
PROCEDURE FOR LODGING A COMPLAINT 

 

The URL to access Complaint management is https://spgrs.iob.bank.in/comp 

Choose language from the dropdown menu. 

Select New Complaint button if lodging a new Complaint. 

Select View Existing Complaint if inquiring or acting upon an existing complaint. 

 

 

Lodging New Complaint process: 

If existing customer choose “Yes” and enter the account number. 

 

https://spgrs.iob.bank.in/comp


 

If noncustomer, enter the mobile number. 

 

Enter account number or Mobile Number and Captcha and click on generate OTP. 

 

 

Enter the OTP AND CLICK ON VERIFY 



 

Choose the Category, Sub Category and Sub-Sub Category of the complaint.  

Enter the complaint description.  

Attach any attachment if any.  

Click on Submit. 

 

A complaint ID will get generated. Customer will also receive email and SMS 
acknowledgement. 



 

 

 

Complaint Inquiry 

Click on View Existing complaint 

 

 

Complaint can be searched by complaint ID  or Registered Mobile Number 



 

 

 

After OTP Verification: Basic details of the complaint will be furnished. 

Click on View Details to see further details of a complaint. 



 

After clicking View details, customer can see further details. 

 

 

Customer can close the complaint voluntarily if satisfied with the resolution by clicking 
on CLOSE COMPLAINT button. 



 

 

Reopening a complaint: 

After closure of the complaint, if the customer is not satisfied, customer can reopen the 
complaint by clocking on reopen button. 

 

 

 



 

 

The case gets reopened with a new complaint ID tagged to the previous complaint ID: 

 

 

Providing Feedback on complaints: 

Feedback can be provided on closed complaints only. Click on view details of the 
complaint. 



 

 

Click on “Give Feedback” 

 

 

Provide your feedback and click on Submit. 



 

 

 

 

 

 

 

 

 

 



 

FLOWCHART OF COMPLAINT ESCALATION 

 

Level – 1: 

Customer can lodge a Grievance through various channels 

Website, Internet Banking, Mobile Banking, Contact Centre, Email, Letter, In 

person 

         

 

 

Level 2:  

Customer will be given a Unique Complaint ID and the status can be viewed 

through SPGRS Portal 

         

 

Level 3:  

Review and Resolution by respective Department 

 

 

 

 

Level 4:  

 Closure of Complaints 

                    If Satisfied - Complaints fully closed – End 

                            

       If Not Satisfied – Re-open Option 

   

         

   

Level 5:  

If not satisfied further option to raise the complaint with Banking Ombudsman 

(RBI) 


