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I. OBJECTIVE 

 

Arcil/Company (Asset Reconstruction Company (India) Limited) aims to reiterate one of its 

core values “Responsibility” (TRIPTI) by laying down a structured system which would 

ensure availability of multiple channels within the organization for grievance redressal.  

 

Through this Grievance Redressal Procedure (“Procedure”), Arcil shall ensure that a 

suitable mechanism exists for receiving and redressing the grievances with specific 

emphasis on resolving such grievance fairly and expeditiously.  

 

This Procedure shall not only ensure that all the complaints received are recorded and 

resolved, but shall also ensure effective monitoring so as to make sure that none of the 

complaints remain unresolved.  

 

II. COMPLAINANT 

 

The Complainant shall mean any person/vendor including borrower/Guarantors or 

purchaser of the assets sold by Arcil or any other third person who shall be directly or 

indirectly aggrieved by any act of Arcil excluding whistleblower as defined under Clause 

II.16 of Arcil Whistleblower Policy.  

 

III. COMPETENT AUTHORITY 

 

The authority competent to consider the complaint shall be the Chief Executive Officer 

(CEO). For Complaints against CEO, the Chairman of the Audit Committee or any member 

thereof as may be specified in writing by the Chairman of the Audit Committee shall be the 

competent authority. For Complaints against any Director, the Board of Directors may 

decide on the course of action. The Company Secretary shall ensure that all complaints 

received are recorded and tracked for end-to-end resolution. 

 

IV. REGISTRATION OF COMPLAINTS 

 

The Complaint can be registered by the Complainant by delivering it at the registered 

office of Arcil in a sealed envelope addressed to the CEO & MD or any other officer 

incharge at Branch level, superscribe the envelope with “Complaint” or emailing at 

complaint@arcil.co.in / complaint@arms.net.in or by reaching at 

http://www.arcil.co.in/contact/dropyourmessage.php. 

 

V. PROCEDURE 

 

1. Any Complainant who observes or notices or has, in good faith, reason to believe 

the occurrence of, any Alleged Wrongful Conduct (defined hereinafter), shall make 

mailto:complaint@arcil.co.in
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a complaint to the Competent Authority as soon as possible after becoming aware 

of the same.  

 

2. “Alleged Wrongful Conduct” includes violation of law, mismanagement of affairs, 

financial irregularity, actual or suspected fraud, unfair treatment/ poor service, any 

infringement of Arcil’s code of conduct and business ethics or abuse of authority 

by any Employee. 

 

3. Every complaint shall be in the format as specified in Annexure 1 to enable the 

Competent Authority to take an informed decision on the admissibility of the 

complaint and investigation into the same, if required, containing specific and 

sufficient details, and shall include: 

a) name, address and contact number of the Complainant; 

b) name(s) of the account/case; 

c) nature and details of the complaint; 

d) information or copy(ies) of the documentary proof or evidence in support of 

the complaint, wherever applicable; 

e) the impact/effect, either monetary or otherwise, on Complainant/Arcil, if 

possible; and 

f) a confirmation by the Complainant that he/she is willing to substantiate the 

Alleged Wrongful Conduct referred to in the Complaint, appear and testify 

before the Investigator(s), as and when called by the Investigator(s) and 

otherwise co-operate in the investigation of the Complaint. 

 

4. All complaints received at the branches shall be forwarded immediately to the 

Company Secretary for handling in a prompt manner. 

 

5. The Company Secretary shall send to the Complainant an acknowledgement within 

2 (two) working days of the receipt of such complaint by him/her through 

email/letter/branch.   

 

6. The Competent Authority shall, within 7 (seven) Working days of receipt of the 

Complaint, if considered appropriate authorize a designated person who shall be 

an employee of Arcil to investigate the same or bring the matter to Board of 

Directors for appropriate direction/guidance. .  

 

7. The person(s) authorised by the Competent Authority to investigate into the 

complaints so received shall be called as the “Investigator(s)”. 

 

8. The Investigator(s) shall, as far as possible, complete the investigation within 10 

(ten) working days of the receipt of the Complaint from the Competent Authority 

and submit to the Competent Authority, a report of their investigation within 5 (five) 
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working days from the date of completion of their investigation. In case the 

Investigator(s) needs time, an interim response, acknowledging the complaint shall 

be issued. The investigation shall be carried on in a fair manner and in accordance 

with the applicable laws.  

 

9. a) If the report by the Investigator(s) leads the Competent Authority to the 

 conclusion that the Alleged Wrongful Conduct, has been committed, the 

 Competent Authority shall take suitable action and dispose of the complaint  

 within 7 (seven) working days from the date of receipt of report from the 

 Investigator(s). The Complainant shall also be informed of the action 

 taken/to be taken by Arcil on his/her complaint. 

 

b)  This Grievance Redressal Procedure shall be independent of the Company’s 

Staff Rules, Code of Conduct or any other Policies adopted by the Company. 

Based on the investigation report, Arcil may take disciplinary action against the 

employee under the Staff Rules, if the Competent Authority so decides. 

 

10. Any anonymous complaint received under this Procedure will not normally be 

processed. However, depending upon the materiality of the Alleged Wrongful 

Conduct and credibility of supporting evidence/ information provided, the 

Competent Authority may decide to consider the Complaint and investigate into 

the same. 

 
11. Complaints received through Email shall be responded through Email only by the 

Investigator(s) or any other officials as decided by the Competent Authority time to 

time. Complaints received in writing shall be responded through a letter addressed 

to the Complainant. Copy of the email/letter addressed to the Complainant shall be 

submitted to Company Secretary.  

 

12. The complaint shall not be maintainable if any person is making such complaint as 

some adverse action has been / is being taken against him by Arcil.  

 

13. Subject to the legal constraints, and except when disclosure of the identity of the 

Complainant is necessitated for the purpose of investigation of the Complaint, 

every effort shall be made to keep the identity of the Complainant confidential. Any 

person, who assists an investigation into any Complaint under this Procedure, shall 

also be given the same protection as a Complainant.  

 

VI. REPORTING 

 

The Company Secretary shall submit or cause to be submitted to the Audit Committee, 

quarterly reports in respect of all Complaints received under this Procedure. 
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VII. RECORD KEEPING 

 

The record of complaints received and the response to the same shall be maintained by 

Company Secretary for a minimum period of eight years from the date of their resolution. 

Where the complaint is found to be non-maintainable under this procedure, such 

complaint for the purpose of record shall also be preserved for a minimum period of three 

years from the date of receipt of such complaint. 

 

VIII. REVIEW & AMENDMENT 

 

The Competent Authority shall, as and when required, assess the adequacy of this 

Grievance Redressal Procedure and make any necessary amendments to ensure it 

remains consistent with the current law and best practices. 
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Annexure I 

 

GRIEVANCE REDRESSAL FORM 

  

 

SR. 

NO. 

PARTICULARS 

 

DETAILS 

a) Name of the complainant 

 

 

b) Address 

 

 

 

c) Contact No. 

 

 

d)  Name of the account/case  

 

 

e) Nature and details of complaint 

 

 

 

 

f) Information/copy(ies) of the 

documentary proof or evidence in 

support of the complaint 

 

 

g)  Impact/effect, either monetary or 

otherwise, on Complainant/ Arcil, if 

possible.  

 

 

 

 

Undertaking: 

 

I confirm that the above information is true and complete to the best of my knowledge and 

belief. I am willing to substantiate the Alleged Wrongful Conduct referred to in the 

Complaint, appear and testify before the Investigator(s), as and when called by the 

Investigator(s) and otherwise co-operate in the investigation of the Complaint. 

 

 

Place: 

Date:         Signature: _____________ 

(Name of the person) 


