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Dhanayu Finance - Customer Complaint Handling Flow Chart

Customer raises complaint
Branch / Email / Call / Website
E-Mail: compliance@dhanayu.com
Phone: +91 70228 30866

|

Complaint logged
Acknowledgement sent to customer

General Compliance
omplaint classificatio
Forward to Operations Forward to Compliance
Operations department Compliance / Legal dept.
Resolution communicated Resolution communicated
TAT: 3 working days TAT: 7 working days

Customer satisfied?

o YES YES
Customer satisfied?

[Complaint closure Complaint closure]

Confirmation sent Confirmation sent

Escalation - Level 1 Escalation - Level 1
Grievance Redressal Officer Grievance Redressal Officer

o YES YES o
Customer satisfied? Customer satisfied?
Complaint closure Complaint closure
Confirmation sent Confirmation sent
Escalation - Level 2 Escalation - Level 2
Nodal Officer Nodal Officer

o YES YES o
Customer satisfied? Customer satisfied?
Complaint closure Complaint closure
Confirmation sent Confirmation sent

Escalation to RBI /| Ombudsman
If still unresolved

Legend
D Intake / logging C] General complaint path D Compliance complaint path
D Level 1 — Grievance Redressal Officer D Level 2 — Nodal Officer
D Complaint closure confirDiRegulatory escalation <> Decision / Satisfaction check
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