
CUSTOMER COMPLAINT FILLING PROCEDURE  

 Client can file complaint by calling up on Phone 022-42552700 & 022-42552707, email to 
contact@dhwaja.com, raising query through website which is handled by customer 
service helpdesk or email to investor.help@dhwaja.com 

--------------------------------------------------------------------------------------------------------------------------- 

Process for resolution at customer service Desk : 

A. Member Receive Complaint (Phone, Email, Web & Letter): 

Client to ensure that complaint is made from registered mobile/landline number (in case of 
call) or registered email id in case of email. 

1) If compliant received through phone: 
 Customer service verifies whether call is received from registered 

mobile/landline number. If call is received through unregistered number, client 
is asked to provide additional authentication details.  
 

 If client is unable to provide these details, the client should call back with 
appropriate authentication details. 

 
2) If compliant received through Email : 
 On receipt of complaint from the registered email id, then CSO creates the case 

with assigned id number and replies to the Client / BA. If complaint not 
received through registered e-mail id, then CSO outcalls the client on his 
registered mobile number, establish the identity and update e-mail id if there is 
any change and then replies to the complaint. 
 

3) If walk in client visit to HO : 
 Executive will attend the Client and verify the ID proof or authorization 

Letter if someone, other than client has come on clients behalf. After verifying 
the details CSO will resolve the query. 

B. Process for resolution for complaints received at investor grievance email id : 

1) Client to ensure that complaint should be sent only from registered email id for faster 
resolution.  

2) Check whether the email is received from the registered email id, if yes, then Compliance 
creates the case and reply to the Client.  

3) If not received through registered e-mail id, then CSO outcalls the customer, establish the 
identity and update e-mail id if there is any change, else reply on the registered email id. 

 

Note : In all cases, the case id is sent by email to the client on receipt of the complaint. Similarly, once 
the complaint is replied to and closed, a email intimating closure of the complaint is also sent to the 
client. In the meanwhile, the client can check the status of his complaint by calling or emailing to the 
customer service helpdesk. 

 

 



Annexure A 

Investor Grievance Escalation Matrix 

Escalation Matrix: 
Details of Contact 

Person 
Address Contact No. Email 

Id 
Customer care Kalpesh C 

Panchal 
603, Sanjar 

Enclave, Opp 
Milap Cinema, 

S.V.Road, 
Kandivali 
(West), 

Mumbai-
400067 

022-42552706 kalpesh.panchal@dhwaja.com 

Head of 
Customer care 

Sandeep C 
Patil 

022-42552706 sandeep.patil@dhwaja.com 

Compliance 
Officer 

Mohd Atick 
Wandrick 

022-42552703 atick.wandrick@dhwaja.com 

CEO Sunil J 
Anandpara & 
Hemal D Shah 

022-42552700 
  

contact@dhwaja.com 

Escalation Matrix: (DEMAT) 
Details of Contact 

Person 
Address Contact No. Email 

Id 
Customer care Pranali V Koli 603, Sanjar 

Enclave, Opp 
Milap Cinema, 

S.V.Road, 
Kandivali 
(West), 

Mumbai-
400067 

022-42552722 dp-info@dhwaja.com 

Head of 
Customer care 

Kalpesh C 
Panchal 

022-42552713 dp-info@dhwaja.com 

Compliance 
Officer 

Sandeep C 
Patil 

022-42552706 sandeep.patil@dhwaja.com 

CEO Sunil J 
Anandpara & 
Hemal D Shah 

022-42552700 contact@dhwaja.com 

 

 


