Position Title: Officer Complaint Management
Division: HR & SQ Division

Report To: Unit Head Service Quality
Location: Head Office Karachi

Position Summary:

A Complaint Management Officer resolves customer issues professionally, acting as a primary contact, investigating
problems, ensuring fair resolution, maintaining records, analyzing complaint data for trends, and collaborating with
teams for continuous service improvement, all while upholding high customer satisfaction standards and regulatory

compliance.

Key Responsibilities:

Act as the primary point of contact for complainants, providing timely updates, accurate information,
and ensuring fair treatment.

Receive, log, acknowledge, and track customer complaints through all available channels (branch, call
centre, email, website, social media, etc.).

Investigate complaints by coordinating with relevant departments and branches.

Ensure complaints are resolved within the bank's service-level agreements (SLAs) and regulatory
timelines.

CGHM reporting to SBP.

Maintain accurate complaint records in the complaint management system.

Communicate complaint status and resolutions to customers professionally and promptly.

Escalate complex or high-risk complaints to senior management when necessary.

Conduct root cause analysis and recommend corrective and preventive actions.

Monitor complaint trends and identify recurring issues.

Prepare daily, weekly, and monthly complaint management reports and dashboards.

Handle complaints received via phone, email, or other channels, thoroughly understanding concerns,
conducting investigations, and delivering effective and timely resolutions with empathy.

Maintain detailed complaint logs, analyze data to identify trends, root causes, and generate
management reports for decision-making.

Identify systemic issues, recommend corrective actions, and collaborate with other departments to
prevent recurrence.

Ensure all complaint-handling processes comply with company policies, regulatory requirements, and
best practices.

Support customer satisfaction and service quality improvement initiatives.

Perform any additional tasks or assignments as directed by the Line Manager.

Position Specification(s):

Minimum Qualification

Minimum Bachelors

Experience

1-2 years in Complaint Management

Competencies Required:

Proficient with Microsoft Office & Software







