
DIAL is committed to promoting a customer-centric 
approach that fosters the effective and efficient response 
and resolution of complaints at Indira Gandhi International 
Airport.

This shall be accomplished by:
a. Aligning the CRM Policy and processes with the 

organization's mission and departmental objectives.
b. Complying with or exceeding the applicable OMDA 

and other such requirements with respect to complaint 
management.

c. Liaising with responsible DIAL personnel, concerned 
departments, stakeholders and customers.

d. Monitoring and improving periodically, the efficacy of 
CRM processes.
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