
Unity Small Finance Bank
Procedure for lodging a complaint 

INTERNAL



Complaint /Grievance Redressal Process Flow 

Complaint is 
closed, and
Customer is 

notified 

Customers may lodge complaints / grievance through:
Branch Visit : Walk-in | Customer care : 1800.209.1122 | Email : care@unitybank.co.in | RNO | Letter | Social Media

Bank’s Response  
Reply will be provided by Bank within stipulated TAT (7 days)

Escalation to Level 2 / Escalation Officer
Contact L2 If the response is unsatisfactory or response is not received within stipulated TAT (7 days)

Escalation to Level 3 / Principal Nodal Officer 
Contact PNO If the response is unsatisfactory or response is not received within stipulated TAT (30 Days) 

Escalation to RBI – Integrated Ombudsman
Contact BO/CMS if resolution is still unsatisfactory 

Resolved

Escalation Matrix
details-of-grievance-

redressal-officer-
and-escalation-

matrix.pdf

If not responded kindly escalate to L2

If not responded kindly escalate to L3
Resolved

Resolved

INTERNAL

If not resolved Or responded kindly escalate to RBI – IO

INTERNAL
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