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CUSTOMER GRIEVANCES REDRFESSAL MECHANISM

GENERAL

1. Vadakkemuriyil Finance Company (India) Limited has put in place a Board approved Customer Grievance Redressal Mechanism in accordance with instructions issued by the Reserve Bank of India vide their Letter No CEPD.CO.PRS/S985/13-01-008/2023-24 dated 07 Nov 2024 and CEPD.CO.PRD1/S1127/13-01-008/2023-24 dated 02 Dec 2024 and in compliance with directions of the Hon’ble High Court of Delhi issued in the matter of WP(C) 16659/2022 and CM APPL 52510/2022.  The objective of this mechanism is to ensure prompt, effective and fair resolution of customer complaints.

PROCEDURE FOR LODGING A COMPLAINT

2.	The Company has a Four Level Customer Grievances Redressal Mechanism as enumerated below :

(a)	 Level 1.  

· A  Customer may register their query or complaint/grievances in writing to the concerned Branch Manager of the Company in relation to any matter pertaining to business practices, lending decisions, recovery process, or requests for updating/altering credit information. 

· On receipt of the request/complaint, an acknowledgement shall be given to the customer with two days via e-mail/ SMS/ letter or any other form of legally valid communication.

· All disputes in relation to the services offered by the company shall be heard and disposed off within 07 working days from the date of receipt of the complaint/grievances.

(b)	Level 2.

· In case the complaint/grievance is not resolved within the given time or if the customer is not satisfied with the solution provided, he/she may approach to the Nodal Officer of the company with complete details and facts of the complaint on the following address :



Mr. Ashwyn Anu George
Nodal Officer
Vadakkemuriyil Finance Co (India) Ltd
Kolabhagom PO, Thadiyoor
Pathanamthitta, Kerala - 689545
Mob : 9495922014
E-Mail – dir1@vadakkemuriyil.com

· The Nodal Officer will make best efforts to resolve the customer’s grievances within 15 working days of receipt of communication.

(c)	Level 3.

· In case the complaint is not resolved within the given time or if no reply is received within the time or if the customer is not satisfied with the solution provided at Level 2, he/she may approach the Managing Director of the company with the reference of earlier communications to:

Mr. Anu T George
Managing Director
Vadakkemuriyil Finance Co (India) Ltd
Kolabhagom PO, Thadiyoor
Pathanamthitta, Kerala - 689545
Mob : 9447065644
E-mail : md@vadakkemuriyil.com

· The Managing Director will make best efforts to resolve the customers grievances within 20 working days of receipt of communication.

(d)	Level 4.

· If a customer is not satisfied with the resolution provided through the above three Levels or the complaint/dispute is not resolved within the  period of specified working days, the customer may appeal to the Officer-in-Charge of Reserve Bank of India, Chennai Regional Office of Department of Non-Banking Supervision on the following address:

Consumer Education and Protection Cell
Department of Non-Banking Supervision
Reserve Bank of India
Fort Glacis, Rajaji Salai
Chennai – 600001
Tele : 044-25361910
E-mail : crpc@rbi.org.in
			OR
Consumer Education and Protection Cell
Reserve Bank of India
10/3/8 Nrupatunga Road
Bengaluru – 560001
E-mail : cepc.bengaluru@rbi.org.in


FLOW CHART

	Level
	Authority
	Address/ Contact Details
	Period

	1
	Branch Manager
	As displayed in Branches
	7 days


	2
	Nodal Officer
	Vadakkemuriyil Finance Co (India) Ltd
Kolabhagom PO, Thadiyoor
Pathanamthitta, Kerala - 689545
Mob : 9495922014
E-Mail – dir1@vadakkemuriyil.com

	

15 days

	3
	Managing Director
	Vadakkemuriyil Finance Co (India) Ltd Kolabhagom PO, Thadiyoor
Pathanamthitta, Kerala - 689545
Mob : 9447065644
E-mail : md@vadakkemuriyil.com

	

20 days

	4
	Consumer Education and Protection Cell,
Reserve Bank of India, Chennai

	Department of Non-Banking Supervision, Reserve Bank of India
Fort Glacis, Rajaji Salai
Chennai – 600001
Tele : 044-25361910
E-mail : crpc@rbi.org.in
OR
Consumer Education and Protection Cell
Reserve Bank of India
10/3/8 Nrupatunga Road
Bengaluru – 560001
E-mail : cepc.bengaluru@rbi.org.in
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