
Is the complaint 
related to banking 

service regulated by 
RBI?

Complaint 
is Closed

YES

NO

NO

NO

If you are not satisfied with our grievance redressal or if the complaint is not resolved at the bank level within a month, you 
may approach the Banking Ombudsman. The complaint may be lodged online through the portal designed for the 
purpose https://cms.rbi.org.in or at their Centralized Receipt and processing center, Reserve Bank of India, Central 
Vista, Sector 17, Chandigarh – 160 017”

Complaint Management Flow – Investor Services Business
Is the customer 

related to Investor 
Services?

YES
START

YES

Response received in 
5 calendar days and 
customer satisfied 

with the resolution?

YES

YES

Is the customer 
grievance related 
to  Custody/DDP?

Service 
Channel 
(L1)

Customer writes to: 
ss.custodygrievances@citi.com / 

ss.ddpgrievances@citi.com / 
Custody Client Management Team

YES

Is the complaint 
resolved within 30 

days?Escalation 
Channel (L3)

Grievance Escalation Matrix: 
https://www.citigroup.com/rcs/citigpa/storage/publi

c/India/custody-services/grievances-escalation-
matrix-contacts.pdf

Is the complaint 
related to non-
banking service 

regulated by SEBI?

Is the complaint 
resolved within 30 

days?

NO

YES

Escalate to Nodal Officer: 
https://www.citigroup.com/rcs/citigpa/storage/publi

c/India/customer-services/information-on-nodal-
officer.pdf

Escalation on SEBI Scores:
https://scores.sebi.gov.in/

Complaint 
is Closed

Escalation 
Channel (L2)

Escalation 
Channel 
(L2)

Escalation to Depository:
https://investor.nsdl.com/portal/en/home

https://www.cdslindia.com/Footer/grievances.aspx

Is the complaint 
resolved within 21 

days?

Escalation on SEBI 
ODR Portal:

https://smartodr.in/login

NO

YES

Escalation 
Channel (L4)

https://cms.rbi.org.in/
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