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Step 1: Customer has a grievance
→ Proceed to lodge a complaint through any of the following channels:
· In Person: Visit branch → Customer Care Executive / Branch Manager
· Contact Centre: 
· Toll-free: 080 6942 0000
· Paid numbers:  9527441600 / 9527451600 / 9527461600
· Email: customerservice@bccb.bank.in
· Online: Centralized Grievances Redressal Management System (CGRMS) via Bank’s Website / NetBanking / Mobile Banking / Mobile App
· Post/Courier: Send written complaint to Head Office
· Social Media: Twitter / LinkedIn → handled by Grievance Redressal Cell, HO

Step 2: Complaint Registration & Acknowledgement
· Complaint is recorded in CGRMS / Bank’s database
· For complaints registered online with CGRMS, customer gets an automatic acknowledgement of his/her complaint.
· No action will be taken on Anonymous complaints.

Step 3: Resolution Timelines (TAT)
· General complaints: 15 working days
· Complaints forwarded by RBI / Regulator / PMO / Statutory bodies: 15 working days
· Complex cases requiring investigation: Final response or reason for delay shall be communicated within 20 days

Step 4: Is the complaint resolved and customer satisfied?
· Yes: Complaint stands closed.
· No: Escalate as per hierarchy.

Escalation Matrix
1. Primary Contact:
· Nodal Officer (AGM): Mrs. Vanita Pereira
· Email: Vanita.pereira@bccb.bank.in | Phone: +91 7447763311
· Escalate if not resolved within 10 working days
2. Escalation Level 1:
· Principal Nodal Officer (CEO): Mr. Mahesh Phadke
· Email: pno@bccb.bank.in | Phone: 9527441600 / 9527451600 (Ext-121)
· Escalate if not resolved within 20 working days
3. Escalation Level 2:
· Chairman, Customer Service Committee
· Email: chairman@bccb.bank.in | Phone: 9527441600 / 9527451600 (Ext-123)
· Escalate if not resolved within 30 working days
4. Escalation Level 3:
· Banking Ombudsman (RBI): 
· Address: RBI Byculla Office, Mumbai
· Email: crpc@rbi.org.in | Phone: 022-23022028 / 23001285
· Or file online at https://cms.rbi.org.in


Digital Transaction Dispute Timelines
· ATM Issuer / Acquirer / On-Us: 
· T+2 proactive reversals; T+5 for failed transactions after verification
· IMPS / UPI / NEFT / RTGS: 
· T+1
· RuPay (POS / ECOM): 
· T+2 proactive reversals; T+5 if approved at merchant/acquirer
· Customer is notified via same channel used to lodge complaint.




