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Grievance Redressal Policy



1) Introduction:

customer focus is one of the core varues of can Fin Homes Ltd. The company has a horisticapproach towards setting up. service standards unJ.o'niinrorrty improvising customer
:;:il:,::"r,ijTjril"TTj.o practice as *"ri ..".,.i",er feedback across murtipre
reed ba c k 
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The Company aims to ensure qutck and effective handlinq of customer grievance, as wellas prompt corrective & preventive action (rn;ru;i;; .-or.l.ron of the process, whereverrequired) in order to avoid recurrence.

In order to meet the above objective, the company has ourined a framework for redressar
S:,::lTff:?:,H[:,;:1,1:H]:tJ,,i" #'i".i"J,".. po,icy under 

",. r",,. p,".ii.",

3) Tenets of Grievance Redressal:

I5."a."rT,?.", 
sha be guided by the foltowing tenets in its approach to Grievance

a) Customer Awareness: The Company shall endeavor to make continuous efforts toeducate its customers to enabre *,uri-, io',nut-" i##r"?"i"r, the choices regardinq Loanproducts as well as channels to approach ror. cl.iurun.l nli r".r" r.

2) Scope and Objectives:

The objective of the policy is to ensure that:

a) All customers are treated_fairly and. in an unbiased manner at all times.b) A' issues raised bv customers are deart with couasfano resorved on time.c) customers are made compreterv 
"*u.";;'";";;;. ri'"'r.urut" their grievance within thecompany and their rights 

,to. 
arternat" i",,"Ji". i'i',l, u.u no, fury satisfled with the.. response or resolution to their grievance.

o) 
]ff,""il:l:r*s 

sha, work ,n sooJiu,t; ;o without prejudice towards the interest of the

Through this poricy' the company sha, ensure that a suitabre Grievance RedressalMechanism exists and oive.wide publicity of tn" 
-r"'rJ 

for receiving, registerinq andaddressing and disposirig of compraints ."i g;,*"";"r from its customers and therrconstituents, with speciflc emphasis on .".oriing ,rl"n-.uru, fairry and expediaousryregardless of source of the case, includrng for thoie releiveo on on_line. The company,sGrievance Redressar Mechanism wi, arso dear with the Lru"a ,""ruting to services providedby the Outsourced Agency.

The poricy entairs adherence to the provisions prescribed under the Fair practice code andPolicy Circutar issued by the NHB/RBI.

b) Fairness & transoarencv: The customer's grievance shall be examined in all fairnessand the company shal take a batanced ;pp;;"Ji;".;;otve the same. company shalensure that customer qrievances are resolvej in a tim;ly;;d efficient manner. Comoanv,swebsite to provide (a) Redressat procedure 
"no 

ii." i.]r"ir^ii ioj tr"qir;;;;,Xtor".Questions (FAes) ror the information or co.nptainanis. rnl'co,,puny sha, ensure disoravrnforming escaration matrix oF Grevances ;ith ;;;;;;i;-" officer,s Name, Designitio;;email IDs and Address on the Notice *"iJ"l;." 
".iE!'un'o',n tn" website of the comoan,comprying with the Annex xII of r'4aster oi-.tio"-l.re;;[ic rnerl directions, 2021. {:.,
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c) Escalation: All responses to customer grievances will provide an escalation matrix
mentioning the details of the next level of escalation point for the customer.

d) Review: The Company shall have a regular process of internal review of customer
grievances at multiple hierarchies to enhance Quality and effectiveness of customer
service. MD & CEO of the Company to review periodically (i) Customer Feedback
(Complaints) and (ii) Grievance Redressal.

4) Definition of Query and Complaint:

The Company has clearly deFined Complaints and Queries so that customer issues are
logged accurately.
It is to be noted that examples mentioned below are illustrative.
4.1 Ouerv:

A Query is:
a) Any doubt/ enquiry
b) Customer seeking/ cross-checking for clarification / more information
c) Customer enq u iring/ cross checking beFore the expiry of specified turnaround time (TAT)

for service
d) Customer checking status/ progress
e) Customer making a request

Examples of q u eries:
i. PMAY.CLSS Status.
ii. Query on application status (Within TAT)
iii. Query on TDS on Deposrts.
iv. Request for statement of A/c, Provisional IT Certificate

4.2 Complaint:
A Complaint is:
a) A grievance/ protest/ grumble
b) Customer disputing non-conformance of services/ processes
c) An error committed by the branch

ExamDles of com Dla ints:
i. Account reflecting'Active'in CIBIL even after closure of loan
ii. ECS/NACH/Cheque presented twice in the same month,
iii. Customer not treated properly by the staff.

5) Process of handling customer grievances

a) Loqaino and trackino of customer orievances: Any aggrieved customer can update his
grievance into the Grievance Redressal Portal ('Portal') at the official website of the
Company viz., !r W 4.eAjtl11r'r!r . a state of the art web based system.

The Portal will record and categorize grievances into different types and maintain
turnaround times (TAT) for specific category / sub-category. It also has an auto escalation
mechanism for cases not resolved within defined TAT. With this the Company shall not
only ensure that all the issues are recorded and resolved, but shall also ensure effective
monitoring /escalation mechanism to the senior functionary responsible in case of the
grievance not being resolved within the defined timelines.

Acknowledgement containing Name and Designation of the officer who will deal with
grievance is provided within a week for every grievance logged Iin the form of a Complaint
Reference Number (CRN)1. Telephonic complaints received at qrievance
Red ressa l/customer service number shall be provided with Complaint Reference Number.
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b) U T Depending on the nature of thehave been set for di ffe rent categories. Grievances shall be r
9nevance, speciFic timelines

bound manner with deta iled advice to the customer. The cust
esolved in a proper and time

of any delay envisaged by the Company in resolutjon of th
omer is kept informed in case

timelines. Compan Y to sen d final response/redressal withi
e grievance beyond the stated

acknowledgement or ex pla in to the customer wh
n One month from the date of

maximum period of Six weeks of receipt of a co
Y it needs more time and redress within

a int.mpl

c) : Apart from direct grievances fromthrough va rious regulatory bodies including NHB/RBI,
customer, g rievances received

Reserve Bank of India, M in istry of Co
National Consumer Hel pli ne,

by the Grieva nce Redressal Departm
rporate Affairs and other lv'linistries shall be ha ndledent at Reqistered oFfice

d) Mode of resoonse: company sha, ensure that as far as possibre the mode of responsers as per the mode of custorne_r, intimation receivJOl.g, .rr". received through e-mailshall be responded though e_mait.

Escalation of orievances: The Company has a Four_tier escalation mechanism forcustomer grievances, as given below:
i. 1st, Level: Branches
it. 2rc Level: Grievance Redressal Dept.
iii. 3ru Level: Grievance Redressal Committee
iv. 4th Level: Nationat Housing Bank

, 
]-9j:1d, the shortcoming tn key areaswhere muttipte grievances/com plaints areansrng.

2. To discuss all Grievances pending more than 14 days and ensuring immediateresolution of such Grievance.3 To ascertain branches where there are murtipre grievances ad where the resorutionsare slow.
4. To ensure that there is proper co-ordination between branches and concernedDepartments at RO for ensuring qulc* resotuiion. 

-- -'
5. To review the Grievance Redreisal pof icy on naif-vearly basls.

Any customer dissatisfied with. the resoru-tion offered by the department may send an emairto the department starinn the specific .";.;;i;; 're";ectronToissatisfaction 
and thedepartment shal immediat6rv oring't-r.," r"ur:;.nJ;,,Jftn or the committee.
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lst Level: Any aggrieved customer can contact his home branch for quick resorution of thesame or can uproad his comprarnt on portar. The uran.i, sn"rr ensure the resorution of thesame within 7 working days from the date or."."qrioiin" compraint (generation of cRN).

2nd Level: If the branch fails to re<olve the complaints or the customer is dissatisfied withthe resolution offered, the aggrieved ;r:6;;;;:y-'appear uy sending an email togrievance red ressa r@ca nfin hQmes. com stating the reasons for appear or the unresorvedcomptaint on the portar sha, trigg€r to tn" c.iiul n1"'iJJressa r Dept. at Registered office,Bangatore ("The Department'i.- rne d"p;;;;";'.;;l ' '"n.u." 
that they direct suchcomplaint to the apDroDriate departmenv B;;.; fo,. resorution of the same. The

lfi:[[".i[:lirr resolve the compiaint *itnin 1a Juv' oi the date or compraint/Appear to

*++q''T. ggmpany has a d€dicated crievance Redressar committee comprising of 5executives A' the grievances which are unresotred *itnin r+ working days from the dateof com plaint/Appear (qeneration or car,r), 
-ihL- 

o"pu.ir"nt sha, prace note to thecommittee arong with the Action raken neforr fo. irilliiut" resoruron of the same.

The Scope/Role of the Committee are as follows:



4th Level: If the customer is still not satisFied with the resolution by the Company or if the
issue is not resolved within 30 working days from the date of acknowledgment of the
complaint, the customer may approach the CRC - National Housing Bank or write to NHB
at the following address and lodge a complaint online at the link
htto://onds.nhbonlrne.oro.rn OR in offline mode by post, in prescribed format available at
link: https://nhb. org. inlcitrzen!1r!r(ell:gpl0!.1_a"n!lQll]t-pd:Lto following address:

Complaint Redressal Cell,
Department of Regulation and Supervision,
National Housing Bank
4th Floor, Core - 54, India Habitat Centre,
New Delhi - 110 003

e)Reportino: The Status of Complaints including the nature of Complaints, shall be placed
before the Stakeholders Relationship Committee of the Board on a quarterly basis.

g) The Board approved policy is reviewed periodically and has a laid down mechanism
wherein any disputes arising out of the decisions are heard and disposed of at the next
higher level.
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f) Emoloyee trainino and awareness: The Human Resource department ofthe Company
shall strive to train all employees at the Branches and other support departments in
handling customer grievances. This would include functional training as well as training in
soft skills.
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