaints ernanating fiont rural areas, as u'ell as those relating to flnancial assistance to the

priority sector and Covernment poverty alleviation programmes, fortn a vitai. mandatory' part

oftlris core redressal process.

3. Customer Awareness & Transparency Framework

In or{cr to rnake the Bank's redressal mechanism ffIore msarlingful, accessiblc. anC effbctive,

a clear, stl'uctt"lred information system t-r-rnctions at both individual Branches and the Head

Office, This ensures that the redressal solrght is just" fair" and ',vithin the established

frarneweirk oi banking rules and regulations.
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aI Transparent Disclosures to Customqrs

Whenever a customer wishes to lodge an official complaint, the Bank will explicitly inform
thern of:

1. Where to make the complaint (Physical registers, dedicated digital channels, or secure
emails).

2. How a complaint should be made (Standard format, online ticketing, or formal letters).
3. When to expect a formal reply (Standard regulatory Turnaround Time windows).
4. Whom to approach for escalating the redressal within the institutional command structure.
5. What steps to take if they remain unhappy with the ultimate outcome provided by the Bank.

h) Communication Turnaround Times (TAT)

Acknowledgements: If a customer complaint is received in writing, the Bank will endeavor to
send a formal acknowledgement or initial response within 7 working days. If the complaint is
relayed over the phone via the designated customer care telephone number, staff will log the
case immediately and keep customers informed of the progress within a reasonable period of
time.
Final Resolutions: After thoroughly examining the underlying matter, the Bank will issue and
send its final decision letter within 30 days from the initial date of receipt of the complaint.

4. Three-Tier Internal Redressal Mechanism

The Bank has established a robust three-tier intemal Customer Grievance Redressal
Mechanism to ensure customers derive localized, high-quality solutions at the earliest
possible stage.

First Level (Branch Level): The Branch Manager of every individual Branch of our Bank is
well aware of the intemal rules, operational provisions, and this Redressai Folicy. Hence, it is
easy for custorners to approach the said fuIanager directly and register their grievance at the
branch level for swift containment.
Second Levetr (Nodal Officer): if the query or misunderstanding is not fully clarified at the
first level, or if the first-level authority requires an expert or 1egatr opinion to clarify the
matter, the customer or the Branch Manager can escalate the issue to the Nodal Officer
(Assistant General Manager at the Head Of{ice) to resolve the queries/conrplaints.
Third Level (Principal I.{odal Officer): If the query/complaiat still remains uriresolved or
contested, the matter may be formally referred to the Principai Nodal Officer of the Bank,
who js presently the General Manager of the $ank, The speeific eontact detarls of the Nodal
Ofticer and Principal Nodai Officer are updated periodically and provided ciearly under
Arurexure A.

5. Escalati*n to ttre RBI Jntesrated Gmbudsman $cheme,2026

If a custoffrer's complaint is not resoived by the Bank within 30 days, or if the customer is
ccmpletely unsatisfied with the final resolution prcvided by the Principal Nodal Officer, they
have a statutory right to appeal outside the organizatinn.



The customer can file an offrcial complaint under the Reserve Bank - Integrated Ombudsman
Scheme (RB-IOS), 2026. This is a quasi-judicial authorify established to resolve customer
grievances regarding deficiencies in banking services across India.

Critieal Regutratory Time Fratne (RB-IOS 2A26): Any exterrnl cornplaint gnder the Scherne
must be filed with the RBI Ombudsman within 90 days from the date on which the Bank,s
30-day response timeline expires, or within 90 days from the date of the last communication
received from the Ilank, whichever is latsr:

Regulated entities under this scheme face potential financial awards for proven service
deficiencies. The RBI Ombudsman is empowered to award compensation up io t30 lakh for
direct consequential economic losses, and up to t3 lakh for harassment, expenditure, and
mental anguish.

6. rnternal Governance. Training. and process of Resolution

a. Resolution Accountabiliry: Branch Managers, acting as the prirnary poiftt of eontact, are
directly responsible for resolving and closing customer grievances. It G the utrnost duty of
these officials to see that the complaint is resolved to the customer's total satisfaction or that
alternative avenues of seeking redressal are provided.
b. System Monitoring & Tracking: All complaints and queries shall be registered accurately
within the appropriate tracking system upon receipt. Monitroring of resolution timelines and
outstanding cases shall be done via automated alerts and periodic registers rnaintained at the
Head Office.
c. Value-added Interaction: Our Bank highly acknowledges that the best way to address a
customer grievance is through proper, personalized communication and interaction by Bank
staff with the customer on an individual basis. Most complaints are successfully resolved at
the very instant merely through proper communication, which demonstrates to customers that
their feedback is valued, therdby driving streagthened loyalty and improving the overall
performance of the Bank.
d' Sensitizing Operating Staff on Handling Queries: The Bank a{fir,rns that its operating staff
must be well-trained in handling complaints or basic functional queries arising out of day-to-
day transactions. The Bank provides comprehensive kaining to its staff fromlime to time to
impart and hone soft commmrication skills as well as struchrral functional knowledge. The
respective designated Managers and Nodal Officers are responsible for ensuring the smooth,
efficient functioning of the established internal Customer Grievance Redressal Machinery at
all Branch levels.

7. Policy Review

This Policy will be reviewed by the Board of Directors annually, or dynamically as and when
required based on further instructions, guidelines, or statutory modifications issued by the
Reserve Bank of India (RtsI).



ANNEXT]RE A

Details of Grievance Redressal Executivqs at Head Office:

. Nodal Oflicer: Sri. Mariyan Jerlin (Chief Accountant)

. Official Email ID: jerlin@coastalurbanbank.com

. ContactPhoneNurnber: +91 9446357732

. Head Office Premises: The Coastal Urban Co-operative Bark Ltd. No. 3036, Kollam, Kerala-

. principal Nodal officer: smt. Lizzy william (General Manager)

. Ofltcial Email ID: generalmanager@coastalurbanbank-com

. Contast Phone Number: +91,9744554597

. Head Office Premises: The Coastal Urban Co-operative Bank Ltd. No. 3036, Kollam, Kerala'
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