
 

 

 
General Complaint Resolution:  

(For complaints related to routine customer service, operational issues, or support services)

 

Customer Raises a 
Complaint via Branch, 

Email or Call

Complaint is lodged and 
Acknowledgement is sent 

to the Customer

Forward to Concerned 
Department:            
Operations

Resolution Communicated 
to Customer Within 

Defined TAT (7 Working 
Days)

If Customer Satisfied-
Complaint Closure 
Confirmation sent

If Customer not Satisfied-

Escalation Level 1:                       
Officer : Mr. Pratik Mehta    

Contact: 9820409771                         
Email: 

pmehta@ecity.esselgroup.c
om

If Customer Satisfied with 
Escalation Level 1: 
Complaint Closure 
Confirmation sent

If Customer Not Satisfied 
with Escalation Level 1

Escalation Level 2:                       
Officer : Mr. Amit Handa 

Contact: 9619200023                                    
Email: 

amithanda@ecity.esselgrou
p.com

If Customer Satisfied with 
Escalation Level 2: 
Complaint Closure 
Confirmation sent

If Customer Not Satisfied 
with Escalation Level 2

Escalation to RBI / Ombudsman Online Portal: https://cms.rbi.org.in                
Email: crpc@rbi.org.in                       

Address: Centralised Receipt & Processing Centre, RBI 4th Floor, Sector-17 Chandigarh - 160017               
Toll Free No: 14448



 

 

Compliance Complaint Resolution:  
(For complaints arising due to violation or non-adherence to RBI guidelines, laws, etc.)

 

Customer Raises a 
Complaint via Branch, 

Email or Call

Complaint is lodged and 
Acknowledgement is sent 

to the Customer

Forward to Concerned 
Department:            

Compliance/ Legal

Resolution Communicated 
to Customer Within 

Defined TAT (7 Working 
Days)

If Customer Satisfied-
Complaint Closure 
Confirmation sent

If Custimer not Satisfied-

Escalation Level 1:                       
Officer : Mr. Pratik Mehta    

Contact: 9820409771                         
Email: 

pmehta@ecity.esselgroup.c
om

If Customer Satisfied with 
Escalation Level 1: 
Complaint Closure 
Confirmation sent

If Customer Not Satisfied 
with Escalation Level 1

Escalation Level 2:                       
Officer : Mr. Amit Handa 

Contact: 9619200023                                    
Email: 

amithanda@ecity.esselgrou
p.com

If Customer Satisfied with 
Escalation Level 2: 
Complaint Closure 
Confirmation sent

If Customer Not Satisfied 
with Escalation Level 2

Escalation to RBI / Ombudsman Online Portal: https://cms.rbi.org.in                
Email: crpc@rbi.org.in                       

Address: Centralised Receipt & Processing Centre, RBI 4th Floor, Sector-17 Chandigarh - 160017               
Toll Free No: 14448


