Grievance Redressal Mechanism — Insurance Business

The Bank is committed to providing efficient, transparent, and customer-centric services to all
customers availing Insurance products through the Bank. To ensure prompt and fair resolution of
customer concerns, the Bank has established a comprehensive grievance redressal mechanism for
handling complaints relating to Insurance products and services offered through the Bank.

All grievances received from customers are attended to with due care and are resolved in a fair,
transparent, and time-bound manner. The Bank endeavours to acknowledge and resolve all
complaints within 14 days of receipt, in accordance with applicable regulatory guidelines and internal
policies.

Modes for Lodging Complaints
Customers may register their grievances or complaints through any of the following channels:
e By visiting their Home Branch
e By contacting Customer Care:
o Toll Free No.: 1800220854
o Phone No.: +91 22 23425961

e Through Email: complaints@bmcbank.co.in

e Through the Bank’s Official Website: bmc.bank.in
e By writing directly to the Principal Officer:

o Email ID: insurance@bmcbank.co.in

Complaint Resolution Process
e All complaints received from customers are properly recorded and acknowledged.
e Complaints are examined thoroughly and resolved within the stipulated turnaround time.

e Customers are kept informed regarding the status and resolution of their complaints through
appropriate communication channels.

Escalation Matrix

In case a customer is not satisfied with the resolution provided at the initial level, the grievance may
be escalated through the following hierarchy:

Level 1
Branch Manager / Customer Service Desk

e Contact Number: Please refer to the respective Home Branch details available on the Bank’s
website.

e Email ID: Please refer to the respective Home Branch email ID available on the Bank’s website.
Level 2

Regional Office


mailto:complaints@bmcbank.co.in
mailto:insurance@bmcbank.co.in

e Contact Number: Please refer to the respective Regional Office details available on the Bank’s
website.

e Email ID: Please refer to the respective Regional Office email ID available on the Bank’s
website.

Level 3
Corporate Grievance Redressal Cell / Nodal Officer

Customers may obtain the contact details of the Corporate Grievance Redressal Cell / Nodal Officer
by visiting the Banking Ombudsman section available on the Bank’s website.

Further Escalation

In case the grievance remains unresolved, or the customer is not satisfied with the resolution provided
by the Bank, the complaint may further be escalated through the following channels:

Bima Bharosa Portal (IRDAI)

Customers may lodge their complaints online through the Bima Bharosa Portal of IRDAI:
https://bimabharosa.irdai.gov.in

Insurance Ombudsman

Customers may also approach the Insurance Ombudsman under the applicable rules and regulations:
https://cioins.co.in
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