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H.P. State Co-operative Bank Ltd; (Scheduled Bank)
Head Office, The Mall Shimla-171001.
Policy concerning “ Customer Grievances Redressal
1. Introduction
In the present scenario of competitive banking, excellence in customer service is the
most important tool for sustained business growth. Customer complaints are part of
the business of any corporate entity. This is more important for banks because
banks are service organizations. As a service organization, customer service and
customer satisfaction should be the prime concern of any Bank. The bank believes
that providing prompt and efficient service is essential not only to attract new
customers, but also to retain existing ones. This policy document aims at minimizing
instances of customer complaints and grievances through proper service delivery and
review mechanism and to ensure prompt redressal of customer complaints and
grievances to maintain their faith. This review mechanism should help in identifying
shortcomings in product features and service delivery.
Customer dissatisfaction would spoil bank’s name and image. The bank’s policy on grievance
redressal follows the undernoted principles:1. Customers be treated fairly at all times.
2. Complaints raised by customers are dealt with courtesy and promptly.
3. Customers are fully informed of avenues for redressal of their complaints/grievances
within the organization and their rights to alternative remedies, if they are not fully
satisfied with the response of the bank to their complaints/grievances.
4. Bank will treat all complaints efficiently and fairly as they can damage the bank’s
reputation and business if handled otherwise casually.
5. The grievances of pensioners and Senior Citizens are dealt on priority.
6. The bank employees must work in good faith and without prejudice to the interest of
the customer. In order to make bank’s redressal mechanism more meaningful and
effective, a structured system needs to be built up.
Such system would ensure that the redressal sought is just and fair. Also it would be
ensured that such redressal is permissible within the given frame-work of rules and
regulations.
The policy document would be made available at all branches. The employees should be
made aware about the complaint handling process, through Internal training process,
issuance of circulars from time to time, by conducting Staff meetings and
Customers’ Meetings etc.
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A gist of Services offered by the Bank is mentioned as follows:Saving Bank accounts, Recurring Deposits, Fixed Deposits, Lockers, Electronic Fund
Transfers, Drafts, loans and Advances, Bank Guarantees etc.
2. Opening / Operation of Deposit Accounts

2.1 Customer Identification Procedure for individual accounts.
Bank is guided by RBI instructions on KYC / AML for opening of accounts.
2.1.1 Intra-bank Deposit Accounts Portability
KYC once done by one branch of the bank will be valid for transfer of the account within
the bank as long as full KYC has been done for the concerned account. The customer should
be allowed to transfer his account from one branch to another branch without insisting on
fresh proof of address and on the basis of a self-declaration from the account holder about
his / her current address, subject to submitting proof of address within a period of six
months. Periodical updating of KYC data would continue to be done by bank as per
prescribed periodicity.
2.2 Saving Banks Rules.
To open and operate the Saving Bank Account, certain procedures are to be adopted. These
are
a) The applicant will fill the prescribed Bank Application Form in all respect to open the
Saving Bank Account.
b) Photograph of the applicant is must to be obtained to ascertain the identification of
the applicant.
c) Specimen signatures will be taken and will be scanned. While withdrawing money
from the Bank, these Specimen signatures will be the base for authentication of
Withdrawal and Money Transfer.
d) KYC documents will be obtained to ascertain the genuineness of the applicant. The
documents required in KYC have already been incorporated in our
Application/Account opening Form. KYC is the process of verifying the identity of the
customers.
e) Passbook will be issued to each customer to verify the transactions carried out by the
customers.
2.3 Photographs of depositors
Bank will obtain and keep on record photographs of all depositors/account holders in respect
of accounts opened by them subject to the following clarifications:
(i) The instructions cover all types of deposits including fixed, recurring, cumulative, etc.
(ii) This applies to all categories of depositors. Only banks, Local Authorities and
Government Departments (excluding public sector undertakings or quasi-Government
bodies) will be exempted from the requirement of photographs.
(iii) The bank may not insist on photographs in case of accounts of staff members only
(Single/Joint).
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(iv) The bank will obtain photographs of all persons authorized to operate the accounts viz.,
Savings Bank and Current Accounts without exception.
(v) The bank will also obtain photographs of the 'Pardanishin' women.
(vi) The bank may obtain two copies of photographs and obtaining photocopies of driving
licence/passport containing photographs in place of photographs would not suffice.
(vii) The bank will not ordinarily insist on the presence of account holder for making cash
withdrawals in case of 'self' or 'bearer' cheques unless the circumstances so warrant. The
bank should pay 'self' or 'bearer' cheques taking usual precautions.
(viii) Photographs cannot be a substitute for specimen signatures.
(ix) Only one set of photographs need be obtained and separate photographs will not be
obtained for each category of deposit. The applications for different types of deposit
accounts should be properly referenced.
(x) Fresh photographs need not be obtained when an additional account is desired to be
opened by the account holder.
(xi) In the case of operative accounts, viz. Savings Bank and Current accounts, photographs
of persons authorized to operate them should be obtained. In case of other deposits, viz.,
Fixed, Recurring, Cumulative, etc., photographs of all depositors in whose names the
deposit receipt stands may be obtained except in the case of deposits in the name of minors
where guardians' photographs will be obtained.
2.4 Minimum balance in savings bank accounts:
At the time of opening the accounts, bank will inform their customers in a
transparent manner the requirement of maintaining minimum balance and
levying of charges, etc., if the minimum balance is not maintained. Any charge
levied subsequently should be transparently made known to all depositors in
advance with one month’s notice. The bank will inform, at least one month in
advance, the existing account holders of any change in the prescribed minimum
balance and the charges that may be levied if the prescribed minimum balance is
not maintained. With effect from May 6, 2014, banks are not permitted to levy
penal charges for non-maintenance of minimum balances in any inoperative
account.
2.5 Levy of Penal Charges on Non-Maintenance of Minimum balance in savings bank
accounts
With effect from April 1, 2015, while levying charges for non-maintenance of minimum
balance in savings bank accounts, bank shall adhere to the following additional guidelines:
(i) In the event of a default in maintenance of minimum balance / average
minimum balance as agreed to between the bank and customer, the bank should
notify the customer clearly by SMS / email / letter etc. that in the event of the
minimum balance not being restored in the account within a month from the
date of notice, penal charges will be applicable.
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(ii) In case the minimum balance is not restored within a reasonable period, which shall not
be less than one month from the date of notice of shortfall, penal charges may be recovered
under intimation to the account holder.
(iii) The policy on penal charges to be so levied may be decided with the approval of Board
of the bank.
(iv) It will be ensured that such penal charges are reasonable and not out of line with the
average cost of providing the services.
(v) It will be ensured that the balance in the savings account does not turn into negative
balance solely on account of levy of charges for non-maintenance of minimum balance.
These guidelines should be brought to the notice of all customers apart from
being disclosed on the bank's website.
2.6 Purchase of Local Cheques, Drafts, etc., during suspension of Clearing;
There may be occasions when Clearing House operations may have to be temporarily
suspended for reasons beyond the control of the authorities concerned. Such suspension
entails hardship to the constituents of the bank because of their inability to realize promptly
the proceeds of cheques, drafts, etc., drawn on the local banks other than those with whom
they maintain accounts. Some remedial action has to be taken during such contingencies to
minimise, as far as possible, the inconvenience and hardship to banks' constituents as also
to maintain good customer service. Thus, whenever clearing is suspended and it is
apprehended that the suspension may be prolonged, banks may temporarily accommodate
their constituents, both borrowers and depositors, to the extent possible by purchasing the
local cheques, drafts, etc., deposited in their accounts for collection, special consideration
being shown in respect of cheques drawn by Government departments/companies of good
standing and repute, as also demand drafts drawn on local banks. While extending this
facility, banks would no doubt take into consideration such factors as creditworthiness,
integrity, past dealings and occupation of the constituents, so as to guard themselves
against any possibility of such instruments being dishonoured subsequently.
2.7 Statement of accounts / Pass Books;
2.7.1 Issuance of Passbooks to Savings Bank Account holders (Individuals)
(i) A passbook is a ready reckoner of transactions and is handy and compact and as such, is
far more convenient to the small customer than a statement of account. Use of statements
has some inherent difficulties viz., (a) these need to be filed regularly (b) the opening
balance needs to be tallied with closing balance of last statement (c) loss of statements in
postal transit is not uncommon and obtaining duplicates thereof involves expense and
inconvenience (d) ATM slips during the interregnum between two statements does not
provide a satisfactory solution as full record of transactions is not available and (e) there are
a large number of small customers who do not have access to computers / internet, etc. As
such, non-issuance of pass-books to such small customers would indirectly lead to their
financial exclusion.
Bank will invariably offer pass book facility to all its savings bank account
holders (individuals) and in case the bank offers the facility of sending statement
of account and the customer chooses to get statement of account, the banks
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must issue monthly statement of accounts. The cost of providing such Pass Book
or Statements should not be charged to the customer.
2.7.2. Updating passbooks
Customers may be made conscious of the need on their part to get the pass-books updated
regularly and employees may be exhorted to attach importance to this area.
Wherever pass-books are held back for updating, because of large number of entries, paper
tokens indicating the date of its receipt and also the date when it is to be collected should
be issued.
The customer should be requested to present his/her passbook periodically for updating.
2.7.3 Entries in passbooks / statement of accounts.
Bank will give constant attention to ensure entry of correct and legible particulars in the
pass books and statement of accounts.
The bank often show the entries in depositors' passbooks / statements of accounts, as "by
clearing" or "by cheque". Further, it is observed that in the case of Electronic Clearing
System (ECS) and RBI Electronic Fund Transfer (RBIEFT), banks generally do not provide
any details even though brief particulars of the remittance are provided by the receiving
bank. In some cases, computerized entries use codes which just cannot be deciphered. With
a view to avoiding inconvenience to depositors, bank will avoid such inscrutable entries in
passbooks / statement of accounts and ensure that brief, intelligible particulars are
invariably entered in passbooks / statement of account.
2.7.4 Maintenance of savings bank pass books: precautions:
Negligence in taking adequate care in the custody of savings bank pass books facilitates
fraudulent withdrawals from the relative accounts. A few precautions in this regard are given
below:
Pass books remaining with the branches should be held in the custody of named responsible
officials.
While remaining with the branch, pass books should be held under lock and key overnight.
2.7.5 Providing monthly statement of accounts
Bank will ensure that they adhere to the monthly periodicity while sending statement of
accounts.
The statements of accounts for current account holders may be sent to the depositors in a
staggered manner instead of sending by a target date every month. The customers may be
informed about staggering of the preparation of these statements.
Further, bank will advise their Inspecting Officers to carry out sample check at
the time of internal inspection of branches to verify whether the statements are
being dispatched in time.
2.7.6 Address / Telephone Number of the Branch in Pass Books / Statement of Accounts
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In order to improve the quality of service available to customers in branches, it would be
useful if the address / telephone number of the branch is mentioned on the passbooks /
statement of accounts.
Bank will ensure that full address / telephone number of the branch is invariably mentioned
in the passbooks / statement of accounts issued to account holders.
2.7.7 Printing of MICR code and IFSC code on passbook / statement of account
The Magnetic Ink Character Recognition (MICR) code is necessary for all Electronic Clearing
Service (ECS – Credit and Debit) transactions and the Indian Financial System Code (IFSC)
is a pre-requisite for National Electronic Funds Transfer (NEFT) and Real Time Gross
Settlement (RTGS) transactions. At present, this information is made available on the
cheque leaf along with the IFSC code of the branch.
2.8 Issue of Cheque Books.
2.8.1 Issuing large number of cheque books;
Bank may issue cheque books with larger number of (25/50) leaves if a customer demands
the same and also ensure that adequate stocks of such cheque books (25/50 leaves) are
maintained with all the branches to meet the requirements of the customers.
Bank will take appropriate care while issuing large number of cheque books. It should be
done in consultation with the Controlling Office of the bank.
2.8.2 Writing the cheques in any language.
All cheque forms should be printed in Hindi and English. The customer may, however, write
cheques in Hindi or English.
2.8.3 Dispatching the cheque book by courier.
The procedure of disallowing depositors to collect the cheque book at the branch and
insisting on dispatching the cheque book by courier after forcibly obtaining a declaration
from the depositor that a dispatch by the courier is at depositor's risk is an unfair practice.
Bank will refrain from obtaining such undertakings from depositors and ensure that cheque
books are delivered over the counters on request to the depositors or his authorized
representative.
2.8.4 Issue of Multicity / Payable at All Branches Cheques:
In order to bring efficiency in the cheque clearing, bank will issue only “payable at par” /
“multi-city” CTS 2010 Standard cheques to all eligible customers without extra charges with
appropriate Board approved risk management procedures based on risk categorization of
accounts. Bank will not charge their savings bank account customers for issuance of CTS2010 standard cheques when they are issued for the first time.
2.9 Term Deposit Accounts.
2.9.1 Issue of term deposit receipt;
Bank will issue term deposit receipt indicating therein full details, such as, date of issue,
period of deposit, due date, applicable rate of interest, etc.
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2.9.2 Transferability of deposit receipts
Term deposits should be freely transferable from one office of bank to another.
2.9.3 Disposal of deposits;
Advance instructions from depositors for disposal of deposits on maturity may be
obtained in the application form itself. Wherever such instructions are not
obtained, bank will ensure sending of intimation of impending due date of
maturity well in advance to their depositors as a rule in order to extend better
customer service.
2.9.4 Notifying the change in interest rates;
Change in interest rates on deposits should be made known to customers (as well as bank
branches) expeditiously.
2.9.5 Payment of interest on fixed deposit – Method of calculation of interest.
Indian Banks’ Association (IBA) Code for Banking Practice has been issued by IBA for
uniform adoption by the member banks. The Code is intended to promote good banking
practices by setting out minimum standards, which member banks should follow in their
dealings with customers. IBA, for the purpose of calculation of interest on domestic term
deposit, has prescribed that on deposits repayable in less than three months or where the
terminal quarter is incomplete, interest should be paid proportionately for the actual number
of days reckoning the year at 365 days.
2.9.6 Premature withdrawal of term deposit.
The bank, on request from the depositor, will allow withdrawal of a term deposit before
completion of the period of the deposit agreed upon at the time of making the deposit. The
bank will have the freedom to determine its own penal interest rate of premature withdrawal
of term deposits. The bank will ensure that the depositors are made aware of the applicable
penal rate along with the deposit rate. While prematurely closing a deposit, interest on the
deposit for the period that it has remained with the bank will be paid at the rate applicable
to the period for which the deposit remained with the bank and not at the contracted rate.
No interest is payable, where premature withdrawal of deposits takes place before
completion of the minimum period prescribed. With effect from April 1, 2013 bank has the
discretion to disallow premature withdrawal of a term deposit in respect of bulk deposits of
₹1 crore and above of all depositors, including deposits of individuals and HUFs. Bank
should, however, notify such depositors of its policy of disallowing premature withdrawal in
advance, i.e., at the time of accepting such deposits. A bank on request from a depositor
shall allow withdrawal of a term deposits of less than ₹ 1 crore, before completion of the
period of the deposit agreed upon at the time of making the deposit. Bank will have the
freedom to determine its own penal interest rates for premature withdrawal of term
deposits. Bank should ensure that the depositors are made aware of the applicable penal
rates along with the deposit rates. The revised guidelines are made applicable with effect
from April 1, 2013.
2.9.6.1 Repayment of Term/Fixed Deposits in banks:
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Bank may not insist on the signatures of both the depositors to allow repayment of money
in fixed/term deposits, though the deposit account is opened with operating instructions
(sometimes called ‘repayment instructions’), ‘Either or Survivor’ or ‘Former or Survivor’. Such
insistence on the signatures of both the depositors has the effect of making the mandate
given by the depositors redundant. This, in turn, results in unjustified delays and allegations
of poor customer service.
i). It is clarified that if fixed/term deposit accounts are opened with operating instructions
‘Either or Survivor’, the signatures of both the depositors need not be obtained for payment
of the amount of the deposits on maturity. However, the signatures of both the depositors
may have to be obtained, in case the deposit is to be paid before maturity. If the operating
instruction is ‘Either or Survivor’ and one of the depositors expires before the maturity, no
pre-payment of the fixed/term deposit may be allowed without the concurrence of the legal
heirs of the deceased joint holder. This, however, would not stand in the way of making
payment to the survivor on maturity.
ii). In case the mandate is ‘Former or Survivor’, the ‘Former’ alone can operate/withdraw the
matured amount of the fixed/term deposit, when both the depositors are alive. However,
the signature of both the depositors may have to be obtained, in case the deposit is to be
paid before maturity. If the former expires before the maturity of the fixed/term deposit, the
‘Survivor’ can withdraw the deposit on maturity. Premature withdrawal would however
require the consent of both the parties, when both of them are alive, and that of the
surviving depositor and the legal heirs of the deceased in case of death of one of the
depositors.
iii). If the joint depositors prefer to allow premature withdrawals of fixed/term deposits also
in accordance with the mandate of ‘Either or Survivor’ or ‘Former or Survivor’, as the case
may be, it would be open to banks to do so, provided they have taken a specific joint
mandate from the depositors for the said purpose. In other words, in case of term deposits
with "Either or Survivor" or "Former or Survivor" mandate, banks are permitted to allow
premature withdrawal of the deposit by the surviving joint depositor on the death of the
other, only if, there is a joint mandate from the joint depositors to this effect.
iv). The joint deposit holders may be permitted to give the mandate either at the time of
placing fixed deposit or anytime subsequently during the term / tenure of the deposit. If
such a mandate is obtained, banks can allow premature withdrawal of term / fixed deposits
by the surviving depositor without seeking the concurrence of the legal heirs of the
deceased joint deposit holder. It is also reiterated that such premature withdrawal would not
attract any penal charge.
v). When a fixed deposit account is opened in the joint names of two depositors on ‘Either
or Survivor’ basis and the said joint depositors already have a savings bank account in their
names jointly on ‘Either or Survivor’ instructions, on maturity of the fixed deposit, proceeds
of the matured fixed deposit can be credited to the joint savings bank account already
opened in the bank. There is no need for opening a separate savings bank account in the
name of the first depositor for crediting the proceeds of the fixed deposit.
2.9.7 Renewal of Overdue deposits
All aspects concerning renewal of overdue deposits may be decided by individual banks
subject to their Board laying down a transparent policy in this regard and the customers
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being notified of the terms and conditions of renewal including interest rates, at the time of
acceptance of deposit. The policy should be non-discretionary and non-discriminatory.
2.9.8 Addition or deletion of the name/s of joint account holders
Bank may, at the request of all the joint account holders, allow the addition or deletion of
name/s of joint account holder/s if the circumstances so warrant or allow an individual
depositor to add the name of another person as a joint account holder. However, in no case
should the amount or duration of the original deposit undergo a change in any manner in
case the deposit is a term deposit.
Bank may, at its discretion, and at the request of all the joint account holders of a deposit
receipt, allow the splitting up of the joint deposit, in the name of each of the joint account
holders only, provided that the period and the aggregate amount of the deposit do not
undergo any change.
2.9.9 Payment of interest on accounts frozen by banks:
Bank is at times required to freeze the accounts of customers based on the orders of the
enforcement authorities. Bank follows the procedure detailed below in the case of Term
Deposit Accounts frozen by the enforcement authorities:
(i) A request letter may be obtained from the customer on maturity. While obtaining the
request letter from the depositor for renewal, bank will also advise him to indicate the term
for which the deposit is to be renewed. In case the depositor does not exercise his option of
choosing the term for renewal, banks may renew the same for a term equal to the original
term.
(ii) No new receipt is required to be issued. However, suitable note may be made regarding
renewal in the deposit ledger.
(iii) Renewal of deposit may be advised by registered letter / speed post / courier service to
the concerned Government department under advice to the depositor. In the advice to the
depositor, the rate of interest at which the deposit is renewed should also be mentioned.
(iv) If overdue period does not exceed 14 days on the date of receipt of the request letter,
renewal may be done from the date of maturity. If it exceeds 14 days, bank may pay
interest for the overdue period as per its policy adopted, and keep it in a separate interest
free sub-account which should be released when the original fixed deposit is released.
Further, with regard to the savings bank accounts frozen by the Enforcement authorities,
bank will continue to credit the interest to the account on a regular basis.
2.9.10 Acknowledgement by banks at the time of submission of Form 15-G / 15-H
Bank does not deduct TDS from depositors who submit declaration in Form 15-G/15-H under
Income Tax Rules, 1962. However, if Interest is more than the threshold Income Tax Limit,
the TDS will be deducted.
With a view to protect interest of the depositors and for rendering better customer service,
bank will give an acknowledgment at the time of receipt of Form 15-G/15-H. This will help in
building a system of accountability and customers will not be put to inconvenience due to
any omission on part of the bank.
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2.9.11 Timely Issuance of TDS Certificate to Customers;
With a view to protect the interests of the depositor and for rendering better customer
service, bank will provide TDS Certificate in Form 16A, to their customers in respect of
whom the bank has deducted tax at source. Banks are advised to put in place systems that
will enable them to provide Form 16A to the customers well within the time-frame
prescribed under the Income Tax Rules.
2.10 Acceptance of cash over the counter:
Banking, by definition, means acceptance of deposits of money from the public for the
purpose of lending and investment. As such, banks cannot design any product which is not
in tune with the basic tenets of banking. Further, incorporating such clauses in the terms
and conditions which restrict deposit of cash over the counters also amounts to an unfair
practice.
Bank will ensure that the branches invariably accept cash over the counters from all their
customers who desire to deposit cash at the counters. Further, the Bank will refrain from
incorporating clauses in the terms and conditions which restrict deposit of cash over the
counters.
Bank will allow minors' accounts (fixed and savings only) with mothers as guardians to be
opened, whenever such requests are received by them. The facility of allowing opening of
minor’s accounts with mothers as guardians may be extended to Recurring Deposit Accounts
also subject to precautions.
2.10.1 Opening of Bank Accounts in the Names of Minors;
With a view to promote the objective of financial inclusion and also to bring uniformity in
opening and operating minors’ accounts, branches are advised as under:
A savings /fixed / recurring bank deposit account can be opened by a minor of any age
through his/her natural or legally appointed guardian.
Literate Minors above the age of 10 years may be allowed to open and operate savings bank
accounts independently, if they so desire. KYC norms are to be fulfilled. Cash Withdrawal
through ATM, transfer of funds, mobile and Internet Banking is allowed up to Rs. 10000/-.
Consent of parents/Guardian is mandatory and there will be no cheque Book facility in these
Saving Bank Accounts.
On attaining majority, the erstwhile minor should confirm the balance in his/her account and
if the account is operated by the natural guardian / legal guardian, fresh operating
instructions and specimen signature of erstwhile minor should be obtained and kept on
record for all operational purposes.
2.10.2 Bank is free to offer additional banking facilities like internet banking, ATM/ debit
card, cheque book facility etc., subject to the safeguards that minor accounts are not
allowed to be overdrawn and that these always remain in credit.
2.11 Opening of Current Accounts – Need for discipline:
(i) Keeping in view the importance of credit discipline for reduction in NPA level of banks,
bank will, at the time of opening current accounts, insist on a declaration to the effect that
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the account holder is not enjoying any credit facility with any other bank. Bank will
scrupulously ensure that the branches do not open current accounts of entities which enjoy
credit facilities (fund based or non-fund based) from the banking system without specifically
obtaining a No-Objection Certificate from the lending bank(s). Banks should note that nonadherence to the above discipline could be perceived to be abetting the siphoning of funds
and such violations which are either reported to RBI or noticed during inspection would
make the concerned banks liable for penalty under Banking Regulation Act, 1949.
(ii) Bank will open current accounts of prospective customers in case no response is received
from the existing bankers after a minimum waiting period of a fortnight. If a response is
received within a fortnight, bank should assess the situation with reference to information
provided on the prospective customer by the bank concerned and are not required to solicit
a formal no objection, consistent with true freedom to the customer of bank as well as
needed due diligence on the customer by the bank.
(iii) In case of a prospective customer who is a corporate or large borrower enjoying credit
facilities from more than one bank, the banks should exercise due diligence and inform the
consortium leader, if under consortium, and the concerned banks, if under multiple banking
arrangement.
2.12 Reconciliation of transactions at ATMs failure - Time limit.
Reserve Bank has been receiving a number of complaints from bank customers, regarding
debit of accounts even though the ATMs have not disbursed cash for various reasons. More
importantly, banks take considerable time in reimbursing the amounts involved in such failed
transactions to card holders. In many cases, the time taken is as much as 50 days. The
delay of the magnitude indicated above is not justified, as it results in customers being out
of funds for a long time for no fault of theirs. Moreover, this delay can discourage customers
from using ATMs.
Based on a review of the developments and with a view to further improve the efficiency of
operations, it has been decided as under:The time limit for resolution of customer complaints by the issuing bank shall stand reduced
from 12 working days to 7 working days from the date of receipt of customer complaint.
Accordingly, failure to re-credit the customer’s account within 7 working days of receipt of
the complaint shall entail payment of compensation to the customer @ ₹ 100/- per day by
the issuing bank. This compensation shall be credited to the customer’s account
automatically without any claim from the customer, on the same day when the bank affords
the credit for the failed ATM transaction.
Any customer is entitled to receive such compensation for delay, only if a claim is lodged
with the issuing bank within 30 days of the date of the transaction.
The number of free transactions permitted per month at other bank ATMs to Savings Bank
account holders shall be inclusive of all types of transactions, financial or non-financial.
All disputes regarding ATM failed transactions shall be settled by the issuing bank and the
acquiring bank through the ATM System Provider only. No bilateral settlement arrangement
outside the dispute resolution mechanism available with the system provider is permissible.
This measure is intended to bring down the instances of disputes in payment of
compensation between the issuing and acquiring banks.
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Non-adherence to the provisions contained in para 2.12 shall attract penalty as prescribed
under the Payment and Settlement systems Act, 2007(Act 51 of 2007).
2.13 Lodging of ATM related Complaints
The following information should be displayed prominently at the ATM locations:ATM ID may be displayed clearly in the premises to make use of it while making a complaint
/ suggestion
Information that complaints should be lodged at the branches where customers maintain
accounts to which ATM card is linked
Telephone numbers of help desk / contact persons of the ATM owning bank to lodge
complaint / seek assistance
To improve the customer service through enhancement of efficiency in ATM operations, the
bank will initiate following actions
(i) Message regarding non-availability of cash in ATMs should be displayed before the
transaction is initiated by customer
(ii) Bank will make available forms for lodging the complaints with name and phone number
of the officials with whom they have to be lodged.
(iii) Make available sufficient toll-free phone numbers for lodging complaints / reporting and
blocking lost cards and also attend the requests on priority
(iv) Mobile numbers / e-mail IDs of the customers may be registered to send alerts
In case of complaints pertaining to a failed ATM transaction at other bank ATMs, the
customer should lodge a complaint with the card issuing bank even if the transaction was
carried out at another bank’s ATM.
2.14 Transactions at ATM-Procedural Amendment - Pin Validation for Every Successive
Transaction:
The process flow followed for ATM transactions varies from bank to bank. The
type of card readers installed by each ATM vendor also contributes to the
variation in the process flow. Security concerns arise in the case of certain type
of card readers which facilitate multiple transactions without the need for pin
validation for every successive transaction. The possibility of frauds / misuse of
cards is very high in a scenario where the card is inserted in such reader slots,
the card holder fails to collect the card after the transaction is completed and the
card is misused. This risk can be eliminated to a great extent if, for every
transaction, the process flow demands pin validation. Hence, bank will ensure
that the process flow is modified to provide for the pin validation for every
transaction, including balance enquiry facilitated through ATM.
Non-adherence to the above provisions shall attract penalty as prescribed under
the Payment and Settlement Systems Act 2007 (Act 51 of 2007).
2.15 Securing Electronic Payment Transactions:
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The electronic modes of payment like RTGS, NEFT and IMPS have emerged as
channel agnostic modes of funds transfer. These have picked up to a large extent
through the internet banking channel and hence it is imperative that such
delivery channels are also safe and secure. Some of the additional measures that
need to be introduced by the banks are as follows:(i) Customer induced options may be provided for fixing a cap on the value /
mode of transactions / beneficiaries. In the event of customer wanting to exceed
the cap, an additional authorization may be insisted upon.
(ii) Limit on the number of beneficiaries that may be added in a day per account
could be considered.
(iii) A system of alert may be introduced when a beneficiary is added.
(iv) Bank will put in place mechanism for velocity check on the number of
transactions effected per day / per beneficiary and any suspicious operations
should be subjected to alert within the bank and to the customer.
(v) Introduction of additional factor of authentication (preferably dynamic in
nature) for such payment transactions should be considered.
3. Remittance;
3.1 Remittance of Funds for Value ₹ 50,000/- and above
Bank will ensure that any remittance of funds by way of demand drafts/mail transfers /
telegraphic transfers or any other mode for value of ₹ 50,000/- and above is effected only
by debit to the customer’s account or against cheques or other instruments tendered by the
purchaser and not against cash payment. In the current scenario, where the integrity of the
financial system in general and the banking channels in particular is of paramount
importance, breach of these guidelines is a matter of serious regulatory concern in view of
the wide ranging ramifications. Any violation of these instructions will tantamount to lack in
services.
3.2 Demand Drafts;
3.2.1 Issue of Demand Drafts
Measures seeking to bring down the incidence of frauds perpetrated through bank drafts
should be built into the draft form itself. Necessary changes in system and procedures to
speed up issue and payment of drafts should be taken.
Bank will ensure that demand drafts of ₹ 20,000/- and above are issued invariably with
account payee crossing.
All superscriptions about validity of the demand draft have been provided at the top of the
draft form. A draft should be uniformly valid for a period of three months and procedure for
revalidation after three months should be simplified.
Bank will ensure that drafts of small amounts are issued by its branches against cash to all
customers irrespective of the fact whether they are having accounts with the bank or not.
Bank's counter staff should not refuse to accept small denomination notes from the
customers or (non- customers) for issuance of the drafts.
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3.2.2 Encashment of drafts;
The banks will ensure that drafts drawn on their branches are paid immediately. Payment of
draft should not be refused for the only reason that relative advice has not been received.
3.2.3 Issue of Duplicate Demand Draft;
Duplicate draft, in lieu of lost draft, up to and including ₹ 5,000/- may be issued
to the purchaser on the basis of adequate indemnity and without insistence on
seeking non-payment advice from drawee office irrespective of the legal position
obtaining in this regard.
Bank will issue duplicate Demand Draft to the customer within a fortnight from the receipt of
such request. Further, for the delay beyond this stipulated period, bank has to pay interest
at the rate applicable for fixed deposit of corresponding maturity in order to compensate the
customer for such delay. The period of fortnight prescribed would be applicable only in
cases where the request for duplicate demand draft is made by the purchaser or the
beneficiary and would not be applicable in the case of third party endorsements.
Some doubts were raised regarding the term "customer" used above and whether it would
include only purchaser / beneficiary or also include any holder of the instrument other than
the purchaser or the beneficiary. It is clarified that the above instructions would be
applicable only in cases where the request for duplicate demand draft is made by the
purchaser or the beneficiary and would not be applicable in the case of draft endorsed to
third parties.
3.3 Remittance through electronic mode;
In case of remittance through electronic funds transfer, originating bank should provide the
option to the customer to choose between RTGS system and NEFT system at the time of
initiation of the funds transfer. The option should be made available to all the customers
who may originate remittance either at the branch or through internet or any other means.
The funds are to be transferred necessarily through the option chosen by the customer.
Further, banks should allow the customers to choose NEFT also as one of the electronic
modes of making payment towards loan EMIs / repayments, etc.
3.3.1 Providing Positive Confirmation to the Originator;
Bank will put in place appropriate mechanism to ensure positive confirmation is sent to the
remittance originator confirming the successful credit of funds to the beneficiary’s account
when funds are transferred through NEFT. While it is expected that such confirmation
messages are sent as soon as the beneficiary account is credited, it should not exceed
beyond end-of –the-day under any circumstance.
3.3.2 Payment of penal interest for delayed credit /refunds of NEFT transactions;
In case of delay in crediting the beneficiary customer’s account or in returning
the uncredited amount to the remitter in case of NEFT, bank will pay penal
interest. Under the extant guidelines, banks are required to pay penal interest at
the current RBI LAF Repo Rate plus two percent for the period of delay / till the
date of refund as the case may be to the affected customers’ suomoto, without
waiting for claim from customers.
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Under the NEFT Procedural Guidelines, bank has to establish dedicated Customer Facilitation
Centres (CFCs) to handle customer queries/complaints regarding NEFT transactions. The
contact details of CFCs are available on websites of bank as well as the website of RBI for
easy availability to the customers. Further, bank will keep the contact details of their CFCs,
set up to handle customer queries / complaints regarding NEFT transactions, updated at all
times. Changes, if any, will be immediately informed to the National Clearing Cell, Nariman
Point, RBI for updating the central directory placed on RBI website.
3.3.3 National / Regional Electronic Clearing Service (NECS / RECS) – Extension
of service to remaining branches
With a view to extend both NECS and RECS facility to the customers of all bank
branches, the participating banks are advised to make efforts in bringing all their
branches under NECS/RECS.
3.3.4. National Electronic Funds Transfer (NEFT) – Requirement of Indian Financial System
Code (IFSC) in transactions.
To facilitate electronic modes of remittance and enhancing customer service at branches for
NEFT transactions, the Bank staff should provide customers with necessary assistance in
filling out the details as required in the NEFT application form, including ensuring that
beneficiary account details etc. are duly filled in.
With a view to minimizing instances of customer complaints, bank will ensure adherence to
extant instructions as under:
NEFT application forms with proper instructions are made available at all branches.
The charges levied on customers for inter-bank NEFT transactions at both branch locations
and Customer Service Point (CSP)/Business Correspondent (BC) /agent locations are at par.
The extant charges applicable on NEFT transactions should be displayed at all branches /
locations of the bank where NEFT transactions can be conducted.
Positive confirmation of credit to beneficiary account is invariably sent for all inward
transactions received by the bank.
Bank(originating the NEFT transactions) will ensure that the positive confirmation is relayed
to all remitting customers, including walk-in customers who provide their mobile number / email id.
Intimation of failed / returned transactions should also be brought to the notice
of the remitting customer and funds credited to the account immediately /
returned to the remitter at the earliest.
In case of delayed credits or delayed returns, the penal interest as applicable is paid suomoto to the customer. Even in the case of back-dating or value-dating such delayed
transactions, bank will pay the penal interest for the delayed period.

4. Collection of instruments:
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4.1. Delays in Cheque Clearing - Case No. 82 of 2006 before National Consumer
Disputes Redressal Commission.
Bank will comply with the final order on 'timeframe for collection of outstation
cheques' passed by the National Consumer Disputes Redressal Commission in
case no. 82 of 2006. Further, branches are advised as under:
(i) Bank has its Cheque Collection Policies (CCPs) covering local and outstation cheque
collection as per the timeframe prescribed by the Commission.
(ii) For local cheques, credit and debit shall be given on the same day or at the most the
next day of their presentation in clearing. Ideally, in respect of local clearing, bank shall
permit usage of the shadow credit afforded to the customer accounts immediately after
closure of relative return clearing and in any case withdrawal shall be allowed on the same
day or maximum within an hour of commencement of business on the next working day,
subject to usual safeguards.
(iv) Bank shall not decline to accept outstation cheques deposited by its customers for
collection.
(v) Bank shall give wide publicity to the CCP by prominently displaying salient features
thereof in bold and visible letters on the notice board at their branches.
(vi) A copy of the counterfoil shall be made available by the branch manager, if the
customers require so.
4.1.2 Collection of Account Payee Cheque - Prohibition on Crediting Proceeds to Third Party
Account.
a) In consonance with the legal requirements and in particular, the intent of the Negotiable
Instruments Act, 1881 the account payee’s cheques will be credited to the person’s account
whose name is published/written on payee’s column. Accordingly, bank will not collect
account payee cheques for any person other than the payee constituent.
Where the drawer / payee instructs the bank to credit the proceeds of collection to any
account other than that of the payee, the instruction being contrary to the intended inherent
character of the 'account payee' cheque, bank should ask the drawer / payee to have the
cheque or the account payee mandate thereon withdrawn by the drawer. This instruction
would also apply with respect to the cheque drawn by a bank payable to another bank.
b) In order to facilitate collection of cheques from a payment system angle, account payee
cheques deposited with the sub-member for credit to their customers' account can be
collected by the member bank (referred to as the sponsor member) of the Clearing House.
Under such arrangements, there should be clear undertaking to the effect that the proceeds
of the account payee cheque will be credited to the payee's account only, upon realization.
c) With a view to mitigate the difficulties faced by the members of co-operative credit
societies in collection of account payee cheques, it is further clarified that collecting banks
may consider collecting account payee cheques drawn for an amount not exceeding ₹
50,000/- to the account of their customers who are co-operative credit societies, if the
payees of such cheques are the constituents of such co-operative credit societies. While
collecting the cheques as aforesaid, bank has to have a clear representation in writing given
by the co-operative credit societies concerned that, upon realization, the proceeds of the
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cheques will be credited only to the account of the member of the co-operative credit
society who is the payee named in the cheque. This shall, however, be subject to the
fulfilment of the requirements of the provisions of Negotiable Instruments Act, 1881,
including Section 131 thereof.
d) It may be noted that the above instructions shall also extend to drafts, pay orders and
bankers’ cheque.
4.1.3 Payment of Cheques/Drafts/Pay Orders/Banker’s Cheques.
With effect from April 1, 2012, bank will not make payment of cheques/drafts/pay
orders/banker’s cheques bearing that date or any subsequent date, if they are presented
beyond the period of three months from the date of such instrument. Bank has to ensure
strict compliance of these directions and notify the holders of such instruments of the
change in practice by printing or stamping on the cheque leaves, drafts, pay orders and
banker’s cheques issued on or after April 1, 2012, by issuing suitable instruction for
presentment within the period of three months from the date of the instrument.
4.2 Cheques / Instruments lost in transit / in clearing process / at paying bank's branch
Bank will follow the following guidelines regarding cheques lost in transit: (i) In respect of cheques lost in transit or in the clearing process or at the paying bank's
branch, the bank should immediately bring the same to the notice of the accountholder so
that accountholder can inform the drawer to record stop payment and can also take care
that other cheques issued by him are not dishonoured due to non-credit of the amount of
the lost cheques / instruments.
(ii) The onus of such loss lies with the collecting banker and not the accountholder.
(iii) The bank should reimburse the accountholder related expenses for obtaining duplicate
instruments and also interest for reasonable delays occurred in obtaining the same.
(iv) If the cheque / instrument has been lost at the paying bank's branch, the collecting
banker should have a right to recover the amount reimbursed to the customer for the loss of
the cheque / instrument from the paying banker.
4.3 Bills for collection:
Bills for collection including bills discounted required to be collected through another bank at
the realizing centre should be forwarded directly by the forwarding office to the realizing
office.
4.3.1 Payment of interest for Delays in collection of bills
The lodger's bank should pay interest to the lodger for the delayed period in respect of
collection of bills at the rate of 2% p.a. above the rate of interest payable on balances of
Savings Bank accounts. The delayed period should be reckoned after making allowance for
normal transit period based upon a time frame of 2 days each for (i) Despatch of bills; (ii)
Presentation of bills of drawees (iii) Remittance of proceeds to the lodger's bank (iv)
Crediting the proceeds to drawer's account.
To the extent the delay is attributing to the drawee bank, the lodger's bank may recover
interest for such delay from that bank.
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4.3.2 Delay in Re-presentation of Technical Return Cheques and Levy of Charges for such
Returns:
Bank will levy cheque return charges only in cases where the customer is at fault and is
responsible for such returns. In cases where the cheques need to be re-presented without
any recourse to the payee, such re-presentation should be made in the immediate next
presentation clearing not later than 24 hours(excluding holidays) with due notification to the
customers of such representation through SMS alert, email etc.
5. Dishonour of Cheques – Procedure thereof:
5.1 Returning dishonoured cheques
(i) Bank will return cheques immediately if returned unpaid.
(ii) The Bank is already following the appropriate procedure keeping in view the above
instructions to deal with the dishonour of cheques. However, it is considered necessary to
streamline the procedure to be followed in this behalf.
5.2 Procedure for return/ despatch of dishonoured cheques:
(i) The paying bank should return dishonoured cheques presented through clearing houses
strictly as per the return discipline prescribed for respective clearing house in terms of
Uniform Regulations and Rules for Bankers' Clearing Houses. The collecting bank on receipt
of such dishonoured cheques should despatch it immediately to the payees / holders.
(ii) In relation to cheques presented direct to the paying bank for settlement of transaction
by way of transfer between two accounts with that bank, it should return such dishonoured
cheques to payees/ holders immediately.
(iii) In case of dishonour / return of cheques, the paying banks should clearly indicate the
return reason code on the return memo / objection slip which should also bear the signature
/ initial of the bank officials as prescribed in Rule 6 of the Uniform Regulations and Rules for
Bankers’ Clearing Houses (URRBCH).
5.3 General
(i) For the purpose of adducing evidence to prove the fact of dishonour of cheque on behalf
of a complainant (i.e., payee / holder of a dishonoured cheque) in any proceeding relating
to dishonoured cheque before a court, consumer forum or any other competent authority,
bank will extend full Co-operation, and should furnish him/her documentary proof of fact of
dishonour of cheques.
6. Erroneous Debits arising on fraudulent or other transactions:
6.1 Vigilance by banks;
Banks has to adhere to the guidelines and procedures for opening and operating deposit
accounts to safeguard against unscrupulous persons opening accounts mainly to use them
as conduit for fraudulently encashing payment instruments. However, in view of receipt of
continuous complaints of fraudulent encashment by unscrupulous persons opening deposit
accounts in the name/s similar to already established concern/s resulting in erroneous and
unwanted debit of drawers’ accounts, bank will remain vigilant to avoid such lapses and
issue necessary instructions to the branches / staff.
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6.2 Compensating the customer:
Besides in cases of the above kind, bank also does not restore funds promptly to customers
even in bona-fide cases but defer action till completion of either departmental action or
police interrogation. Therefore, (i) In case of any fraud, if the branch is convinced that an
irregularity / fraud has been committed by its staff towards any constituent, the branch
should at once acknowledge its liability and pay the just claim, (ii) in cases where bank is at
fault, the bank will compensate customers without demur.
7. Extension of Safe Deposit Locker / Safe Custody Article Facility:
7.1.1 Bank’s locker Scheme:- The Bank has facility of Lockers in many branches. The
customers deposit their valuables in safe deposit Lockers.
7.1.2 Fixed Deposit as Security for Lockers
Banks may face situations where the locker-hirer neither operates the locker nor pays rent.
To ensure prompt payment of locker rent, banks may at the time of allotment, obtain a
Fixed Deposit which would cover 3 years rent and the charges for breaking open the locker
in case of an eventuality.
7.1.3 Wait List of Lockers:
Branches should maintain a wait list for the purpose of allotment of lockers and ensure
transparency in allotment of lockers. All applications received for allotment of locker should
be acknowledged and given a wait list number.
7.1.4 Providing a copy of the agreement:
Bank should give a copy of the agreement regarding operation of the locker to the lockerhirer at the time of allotment of the locker.
7.2 Security aspects relating to Safe Deposit Lockers:
7.2.1 Operations of Safe Deposit Vaults/Lockers.
Bank will exercise due care and necessary precaution for the protection of the lockers
provided to the customer. Bank will review the systems in force for operation of safe deposit
vaults / locker at their branches on an on-going basis and take necessary steps. The security
procedures should be well-documented and the concerned staff will be properly trained in
the procedure. The internal auditors should ensure that the procedures are strictly adhered
to.
7.2.2 Customer due diligence for allotment of lockers / Measures relating to lockers which
have remained un-operated:
(i) Bank will carry out customer due diligence for both new and existing customers at least
to the levels prescribed for customers classified as medium risk. If the customer is classified
in a higher risk category, customer due diligence as per KYC norms applicable to such higher
risk category should be carried out.
(ii) Where the lockers have remained un-operated for more than three years for medium risk
category or one year for a higher risk category, bank will immediately contact the locker-
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hirer and advise him to either operate the locker or surrender it. This exercise should be
carried out even if the locker hirer is paying the rent regularly.
(iii) Bank should have clear procedure drawn up in consultation with their legal advisers for
breaking open the lockers and taking stock of inventory.
7.3 Embossing identification code.
Bank should ensure that identification Code of the bank / branch is embossed on all the
locker keys with a view to facilitate Authorities in identifying the ownership of the locker
keys.
8. Nomination Facility: Nomination facility is available in the Bank
8.1 Legal Provisions:
8.1.1 Provisions in the Banking Regulation Act, 1949
The Banking Regulation Act, 1949 was amended by Banking Laws (Amendment) Act, 1983
by introducing new Sections 45ZA to 45ZF, which provide, inter alia, for the following
matters:
To enable a banking company to make payment to the nominee of a deceased depositor,
the amount standing to the credit of the depositor.
To enable a banking company to return the articles left by a deceased person in its safe
custody to his nominee, after making an inventory of the articles in the manner directed by
the Reserve Bank.
To enable a banking company to release the contents of a safety locker to the nominee of
the hirer of such locker, in the event of the death of the hirer, after making an inventory of
the contents of the safety locker in the manner directed by the Reserve Bank.
8.1.2 The Banking Companies (Nomination) Rules, 1985:
Since such nomination has to be made in the prescribed manner, the Central Government
framed, in consultation with the Reserve Bank of India, the Banking Companies
(Nomination) Rules, 1985. These Rules, together with the provision of new Sections 45ZA to
45ZF of the Banking Regulation Act, 1949 regarding nomination facilities were brought into
force with effect from 1985.
The Banking Companies (Nomination) Rules, 1985 which are self-explanatory, provide for:Nomination Forms for deposit accounts, articles kept in safe custody and contents of safety
lockers.
Forms for cancellation and variation of the nominations.
Registration of Nominations and cancellation and variation of nominations, and matters
related to the above.
8.1.3 Nomination facilities in respect of safe deposit locker / safe custody articles:
Sections 45ZC to 45ZF of the Banking Regulation Act, 1949 provide for nomination and
release of contents of safety lockers / safe custody article to the nominee and protection
against notice of claims of other persons. Banks should be guided by the provisions of
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Sections 45 ZC to 45 ZF of the Banking Regulation Act, 1949 and the Banking Companies
(Nomination) Rules, 1985 and the relevant provisions of Indian Contract Act and Indian
Succession Act.
In the matter of returning articles left in safe custody by the deceased depositor to the
nominee or allowing the nominee/s to have access to the locker and permitting him/them to
remove the contents of the locker, the Reserve Bank of India, in pursuance of Sections 45ZC
(3) and 45ZE (4) of the Banking Regulation Act, 1949 has specified the formats for the
purpose.
In order to ensure that the amount of deposits, articles left in safe custody and contents of
lockers are returned to the genuine nominee, as also to verify the proof of death, bank has
devised own claim formats.
8.1.4 Nomination Facility – Sole Proprietary Concern.
Bank may extend the nomination facility also in respect of deposits held in the name of a
sole proprietary concern.
8.2 Nomination Facility in Single Deposit Accounts.
Bank will give wide publicity and provide guidance to deposit account holders on the
benefits of nomination facility and the survivorship clause. Despite the best efforts in this
regard, banks might still be opening single deposit accounts without nomination.
The bank will generally insist that the person opening a deposit account makes a
nomination. In case the person opening an account declines to fill in nomination, the bank
should explain the advantages of nomination facility. If the person opening the account still
does not want to nominate, the bank should ask him to give a specific letter to the effect
that he does not want to make a nomination. In case the person opening the account
declines to give such a letter, the bank should record the fact on the account opening form
and proceed with opening of the account if otherwise found eligible. Under no
circumstances, a bank should refuse to open an account solely on the ground that the
person opening the account refused to nominate.
8.3 Acknowledgement of Nomination.
Bank is aware that in terms of Rules 2 (9), 3 (8) and 4 (9) of the Banking Companies
Nomination (Rules), 1985, they are required to acknowledge in writing to the depositor(s) /
locker hirers (s) the filing of the relevant duly completed Form of nomination, cancellation
and / or variation of the nomination.
Bank will therefore strictly comply with the provisions of Banking Regulation Act, 1949 and
Banking Companies (Nomination) Rules, 1985 and has devised a proper system of
acknowledging the receipt of the duly completed form of nomination, cancellation and / or
variation of the nomination. Such acknowledgement should be given to all the customers
irrespective of whether the same is demanded by the customers.
8.4 Registering the nomination.
In terms of Rules 2 (10), 3 (9) and 4 (10) of the Banking Companies (Nomination) Rules,
1985 banks are required to register in its books the nomination, cancellation and / or
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variation of the nomination. The bank has accordingly take action to register nominations or
changes therein, if any, made by their depositor(s) / hirers.
8.5 Incorporation of the legend “Nomination Registered” in pass book, deposit receipt etc.
and indicating the Name of the Nominee in Pass Books / Fixed Deposit Receipts.
When a bank account holder has availed himself of nomination facility, the same may be
indicated on the passbook so that, in case of death of the account holder, his relatives can
know from the pass book that the nomination facility has been availed of by the deceased
depositor and take suitable action. Bank may, therefore, introduce the practice of recording
on the face of the passbook the position regarding availment of nomination facility with the
legend "Nomination Registered". This may be done in the case of term deposit receipts also.
Further, bank may also indicate the name of the Nominee in the Pass Books / Statement of
Accounts / FDRs, in case the customer is agreeable to the same.
8.6 Separate nomination for savings bank account and pension account
Nomination facility is available for Savings Bank Account opened for credit of pension.
Banking Companies (Nomination) Rules, 1985 are distinct from the Arrears of Pension
(Nomination) Rules, 1983 and nomination exercised by the pensioner under the latter rules
for receipt of arrears of pension will not be valid for the purpose of deposit accounts held by
the pensioners with bank for which a separate nomination is necessary in terms of the
Banking Companies (Nomination) Rules, 1985 in case a pensioner desires to avail of
nomination facility.
8.7 Nomination Facility – Certain Clarifications
8.7.1 Nomination facility in respect of deposits
(i) Nomination facility is intended for individuals including a sole proprietary concern.
(ii) Rules stipulate that nomination shall be made only in favour of individuals. As such, a
nominee cannot be an Association, Trust, Society or any other Organization or any officebearer thereof in his official capacity. In view thereof any nomination other than in favour of
an individual will not be valid.
(iii) There cannot be more than one nominee in respect of a joint deposit account.
(iv) Bank may allow variation/cancellation of a subsisting nomination by all the surviving
depositor(s) acting together. This is also applicable to deposits having operating instructions
"either or survivor".
(v) In the case of a joint deposit account the nominee's right arises only after the death of
all the depositors.
(vi) Witness in Nomination Forms: The Banking Companies (Nomination) Rules, 1985 have
been framed in exercise of powers conferred by Section 52 read with Sections 45ZA, 45ZC
and 45ZE of the Banking Regulation Act, 1949. In this connection, we clarify that for the
various Forms (DA1, DA2 and DA3 for Bank Deposits, Forms SC1, SC2 and SC3 for Articles
left in Safe Custody, Forms SL1, SL1A, SL2, SL3 and SL3A for Safety Lockers) prescribed
under Banking Companies (Nomination) Rules, 1985 only Thumb-impression(s) shall be
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attested by two witnesses. Signatures of the account holders need not be attested by
witnesses.
(vii) Nomination in case of Joint Deposit Accounts: It is understood that sometimes the
customers opening joint accounts with or without "Either or Survivor" mandate, are
dissuaded from exercising the nomination facility. It is clarified that nomination facility is
available for joint deposit accounts also. Bank, therefore, ensures that the branches offer
nomination facility to all deposit accounts including joint accounts opened by the customers.
8.7.2 Nomination in Safe Deposit Lockers / Safe Custody Articles.
(i) Nomination facilities are available only in the case of individual depositors and not in
respect of persons jointly depositing articles for safe custody.
(ii) Section 45ZE of the Banking Regulation Act, 1949 does not preclude a minor from being
a nominee for obtaining delivery of the contents of a locker. However, the responsibility of
the banks in such cases is to ensure that when the contents of a locker were sought to be
removed on behalf of the minor nominee, the articles were handed over to a person who, in
law, was competent to receive the articles on behalf of the minor.
(iii) As regards lockers hired jointly, on the death of any one of the joint hirers, the contents
of the locker are only allowed to be removed jointly by the nominees and the survivor(s)
after an inventory was taken in the prescribed manner. In such a case, after such removal
preceded by an inventory, the nominee and surviving hirer(s) may still keep the entire
contents with the same bank, if they so desire, by entering into a fresh contract of hiring a
locker.
8.8 Customer Guidance and Publicity Educating Customers on the Benefits of nomination /
survivorship clause.
(i) The nomination facility is intended to facilitate expeditious settlement of claims in the
accounts of deceased depositors and to minimize hardship caused to the family members on
the death of the depositors. The banks should endeavour to drive home to their constituents
the benefit of nomination facilities and ensure that the message reaches all the constituents
by taking all necessary measures for popularizing the nomination facility among their
constituents.
(ii) Banks will give wide publicity and provide guidance to deposit account holders on the
benefits of the nomination facility and the survivorship clause. Illustratively, it should be
highlighted in the publicity material that in the event of the death of one of the joint account
holders, the right to the deposit proceeds does not automatically devolve on the surviving
joint deposit account holder, unless there is a survivorship clause.
(iii) In addition to obtaining nomination forms, banks should ensure that account opening
form should contain space for nomination also so that the customers could be educated
about availability of such facilities.
(iv) Unless the customers prefer not to nominate (this may be recorded without giving scope
for conjecture of non-compliance), nomination should be a rule, to cover all other existing
and new accounts.
9. Settlement of claims in respect of deceased depositors – Simplification of procedure.
Page 25 of 33

Provisions of the Banking Regulation Act, 1949.
Banks should adhere to the provisions of Sections 45 ZA to 45 ZF of the Banking Regulation
Act, 1949 and the Banking Companies (Nomination) Rules, 1985.
9.1 Accounts with survivor/nominee clause:
9.1.1 In the case of deposit accounts where the depositor had utilized the nomination facility
and made a valid nomination or where the account was opened with the survivorship clause
("either or survivor", or "anyone or survivor", or "former or survivor" or "latter or survivor"),
the payment of the balance in the deposit account to the survivor(s)/nominee of a deceased
deposit account holder represents a valid discharge of the bank's liability provided:
(1) That Bank has exercised due care and caution in establishing the identity of the
survivor(s) / nominee and the fact of death of the account holder, through appropriate
documentary evidence;
(2) That there is no order from the competent court restraining the bank from making the
payment from the account of the deceased; and
(3) It has been made clear to the survivor(s) / nominee that he would be receiving the
payment from the bank as a trustee of the legal heirs of the deceased depositor, i.e., such
payment to him shall not affect the right or claim which any person may have against the
survivor(s) / nominee to whom the payment is made.
9.1.2 It may be noted that since payment made to the survivor(s) / nominee, subject to the
foregoing conditions, would constitute a full discharge of the bank's liability, insistence on
production of legal representation is superfluous and unwarranted and only serves to cause
entirely avoidable inconvenience to the survivor(s) / nominee and would, therefore, invite
serious supervisory disapproval. In such case, therefore, while making payment to the
survivor(s) / nominee of the deceased depositor, the bank should desist from insisting on
production of succession certificate, letter of administration or probate, etc., or obtain any
bond of indemnity or surety from the survivor(s)/nominee, irrespective of the amount
standing to the credit of the deceased account holder.
9.2 Accounts without the survivor / nominee clause:
In case where the deceased depositor had not made any nomination or for the accounts
other than those styled as "either or survivor" (such as single or jointly operated accounts),
bank has to adopt a simplified procedure for repayment to legal heir(s) of the depositor
keeping in view the imperative need to avoid inconvenience and undue hardship to the
common person. In this context, bank may, keeping in view its risk management systems,
fix a minimum threshold limit, for the balance in the account of the deceased depositors, up
to which claims in respect of the deceased depositors could be settled without insisting on
production of any documentation other than a letter of indemnity.
9.3 Premature Termination of term deposit accounts.
In the case of term deposits, bank is required to incorporate a clause in the account opening
form itself to the effect that in the event of the death of the depositor, premature
termination of term deposits would be allowed. The conditions subject to which such
premature withdrawal would be permitted may also be specified in the account opening
form. Such premature withdrawal would not attract any penal charge.
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9.4 Treatment of flows in the name of the deceased depositor:
In order to avoid hardship to the survivor(s) / nominee of a deposit account, bank should
obtain appropriate agreement / authorization from the survivor(s) / nominee with regard to
the treatment of pipeline flows in the name of the deceased account holder. In this regard,
bank will consider adopting either of the following two approaches:
The bank could be authorized by the survivor(s) / nominee of a deceased account holder to
open an account styled as 'Estate of Shri ________________, the Deceased' where all the
pipeline flows in the name of the deceased account holder could be allowed to be credited,
provided no withdrawals are made.
OR
The bank could be authorized by the survivor(s) / nominee to return the pipeline flows to
the remitter with the remark "Account holder deceased" and to intimate the survivor(s) /
nominee accordingly. The survivor(s) / nominee / legal heir(s) could then approach the
remitter to effect payment through a negotiable instrument or through ECS transfer in the
name of the appropriate beneficiary.
9.5 Interest payable on the deposit account of deceased depositor.
In the case of a term deposit standing in the name/s of a deceased individual
depositor, or two or more joint depositors, where one of the depositors has died,
the criterion for payment of interest on matured deposits in the event of death of
the depositor in the above cases has been left to the discretion of bank subject to
their Board laying down a transparent policy in this regard.
9.6 Time limit for settlement of claims
Bank will settle the claims in respect of deceased depositors and release payments to
survivor(s) / nominee(s) within a period not exceeding 15 days from the date of receipt of
the claim subject to the production of proof of death of the depositor and suitable
identification of the claim(s), to the bank's satisfaction.
Bank will report to the Customer Service Committee of the Board, at appropriate intervals,
on an ongoing basis, the details of the number of claims received pertaining to deceased
depositors / locker-hirers / depositors of safe custody article accounts and those pending
beyond the stipulated period, giving reasons there for.
9.7 Claim Forms to be made available:
With a view to facilitate timely settlement of claims on the death of a depositor, bank will
provide claim forms for settlement of claims of the deceased accounts, to any person/s who
is/are approaching the bank / branches for forms. Claim forms may also be put on the
bank’s website prominently so that claimants of the deceased depositor can access and
download the forms without having to visit the concerned bank/branch for obtaining such
forms for filing claim with the bank.
9.8 Loans: - The bank is advancing loans to all customers within the framework devised to
each segment. There are around fifty loan schemes prevalent in the Bank. We must treat all
loan applications fairly and on merit. These applications must be dealt with due diligence.
Following guidelines are issued to avoid grievances and complaints: Page 27 of 33














Customers must be dealt with politeness.
All the required documents to a particular loan demanded by a customer must be
enlisted in one go so that he/she should not be bothered time and again to visit the
Branch. Check List must be provided to the Loan applicants.
The Branch Manager must accept the Loan Application when entire documents are
provided.
If all relevant documents are provided, after that loan application must be analyzed/
processed in 3-5 working days. If analysis of technical aspects is required (i.e land,
C.A. observations etc.), the same may be conveyed to customer that more time is
required to comply with legal formalities/analysis.
If the application is rejected, then due reasons must be given and the application
should be returned with valid reasons.
Loan application must not be delayed unnecessarily.
If loan is sanctioned, due sanction letter with terms and conditions and relevant
processing fees, charge creation, if any, and other major formalities must be
conveyed to the applicant and duly signed copy of sanction letter must be kept in
file.
Loan applications with petty objections must not be returned instead has to be
completed/rectified in due course.
Loan applicants can’t be left high and dry.

10. Miscellaneous
10.1 Accepting standing instructions of customers.
Standing instructions will be freely accepted on all current, savings bank accounts, fixed
deposits, recurring deposits etc. The scope of standing instructions service should be
enlarged to include payments on account of taxes, rents, bills, school / college fees,
licences, mutual funds, loan installments etc.
10.2 Clean Overdrafts for small amounts.
Clean overdrafts for small amounts may be permitted as per Policy approved by the BOD of
bank to customers whose dealings have been satisfactory. Bank has worked out schemes in
this regard.
10.3 Rounding off of transactions.
All transactions, including payment of interest on deposits/charging of interest on advances,
will be rounded off to the nearest rupee i.e., fractions of 50 paise and above shall be
rounded off to the next higher rupee and fraction of less than 50 paise shall be ignored.
However, bank will ensure that cheques/drafts issued by clients containing fractions of a
rupee are not rejected or dishonoured.
11. Mode of Complaints- The complaints can be lodged in many ways- written, oral,
telephonic media. Nowadays web network is quite prevalent. Therefore, complaints can be
lodged through e-mail also.
11.1. The customer complaint arises due to:Page 28 of 33

The attitudinal aspects in dealing with customers.
Inadequacy of the functions/arrangements made available to the customers or gaps in
standards of services expected and actual services rendered.
The customer is having full right to register his complaint if he is not satisfied with the
services provided by the bank. He can give his complaint in writing, orally, on-line or over

telephone and through RBI, NABARD, Government of India & State Government.
12. Constitution of Committees within the bankBank shall constitute various committees to have oversight on the level of customer
services, in particular, Grievances Redressal Mechanism of the Bank. These are as follows:12.1. Branch Level customer Service Committees.
Branches of the Bank shall maintain a separate complaints register in the prescribed
format given for entering all the complaints/grievances received by them directly or through
our Head Office/Government/RBI/RCS/NABARD etc. This register shall be maintained
irrespective of the fact whether a complaint was received or not in the past. The complaint
register maintained by the branches shall be scrutinized by the concerned District Manager
during his periodical visit to the branches and his observations/comments should be
recorded in the relative visit reports. Internal Auditors must also supervise the register and
give observations. Generally, the complaints shall have to be resolved within seven working
days at the Branch Level.
Bank shall establish Branch Level customer Service Committees with greater involvement
of customers. The committee shall include Bank’s customers. Further, as senior citizens
usually form an important constituent in our Bank, a Senior Citizen shall be included therein.
One progressive farmer, leading businessman and one reputed senior citizen will be
members of Grievances redressal committee.
The Branch Level Customer Service Committee shall meet at least once a month to Study
complaints/suggestions, cases of delay, difficulty faced/reported by customers/members of
the committee and it shall evolve ways and means of improving customer services.
The Branch Level committee shall also submit quarterly reports giving Inputs/suggestions
to the Standing Committee on Customer Service at Head Office.
12.2. Redressal of complaints at District office- The bank has eight District Offices.
Customers can raise the complaints to District Offices. District Manager being the head has
the duty to resolve the complaints of customers. He should organize customer meet on
quarterly basis.
12.3. Standing Committee on Customer Service at Head office:The Standing Committee on Customer Service will be chaired by the General Manager/Dy.
General Manager of the Bank and include non-officials as its members to enable an
independent feedback on the quality of customer service. The committee would have the
following functions.
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Evaluate feed-back on quality of customer service received from various quarters. The
committee would also review comments/feed-back on customer service and implementation
of commitments in the Code of Bank’s Commitments to Customers received from BCSBI
(The banking codes and Standards Board of India).
The Committee would be responsible to ensure that all regulatory instructions regarding
customer service are followed by the Bank. Towards this, the committee would obtain
necessary feed-back from District Heads/Functional Heads.
The Committee would also consider unresolved complaints / grievances referred to it by
District Heads /Functional heads responsible for redressal and offer its advice.
12.4 Chairman/Managing Director/General Manager:
A number of grievances may be addressed by customer directly to the Chairman/Managing
Director/General Manager. Where the issues raised are considered serious, the
Chairman/Managing Director shall call for a report on the causes that led to the grievance,
action taken and final resolution given to the customer.
12.5. Appointment of a Chief Customer Service Officer (CCSO):
Bank shall appoint a Chief Customer Service Officer (CCSO), an official in the form of an
Internal Banking Ombudsman, who shall be of the rank of Deputy General Manager/General
Manager. After the appointment of the CCSO, the role of Banking Ombudsman shall be that
of an Appellate Authority. However, all committees and CCSO will be answerable to MD,
Bank.
A Customer Service Officer, an official in second line (Assistant General Manager or
Senior Manager) at District Offices will handle complaints/grievances in respect of branches
falling under their control.
as hitherto will first complain to the bank and if
within a month does not receive a reply or is unsatisfied with the reply, will appeal to the
CCSO of the Bank. On failure to get a reply further within 30 days from the CCSO, or if
unsatisfied with the reply of the CCSO, the complainant can appeal to the Banking
Ombudsman of the relevant Jurisdiction.
Bank may consider for a provision of incentive for resolving the complaints at
lower level and disincentive for escalating it to a higher level.
13. Mandatory Display requirements:
All the branches of the Bank will display the following on Notice boards:Appropriate arrangements for receiving complaints and suggestions i.e. Maintenance of
Customer Complaint Register.
The name, address and the contact number of the Customer Service Officer at District
Office.
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The name, address and the contact number of the Chief Customer Service Officer at
Head Office.
Toll-Free Number for lodging complaints over telephone.
14. Resolution of Grievances:
Branch Manager is responsible for the resolution of complaints/grievances in respect of
customer’s service by the branch. He/she would be responsible for ensuring closure of all
complaints received at the branches. It is his foremost duty to see that the complaint
should be resolved completely to the customer’s satisfaction and if the customer is not
satisfied, then he should be provided with alternate avenues to escalate the issue. If the
Branch Manager feels that it is not possible at his level to solve the problem he can refer the
case to District office for guidance. Similarly, if District office finds that they are not able to
solve the problem such cases may be referred to the Chief Customer Service Officer at
Head Office by giving concrete reasons of their inability.

14.1. Time Frame:
Bank will accept all complaints. An acknowledgement will be sent to the complainant within
2 days from the date of receipt.
Complaints are to be analyzed in the right perspective because they indirectly reveal a weak
spot in the working of the bank. Accordingly specific time schedule is evolved (as indicated
below) for handling complaints and disposing them. Even though Code of Commitment
permits redressal within 6 weeks, Bank in our policy, stipulated specific time-frame for
resolution of the complaints as indicated below: Time-Schedule for resolving the complaint:
Complaints due to

Received from

Period for redressal.

1. Deficiency in normal Directly from public
30 days from the date of receipt
banking service
Government of India/ Reserve 10 days from the date of receipt
Bank of India/NABARD etc.
2. Deficiency in normal Directly from public
banking service, which may
result in monetary loss to
the customers.

Normally within 30 days from the date of
receipt. In the cases requiring detailed
investigation by branch or District Office
or Head Office, the settlement period
may go beyond 30 days(but not more
than45 days)

Government of India/ Reserve Normally within 10 days from the date of
Bank of India/NABARD/etc. receipt. In the cases requiring detailed
investigation by branch or District Office
or Head Office, the settlement period
may go beyond 10 days and not
exceeding 30 days.
3. Non-granting of credit Directly from public
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30 days from the date of receipt

facilities

Government of India/ Reserve 10 days from the date of receipt and not
Bank of India/NABARD etc. exceeding 30 days.

4. Staff attitude

Directly from public

30 days from the date of receipt

Government of India/ Reserve 10 days from the date of receipt and not
Bank of India
exceeding 30 days.
5. Other matters

Directly from Public
through GOI/RBI

or 30 days from the date of receipt.

In Nutshell, Bank has specified the time Schedule for handling complaints and disposing
them at all levels, as under:Branch Level- One Week
District Office Level- Two Weeks
Head Office Level- Three Weeks
Concerned officers of the Bank shall resolve the complaint within specified time Frame.
However, if the redressal of complaints require some time for examination of issues
involved, it shall be invariably be acknowledged and interim reply shall be given by the
concerned offices of the Bank.
15. Closure of Complaints:
A complaint will be closed only if the grievance is redressed.
If no deficiency in service is found, the complaint will be closed and the customer will be
Informed the reasons for not treating the matter as grievance.
16. Interaction with customers.
The Bank recognizes that customer’s expectation/ requirement/ grievances can be better
appreciated through personal interaction with customers by bank’s staff. Structured
customer meets, will give a message to the customers that the bank cares for them and
values their feed backs/suggestions for improvement in customer service. All branches,
therefore, will hold Customers’ meet once in a half-year (twice in a financial year). Efforts
will be taken to help the customers appreciate banking services better, as lack of awareness
among customers about them is one of the causative factors for customer
dissatisfaction. The feedback received from the customers will be a valuable input for
revising the products and services to meet their requirement. The customer awareness can
be publicized through Financial Literacy Camps.
17. Sensitizing operating staff on handling complaints:
Efforts will be made to train staff for handling complaints. In all the training programmes, a
session on “Customer Service and Handling Customers’ Grievances” will be included. Staff
members will be sensitized on customer grievance matters so that they in turn, handle
customers’ complaints effectively and win their confidence. Nodal Officers at Head Office
/District Offices will ensure that internal machinery for handling complaints/grievances
operates smoothly and efficiently at all levels.
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18. Online Grievance Redressal System.
Bank shall provide for online registration of grievance in its website. The online grievance
system should provide access to the customer also for recording the complaint status,
tracking and receiving response from the Bank. The name, address, e-mails and
contact number of Chief Customer Service Officer will be made available on the
Bank’s website.
19. Complaints over Telephone:The minor complaint may be lodged over telephone with the Nodal Officer at Head Office or
to the concerned Branch Manager. The name and the contact number of the Customer
Service Officer and Branch Manager are to be displayed in the Branches.
20. Grievances related to attitudinal aspects:Such complaints be handled courteously, sympathetically and above all swiftly.


Misbehaviour/rude behaviour with customers be treated at zero tolerance level and
immediate action is to be taken. Bank, under no circumstances, tolerate
misbehaviour of any degree by staff members.

21. Customer Service during Internal Audit:The Bank / branch inspection shall also review the systemic ways of complaint resolution
rather than mere number of cases resolved.
22. All complaints will be resolved in accordance with the policies/circulars of the bank,
guidelines of Reserve bank of India and NABARD according to legal framework, directions of
Law enforcing agencies (e.g. Income Tax authorities, Enforcement Directorate, police),
Banking Regulation Act etc.
23. Amendments / Modification of the policy: Bank shall make all its efforts to review this policy time to time with an intension to provide
better grievances redressal mechanism to its customers in coming periods.
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