
GRIEVANCE REDRESSAL FLOW CHART IN MANIPAL HOUSING FINANCE SYNDICATE LIMITED 

 

CUSTOMER HAS A GRIEVANCE 

                              │ 

                              ▼ 

             Complaint submitted through any channel 

                  (Branch / Email / Letter) 

                              │ 

                              ▼ 

                Complaint acknowledged to customer 

              (Reference number generated within 2 days) 

                              │ 

                              ▼ 

          Complaint recorded in Complaint Register 

                              │ 

                              ▼ 

        Complaint assigned to concerned department/branch 

                              │ 

                              ▼ 

             Investigation and resolution of complaint 

                              │ 

                  ┌───────────┴───────────┐ 

                  │                       │ 

                  ▼                       ▼ 

         Additional information      No additional 

         required from customer      information required 

                  │                       │ 

                  ▼                       ▼ 

     Customer provides details      Investigation completed 

                  │                       │ 

                  └───────────┬───────────┘ 

                              ▼ 

                Resolution approved by competent authority 

                   

                              │ 

                              ▼ 

          Response communicated to customer with reasons 

                   (Within 7 working days) 

                              │ 

                  Is customer satisfied? 

                  ┌───────────┴───────────┐ 

                  │                       │ 

                Yes                      No 

                  │                       │ 

                  ▼                       ▼ 

         Complaint Closed         Escalation to Grievance 

                                  Redressal Officer (GRO) 

                                            │ 

                                            ▼ 

                             Review and final response issued 

   (within 7 working days from the date of receipt of forwarded complaint) 

                                            │ 

                              Is customer satisfied? 

                                ┌─────────┴─────────┐ 

                                │                   │ 

                               Yes                 No 

                                │                   │ 

                                ▼                   ▼ 

                     Complaint Closed     Customer may approach 

                                          National Housing Bank                    



 


