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06/09/2010

CIRCULAR NO: 20/2010
To:

All the branches/offices/Region Heads/Functional Heads at HO
Synopsis:

1. Introduction of Grievance Mechanism system in all branches.
2. Complaint/Suggestion box provided in all branches of Janalakshmi and they should be opened once in a week to examine any complaints/suggestions.
3. The name, address and mobile number of the principal officer authorised to redress the grievance, i.e., all Region Heads, to be painted on the complaint box itself for information of the customers.

4. All branches have to implement the guidelines with immediate effect.

5. All Region Heads have to report the details of complaints received and disposed off to the Product Head, HO, for consolidation and submission to Board.
1. Background: 

1.1 The Reserve Bank of India, Vide Notification dated September 28, 2006 has advised all the NBFCs to implement a Grievance Mechanism system as part of Fair Practices Code.

1.2 Janalakshmi fully understands the importance of and need for the expeditious resolution of all complaints from and disputes with customers.  In order to manage this process effectively, a Grievance Redressal Mechanism is being set up within the organization at various levels to deal with complaints/disputes. 
1.3 The Grievance Mechanism system approved by the Board is advised in the following paragraphs to all the branches for compliance with immediate effect.
2. Grievance Mechanism System and the process:
2.1 Janalakshmi has provided for a complaint/suggestion box in all its branches for any customer to lodge his/her complaint/grievance against any services/individual of the company.
2.2 Wherever branches are not having the complaint/suggestion box, the same is to be taken up with Administration Dept., HO and the same should be installed immediately.  This should also be reported in the monthly control certificate w.e.f. September 2010 submission along with compliance of Fair Practices Code.  The revised Monthly Control Certificate format shall be sent separately for reporting compliance by all branches every month.
2.3 The complaint/suggestion box shall be opened by the BIC once in a week and any complaints received from customers shall be recorded in a complaint/suggestion register (Annexure – I).  The BIC should submit the same to the Branch Head immediately, who should attend to it/dispose of the same in the following manner:

i. If an immediate response/resolution can be provided to the customer, the same shall be done in writing, while communicating the details of the complaints and the resolution to the Region Head.  
ii. If an immediate response is not possible, an interim reply acknowledging the customer’s complaint/suggestion with the information that the complaint is being looked in to and that a detailed reply will be sent within a period of 15 days to be sent to the customer.

iii. Thereafter, the Branch Head concerned shall look in to the matter and send a copy of the complaint/suggestion to the Region Head, along with the facts of the case, so as to enable the Region Head to redress the complaint within the timelines stipulated above.  If the Region Head requires any assistance of Head Office to redress the complaint/suggestion, he/she should take up well in advance with the concerned department/functional head at HO. 
iv. If no reply is received from the customer within the next 15 days, the complaint/suggestion shall be treated as satisfied and closed in Janalakshmi’s books.
v. Thus, for reply to the customer, the time limit is 15 days and for closure of the complaint is 30 days, as advised in para (ii) and (iv) above.
2.4 Branches shall publish on the complaint/suggestion box itself the name and address of the principal officer of the Company, i.e., the Region Head with his mobile number, who is authorised to redress the grievances of the customers, if any, to resolve disputes arising in this regard.  
2.5 All the customers’ grievances against the company and its officials at the branch level will be attended to by the Region Head periodically, as defined above.  
2.6 The Region Head concerned should report to the next higher authority at Head Office (VP – Product, Head Office), the action taken on the complaint/grievance once in a calendar quarter (Annexure – II).  
2.7 All the closed and pending grievances will be consolidated in an appropriate summary form (grouped under specific categories) and submitted to the board once in a Quarter, by the Head Product for compliance (Annexure – III).  
2.8 If there is nothing to report, no NIL report need be submitted to the Board.  At a minimum, the total no. of complaints, received, disposed and pending, with reasons, shall be placed before the Board for information/instructions, if any, once in a calendar quarter.
2.9 The internal auditors have to report non-compliance, if any, by the branches in their regular audit reports and also take in to a/c the non-compliance for evaluation the branch’s performance rating from audit point of view.

All the branches and Regions are requested to take note of the guidelines and ensure implementation of the same with immediate effect.

N.S. RAJAN

SENIOR VICE PRESIDENT

CREDIT, RISK MANAGEMENT, OPERATIONS, AUDIT & LEGAL WING

Annexure – I
COMPLAINTS/SUGGESTIONS RECEIVED  REGISTER TO BE MAINTAINED BY BRANCHES

(To be maintained in soft copy)

Name of the Branch:

	Sl. No.
	Date of Receipt of the complaint/ suggestion
	Name of the Customer
	CBS a/c No.
	Gist of The complaint/ suggestion
	Date of interim reply sent to the customer 
	Date sent to Region Head for sending reply to the customer
	Name  of the BH
	Date of final closure
	Method of resolving the complaint/ suggestion
	Name of the official who closed the complaint/ suggestion
	Name of the BIC/BH

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	


Annexure – II
REGISTER OF COMPLAINTS/SUGGESTIONS RECEIVED AND DISPOSED OFF 

(To be maintained by the Region Head)

Name of the Region: 






Name of the Region Head
	Sl. No.
	Date of Receipt of the complaint/ suggestion from the BH
	Name of the Branch
	Name of the Customer
	CBS a/c No.
	Gist of The complaint/ suggestion
	Date of  sending final reply to the customer 
	Date of final closure at RH level
	Name of the Region Head
	Date of complaint/ suggestion register extract sent to Product Head, HO

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	


Note: 

1. The above Register is to be kept in soft copy, branch-wise, by the Region Head and all complaints referred to by the Branch Heads are to be entered in the register, month-wise.

2. The extract of the report to be sent to VP, Product, HO., once in a calendar quarter, i.e., 31/3, 30/6, 30/9 & 31/12, every year, for consolidation and submission to Board for information/instructions.

3. The extracts so received are to be consolidated and submitted to Board by VP, Products, with details of pending complaints as at the end of quarter with reasons.

4. All pending complaints/ suggestions at the end of calendar quarter to be furnished to the VP, Product, HO., in the following format:

	Date of receipt of complaint/ suggestion
	Name of the branch
	Nature of complaint/ suggestion
	Reasons for pending
	Date within which the complaint/suggestion will be resolved/final reply will be sent

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Annexure – III
MEMORANDUM TO BOARD

COMPLAINTS/SUGGESTIONS RECEIVED FOR THE QUARTER ENDED _______________________
From: Products Department, Head Office, Bangalore



Date:


	Name of the Region
	Opening balance of the pending complaints/ suggestions, if any
	No. of complaints/ suggestions received during the quarter
	No. of complaints/ suggestions disposed of during the quarter
	No. of complaints/ suggestions pending at the end of the quarter #

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


# Full details of all the pending complaints to be submitted as annexure to the Memorandum in the following format:

	Date of receipt of complaint
	Name of the branch
	Nature of compliant
	Reasons for pending
	Date within which the complaint will be resolved/final reply will be sent
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