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1.​ Introduction 
1.1​ iDisha Info Labs Private Limited (“Quickride” or “the Company”) is engaged in the 

business of providing carpool and Taxi services to commuters. The document below 

outlines the process and policy for addressing customer support and quality of the 

same. The Company also offers PPI Wallet to its customers for convenience of payments.  

This document also covers the Grievance Redressal mechanism as required to be 

implemented by all PPI Issuer companies, as mandated by RBI. This policy applies to all 

Quick Ride users, who may face issues related to services, payments,  transactions, 

accounts, or any other matter requiring redressal. 

2.​ Customer Satisfaction Policy 
 

Principles of the Company for Customer Service 

2.1​ Customer First - The priority of any work that company engages in, it is planned and executed 

keeping the customer’s interest in mind. At no place, be it operations, customer service, 

marketing, engineering, the user’s interest to be taken at top most priority. iDisha Info Labs 

strives to reflect the same in every step that is taken. 

2.2​ Timeliness – Issues will be acknowledged and resolved within defined timelines. The 95% 

customer queries are resolved on-time with SLAs well defined.  

2.3​ Predictable and Consistent Quality - iDisha Info Labs is determined to provide very high quality 

services to the users end-to-end.  The company has developed and implemented the process to 

ensure that the same experience is exhibited every time. 

2.4​ Be Reachable -  Availability and reachability to customer 24x7 to assist them with queries of taxi 

booking and providing them the resolution to keep customers satisfied. Be available for queries 

of PPI Wallet related 24*7.  

2.5​ Transparent and Clear Communication -  Ensure no surprises to customers and the details are 

shared transparently to users to have them trust us. 

2.6​ Transparency – Customers will be kept informed of resolution status.​
 

2.7​ Fairness – Equal treatment to all customers without bias.​
 

2.8​ Compliance – Adherence to RBI, transport authority, and IT Act regulations. 

3.​ Customer Communication Channels 

​
Customers can reach Quick Ride Support through multiple channels and the same will be published on 

the company website.   
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●​ Phone Support: Carpool and Taxi Services  080-4681 0600 

Support concerning PPI Wallet: 080- 4568 6686 

●​ Email Support:  Customers can write an email to  support@quickride.in  

For Escalations to supportescalation@quickride.in 

  

4.​ SOPs 

 

Customer Query Handling Steps 

1.​ Acknowledge Immediately 

The acknowledgement of the receipt of the customer support issue is sent with a 

tracking ticket number.  

2.​ Verify Customer Details 

Name, registered mobile/email.​
Ride ID / Wallet Transaction ID. 

3.​ Categorize the Issues​
Carpool, Taxi, Payments, Safety Concern, General Query, PPI Wallet, Others. The 

customer support manager shall periodically add the categories​
 

4.​ Check Knowledge Base​
Use standard responses/FAQs for quick resolution.​
 

5.​ Provide Resolution or Escalate​
If it can be resolved →Resolve and confirm with the customer & close ticket.​
If not → escalate to the next level in the organization, till it is resolved or finalized the 

resolution.​
 

6.​ Escalation matrix 

Level Role Contact method 

Level 1 Support Executive support@quickride.in or phone 
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numbers given on website 
 

Level 2 Support Escalation supportescalation@quickride.in 

Level 3 Nodal Officer  nodalofficer@quickride.in 

 

 

5. Customer Query Repository 
 

●​ All the customer issues would be reported in a single tool called Freshdesk. 

●​ Any issue reported through social media/phone call/playstore shall be reviewed 

by the company and raised in freshdesk for applicable ones  

●​ Quickride shall maintain logs of complaints received. The information contained 

in the records will include, but not be limited to: 

○​ Customer Unique ID 

○​ Grievance Detail  

○​ Date received 

○​ Category of Grievance;  

○​ Resolution Status; and 

○​ Any additional data that may be deemed essential for future reference or 

audit purposes. 

●​ Each type of ticket shall have a priority and TAT as defined in SLA. 

 

6. Service Level Agreements (SLAs) 

 

Here are the SLAs that the company needs to meet and these are applicable for Email based 

Support tickets.  

Issue Type Resolution Timeline 

Query for information of services 48hrs 

Carpool related 96hrs 

Taxi related 96hrs 

Safety related / Accident issues Immediate on Call & addressing;  
Further support related to any compensation, 
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grievances - 7 working days 

Technical Issues a)​ Work around remedy to be provided by 
96hrs.  

b)​ 3-4 weeks and as per priority decided by 
company  

PPI Wallet - Queries about KYC, Limits, 
Transaction record 

96hrs 

PPI Wallet - Redemption/Refund/beneficiary 
Support  

10 working days  

PPI Wallet Unauthorized transactions  Immediate On Call 
Within 12hrs for email based 

Other Miscellaneous 10 working days 

 

7. Customer support - Quality Assurance 

 

A dedicated team for customer support should be in place. The customer success team 

must undergo training to ensure quality in support. 

●​ Tools usage training 

●​ Customer Support Policy Training 

●​ Common issues & Case Study discussions 

●​ Existing Knowledge Base Training 

 

The CS team would be equipped with a knowledge base which allows the team member to 

resolve the issues faster and also understand the application. Every new member shall have a 

mentor who will guide the CS team member towards correct resolution. 

 

8. Roles & Decision Making Authority Matrix 

 

Each level is equipped with authority and responsibility. Here is the authority matrix. 

 

Level Role Description 
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1 Support Executive The executive is authorized for resolution of 
common tickets with defined solutions. 
 
The executive shall escalate the matter to the 
next level if it is a new type of issue, or issue 
couldn’t be resolved by the executive amicably.   

2 Support Leader  Complex issue resolution. Authority to credit 
compensations. Maintains knowledge base of 
frequent question and answers. Authorized to 
correct fares.  
 

3 Support Head  Takes the final decisions and authorized to award 
compensations upto Rs.10000. Reviews and 
updates SLA, etc., 
Owns the customer support policy  
Interacts with Tech team and submits the 
technical requirements to tech team  
Implement tools to improve productivity of the 
support team 

4 Nodal Officer An advocate of customers who reviews the cases 
and takes the decision to resolve the matter. 

9. Customer Service Monitoring / Auditing 

 

The support team shall have monitoring and auditing procedures for the unresolved issues.   

Every support team member shall send daily report of   

●​ Achievement of the previous day 

●​ Escalated issues status 

●​ Unresolved / SLA risk issues 

 

 Support lead to organize daily review meetings / Standup, discuss unresolved tickets, discuss 

common issues and take actions to rebalance work load among agents, etc.,   

 

Support manager to review aging tickets weekly basis and initiate actions to resolve.  

 

Support manager shall submit a monthly customer grievance report to the RBI.  
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10.  Customer Support Continuous Improvement 

 

The quality of support needs to be upgraded continuously through learnings and feedback.  The 

feedback can be achieved from the customer, NPS, drivers, CS team and their own experience 

too. 

There is an active channel from CS team to product, fleet mgmt and operations for feedback 

and improvement which helps planning of the improvements based on priority and need 

 

                 

 

 

 

 

 

 

 

 

 

 

11.  Net Promoter Score (NPS) 

 

Company should also implement automated NPS which helps the management to 

understand the score at real time for the specified period. The NPS has been 

implemented with standard methodology, which is mentioned below: 

NPS score is as simple as tallying up your responses and subtracting the percentage of 

detractors from the percentage of promoters. For example, if 60% of respondents are 

promoters, 10% are detractors, and 30% are passives, your NPS would be 60-10=50.  

The score is a whole number ranging from -100 to 100 and indicates happiness with 

brand experience.  
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The NPS needs to be collected frequently to ensure that feedback arrives in a timely 

manner and continuous improvement can be implemented.  

 

Here is the NPS for the month of Aug: 

 

 

 

 

 

12.  Unresolved Grievances related to PPI Wallets 

 

In case of unsatisfactory resolution, the customer can contact RBI Ombudsman as mentioned in 

the link below: 

RBI OMbudsman 

 

 

13. Reporting of unauthorized transactions 

 

iDisha offers the following services to its customers 24x7 to help them combat such fraudsters 

and to prevent losses arising from unauthorized transactions:  

1. To Block and Report Unauthorized Transactions on your Quick Ride Prepaid Payment 

Instrument (“PPIs” or “Wallet”).  
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1.Report via Quick Ride Website or App  

2. Report via email: support@quickride.in 

To report Fraud on your Quick Ride wallet, please keep the transaction details (Order Id, 

Amount, Date, and Time) handy for quick assistance. Customers shall be advised to notify the 

Quick Ride  of any unauthorized electronic payment transaction at the earliest and, shall also be 

informed that longer the time taken to notify Quick Ride, the higher will be the risk of loss to the 

Quick Ride/ customer 

 

14.  Liability of the customer in case of unauthorized transactions 

 

In accordance with RBI guidelines and directions made available at PPI MD, a customer’s liability 

arising out of an unauthorized payment transaction will be limited to Customer liability in case of 

unauthorized electronic payment transactions through a PPI 

 

 

S.No. Particulars  Maximum liability of 

customers 

1 Contributory fraud / negligence / deficiency on the part of the 

Quick Ride, (irrespective of whether or not the transaction is 

reported by the customer) 

Zero 

2 Third-party breach where the deficiency lies neither with the 

Quick Ride nor with the customer but lies elsewhere in the 

system, and the customer notifies the Quick Ride regarding the 

unauthorized payment transaction. The per transaction customer 

liability in such cases will depend on the number of days lapsed 

between the receipt of transaction communication by the 

customer from the Quick Ride and the reporting of the 

unauthorized transactions by the customer to the PPI issuer, 

which reported within 3 days. 

 

Zero 

3 Third-party breach where the deficiency lies neither with the 

Quick Ride nor with the customer but lies elsewhere in the 

system, and the customer notifies the Quick Ride regarding the 

Transaction value or ₹ 
10,000/- per 
transaction, whichever 
is lower 

iDisha Info Labs Pvt. Ltd.                                                                                                                           Confidential 

mailto:support@quickride.in


 

unauthorized payment transaction. The per transaction customer 

liability in such cases will depend on the number of days lapsed 

between the receipt of transaction communication by the 

customer from the Quick Ride and the reporting of the 

unauthorized transactions by the customer to the PPI issuer 

-which reported between 4 to 7 days. 

4 Third-party breach where the deficiency lies neither with the 

Quick Ride nor with the customer but lies elsewhere in the 

system, and the customer notifies the Quick Ride regarding the 

unauthorized payment transaction. The per transaction customer 

liability in such cases will depend on the number of days lapsed 

between the receipt of transaction communication by the 

customer from the Quick Ride and the reporting of the 

unauthorized transactions by the customer to the PPI issuer - 

Quick Ride to decide on 
a case to case basis. 

5 In cases where the loss is due to negligence by a customer, such 

as where he/she has shared the payment credentials, the 

customer will bear the entire loss until he/she reports the 

unauthorized transaction to Quick Ride. 

Full amount 

 

 

 

Quick Ride may also, at their discretion, decide to waive off any customer liability in case of 

unauthorized electronic payment transactions even in cases of customer negligence.  

# The number of days mentioned above shall be counted excluding the date of receiving the 

communication from the PPI issuer. 

 

15. Rights and obligations of customer 

 

Every Customer shall ensure that they do not share their payment credentials, account details, 

or any sensitive or personal information with any third /unknown Party.  

Customer shall ensure not to display or publicize their sensitive and personal information.  

 Customers shall verify transaction communication received via SMS / Email / In-App notification 

by Quick Ride.  
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In case any transaction is unauthorized, the Customer shall immediately report the same to 

Quick Ride (as mentioned above under “Reporting Of Unauthorized Payment Transaction) in 

order to prevent any further loss from taking place.  

Report lost/stolen phone to a service provider/police  

Protect the mobile phone via password  

Customer shall not share Quick Ride PPI credentials & OTP details with anyone.  

In case of any call by a third party pretending to be a Quick Ride representative or employee and 

asking for OTP credentials or personal information, the Customer shall immediately notify Quick 

Ride helpdesk of the same, irrespective of whether the same seems genuine or suspicious. 

Customers shall remain vigilant in conducting transactions and sharing of their data.  

Customer acknowledges that any delay in reporting the unauthorized transaction can lead to 

further fraud or loss for which Quick Ride shall not be liable.  

 

16.  Rights and obligations of Quick Ride 

Quick Ride ensure that it shall be in strict compliance with all Laws and Regulations while 

providing its PPI services to the Customers. 

Quick Ride shall be transparent, fair, and efficient in providing compensation to its customers.  

Quick Ride shall ensure that as soon as such an unauthorized transaction is reported to Quick 

Ride by any customer it shall take all preventive and remedial measures possible to limit the 

extent of the loss suffered by the Customers  

Quick Ride shall provide its customers with satisfactory consumer support services.  

Quick Ride shall have all appropriate security measures in place to ensure that there is no 

security breach on the server of Quick Ride or unauthorized access to the personal data of the 

customers.  

Quick Ride shall ensure that all the disputes pertaining to unauthorized transactions reported to 

it are resolved within 90 days from the date of receipt of such a complaint by a Customer. 

In case the Quick Ride is unable to resolve the complaint or determine the customer liability, if 

any, within 90 days, the amount as prescribed in section  “Liability Of The Customer In The Event 

Of An Unauthorized Transaction” shall be paid to the customer, irrespective of whether the 

negligence is on the part of the customer. 

 

 

17.  Customer Awareness 

Quick Ride tries its best to instill confidence and faith in its customers regarding online 
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transactions and is committed to its purpose to ensure one-tap access to digital payments.  

In pursuance of the same Quick Ride tries on a best effort basis to expunge fraudsters and 

scamsters from our digital and financial economy, to this extent Quick Ride tries to create 

Customer Awareness in the following ways: - 

We have a team dedicated to working on our Social Media pages, such as our Twitter Page, etc. 

to create awareness amongst customers.  

Our social media pages are used to disclose ways in which customers are scammed by 

fraudsters, communicate disclaimers to the public pertaining to digital economy frauds, etc.  

We regularly send notifications to our customers asking them to keep confidential their personal 

data including but not limited to their payment credentials, OTP’s, etc.   

We share contact details with all our customers on every wallet debit via SMS Alert / Email, 

which provides customers with the option to report any fraudulent activity/transaction carried 

out on their platform so that we can take immediate action. -  

Our Quick Ride website periodically displays notifications and updates, apprising customers to 

report such fraudulent activities, enabling Quick Ride to approach relevant authorities in order 

to take penalizing actions against such scamsters and fraudsters.  

18.  Customer Data and Privacy 

●​ All customer data will be protected and safe guarded..​
 

●​ Support staff will access only relevant data needed to resolve issues.​
 

●​ No sharing of customer data with unauthorized third parties is allowed 

 

19. Nodal Officer 

Nodal Officer:  Company shall appoint a nodal officer who acts as an advocate of the 

customer. The escalated issues would be handled by a nodal officer. 

If the issues are not resolved to the satisfaction of customers and, customers have 

option to reach to Company nodal officer, by nodalofficer@quickride.in 
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20. Grievance Redressal of Card Networks and NPCI 
The company should follow and cooperate with Grievance redressal systems of Card Networks and NPCI. 

The required information to be provided with timely responses.  

 

21. Review Of Policy 

 

The Board will review the Policy when one of the following situations arises:  

a)​ Any changes in applicable laws warranting a revision in the Policy;  

b)​ Implement any changes for any new business line that Quick Ride ventures into.  

c)​ Remedy deficiencies, if any. 

d)​ Regulatory requirements or observations if any 
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