


No

Yes

Yes

No

Customer reports the complaint -
(Contact Center, Branch, MB, NB, Website, Reply via SMS / Email)

Registration in Service Now / CMS- Immediate
Acknowledgment to Customer - Email / SMS

Immediate (within 1 hour of receipt)

Blocking of Channel/ Debit Card
(if required: Immediate / within 30 minutes)

Investigation Initiation–
DCPCTeam

(within 1 working day)

Retrieval of Transaction Logs–
App Support Team

(within 1 working day)

Review of Authentication Factors
(OTP logs, IP, device ID, etc.)–
DCPCTeam

(within 2 working days)

Analyse transaction for customer liability -
DCPCTeam

Raise Chargeback / Dispute with NPCI–
Digital Operations Team

(within 1 working day)

Continue 
Investigation-
DCPCTeam

A

A

Initiate Insurance Claim -
Ops Risk, FRM Team

(within 10 working days)
)

Finalise Investigation –
DCPCTeam

(within 60 days)

Final Decision: 
Accept Customer Claim?

(within 5 workingdays

IO concurrence-
Branch Service team
(within 5 working days of final decision)

Final communication to customer–
Branch Service team

(within 3 days of IO concurrence)

Closure in Service Now / CMS-
Branch Service Team

Recover Shadow Credit-
Digital Operations Team

(within 1 working dayof IO 
concurrence)

Is Prima Facie 
Unauthorised transaction?

Shadow Credit –
Digital Operations Team

(within 1 working day– value dated entry)

Track chargeback outcome–
Digital Operations Team

(within 30 working days)
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