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N ABBREVIATION
Abbreviation Full Form
BO Banking Ombudsman
PGRAM Centralized Process for Grievance Redressal Mechanism
CPPC Centralized Pension Processing Cell
CSCB Customer Service Committee of the Board
CSGRC o Customer Service and Grievance Redressal Cell
CGRO Chief Grievance Redressal Officer
DBD i Digital Banking Department
DFS Department of Financial Services
DRT Debt Recovery Tribunal -
ED Enforcement Directorate
FMC Fraud Monitoring Cell
FMG Fraud Management Group Committee
GRA Grievance Redressal Authority :
B Internet Banking :
INGRAM Integrated Grievance Redressal Mechanism
10 Internal Ombudsman
ITD [Information and Technology Department
MB Mobile Banking
GO Chief Grievance Officer
REBI Reserve Bank of India
Cls Credit Institutions
CIC Credit Information Company
SA Statutory Authority. )
SFIO Serious Fraud Investigation Organization -
SPGRS Standardized Public Grievance Redressal System
SR Service Request )
SRA Service Request Area
SSR Sub Service Request Area -
ZO Zonal Office B
CIO Chief Information Officer )
CTO Chief Technology Officer
T™MD Transaction Monitoring Department
CSGRC Customer Service and Grievance Redressal Cell
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PART A- Customer Grievance Redressal Policy 2025-26

1. Introduction:

Customers are important stakeholders in the Bank’s overall sustainable business growth and
maintaining high standards in rendering customer service is one of the objectives in pursuit
of business growth. As a service organization, customer service and Customer Satisfaction
is the prime concern of 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. The review mechanism will help in identifying shortcomings in
product features and service delivery.

Need for Revised Customer Grievance Redressal Policy: The previous Policy on
Grievance Redressal has been circulated vide Cir No AXI/CSGRC/Customer Grievance
Redressal policy/2024--25 dt 26" June 2024.

Policy is required to be renewed by incorporating the latest guidelines received from DFS,
RBI1 and other regulatory authorities. The present policy also aims at putting in place a
defined Escalation Matrix to ensure that the customer complaints are attended and resolved,
in a time bound manner, at various levels of the bank.

2, Scope:

This Grievance Redressal Policy shall cover the Grievance Redressal function of all the
domestic Branches/Offices PAN India of the Bank.

The Policy is based on the guiding principle enlisted in the RBI “Master Circular on Customer
Service in Banks” circulated vide RBI/2015-16/59/DBR No. Leg.BC.21/09.07.006/2015-16
dated 1st July 2015

3. Principles for Grievance Redressal:
The Bank’s policy for redressal of grievances follows the under noted Principles:
a) Customers are treated fairly at all times.
b) Complaints raised by customers are dealt with courteously and in time.
¢) Customers are fuily informed of avenues to escalate their complaints/grievances
within the organization and their rights to alternative remedy, if they are not fully
satisfied with the response of the Bank to their complaints.
d) Bank will treat all complaints efficiently and fairly as they can damage the Bank's
reputation and business, if handled otherwise.
e} The Bank employees will work in good faith and without prejudice to the interests of
the customer.

In order to make Bank’s redressal mechanism more meaningful and effective, Bank will have
a structured system. Such system will ensure that the redressal sought is just and fair and as
per rules and regulations. The policy document will be made available at all branches. All the
employees will be made aware about the complaint handling process to ensure better
customer service and general awareness in the Bank.

4, Objective:
a) The objective of the Policy is to minimize instances of customer complaints and
grievances through a proper delivery and review mechanism.
b} To ensure prompt redressal of customer complaints and grievances.

Restricted

4|Page




‘Customer Grievance Redressal Policy 2025-26

¢} To ensure quick and efficient response to customer expectations through a robust
review Mechanism.

d) To ensure Root Cause Analysis of complaints received with the aim to
minimize/eradicate grievances by bringing necessary changes in the process and
systems.

e) To keep customers informed of the channels available to escalate their
Grievances/complaints within the bank and their rights to alternate remedies if they
are not fully satisfied with the response of the Bank.

5. Customer: '

A customer is a person {natural or legal) or an organization who is utilizing one or more of
the services provided by the bank e.g. a deposit account, a loan account Debit Card, Credit
Card, purchase of demand draft etc. He may be a customer having an account with the Bank
or a non-customer having banking business relationships such as purchase of Demand
Draft, Power of Attorney Holder, etc.

6. Query, Service Request & Complaint:

Customers interact with banks for various products and services. Most of the interaction from
customers are related to clarify issues / queries on their account, account servicing requests
or complaints, issues with payments, etc. The incoming customer interactions are classified
under three categories given below:

a) Query: Query is request to the bank by or on behalf of a customer or non-customer,
for information regarding the products, services or related processes, or to carry out a
transaction or action in relation to any such product or service.

b) Service Request: Service request is when customer makes request to avail services
that bank has promised to provide. It can be resolved through a process set by the
Bank within definite timeline. Service Request is an extended arm of Query any
enquiry/ clarification/ seeking status/ request processing which is placed with Bank
may be categorized as Query or Request before expiry of Turnaround Time (TAT) of
maximum 15 business days prescribed by the Bank.

¢) Complaint: When Query or Request of customer does not get resolved it turns into
complaint. A Complaint is communication to the Bank through any means
{Oralfwritten/Email etc.,} which express the dissatisfaction about any aspect of the
Banks Products, Services, Employee behavior/attitude, Processes, systems etc.

7. Grounds /Reasons for complaints:

The customer complaint arises due to:
a} The attitudinal aspects in dealing with customers.
b} Inadequacy of the functions/ arrangements made available to the customers or gaps
in standards of services expected and actual services rendered.
¢) Malfunctioning of Technology products

8. Types of Complaints:

Complaints can be broadly classified based on its nature as:

a} ATM/CDM/Debit Cards
b) Credit Card
Restricted
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¢} Loan and Advances
d) Mobile/Electronic Banking
e) Opening/Operation of Deposit accounts
f) Other products and services
~ g) Para-Banking
h) Pension related.
i} Remittance and Collection of instruments
j} Credit information/Score.

9, Grievance Redressal Mechanism in the Bank:

9.1 Registration / Sources of complaints:

The customer can register grievance through various channels online /offline mode like
Branch, contact center/call center, mobile banking application, website, email etc.

a) Branches: Customers can submit written Complaints to branch officials for resolution
of the issues. They can also drop their complaints in complaint box in branches or
write in complaint register maintained at branches. Branch Official will submit
Compiaint in the Internal Grievance Portal (SPGRS).

b) Call Centre Complaints can aiso be lodged at Bank's Call Centre on toll free number
18002334526, 18001022636 accessible 24 hours from MTNL/BSNL fixed phones
throughout India. It will also handle Queries / complaints related to Digital
application like Maha mobile plus, Internet banking, Maha secure etc. The Call
Centre agent will submit Complaint in SPGRS Portal.

¢) Mails / Emails: Customers can submit complaint by post or through e- mail. The
customer can e-mail the complaint / grievance to the branch at brmgr<branchcode>
@mahabank.co.in or bom<branchcode>@mahabank.co.in. Branch Official will
submit Complaint in SPGRS Portal. Customer can escalate the complaints at
hocomplaints@mahabank.co.in

d) Bank’s Website: Complaints can be lodged by the customers, through Online
Grievance Portal, link for which is providled on Banks website
{https://bankofmaharashtra.in/pars/). Customer, who lodges the complaint online
through Bank’s Website, receive automatic acknowledgement of his/her complaint
along with a reference number on his/her Registered Mobile No/ email. With this
reference number customer can track the status of their complaint. The Complaints
received online are automatically integrated into the Banks Web based SPGRS
portal

The QR code for accessing the online Grievance Portal:

QR code and Complaint lodgement link is made available in all the digital channels.

e) CPGRAM: The customer can also lodge their complaints on Centralized Public
Grievance Redress and Monitoring System (CPGRAMS), the complaint
management portal of Government of India, Ministry of Personnel, Public
Grievances and Pensions, Department of Administrative Reforms and Public
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Grievances. The CPGRAMS website can be accessed via the link
hitps://pgportal.gov.in/.

f) INGRAM: The customer has an additional facility to lodge hisfher complaint(s) via the
INGRAM portal. The said portal is monitored by Government of India, Ministry of
Consumer Affairs, Food & Public Distribution, and Department of Consumer Affairs.
The portal can be accessed via the link hitps://consumerhelpline.gov.in.

g) Social Media: Customers may give their complaint ffeedback on social media. Qur
Bank has its presence on the following Social Media platforms: Twitter, Face book,
Instagram, Linkedin etc.,

URL and QR code for Feedback https://feedback.bankofmaharashtra.in/b/vxwc

h) Customer Service and Grievance Redressal Cell: Customers can also escalate
complaints to the Chief Grievance Redressal officer for at the following address:

Chief Grievances Redressal Officer

Bank of Maharashtra,

Transaction Monitoring Department

Customer Service and Grievance Redressal Cell, 4" floor, 1177, ‘Janmangal’,
Budhwar Peth, Bajirao Road, Pune-411002 Maharashtra.

Contact No.: 020-24504230, Email: gmtmd@mahabank.co.in

The contact details of Chief Grievances Redressal Officer are available in all branches of the
Bank on the Comprehensive Notice Board and aiso in the Banks website.

9.2 Recording and Tracking of Complaints:

Capturing in SPGRS Portal: All complaints, received by Branches/ZO/HO/Call Centre
through mail, Telephone Call, physical complaint or any other mode (physical submission
etc.) are to be entered by them into Standardized Public Grievance Redressal System
(SPGRS), the banks in house Complaints portal for tracking and closure of complaint. The
Complaints received online are integrated with the SPGRS Portal for tracking and Closure.

9.3 Acknowledgement/ Interim reply:

All complaints will be acknowledged immediately. If the complaint is relayed over telephone
to designated telephone, help desk, or Call Centre of the Bank, a complaint reference
number will be provided, and complainant will be kept informed of the progress within a
reasonable period of time. Complaint Redressal Authorities will try to resolve the complaint
within specified time frames, specified by the Bank. Communication of Bank’s stand on any
issue to the customer will be a vital requirement. Interim reply along with reasons for delay
will be sent to the complainant, if more than specified time is required for examination of the
issues involved or for redressal of grievance. Bank will inform complainant how to take
histher complaint further if he/she is not satisfied.
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9.4 Grievance Redressal Structure in the Bank:

Level-1 - Branch
Branch Manager/Dy. Branch Manager

Level - 2 — Zonal Office
Grievance Redressal Officer/Dy. Zonal Manager / Zonal Manager

Level - 3 - Head Office
Deputy Customer Grievance Officer / Chief Grievance Officer

9.4.1 Redressal Authorities:

Sr.no | Level Designation Role to handle Grievance

1 Level 1- | Deputy Branch Manager Customer Service Manager
Branch | Branch Manager Grievance Redressal Officer

2 Level 2- | Planning Officer Zonal Grievance Redressal Officer
Zone Deputy Zonal Manager Zonal Grievance Redressal

Authority

3 Level 3 | Asst. General Manager/Chief | Deputy Customer Grievance Officer
Head Manager -Customer Service
office General Manager Chief Grievance Officer

The Contact details (Direct Line as well as E-mail ids) shall also be displayed in
Banks Website for Branches, Head Office and Zonal Office Level.

9.5 Resolution of Grievances:

Appropriate arrangement for receiving complaints and suggestions will be made by the
branch. Every Branch Head and Officers will be primarily responsible for extending
courteous, efficient and prompt customer service and thereby avoiding scope for customer
grievances. Resolution of complaints to the satisfaction of complainant will be their
responsibility.

Branch Head will be primarily responsible for the resolution of complaints /grievances in
respect of customer’s service by the branch. He/she will be responsible for ensuring closure
of all complaints received related to his/her branch. It will be his/her foremost duty to see that
the complaints are resolved completely to the satisfaction of the customer and if the
customer is not satisfied, then he/she will be provided with alternate avenues to escalate the
issue given in Escalation Matrix at Point No .9.7 below.

If the branch manager feels that it is not possible at his/her level to solve the problem, he/she
will refer the case to Zonal Office for guidance. Similarly, if Zonal Office finds that it is not
able to solve the problem, such cases may be referred to the CSGRC at Head Office.
Customer Service and Grievance Redressal Cell at Head Office will refer the complaint to
respective Department at HO for redressal and guidance to branches and Zones. Respective
HO department will redress the complaint up to satisfaction of Customer and convey to the
customer and CSGRC Department.

Complaints are auto escalated as given in point no 9.7 below.
9.5.1 Grievances related to attitudinal aspects/Rude behaviour:

a) Complaints shall be handled courteously, sympathetically.
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b) Misbehavior/rude behavior with customers shall be treated at Zero Tolerance Level
and immediate action be taken. Bank, under no circumstances shall tolerate
misbehavior of any degree by our staff members.

¢) To keep the complaints related to misbehavior/rude behavior at a Zero- Tolerance
Level, stern action/ disciplinary action against the erring officials would be initiated by
the respective Disciplinary Authority.

d) All such complaints shall be closed after analysis of CCTV Footage/Investigation.

e) Zonal Manager to investigate and take action on the Misbehavior/Rude behavior
complaints within the defined TAT and report the same to the disciplinary Cell at
HRM.

9.5.2 Grievances relating to transactions/operations:

Primarily, the Branch is responsible for the resolution of complaints/Grievances in this
category. Branch would be responsible for ensuring rectification of entry/ transaction or
satisfaction of customers. It is the foremost duty of the branch to see that the Grievance is
resolved to the customer’s satisfaction and if he/ she is not satisfied, then to provide him/ her
with alternate avenues to escalate the issue. In case, it is not getting resolved at branch
level, they can refer the case to Zonal Office for guidance/resolution. Similarly, if Zonal office
finds that they are not able to solve the problem, such cases may be referred by Zonal Office
to Chief Grievance Redressal Officer {Principal Nodal Officer) at Head Office.

9.5.3 Grievances related to Digital Transactions:

Considering customers’ expectations and owing to the increased usage of alternate delivery
Channels (ATMs, Internet Banking, Credit Cards and Mobile Banking), the Bank has
considered exclusive mechanism for redressal of grievances arising from use of these
channels.

9.5.4 Right to Grievance Redress:

The customer has the right to register his Grievance if he is not satisfied with the services
provided by the Bank. A customer may lodge Grievance either in writing or through electronic
means if he is not satisfied with the services provided by the Bank. All complaints will be
recorded by the Bank in a database. The database, along with the acknowledgement letter
and other correspondence will be preserved at least for 3 years for future reference.
However, no action will be taken on anonymous/ pseudonymous complaints and the same
will be filed as per guidelines issued by Central Vigilance Commission.

9.6 Turnover Time (TAT):

Bank will endeavour to redress complaints within a maximum period of 15 business days.
However, specific turnaround times (TAT) depending on the nature of complaints has been
stipulated by NPCI, RBI and various other regulatory authorities. In case, the bank requires
more time to redress the complaint, Bank will intimate the customer and interim response will
be sent.

Time limit for disposal of Public Grievance Received in CPGRAM/ INGRAM/ RBI CMS
Portal:

a) All the complaints received through CPGRAMS Portal should be resolved promptly
within 21days.
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b) All the complaints received through INGRAM portal should be resolved promptly
within 30 days.

¢) All the complaints received through RBI CMS portal should be resolved promptly
within 30 days.

In case redressal is not possible within the given time limit, the complainant should be
informed with an updated timeline for resolution.

9.7 Escalation Matrix:
The Bank has a three-tier escalation mechanism for customer grievances, as given below:;

a) Branch Level: Complaints received in the branches should be resolved at first resort.
If the Complaints forwarded to the branch is not resolved in time (TAT stipulated for
Branch) will be escalated to Grievance Redressal Officer (GRO) of the Zone, if
complaint not resolved by GRO it will be further escalated to Deputy Zonal Manager
(Grievance Redressal Authority) of the respective Zone [ Branch>GRO->ZONO
(Deputy Zonal Manager)-> Zonal Manager]

b) Zonal Office Level: The Complaints forwarded to the Zone by Branches and by
Customer service Department, if not resolved in time (TAT stipulated for ZO) will be
escalated to the Head of Customer service department HO { ZONO (Z0O) >
Customer service Department (HO).

¢) Head Office Level: Complaints assigned to Customer Service and Grievance
Redressal Cell official if not resolved with in TAT will be escalated to the Deputy
Customer Grievance Officer (AGM/CM customer Service) at Head office and further if
the Grievance is not resolved it will be escalated to the Chief Grievance Redressal
Officer/Principal Nodal Officer. [Customer Service Department > Deputy
Customer Grisvance Officer > CGRO/PNOQO]

The Grievance Redressal authority is defined in point 9.4.1 above

TAT for various categories of Complaints is provided at Point no 16 of this Policy. The
Contact details of the Principal Nodal Officer/Chief Grievance Redressal Officer is provided
at Point No 9.1.h above as well as on the banks website.

10. Internal Ombudsman of the Bank:

The Internal Ombudsman of the Bank is appointed as per directions of Reserve Bank of
India (internal Ombudsman for Regulated Entities) Directions, 2023. The Internal
Ombudsman is an Independent, apex level authority on consumer grievance redress within
the Regulated entities. Bank shall internally escalate all complaints, which are fully rejected
or partially redressed to 10 (Internal Ombudsman) before conveying the final decision to
the complainant.

Complaints will be independently reviewed by the 1O (Internal Ombudsman) and the decision
of the Internal Ombudsman of the Bank will be binding on the Bank. However, in certain
cases the bank with the approval of competent authority may disagree with the decision of
Internal Ombudsman, and all such cases shall be subsequently reviewed on quarterly basis
by the customer service committee of the board.
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1. Alternate Grievance Redressal the Office of the Banking Ombudsman:

In case the customer is not satisfied with the response from the Bank {duly examined by
Internal Ombudsman}, customer may approach the Banking Ombudsman (RBI). The details
of BO are made available on the Bank's website and displayed on the notice board at the
Branch/Offices. The details of complaint lodging portal of the Ombudsman
(https://cms.rbi.org.in).

12. Root Cause Analysis of the Complaints:

Root cause Analysis is an important tool in the hands of the Banks that aims to minimize
instances of customer complaints. Bank shall make efforts {o conduct root cause analysis in
areas where Bank receives large numbers of complaints/ complaints of repetitive nature to
identify weak areas if any. This review mechanism will help the Bank in identifying
shortcomings (in product features, services or technology} and taking necessary corrective
measures to address the same.

The bank identifies the categories of complaints which require a root cause analysis based
on the frequency and gravity of the Complaints. The Concerned vertical heads to whom the
category belongs will conduct root cause analysis and make necessary changes or
implement changes if required as per the analysis. Quarterly meeting of executives of ITD,
DBD, Vertical Heads and CSGRC, (minimum of the Rank of Scale-V & above) to be held
regularly. CSGRC (Team-CSGRC) will be coordinator of the meeting. Minutes to be
prepared and forwarded to PNO/CGRO, CSGRC Head and Respective Vertical Head to
bring in improvement in the area of concern, so that recurrence of complaints do not take
place. Minutes of RCA to be a part of reporting by CSGRC in Customer Service Committee
of the Board.

13.  Structure of Customer Service and Grievance Redressal Cell (CSGRC) :
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14. Roles and Responsibilities of Branches / Offices:

14.1 Roles and Responsibility of Branch Manager /Deputy Branch Manager:
Branch Manager being a Grievance Redressal Officer, shall handle all the complaints
courteously and professionally and redressed quickly, in absence of Branch Manager Deputy
Branch Managers will be Grievance Redressal officer. Branch Head & Officials at the
Branch should ensure that Queries & Complaints received directly at Branch or through
SPGRS or any other modes are redressed as given below:

a) All queries/service request should be redressed at the initial stage to avoid its
escalation to complaint by contacting to the customer immediately. Reply to the
customer should be sent invariably.

b) All complaints received at the branch either verbally, by emails, lefters etc., should be
uploaded in the SPGRS portal and should be escalated to the ZONQ at Zonal Office
for resolution if the same remains unresolved in the branch,

¢) The branch manager should sensitize its front-line staff for proper handling of
customer’s queries and service request.

d) The BM/Dy.BM should access the SPGRS portal on a daily basis and attend the
complaints, if any registered in it, and resolve the complaint within the stipulated TAT.
On resolution of the complaint the BM/Dy.BM should obtain a satisfaction letter from
the Customer and upload the same in SPGRS Portal recommending closure of the
case.

e) To ensure that complaints are resolved within two days maximum at branch. If
complaint remains unresolved it should be escalated to ZONO within TAT so that
complaint does not get escalated to Banking Ombudsman.

f) In case of Banking Ombudsman complaints, the Branch Manager/Dy.BM should
ensure that the reply is submitted to the BONO within the stipulated TAT along with
the requisite supporting documents, if any.

g) The BM/Dy.BM should submit Weekly/Monthly/Quarterly report of Pending
Complaints to the ZONO at Zonal Office

h} To conduct Monthly Customer Service Meeting and submit the report in ULC Portal
under Branch Level Customer Service Committee Menu and also submit the
feedback suggestions received to the ZONO on quarterly basis

14.2 Roles and Responsibilities of ZONO’s at ZO’s (Other than BO Complaints):

The Deputy Zonal Manager is designated as Zonal Office Nodal Officer (ZONO) in the Bank
for the Redressal of Complaints. DZMs to ensure the following:

a) To resolve queries at initial stage to avoid its escalation to complaint.

b) To access SPGRS Portal on day to day basis and to ensure that complaints are
resolved within TAT so that it does not further escalate to BO or other Forums.

¢) To obtain all information and documents of escalated complaints from Branches and
follow up for resolution.
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d) To submit the report fortnightly to ZM and CSGRC on regular basis.

e) To follow-up with the Branches/NOs/DCRD /iT/others and resolve the issues. To
ensure that a copy of the reply to the complainant is invariably marked to CSGRC
giving therein complaint reference number for enabling them for closure of the
complaint.

f) To ensure that all the claims rejected /partially redressed by the Bank is placed
before the 10 through CSGRC and views obtained. Hence, such complaints need to
be forwarded to the CSGRC for onward submission to 10. Such, rejected
claims/complaints can be transferred through SPGRS package.

g) To conduct Quarterly Zonal Office Customer Service Committee meeting and submit
report along with suggestions/inputs of Customers to CSGRC at HO for placing the
same to Standing Committee on Customer services {SCCS).

14.3 In Case of CMS/RBI Banking Ombudsman cases: BONO (ZONOQ):

RBI has set up 22 Banking Ombudsman offices across India for redressal of BO complaints.
The Zonal offices of the Bank shall act as the Nodal Offices for handling BO cases at
centers where the Offices of the Banking Ombudsman are located, and the ZONO of such
Zones also act as a Nodal Officer for the Banking Ombudsman and designated as
Banking Ombudsman Nodal Officers (BONO).

The Roles & Responsibilities of BONO are as under:

a} To access CMS package on Regular/ Daily Basis and ensure updation of the BO
complaints in SPGRS Portal under the Banking Ombudsman Menu and forward the
same to respective concerned Zonal /Branch Offices.

b) To initiate immediate process of resolution to provide timely reply to BO.

¢} To ensure that the concerned ZO’s and concerned Branches are attending SPGRS
Banking Ombudsman package on regular/ daily Basis.

d) In case of acceptance of claims by concerned ZO, BONO to present the complaint to
BO and accordingly close it in the system.

e) Nodal Officers at concermned ZO (ZONO) to inform the decision of the ZO to BONO,
immediately within two days in case of acceptance of claim.

f) To ensure that the replies are submitted to BO, maximum within 3 to 5 days in case
of accepted claims.

g) In cases involving Rejection/Partial Redressal the view of the 10 shall be obtained by
concerned ZO/ BONO / Zonal Manager through CSGRC before submitting the replies
to the BO. concerned ZO, and BONQ to ensure that the replies duly vetted by 10,
stands submitted to BO maximum within 15 days from the date of receipt of
complaint in CMS.

h) To escalate the pendency beyond 7 days at ZO to CSGRC HO on regular basis.

i) To ensure that replies in case of rejected claims do not remain pending at ZO for
submission to 1O through CSGRC for vetting beyond 2 days.

j} ZONOs of concemed ZO to ensure that replies are collected from concerned
Branches & DCRD/DBD Dept., so that it can be submitted to BOs well in time.

k) To ensure that replies duly vetted by 1O through CSGRC are submitted to BO within a
period of maximum 15 days from the date of receipt of complaint in CMS.
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I) In case of advisories/awards received in matters where the reply submitted to the BO
without being vetted by 10, explanation to be called from the official responsible for
Submitting the reply directly to BO without vetting.

m)The explanation received from such official must be submitted to the Principal Nodal
Officer i.e. GM / DGM Customer Service and Grievance Redressal Cell/Alternate GM
under copy to office of 10.

n) Initiating necessary steps for making appeal against the Award of BO, in consultation
of ZM \DZM, on the merits of the case. The Appeal shall be made within 30 days from
the date of acceptance of Award by the Complainant. The draft Appeal, with
recommendations of ZM, shall be forwarded to CSGRC, HC, for approval from
competent authority.

o} BONO has to ensure that the explanation on delay beyond TAT is submitted without
fail in time. Undue delays without proper reasons, may lead to explanation.

14.4 In case of Information sought by Statutory Authority:

a) At times, the enforcement agencies seek various types of information, KYC Data,
Account Statement and the same to be coordinated with the Branches. ZONO to
ensure that requisite information is submitted within the stipulated TAT through DGM
{ AGM Law Enforcement agency, Transaction Monitoring Department, Head office,
HO.

b) On receipt of the email from the Head Office the Branch Manager/Dy. BM, should
immediately (on same day) submit the documents/information to the Head Office
within the stipulated TAT period.

¢) In case where old records (beyond 08 years) are sought or are cumbersome in nature
which may take some additional time {o retrieve, the Branch Manager/Deputy branch
Manager should take it up with ZONO and ZM for extension of time, and in turn ZM
should ensure that the extension is obtained from the Statutory Authority. The request
to statutory authority should be routed through Deputy General Manager, Transaction
Monitoring Department

14.5 Roles and Responsibilities of Officials at Customer Service and Grievance
Redressal Cell (CSGRC):

a) To ensure that the policy guidelines are implemented across all branches / Zones;

b) The superintendence over the implementation of applicable regulatory guidelines of
Banking Ombudsman Scheme and Internal Ombudsman Scheme in the Bank.

c) To ensure that complaints received through various channels as well as at various
levels in the Bank are captured in SPGRS.

d} To ensure that the SPGRS is as per the regulatory standards / requirements and
cater to the needs of effective customer redressal mechanism.

e} To ensure that customer complaints are attended & resolved expeditiously and in any
case within the prescribed timeline / TAT, at various levels viz. Branches, Zonal
Offices, HO Verticals, etc. Ensuring effectiveness of the Escalation Matrix wherever
there is delay or likelihood of delay in redressal of complaints.

f) To ensure that wherever the Awards of BO are recommended for review or making
appeal to Appellate Authority, the matter is put up to competent authority for approval,
expeditiously.

g) To initiate steps / programs aimed at minimizing customer complaints, based on the
outcome of root cause analysis, conducted on quarterly basis / half yearly basis.
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h) Sharing of the underlying causes of complaints with concerned departmental heads
and following up & ensuring that action is taken for addressing the causes.

i) To ensure proper record maintenance & timely submission of returns / information /
data, including EDSP / DAKSH Portal, to regulator/s, authorities, agencies, etc. as
well as timely internal reporting.

j} To ensure conduct of periodical meetings of various HO level customer service
committees and ensure compliance with the actionable points / directions of the
Committee/s.

k) Payment of compensation to customers, arising out of customer complaints /
grievances, in terms of Customer Compensation Policy.

)  Overseeing & monitoring performance of Call Centre and ensuring that the Call
Centre runs smoothly and effectively.

m) To provide inputs as well as active participation in conducting training programs on
Customer Services.

n) To ensure disclosure of information / data on Customer Complaints as per regulatory
requirements.

15.  Suspected Fraudulent Transactions (Other than where credentials are shared
by Customer with fraudster) and its Treatment:

a) In case of suspected fraudulent transaction, customer should lodge complaint
immediately through any of the channels mentioned at Para No 9.1 of this Policy
giving details of the Account Number, date,"and amount and reference number of
each suspected fraudulent transaction.

b) In case of suspected fraudulent transaction, CSGRC to ensure to provideffollow-up
for the Shadow Credit within 10 days from the date of complaint.

¢) To ensure that the shadow credit is released/reversed within 90 days from the date of
complaint as per extant Customer Service Policy

d) To take-up the issue to provide the pro-active credit on identification of error point in
failed digital transactions. DBD/IT Team to assist CSGRC in handling such
transactions.

15.1 Preferring review of the Advisories issued by BO wherever required.:

In case of receipt of advisories against the Bank, the Bank may request for review of such
advisories by BO. In order to enable re-examination of the case, an appeal may be made
based on the documents / bringing forth facts / additional facts in the matter. Respective
Zonal Manager shall recommend such review to CSGRC, HO, together with “Draft Note” and
all supporting documents for vetting, before submission to the BO.

15.2 Appeal against Awards issued on the Bank to the Appellate Authority at RBI.

In the event of the bank deciding to prefer an appeal against the Award issued by the BO, an
appeal may be preferred to the Executive Director looking after CEPD at Central Office of
RBI as per the guidelines provided in the Integrated Ombudsman Scheme 2021. The
PNO/CGRO/CSGRC Incharge has to put up a note to the MD & CEO / Executive Director
seeking prior Approval / permission with their recommendation, together with views of 10.
Draft Note to be got vetted by Chief Law Officer at HO before placing before MD & CEO..

The appeal against Award shall be filed within the period of 30 days from the date on which
the Bank receives the letter of acceptance of Award by the Complainant. The Appellate
Authority may allow a further period, not exceeding 30 days, for making the appeal, where
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the Appellate Authority is satisfied that there was sufficient cause for the Bank for not filing
appeal in the initial period of 30 days.

16. Time frame:

Complaint has to be seen in the right perspective because they indirectly reveal a weak spot
in the working of the Bank. Complaint received shall be analysed from all possible angles.
Time Schedule set up for handling complaints and disposing them at all levels including
Branches, Zonal Offices and Head Office will be as under-

a) Branches: The complaint will be redressed within 2 days.

b) Zonal Office: The complaints will be redressed within 1 Week (Inclusive of initiation
of complaint at Br level).

¢) Head Office: Complaints received by different departments at Head Office will be
redressed within 2 Week {Inclusive of initiation of complaint at Br level).

Complaints escalated from branch to Head Office will be redressed maximum within 2 weeks

Complaints remaining unresolved for 30 days or more will be forwarded to the Nodal Officer
concerned under Banking Ombudsman Scheme.

Bank shall strive to adhere to the time limits defined by the regulators for resolving common
types of complaints.

16.1 Turn Around Time (TAT) in resolving complaints: The TAT for various types of
-complaintsand information sought by Statutory Authority is furnished in hereunder:

16.1.1 Branch, ZO and HO TAT for Complaints: In days
Nature Branch | Zonal | HO/CSGR| Total TAT
TAT Office/ | CTAT
TAT
Misbehavior of Staff 2 5 3 10
Mobile Banking { UPI/IMP3) 2 3 2 7
Failed Transaction 2 5 8 15
Internet Banking 2 3 2 7
ATM/Debit Cards 2 3 2 7
Account opening/Operations in account | 2 3 5 10
Loan /Advances 2 5 8 15
Credit Score (CIBIL) 2 7 10 19
Pension Related 2 5 3 10
Miss Selling/Para Banking 2 | 8 3 10
Nomination 2 5 3 10
Locker 3 7 5 15
Death Claim 3 7 5 15
Credit Card related 3 7 5 15
Govt. Business issues 2 5 3 10
Complaints Forwarded by RBI |/ 3 7 5 15
MOF/MP’s /VWVIP’s
Complaints from PMO(on policy Issues)| 1 3 3 7
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16.1.2 TAT for Fraudulent / Unauthorized Electronic Banking Transactions:

For Fraudulent / Unauthorized Electronic Banking Transaction which includes remote / online
payment transaction and proximity payment transactions (ATM/POS) TAT for dispute
resolution is 90 days

For Fraudulent / Unauthorized POS/Online Disputes: 120 days (Network Defined timelines)

16.1.3 Cases received from Statutory Investigative Authority:

Nature Branch Zonal HO/CSGR| Total TAT
TAT Office/ | C TAT
TAT

Information sought by Statutory| 1 3 3 -
Investigative Authority

For disputed transaction as per Master/Visa guidelihes, 30 days’ time for Retrieval Receipt
and further 45 days for charge back claim.

Communication of the Bank’s stand on any issue to the customer is an important
requirement. Complaints received which would require some time for examination of issues
involved should besides being acknowledged be sent an interim reply within the TAT
prescribed in the policy.

16.1.4 Staff Accountability

The Turn-Around Time (TAT) for resolving the complaints should be adhered to strictly at all
levels of the Redressal Mechanism of the Bank. Any omissions /commissions or delays in
redressal of Complaints beyond TAT are liable for Staff Accountability as per the Staff
Accountability Policy provisions of the Bank. The Extant Staff Accountability Guidelines will
be followed to fix responsibility in case of delay, default or dereliction in performance of
duties on resolving of complaints.

17. Internal Review Mechanism: Forum to Review Customer Grievances and to
Enhance the Customer Experience:

Bank has set up the following committees & review mechanism to monitor and review quality
of customer service and grievance Redressal mechanism of the Bank.

17.1 Branch Level Customer Service Committee:

At branch level, branches will take necessary steps for strengthening the branch level
committees with greater involvement of customers. It will also include customers, senior
citizens per guidelines issued from time to time. Branch Level Customer Service Committee
would be headed by Branch Manager, and include One Officer, One Front Line Staff and at
least 2 to 3 members from Customers {one member should be senior citizen/Pensioner.)
Such reconstituted committee should meet on the 15th day every month to study complaints
/suggestions, cases of delay; difficulties faced / reported by customers / members of the
Committee and evolve the ways and means of improving customer service. Branch
Manager/ Dy. Branch Manager, shall act as coordinator of the meeting at the Branch Level.

The branch level customer service committees will submit monthly Branch Level Customer
Service Committee meeting reports in ULC portal. The BLCSC will submit Quarterly Report
to Zonal Office giving inputs/suggestions to the Standing Committee on Customer Service,
thus enabling the Standing Committee to examine them and provide relevant feedback to the
Customer Service- Committee of the Board for necessary policy / procedural action.
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17.2 Zonal Office Customer Service Committee.

At Zonal level, Zonal Office Customer Service Committees will take review of complaints in
the Zone. They will submit their quarterly report to Standing Committee on customer service.
The punishment for the rude behavior be decided at zonal office level.

The tenure of non-executive public members will be maximum 1 year and tenure cannot be
extended further. However, the same member can be nominated again for a new tenure but
with minimum gap of 1 year between two tenures.

The same committee {non-executive members are not mandatory) will be empowered to
finalize non-executive members.

Zonal Office Customer Service Committee will have the following members —

Zonal Head - Chairman

Deputy Zonal Head (Nodal Officer) - Member & Convener

Planning Officer - Member

Law Officer - Member

CPC Head - Member

2 Branch Heads from the Zone - Member

Select Customers - Invitee (Non-Executive Members)

Quorum — Zonal Head / Nodal Officer, Planning / Law Officer, 1 Branch Head and Selected
Customers

In absence of the Zonal Head, Deputy Zonal Head will chair the meeting.

17.3 Nodal Officer and other designated officials to handle complaints and
grievances.

a) The Bank nominates Principal Nodal Officer as Nodal Officer of the rank of General
Manager {or its equivalent) of the Bank who will be responsible for implementation
of customer service and complaint handling for the entire Bank.

b} Zonal Manager shall act as Grievance Redressal Authority at the Zone to handle
Complaints / grievances in respect of zone / branches under their control.

¢) The Bank designates Zonal Office Nodal Officer (ZONO) at Zonal Offices to handle
the complaints/grievances in respect of branches falling under their control for quick
redressal. The name and contact details of Zonal Office Nodal Officer (ZONO) and
PNO to be displayed on branch notice boards. The Dy Zonal Manager of Zone is
designated the Zonal Office Nodal officer (ZONQ) in our Bank.

d) The ZONO before communicating his decision of rejection / or partial relief, the
decision will be referred to the Internal Ombudsman of the Bank for his View
through CSGRC. If the customer is still not satisfied he may have option to go to
Banking Ombudsman with his compiaint or other avenues available for grievance
redressal.

e) At the branch level, Branch Head will act as Grievances Redressal Authority. The
Deputy Branch Manager will act as Nodal Officer for grievance redressal.

f) Any complaints that are partly or wholly rejected by the Bank’s in the internal
grievance redress mechanism are auto-escalated to the Internal Ombudsman within
20 days of receipt, for a final decision. Complaints to be resolved in 30 days.
Unauthorized Electronic transaction complaints compensation if any to be redressed
in 90 days as stipulated by RBI
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17.4 Standing Committee on Customer Service:

The Standing Committee on Customer Service will be chaired by the Executive Director of
the Bank. Besides two to three senior executives of the Bank, the committee will also have
two to three eminent non-executives with domain experience drawn from the public as
members. The tenure of non-executive public members will be maximum 3 years and the
same cannot be extended further.

The same committee will be empowered to finalize non-executive members.

The committee will have the following members —

Designations Type
Executive Director Chairman
i' General Manager/Dy General Manager(TM Dept) | Member
%WManager. FM&A Member
General Manager, HRM - Member -
General Manager, Retail & MSME Member
General Manager, CTO Member
General Manager/Dy General Manager DBD & CIO Member
' General Manager, Corporate Credit | Member
General Manager, Resource Planning Member
General Manager/Dy General Manager, Operations Member -
Dy General Manager/ AGM (Customer Service) Convener
Select customers Invitees
. Internal Ombudsman Invitee

Quorum — (1) Executive Director, {2) General Manager/ Dy General Manager in-charge
Customer Service, TMD (3) General Manager CTO {4) General Manager/ Dy. General
Manager DBD & CIO (5) Any Two General Managers from other Verticals as detailed above,
(6) Intemal Ombudsman (Invitee).

Presence of Chairman is mandatory & in absence of General Managers of CTO who are
permanent members, the next in-charge i.e., Deputy General Manager/ Asst. General
Manager shall attend the meeting.

The committee will have the following functions.

a} Evaluate feedback 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.
Though the BCSBI is under dissolution and no longer operational, the Bank values
the Charter of Rights for the Common Customers and endeavors to follow the Code
of Banks Commitment to Customers that was formulated by BCSB e-SCCS will
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take periodical review and take necessary steps for implementation of the Code.
The commitiee would review complaints relating to non-compliance with the code
provisions on quarterly basis.

b) The Commitiee would be responsible to ensure that all regulatory instructions
regarding customer service are followed by the Bank. Towards this, the committee
will obtain necessary feedback from field / functional heads / Regional Customer
Service Committees.

¢) The committee also would consider unresolved complaints/grievances referred to it
by Vertical/functional heads responsible for redressal and offer their advice.

d) A brief report on the performance of the Standing Committee during its tenure
indicating, inter alia, the areas reviewed, procedures / practices identified and
simplified / introduced may be submitted periodically to the Customer Service
Committee of the Board.

e} The Standing Committee on customer service at HO shall review the unauthorized

f) electronic banking transactions reported by customers or otherwise, as also the
action taken thereon, the functioning of the grievance redress mechanism on
Quarterly basis and will take appropriate measures to improve the systems and
procedures.

General Manager, Incharge Customer Service, TMD is the Chief Grievance Redressal
Officer/Principal Nodal Officer for our Bank. He/ She is responsible for placing the
statements of complaints, analysis of the complaints received, reporting status of customer
complaints and redressal mechanism, Root Cause Analysis report to Customer Service
Committee of the Board and Standing Committee on Customer Service, ensuring disclosure
of statement of complaints, details of unimplemented awards of the Banking Ombudsman
along with financial results of the Bank and any other role and responsibility as defined by
RBL.

The statements/ reports placed to the Customer Committee of the Board & Standing
Committee on Customer service should be based on the analysis of complaints received viz.
ldentification of customer service areas in which the complaints are frequently received,
identification of frequent sources of complaints, identification of systemic deficiencies and
initiation of appropriate action to make grievance redressal mechanism more effective.

17.5 Customer Service Committee of the Board:

Banks shall have a Customer Service Committee of the Board and experts and
representatives of customers will be invited as invitees to the meetings of the Board to
enable the bank to formulate policies and assess the compliance thereof internally with a
view to strengthening the corporate governance structure in the banking system and also to
bring about ongoing improvements in the quality of customer service provided by the banks.

Customer Service Committee of the Board would address the following: -

a) Formulation of a Comprehensive Deposit Policy

b) Issues such as the treatment of death of a depositor for operations of his account
¢) Product approval process with a view to suitability and appropriateness

d) Annual survey of depositor satisfaction and Annual Survey of customer satisfaction.
e) Tri-enniel audit of such services.
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All the awards given by the Banking Ombudsman shall be placed before the Customer
Service Committee of the Board by CSGRC to enable them to address the issues of
systemic deficiencies existing in the Bank, if any, brought out by the awards. All the awards
remaining unimplemented for more than 3 months, with reasons, shall be placed before the
CSCB to enable the committee to report to the Board such delays in implementation and for
initiating necessary remedial action.

Besides, the Committee could also examine any other issues having a bearing on the quality
of customer service rendered.

17.6 Review of Internal grievances redressal

a) Bank shall identify areas in which the number of complaints is large or on the
increase and consider constituting special squads to investigate complaints on the
spot in branches against which there are frequent complaints.

b} Bank may arrange to include one or two sessions on customer service, public
relations etc., in training programs conducted in their training establishments.

¢) In cases where the contention of the complainant has not been accepted, a complete
reply should be given to him to the extent possible. As per DFS guidelines every
month 20 complaints are to be reviewed on random basis by the top management viz
Chairman/MD/CEOQ/ED/GM

d) Training program shall include the awareness about the pattern of complaints, root
causes, remedial measures among the frontline staff, to evolve consistency in
handling of complaints.

18. Reserve Bank - Integrated Ombudsman Scheme, 2021.

A Scheme for resolving customer grievances in relation to services provided by entities
regulated by Reserve Bank of India in an expeditious and cost-effective manner under
Section 35A of Banking Regulation Act,1349.

The Reserve Bank of India shall appoint one or more of its Officers as Ombudsman and
Deputy Ombudsman for the period not exceeding three years at time to carry out the
functions entrusted to them under the Scheme. The Centralized Receipt and Processing
Centre located at Chandigarh shall receive the complaints filed under the Scheme. The
Ombudsman shall consider the complaints of customers relating to deficiency in service.To
operationalize the new scheme, RBI has expanded the Banking Ombudsman Offices across
the county to 22,

Customer before making a complaint under the scheme, made a written complaint tothe
Bank and the complaint was rejected wholly or parily by the Bank and the complaint is not
satisfied with the reply or the complaint had not received any reply within 30 days after the
Bank received the complaint (proof of having made a complaintis to be produced).

The Ombudsman shall endeavor to promote settlement of a complaint by agreement
between the complaint and the Regulated Entity through facilitation or conciliation or
mediation.

The complaint would be deemed to be resolved when it has been settled by the Bank with
the complainant upon intervention of the Ombudsman or the complaint has agreed in writing
that the resolution of the grievance is satisfactory, or the complainant has withdrawn the
complaint voluntarily. The Salient features of the Scheme are furnishednAppendix-.
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18.1 Monsetary disincentives in the form of recovery of cost of redressal of
complaints:

Given that the Banker-customer relationship is the primary relationship, the main
responsibility of customer grievance redressal lies with Banks. With a view to ensure that
Banks discharge this responsibility effectively, the cost of redressal of complaints will now be
recovered from those Banks against whom the maintainable complaints in the OBOs exceed
their peer group average. However, grievance redress under Banking Ombudsman Scheme
for customers will continue to remain cost-free. To operationalize the cost-recovery
framework for Banks, peer groups based on the asset size of Banks as on March 31 of the
previous year will be identified, and peer group average of maintainable complaints received
in OBOs would be computed on the following parameters:

a) Average number of maintainable complaints per branch.

b) Average number of maintainable complaints per 1000 accounts (iotal of deposit and
credit accounts) held by the Bank.

c) Average number of maintainable digital complaints per 1000 digital fransactions ex-
ecuted through the Bank by its customers.

The cost of redressing complaints more than the peer group average will be
recovered from the Bank as follows:

a} Excess in any one Parameter- 30% of the cost of redressing a complaint (in the OBO)
for the number of complaints more than the peer group average.

b) Excess in any two parameters-60% of the cost of redressing a complaint for the
number of complaints exceeding the peer group average in the parameter with the
higher excess.

c) Excess in all the three parameters-100% of the cost of redressing a complaint for the
number of complaints exceeding the peer group in the parameter with the highest
excess.

d) The cost of redress to be recovered in this respect will be the average cost of
handling a complaint at the OBOs during the year.

18.2 Internal Ombudsman {IO) of the Bank:
a) The Internal Ombudsman mechanism was set up with a view to strengthen the
internal grievance redressal system of Banks and to ensure redressal of complaints
of the customers at the highest-level authority of the Bank so as to minimize the

need for the customers to approach other for a for redressal.

b) The Internal Ombudsman of the Bank is appointed as per directions of Reserve
Bank of India {Internal Ombudsman for Regulated Entities) Directions, 2023 of RBI.
The Internal Ombudsman of the Bank is usually a retired or serving officer, in the
rank equivalent to General Manager of another bank / Financial Sector Regulatory
Body/NBSP/NBFC/CIC, having necessary skills and experience of minimum seven
years of working in areas such as banking, non-banking finance, regulations,
supervision, payment and settlement systems credit information or consumer
protection. The age of 10 shall not be over 70 years of age before the completion of
the tenure. Bank may appeint more than one Internal Ombudsman depending on
the volume of complaint received by them to ensure continuity of operation. As per
directives from Reserve Bank of India, any complaints rejected fully or partially by
the Bank need to be vetted from the Internal Ombudsman. The 1O will be selected
by Committee constituted by MD & CEOQ of the Bank.
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Bank may appoint one or more Deputy Internal Ombudsman depending on the
volume of complaints received by them, who would assist the internal ombudsman
in the quality disposal of the complaints. The Deputy Internal Ombudsman of the
Bank is usually a retired or serving officer, in the rack equivalent to Deputy General
Manager of another bank / Financial Sector Regulatory Body, having necessary
skills and experience of minimum five years of working in areas such as banking,
regulations, supervision, payment and settlement systems and / or consumer
protection. The age of Dy. IO shall not be over 70 years of age before the
completion of the tenure.

The tenure of the Intemal Ombudsman /Deputy Internal Ombudsman in bank shall
be a fixed term of not less than three years but not exceeding five years. The
Internal Ombudsman /Deputy Intemal Ombudsman shall not be eligible for
reappointment or for extension of term in the same bank.

The Internal Ombudsman /Deputy Internal Ombudsman cannot be removed before
the completion of his/her contract term without the explicit approval of Reserve Bank
of India.

In case of partial acceptance / rejection of the Complaint a note is to be put up to the
I0 and views obtained before communicating the decision of the Bank to the
Complainant. The reply should mention explicitly that the complaint has been
examined by the 10. Such cases need to be forwarded by branches/offices to the
DGM CSGRC, Customer Service and Grievance Redressal Cell Pune. However,
the 10 shall not examine the references in the nature of suggestions, request for
concessions in rate of interest charged, modifications in sanction terms & conditions
etc. which are primarily in the nature of commercial decisions and hence cases
need not be forwarded for concurrence of Internal Ombudsman.

The Internal Ombudsman, as an independent authority, apex level authority on
consumer grievance redress within the bank shall review complaints, examines
customer complaints which are in the nature of deficiency in service on the part of
the Bank, (including those on the grounds of complaints listed in sub clause 8 of the
Master directions-RBl (Internal Ombudsman for Regulated Entities) directions,
2023) that are partly or wholly rejected by the Bank. Bank shall internally escalate
all complaints, which are not fully redressed to IO (Internal Ombudsman) before
conveying the final decision to the complainant. The customers of the Bank need
not approach the Internal Ombudsman directly.

The customer, if not satisfied with the settlement offer, will however be at liberty to
appeal to the Banking Ombudsman of Reserve Bank of India. The implementation
of Reserve Bank-Integrated Ombudsman Scheme, 2021 will be monitored by the
Bank’s internal audit mechanism apart from regulatory oversight by RBI.

Feedback on Social Media:

A team of Marketing Department works 24X7 for taking up the issues posted on social media
platforms like Face Book, Twitter, Instagram & YouTube etc. These issues are taken up for
providing solution with the respective verticals & resolved immediately.

20.

Mandatory display requirements: It is mandatory for the Bank to provide:

a) Appropriate arrangement for receiving complaints and suggestions.
b) The name, address and contact number of Zonal Office Nodal Officer{s)

c)
d)
e)

23|Page

Name, address, phone no., email of the Principal Nodal Officer
Contact details of Banking Ombudsman of the area
Code of Bank’s Commitments to Customers / Fair Practice Code
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f) For the above the Bank Offices will display the names of ZONO/PNQ on Branch
Offices / Notice Board immediately. Zonal Office shall prepare the tri-lingual notice
board at local level and the same may be supplied to their branches. The design of
the notice board to be displayed in the branches is enclosed as Appendix-Il

¢) Restriction on Display of information: As per RBI Internal Ombudsman. Scheme,
2018 “ RO's / ZO,s need to ensure that contact details of Internal Ombudsman are
NOT displayed on the Public Notice board in the branches. Therefore branches /
offices should not display the contact details of Internal Ombudsman on the Public
Notice board in the branches.

21.  Record Keeping:

The records of complaints are maintained for a minimum period of eight years from the date
of resolution. Backup copies are maintained as per the latest Backup Policy under the
Information Systems Security Policy.

The Nodal Officer of Branches shall preserve records pertaining to grievance /
complaint receivedresolution and closure of the grievance.

22,  Grievance Redressal for National Pension System (NPS) Complaints:

221 Generally complaints under NPS are received in following area:

a) Non-Opening of Account, Non Receipt of PRAN, Non-reflection of contribution in NPS
ac- count of customer, Non-updation of changes requested by customer, non-receipt
of |- PIN/T-PIN, Non-activation of Tier-ll account and Non-receipt of withdrawal.

b) The Nodal Officer of Branch shall preserve records pertaining to grievance/complaint
received, resolution and closure of the grievance. '

¢) The Nodal Officer of Branch shall submit required reports to Zonal office Nodal
Officer

22.2 Escalation of Grievances to NPS Trust:

a} Any subscriber whose grievance has not been resolved within 30 days from the date of
receipt of the grievance by the Bank, or who is not satisfied with the resolution
provided can escalate the grievance to the National Pension System Trust.

b} The subscriber whose grievance has not been resolved by the Bank, within 30 days
from the date of submission of the grievance to the National Pension System Trust, or
who is not satisfied with the resolution provided by the National Pension System Trust
shall prefer an appeal to the Ombudsman against the concerned Bank or entity.

23 Closure of grievance;

Every grievance shall be disposed of within a period of 30 days of its receipt and a final reply
shall be sent to complainant, containing details of resolution or rejection of the complaint,
with reasons thereof recorded in writing. A grievance shall be considered as disposed off
and closed in any of the following instances namely:

a) When the Bank has acceded to the request of the complainant fully;

b) Where the complainant has indicated in writing, its acceptance of the response of the
Bank;

¢c) Where the complainant has not responded within 45 days of the receipt of the written
response of the Bank;
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d) Where the Zonal Office Nodal Officer has certified under intimation to the
Complainant / subscriber that the Bank has discharged its contractual, statutory, and
regulatory obligations and therefore closes the complaint.

e) Where the complainant has not preferred any appeal within 45 days from the date of
receipt of resolution or rejection of the grievance communicated by the Bank or
National Pension System Trust, as the case may be;

f) Where the decision of the Ombudsman is appeal has been communicated to such
complainant,

Provided that the closure shall not be applicable where the Ombudsman or the Authority,
as the case may be has allowed filing of the appeal/ revision, beyond specified period. “The
redressal of Grievances pertaining to National Pension Scheme (NPS) subscribers shailbe
governed by provisions of Grievance Redressal Policy of NPS Trust under PFRDA
{Redressal of Subscriber Grievance) Regulations 2015”.

24  Grievance Redressal under PMJDY:
Complaints under PMJDY: Generally, complaints under PMJDY are received in following
area:

a} Refusal by branch to open account under BSBDA/BSBDS category — particularly
under BSBDS category where complete KYC documents are not required.

b} Non-receipt of Rupay Card

¢) Non-activation of Rupay Cards at ATMs

d) Accidental insurance claim settlement

With a view to ensure prompt redressal of grievances relating to accounts under PMJDY,
the complaint will be identified under PMJDY Category in SPGRS and then will be routed to
specific CSGRC Officers for timely resolution.

25 Grievance redressal for updation and rectification of credit information with
CiCs

251 Generally, complaints under Credit information/Score are received under
following areas:

a) Incorrect payment history.

b) Accounts that are already paid off, but they are still reporting a balance.

¢) Loan not availed but shown in Credit report.

d) Incorrect default reported

25.2 Time frame for lodgement of complaint and resolution:

Section 21 (3) of CiCRA, {Credit information Companies (Regulation} Act) 2005 provides
that a complainant may request a CIC (credit Information Company) or Cl (Credit Informer
i.e. Bank) to update the credit information by making an appropriate correction, addition or
otherwise, and on such request the Bank or CIC shall take steps to update the credit
information within thirty (30} days after being requested to do so.

a} Rule 20 (3) {¢) of CIC { Customer Information Companies) Rules , 2006 provides that
the Cl i.e. Bank shall forward the corrected particulars of the credit information to the
CIC or complainant within a period of twenty-one (21} days from the date when the
Cl/Bank was informed of the inaccuracy in the credit information

b} The combined reading of Section 21(3) of CICRA, 2005 and Rule 20 (3) {(c) of Credit
Information Companies Rules, 2006 provide the Ci/Bank and the CIC, collectively,
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would mean that a Cl/Bank would get twenty-one (21) days and CICs would
effectively get the remainder of nine (9) days for complete resolution of the complaint.

¢) The Bank/Cl shall pay compensation to the complainant if the Bank/Cl has failed to
send updated credit information to the CICs by making an appropriate correction or
addition or otherwise within twenty-one (21) calendar days of being informed by the
complainant or a CIC '

d) A CIC shail pay compensation to the complainant if the CIC has failed to resolve the
complaint within thirty (30) calendar days of being informed by the complainant or a
Cl, despite the Cl having fumished the updated credit information to the CIC within
twenty-one (21} calendar days of being informed by the complainant or the CIC

e) The complainant shall be advised by the Bank (Cl)/ CIC of the action taken on the
complaint in all cases, including the cases where the complaint has been rejected. In
cases of rejection, the reasons for rejection shall also be provided by Bank(Cl} and
CIC.

f) Compensation to be provided by the CICs/ Cls to the complainant (for delayed
resolution beyond thirty (30) calendar days of filing the complaint) shall be
apportioned among the Cls/ CICs concerned proportionately. The details of
Compensation payments are more elaborately provided in the Customer protection
and Compensation Policy of the Bank.

g) Where the grievance/ complaint involves inaccurate credit information provided by
more than one Bank (Cl), the complaint shall be registered by the complainant with
the concerned CIC. The CIC shall coordinate with all the Banks (Cls) concerned and
furnish the complainant with a comprehensive resolution of the grievance.

h) Where the complaint has been received and registered by a CIC and there has been
a delay in the resolution of the complaint, the CIC shall inform the concerned Bank
(CI's) and the complainant after the final resolution, regarding total delay (in calendar
days) and the amount of compensation to be paid by the Banks (CFs) and/ or CIC.

i} Where the complaint has been received and registered by Bank {Cl) and there has
been a delay in the resolution of the complaint, the Bank (Cl) shall inform the
concerned CIC(s) and the complainant after the final resolution, regarding total delay
{in calendar days} and the amount of compensation to be paid by the CI and/ or
CIC(s).

i) The date of the resolution of the grievance shall be the date when the rectified Credit
information Report (CIR} has been sent by the CIC or Bank (ClI) to the postal address
or email ID provided by the complainant.

k) The Bank (Cl} shall inform the customers on resolution of the Complaint. In case of
rejection of the Complaint such rejections shall be escalated to the Internal
Ombudsman before conveying the final decision to the Complainant, The reasons for
the rejection of their request for data correction, if any, shall be conveyed to the
complainants to enable them to better understand the issues in the Credit Information
Report

Strengthening of customer service rendered by Credit Information Companies

and Credit Institutions

RBI vide Circular RBI/2023-24/73/DoR.FIN.REC.49/20.16 003/2023-24 dated October 24,
2023 has instructed that a compensation framework to be put in place for strengthening and
improving the efficacy of the grievance redress mechanism and customer service provided
by the bank and credit information companies (CICs)

Accordingly, following directions are incorporated in the policy
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26.1 Intimation of access to Credit Information Report and updation of credit
information with Credit Information Companies

a) Bank shall send alerts through SMS/ email to customers while submitting information
to CICs regarding default/ Days Past Due {DPD) in existing credit facilities, wherever
the mobile number/email 1D details are available.

b) To enable sending of alerts through SMS/ email, the Uniform Credit Reporting Format
for reporting credit information by Cls to CICs has been modified as detailed in Annex
of RBI cir DoR.FIN.REC.49/20.16.003/2024-25

¢) Credit monitoring department shall be responsible to organise special awareness
campaigns to sensitize customers about benefits of submission of their mobile
numbers/ email IDs.

26.1.1 Setting up of Nodal points/ officials by Cls

Head of the customer service shall be a dedicated nodal point/ official of contact for CICs for
redress of customer grievances. Details of the nodal point/ official along with email ID and
telephone/ mabile number shall be furnished to CICs.

Any changes in the nodal points/ official shall be informed to CIC within five (5) calendar
days

26.1.2 Root Cause Analysis of the Complaints by Cls

Bank shall undertake Root Cause Analysis (RCA) of the customer grievances at least on a
half yearly basis. Cls shall also use, among others, information on data rejected by the CICs
and Data Quality Index (DQI} provided by CICs as sources of information for carrying out
RCA. Credit monitoring department in co-ordination with the Customer Service and
Grievance Redressal Cell shall be responsible for conduction the RCA.

Analysis of the RCA shall be reviewed by the Top Management on an annual basis
26.1.3 Reasons for rejection of requests for data correction by Cls

Bank shall inform the customers the reasons for the rejection of their request for data
correction, if any, to enable such customers to better understand the issues in the CIR.

A list of reasons for rejection of requests shall be circulated by CICs to all Cls. Cls shall use
the same while communicating the rejections of the request for data correction made by
customers/ CICs during the grievance redress process.

27  Complaints/Suggestion box/Complaint Book/Register

27.1 Complaint/Suggestion box should be provided and be fixed at prominent place
at each branch/office of the Bank. Further, at every branch of the Bank a notice requesting
the customers to meet the branch manager shall be displayed regarding grievances, if the
grievances remain unredressed.

27.2 Complaint book / Register, as per IBA Design, with perforated copies in each set
shall be introduced, so designed as to instantly provide an acknowledgement to the
customers and intimation to the controlling office. Complaint register be kept at prominent
place in the branch.
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The branches shall maintain a separate complaints register in the prescribed format given for
entering all the complaints/grievances received by them directly or through
ZO/HO/Government. These registers shall be maintained irrespective of the fact whether a
complaint is received or not in the past.

Complaint Register Format:

8. ‘ Date | Account | Name of | Mobile | Email | Products | Nature of | Brief
No. No. complainant | No. & Complaint | details of
Services complaint

27.3 Complaint Form

A complaint form, along with the name of the nodal officer for complaint redressal, shall be
provided in the home page of banks website www.bankofmaharashtra.in > helpline itself to
facilitate complaint submission by customers. The complaint form shall also indicate that the
first point for redressal of complaint is the Bank itself and that complainants may approach
the Banking Ombudsman only, if the complaint is not resolved at the Bank leve! within a
month. Similar information shall be displayed in the boards put up in all the branches to
indicate the name and address of the Banking Ombudsman. In addition, the name, address
and telephone numbers of the Bank to whom complaints can be addressed shall also be
given prominently.

27.4 Visit by senior officials from Zonal offices and Head offices:

Zonal head/Zonal Executive and senior official from Head office shall visit the branches from
time to time to assess the quality of customer service rendered by the branches.

The complaint registers maintained by the branches should be scrutinized by the concerned
Zonal Manager/Senior official from Head office, during the periodical visit to the branches
and the observations / comments thereon be recorded in his visit report.

To monitor these aspects, Head office will obtain quarterly report from the Zone about the
branches visited by the Zonal Manager/Zonal Executive and his comments on the aspect of
customer service of branches visited by him and such report to be submitted to Head office
within 15 days after the end of the quarter.

28 Interaction with customers:

The Bank recognizes that customer expectation/ requirements/ grievances can be better
appreciated through personal interaction with customers by the Bank’s staff. Customer day is
observed on 15" day of every month at all the offices of the Bank to enable customers to
voice their Grievances or offer suggestion for improvement in Customer Service. Planned
Structured Customer Meets, will give a message to customers that the Bank cares for them
and values their feedback/suggestions for improvement in customer service. Many of the
complaints arise on account of lack of awareness among customers about Bank services
and such interactions will help the customers appreciate Banking services better. As for the
Bank the feedback from customers would be a valuable input for revising its products and
services to meet customer requirements. Suggestion Box should be provided and be fixed at
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prominent place in the branch/office of the Bank. Further, at every branch of the bank a
notice requesting the customer to meet the Branch Manager shall be displayed regarding
grievances is the grievances remains unredressed.

Bank also celebrates every Wednesday as Digital Banking Day and every Third Week of the
month as Mega Digital Banking Week to maximize onboarding of customers to Digital
Banking Products.

29, Rewarding best branches from customer Service point of View:

To recognize the branches which excel in extending customer service in each Zone, one
branches would be declared as the best branch in the Zone, in each financial year and a
certificate may be given by the Respective Zonal Manager.

30. Sensitizing operating staff on handling complaints:

Staff shall be properly trained for handling complaints. Bank officials are dealing with people
and hence difference of opinion and areas of friction can arise. With an open mind and a
smile on the face we should be able to win the customer’s confidence. Imparting soft skills
required for handling irate customers is to be an integral part of the training programmes
schedules to include ftraining session on imparting soft skills required for handling
irate/agitated customers and Customer Service and Behavioral Science also. It would be the
responsibility of the Nodal Officer to ensure that internal machinery for handling complaints /
grievances operates smoothly and efficiently at all levels. Nodal Officer should give feedback
on training needs of staff at various levels to the Human Resources Department at Zonal
Office. Field executives will conduct staff meetings during their visits to branches and
sensitize the staff on handling complaints and for extending good customer service.

31.  Standardized Public Grievances Redressal System Introduced by Govt. of
India, Ministry of Finance on 11.06.2012.

Bank has introduced “Standardized Public Grievances Redressal System (SPGRS)” advised
by GOIl, MOF, Department of Financial Services, New Delhi on 11.06.2012, The main
features of SPGRS are as under. .

a) All complaints received from multiple sources/channels like i) Complaint Registers at
Branch level ii) Written- Complaints iii} Toll free telephone Numbers iv)} Mobiles v)
Online Grievances vi} E-mails vii) CPGRAMS/INGRAM viii) BO xi) Other Govt Sites ,
should invariably be lodged into a common digital platform in order to have an
integrated information system for customer grievances. Bank has upgraded its own
software for automatic recording of such data in the system where applicable.

b) There are three level structure of Grievances Redressal, i.e. Branch, Zone and Head
Office.

¢} All the grievances should be properly classified under various heads and sub heads.

d) All written grievances received at any level should also be entered into the web based
computerized SPGRS system and should generate unique number which should be
intimated to complainant while sending acknowledgment. The same can be access
through ULC login.

e) Banks has developed a uniform interface for its web based SPGRS software,

f) Three level redressal structure i.e. Branch, Zone and Head Office has been adopted
with maximum period of 15 days for redressal. .

g) TAT for Redressal of complaints at Branch, ZO and HO is mentioned in para no 13
and 13.1.1 and 13.1.2 above. Branch to redress complaint as per the TAT and if not
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redressed then the same should be quickly escalated to ZO who is to redress the
same as per the TAT. If the same is not redressed at ZO, the same is to be escalated
to HO where it should be redressed within the overall TAT of 15 days. These are the
outer limits for redressal.

h) Customer can punch the complaints on
www.bankofmaharashtra.in > helpline > Complaint grievances > click here to fill
online complaint form.
i) On the same page of Bank’s official website, customer can track the real time status
of complaint.

the Bank's

official website

j) Customer can submit feedback on quality of redressal through Bank’s website.

Disclosure of complaints / unimplemented awards of Banking Ombudsman
along with Financial Results:

The following brief details along with financial results wili be disclosed in Banks Annual
Report. Summary information on complaints received by the bank from Customers and from

the OBOs.
Sr | Particulars | Previous Current year |
no. year
Complaints received by the bank from its customers
1. Number of corerIaints Pending at beginning
of the year
2. Number of complaints received during the :
year
3. Number of complaints disposed during the
year
3.1 | Of which, number of complaints rejected by -
the bank
4, Number of complaints pending at the end of
the year
5 Number of maintainable complaints received
by bank from OBQOs
51 | Of 5, number of complaints resolved in
favour of the bank by BOs
5.2 | Of 5, number of complaints resolved through
conciliation/mediation/advisories issued by
BOs
5.3 | Of 5, number of complaints resolved after
passing of Awards by BOs against the bank.
6 Number of Awards unimplemented within the -
stipulated time (other than those appealed)
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Top five ground of complaints received by the bank from customer.

Grounds of | Number of | Number of | % Number of | Of 5,

complaints, (i.e. | complaints | complaints | increase/decrease | complaints | number of

complaints relating | pending at | received in the number of | pending at | complaints

to) the during the | complaints the end of | pending
beginning | year received over the | the year beyond 30
of the year previous year days.

1 2 3 4 5 6

Current year

1-ATM/Debit Cards -

2- Internet / Mobile

/Electronic Bkg

3-Account opening

Idifficulty in

operation of

account

4- Loans and

Advances

5.Pension and 1

facilities for senior

citizens/differently

abled

Others

Total

Previous year

1- ATM/Debit Cards

2- Internet / Mobile /

Electronic Bkg

3- Account opening

/ difficulty in

operation of

account

4- Loans and

Advances

5- Pension and

facilities for senior

Citizens / differently |
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abled

Others
 Total

Further, Bank will place the detailed statement of complaints and its analysis on their web-
site for information of the general public at the end of each financial year. This statement

should

include all the complaints received at the Head Office / Zonal Office level as also the

complaints received at the branch level. However, where the complaints are redressed within
the next working day, banks need not include the same in the statement of complaints.

33.

a)

f)

g)

h)
i)
)

k)

34,

General management of the branches

Providing infrastructure facilities by branches by bestowing particular attention to
providing adequate space, proper fumiture, drinking water facilities, with specific
emphasis on pensioners, senior citizens, disabled persons, eic.

Providing entirely separate enquiry counters at their large / bigger branches in
addition to a regular reception counter

Displaying indicator boards at all the counters in English, Hindi as well as in the
concerned regional language. Business posters at semi-urban and rural branches of
banks should also be in the concerned regional languages

Posting roving officials to ensure employees’' response to customers and for helping
out customers in putting in their transactions

Providing customers with booklets consisting of all details of service and facilities
available at the bank in Hindi, English and the concemed regional languages.

Use of Hindi and regional languages in transacting business by banks with
customers, including communications to customers.

Reviewing and improving upon the existing security system in branches so as to instil
confidence amongst the employees and the public

Wearing on person an identification badge displaying photo and name thereon by the
employees.

Periodic change of desk and entrustment of elementary supervisory jobs.

Training of staff in line with customer service orientation. Training in Technical areas
of banking to the staff at delivery points. Adopting innovative ways of training /
delivery ranging from job cards to roving faculty to video conferencing.

Clearly establishing a New Product and Services Approval Process which should
require approval by the Board especially on issues which compromise the rights of
the. Common Person,

Appointing Quality Assurance Officers who will ensure that the intent of policy is
translated into the content and its eventual translation into proper procedures

Periodicity of Review of the Policy:

The policy shall be reviewed annually in tune with the regulatory guidelines issued from time

to time
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PART B - Complaints Handling and Grievance Redressal Policy 2025-26 GIFT IBU

1. Introduction:

Customers are important stakeholders in IBU’s overall sustainable business growth and
maintaining high standards in rendering customer service is one of the objectives in pursuit
of business growth. As a service organization, customer service and Customer Satisfaction
is the prime concern of bank. The IBU 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 reviewing mechanisms and to ensure prompt redressal of
customer complaints and grievances. The review mechanism will help in identifying
shortcomings in product features and service delivery.

2. Scope and Objectives:

In terms of the IFSCA circular no. F. No. IFSCA-LPRA/3/2024-Legal and Regulatory
Affairs dated December 02, 2024, Complaints Handling & Grievance Redressal Policy has
been formulated to have an efficient and effective mechanism for handling complaints and
redress of grievances of our consumers.,

This policy explains the procedure to make a complaint in case of any dissatisfactions along
with TAT for its redressal and escalation matrix.

3. Appointment:

a. Complaint Redressal Officer {CRO}
General Manager IBU has been appointed as CRO who will be responsible for handling
complaints received from its customers. Email; - gmibu@mahabank.co.in /
giftibu@mahabank.co.in

b. Complaint Redressal Appellate Officer (CRAQ)
General Manager -Transaction Monitoring Department at parent Bank being the Chief
Grievances Redressal Officer; is appointed as CRAQO for handling appeals of customers
against the decision taken by the Complaint Redressal Officer of IBU.

Tha contact details are as under:-

“The Chief Grievances Redressal Officer

Bank of Maharashtra, Transaction Monitoring Department

Customer Service and Grievance Redressal Cell, 4th floor, 1177, *Janmangal’, Budhwar
Peth, Bajirao Road, Pune-411002 Maharashtra.

Contact No.: 020-24504230, Email: amtmd@mahabank.co.in”

4. Complaint:

Any deficiency in service or delay in delivery of service to customer or any request of
customer which does not get resolved, turns into complaint. A Complaint is communication to
the Bank through various means which express the dissatisfaction about any aspect of the

Restricted

33|Page




‘Customer Grievance Redressal Policy 2025-26

Banks Products, Services, Employee behavior / attitude, Processes, systems etc. The
following will not be considered as complaint: -

a) Anonymous complaints (except whistleblowers).

b) incomplete, unspecific or complaints on matters not related to services of [BU.
c) Allegations without any supporting documents.

d) Suggestions or seeking guidance/ explanations.

e) Complaints about any unregistered/ un-regulated activity.

f) If the same is in nature of seeking information / clarifications.

5. Modes of filing complaint:

The customers of IBU can file their complaints for getting resolution of their issues, through
various modes i.e. in person / through email / through courier etc. to the CRO.

a) Walkin: - Customers can visit IBU or Bank’s Head Office for registering their
complaints.

b) Letter: - Complaints can be submitted by writing a letter to the relevant autherity i.e.
CRO / CRAO at IBU or Head Office of the Bank. The address for sending such
communication shall be made available at the website of the Bank.

¢) Email: - Complaints can be submitted through email in the address
gmibu@mahabank.co.in
giftibu@mahabank.co.in

d) Bank’s 24*7 toll free no: Customers can register their complaints through Bank’s
24*7 toll free service Mahaseva i.e. 1800-233-4526

e) Standard Public Grievance Redressal System (SGPRS) shall be available at website
of Bank / IFSC Banking unit for enabling registration of complaints through website by
customer.

f) Customers can also lodge their complaints on Central Public Grievance Redress and
Monitoring Systems (CPGRAMS), the complaint management portal of GO,

6. Complaint process:

a) On receipt of a complaint, CRO will make an assessment and if required, may ask
for additional information. Thereafter, Complaint will be processed in a fair and
transparent manner.

b) In case the complaint is accepted, CRO will acknowledge acceptance of complaint,
in writing, within 3 working days from the date of receipt.

¢) In case the complaint is not accepted, the same should be informed to the
complainant along with reasons within 5 working days from the receipt of such
complaint.

d)} In case the complaint is accepted, the same will be disposed of within 15 days
preferably but not later than 30 working days from the date of acceptance of
complaint. The CRO may either resolve the complaint or reject the complaint. In
case of rejection of a complaint, the CRO shall give reasons for rejection of the
complaint, in writing.

7. Appeal:
a) In a case where the complainant is not satisfied with the resolution provided by the
CRO or if the complaint has been rejected by the CRO, the complainant will be
having the option to file an appeal before the CRAQO of IBU (as bove) preferably
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within 21 days from the receipt of the decision from the CRO. The CRAQ shall
dispose of the Appeal within a period of 30 days and suitably advise the complainant
in writing.

b) Where a complainant is not satisfied with the decision of appellate authority also,
grievance may be filed through email to redressal@ifsca.gov.in preferably within 21
days from the receipt of the decision from the CRAO: -

Provided that where the complaint is against a trading member or a clearing member or a
depository participant or a bullion trading member or a bullion clearing member, the
complainant shall first approach the relevant market infrastructure institution for redress of
the complaint within the said timeline.

8. Maintenance of the records:
IBU shall maintain all records relating to handling of complaints, including the following:

a) Complaints received and processed,;

b} All correspondence exchanged between the Regulated Entity and the complainants;

¢) All information and documents examined and relied upon by the regulated entity
while processing of the complaints;

d) Qutcome of the complaints;

e) Reasons for rejection of complaints, if any;

f) Timelines for processing of complaints; and

g) Data of all complaints handled by it.

e IBU shall also maintain records in electronic retrieval form for the same period as
mandated by the Authority under the relevant and applicable regulations and
circulars, handbooks, guidelines thereunder:

- Provided that in case there is no specific mention of such time period, the
record shall be maintained for at least six years from the date of disposal of
complaint:

- Provided further that in case of any pending litigation or legal proceeding
relating to the complaint, the record shall be maintained for the applicable
period, after final disposal of the proceeding.

9. Reporting requirements:

IBU shall file reports on handling of complaints in the form and manner as specified by the
IFSCA from time to time. IBU shall display the information on complaint handling on Bank’s
website under the heading “Complaint Handling and Grievance Redressal”, on an annual
basis along with contact details of CRO and CRAO.

10. Review:
This Policy will be reviewed on annual basis.

11.  Availability of Policy on website: -

Copy of this policy shall also be made available on Bank’s website under the name
“Complaints Handling and Grievance Redressal Policy 2025 — GIFT IBU”.

Restricted

35|Page




i‘f::;‘“-_‘ Han ___;_ ;-I_..'_'_\;.‘I -
. JI““_'T- wme e CUstomer Grievance Redressal Policy 2025-26

APPENDIX |
Salient Features: The Reserve Bank — Integrated Ombudsman Scheme, 2021

RBI has integrated the three Ombudsman schemes of RBI namely, (i} the Banking
Ombudsman Scheme, 2008; (ii) the Ombudsman Scheme for Non-Banking Financial
Companies, 2018; and (i) the Ombudsman Scheme for Digital Transactions, 2019; into one
“The Reserve Bank - Integrated Ombudsman Scheme, 2021°. The Scheme adopts ‘One
Nation One Ombudsman’ approach by making the RBI Ombudsman mechanism jurisdiction
neutral.

The Integrated Ombudsman Scheme, 2021 is effective from November 12, 2021.
Following are the salient features of the Integrated Ombudsman Scheme, 2021:

1. Any customer aggrieved by deficiency in service (a shortcoming or an inadequacy in
any financial service, which the Bank is required to provide statutorily or otherwise, which
may or may not result in financial loss or damage to the customer} may file a complaint in
writing or otherwise under the Scheme.

2. There is no limit on the amount in a dispute that can be brought before the
Ombudsman for which the Ombudsman can pass an Award. However, for any consequential
loss suffered by the complainant, the Ombudsman shall have the power to provide a
compensation up to Rupees 20 lakh, in addition to, up to Rupees One lakh for the loss of the
complainant’s time, expenses incurred and for harassment/mental anguish suffered by the
complainant.

3. Reserve Bank of India has established the Centralized Receipt and Processing
Centre (CRPC) at Chandigarh for receipt of the complaints Pan India.

4. The complaint can be lodged online through the RB! portal (https://cms.rbi.org.in)

5.  The complaint may also be submitted through electronic or physical mode to the
Centralized Receipt and Processing Centre, Chandigarh at the given address:

Centralised Receipt and Processing Centre (CRPC)

Reserve Bank of India 4th Floor, Sector 17

Chandigarh — 160017

Additionally, a Contact Centre with a toll-free number — 14448 (9:30 am to 5:15 pm) - is also
being operationalised in Hindi, English and in eight regional languages to begin with and will
be expanded to cover other Indian languages in due course. The Contact Centre will provide
information/clarifications regarding the alternate grievance redress mechanism of RBI and to
guide complainants in filing of a complaint.

6. A complaint under the Scheme shaill not lie unless:
a) the complainant had, before making a complaint under the Scheme, made a written
complaint to the Bank concemed and
i. The complaint was rejected wholly or partly by the Bank, and the complainant is not
satisfied with the reply; or the complainant had not received any reply within 30 days
after the Bank received the complaint; and
ii. The complaint is made to the Ombudsman within one year after the complainant has
received the reply from the Bank to the complaint or, where no reply is received,
within one year and 30 days from the date of the complaint.
b) The complaint is not in respect of the same cause of action which is already :
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i.pending before an Ombudsman or settled or dealt with on merits, by an Ombudsman,
whether or not received from the same complainant or along with one or more
complainants, or one or more of the parties concerned;
ii.pending before any Court, Tribunal or Arbitrator or any other Forum or Authority; or,
settled or dealt with on merits, by any Court, Tribunal or Arbitrator or any other Forum
or Authority, whether or not received from the same complainant or along with one or
more of the complainants/parties concerned.
¢) The complaint is not abusive or frivolous or vexatious in nature;
d} The complaint to the Bank was made before the expiry of the period of limitation
prescribed under the Limitation Act, 1963, for such claims;
e) The complainant provides complete information as specified in clause 11 of the
Scheme;
f} The complaint is lodged by the complainant personally or through an authorized
representative other than an advocate unless the advocate is the aggrieved person.

7. No complaint for deficiency in service shall lie under the Scheme in matters involving:
a) commercial judgment/commercial decision of a Bank;
b) a dispute between a vendor and a Bank relating to an outsourcing contract;
¢) a grievance not addressed to the Ombudsman directly;
d) general grievances against Management or Executives of a Bank;
e) a dispute in which action is initiated by a Bank in compliance with the orders of a
statutory or law enforcing authority;
f) a service not within the regulatory purview of the Reserve Bank;
g) adispute between Banks; and
h) a dispute involving the employee-employer relationship of a Bank.

8. Bank on receipt of the complaint, should furnish written reply along with all the
relevant documents to the Ombudsman within 15 days of receipt of complaint. Provided that
the Ombudsman at the request of the Bank in writing to the satisfaction of the Ombudsman,
grant such further time as may be deemed fit to file its written version and documents.

9. In case Bank omits ffails to file its written version and documents within 15 days, then
Ombudsman may proceed ex-parte based on the evidence available on record and pass
appropriate Order or issue an Award.

10. The Bank will not have any right to appeal in case the Bank omits or fails to file its
written version and documents within the time as provided in terms of Clause 15(1){a) of the
Integrated Ombudsman Scheme.

11.  The Award shall lapse and be of no effect unless the complainant furnishes a letter of
acceptance of the Award in full and final settlement of the claim to the Bank, within a period
of 30 days from the date of receipt of the copy of the Award.

12. The complainant aggrieved by an Award or rejection of a complaint by Ombudsman
Office may prefer an Appeal before the Appellate Authority within 30 days of the date of
receipt of the Award or rejection of the complaint.

13.  The Appellate Authority may, if it is satisfied that the complainant had sufficient cause
for not making the appea! within the time, may allow a further period not exceeding 30 days

Restr:cted

37|Page




: Customer Grievance Redressal Policy 2025-26

For more details, please refer to the Scheme details available on Bank of Maharashtra
website www.bankofmaharashtra.in or at RBI website www.rbi.org.in.

The copy of the Scheme is also available in our branches, which will be provided to the
customer for reference upon request.

LIST OF BANKING OMBUDSMAN OFFICES

Address and Area of Operation of RBl Ombudsmen and Zonal Offices Handling the

BO
Sl. Centre Name & Address of the | Area of | Zonal Office
No Office of RBI Ombudsman Operation Handling BO
1 Ahmedabad | Reserve Bank of India | Gujarat, Union | Ahmedabad
4th Floor, "Riverfront House®, | Territories  of
Behind H.K. Arts College, | Dadra and
Between Gandhi & WNehru | Nagar Haveli,
Bridge, Daman and Diu
Pujya Pramukh Swami Marg
(Riverfront  Road  West),
Ahmedabad-380009
STD Code:079 Tel. No.
26582357
Email :
cms.boahmedabad@rbi.org.in
2 Bengaluru Reserve Bank of India | Karnataka Bengaluru
10/3/8, Nrupathunga Road
Bengaluru - 560001
STDCode:080 Tel. No.
22277660/22180221
Email:
cms.bobengaluru@rbi.org.in
3 Bhopal Reserve Bank of India | Madhya Bhopal
Hoshangabad Road | Pradesh
Post Box No. 32, Bhopal-462
011
STD Code: 0755
Tel. No. 2573772/2573779
Email:
cms.bobhopal@rbi.org.in
4 Bhubaneswar | Reserve Bank of India | Odisha Bhubaneswar
Pt. Jawaharlal Nehru Marg
Bhubaneswar-751 001
STD Code: 0674
Tel. No. 2396420/2396207
Email:

cms.bobhubaneshwar@rbi.org
.in
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5 Chandigarh Reserve Bank of India | Himachal Chandigarh
4th  Floor, Sector 17 | Pradesh,
Chandigarh Punjab, Union
STD Code: 0172 | Territory of
Tel. No. - 2721109, 2721011, | Chandigarh
2727118 and Panchkula,
Email: Yamuna Nagar
cms.bochandigarh@rbi.org.in | and Ambala

Districts of
Haryana.

6 Chennai Reserve Bank of India | Tamil Chennai

Fort Glacis, Chennai 600 001 | Nadu,
STD Code: 044 Tel No. | Union
25395964 Territories of
Fax. 25395488 | Puducherry
Email: {except Mahe
cms.bochennai@rbi.org.in Region) and
Andaman
and Nicobar
Islands

7 Dehradun Reserve Bank of India | Uttarakhand Noida
74/1 G.M.V.N. Building, 1st | and seven
floor, Rajpur Road, Dehradun - | districts of
248 001 STD Code: 0135 Tel | Uttar Pradesh
No.: 2742006 | viz.,

Email: Saharanpur,

cms.bodehradun@rbi.org.in Shamili
{Prabudh
Nagar),
Muzaffarnagar,
Baghpat,
Meerut, Bijnor
and Amroha
{Jyotiba Phule
Nagar)

8 Guwahati Reserve Bank of India | Assam, Guwahati
Station Road, Pan Bazar | Arunachal
Guwahati-781 001 | Pradesh,

STD Code: 0361 Tel.No. | Manipur,
2542556 Meghalaya,
Email: Mizoram,
cms.boguwahati@rbi.org.in Nagaland and
Tripura
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9 Hyderabad Reserve Bank of India | Andhra Hyderabad
6-1-56, Secretariat Road | Pradesh and
Saifabad, Hyderabad- 500 004 | Telangana
STD Code: 040 Tel. No.
23210013
Email:
cms.bohyderabad@rbi.org. in
10 Jaipur Reserve Bank of India, | Rajasthan Jaipur
4th floor Rambagh Circle,
Tonk Road, Jaipur - 302 004
STD Code: 0141 Tel. No.
2577931
Email:cms.bojaipur@rbi.or
g.in
11 Jammu Reserve Bank of India, Union Ludhiana
Rail Head Complex, Jammu- I:g':;’;'es cg
180012 .
STD Code: 0191 Tel No.: E:j;mr and
2477905
Email:
cms.bojammu@rbi.org.in
12 Kanpur Reserve Bank of India | Uttar Lucknow
M. G. Road, Post Box No. 82 | Pradesh
Kanpur-208 001 | {excluding
STD Code: 0512 | Districts of
Tel. No. 2305174/2303004 | Ghaziabad,
Email: Gautam
cms.bokanpur@rbi.org.in Buddha
Nagar,
Saharanpur,
Shamli
{Prabudh
Nagar),
Muzaffarnagar,
Baghpat,
Meerut,
Bijnor
and Amrcha
(Jyotiba Phule
Nagar)
13 Kolkata Reserve Bank of India | West Bengal | Kolkata
15, Netaji Subhash Road | and Sikkim
Kolkata-700 001 STD Code:
033 Tel. No. 22310217
Email:
i
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cms.bokolkatta@rbi.org.in

14 Mumbai (1) Reserve Bank of India | Districts of | Mumbai (1)
4th Floor, RBI Byculla Office | Mumbai,
Building, Opp. Mumbai Central | Mumbai
Railway Station, | Suburban and
Byculla, Mumbai-400 008 STD | Thane
Code: 022 Tel No.
23022028
Email:
cms.bomumbai1@rbi.org.in
15 Mumbai (Il) Reserve Bank of India, | Goa and | Pune
4th Floor, RBI Byculla Office | Maharashtra,
Building, Opp. Mumbai Central | (except
Railway  Station, Byaculla, | the
Mumbai-400 008 | districts of
STD Code: 022 Tel No.: | Mumbai,
23001483 Mumbai
Email: Suburban and
cms.bomumbai2@rbi.org.i n Thane)
16 Patna Reserve Bank of India, | Bihar Patna
Patna-800 001 STD Code:
0612
Tel. No. 2322569/2323734
Email: cms.bopatna@rbi.ora.in
17 New Delhi (I} | Reserve Bank of India, | North, North- | Delhi
Sansad Marg, New Delhi STD | West,
Code: 011 Tel. No. 23725445 | West,  South-
Email: West, New
cms.bonewdelhi1@rbi.org.in Delhi and South
Districts of
Delhi
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18 | New Delhi(ll}) | Reserve Bank of India, | Haryana Delhi
Sansad Marg, New Delhi STD | (except
Code: 011 Tel. No. 23724856 | Panchkula,
Email: Yamuna Nagar
cms.bonewdethi2@rbi.org.i n and Ambaia
Districts) and
Ghaziabad and
Gautam
Budh Nagar
districts of
U.P.
19 New  Delhi | Reserve Bank of India | North- Delhi
(nn | Sansad Marg, New Dethi STD East,Central,
Code: 011 Tel. No. 23715393 | Shahdara, East
Email: and South-East
cms.bonewdelhi3@rbi.org.i n districts of Delhi
20 Raipur Reserve Bank of India | Chhattisgarh Raipur
54/949, Shubhashish Parisar,
Satya Prem Vihar Mahadev
Ghat Road, Sundar Nagar,
Raipur- 492013
STD Code: 0771 Tel. No:
2244246
Email;
| cms.boraipur@rbi.org.in
21 Ranchi Reserve Bank of India | Jharkhand Patna
4th Floor, Pragati Sadan,
RRDA Building,
| Kutchery Road, Ranchi
| Jharkhand 834001
STD Code: 0651
Tel No.:
8521346222/9771863111/754
2975444
Email
cms.boranchi@rbi.org.in
22 Thiruvananth | Reserve Bank of India , | Kerala, Union | Ernakulum
apuram Bakery Junction | Territory of
Thiruvananthapuram-695 033 | Lakshadweep
STD Code: 0471 Tel. No. | and Union
2326769 Territory of
Email: Puducherry
cms.botrivandrum@rbi.org {only Mahe
.in Region).
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APPENDIX Il
DESIGN OF THE NOTICE BOARD ON GRIEVANCE REDRESSAL MECHANISM

BANK OF MAHARASHTRA ENDEAVOURS TO OPTIMISE CUSTOMER SERVICE AND
SATISFY THE CUSTOMERS BY A ROBUST GRIEVANCE REDRESSAL MECHANSIM.

1. LEVEL-1: Customers can lodge their grievances with Branch Manager or ONLINE
through channels like:

Call Centre : Toll free Nos: 1800-233-4526 or 1800-102-2636
Website : www. bankofmaharashtra.in

2. LEVEL- 2: If the grievance is not redressed, customer can directly approach to the
Zonal Office Nodal Officer (ZONO) for Redressal at the following address.

Name of Zonal Office Nodal Officer (ZONO}):
Full Address:

Phone No: {Direct Line)

Email ID:

3. LEVEL-3: If grievance is still not redressed, customer can approach to Chief
Grievance Officer/Principal Nodal Officer at following address:

Principal Nodal Officer/Chief Grievance Redressal Officer,
Bank of Maharashtra,

Transaction Monitoring Department

Customer Service and Grievance Redressal Cell,

4th floor, 1177, ‘Janmangal’, Budhwar Peth,

Bajirao Road, Pune 411002 Maharashtra.

Contact No. : : 020-24504230, Email: gmtmd@mahabank.co.in

4, LEVEL —4: Name and Address of the Regional office of the RBl Ombudsman

{Zonal Offices to enter the details of the Regional Offices of the RBI Ombudsman under
whose jurisdiction the Zone Falls.)

5. In order to lodge a complaint with the Banking Ombudsman under the Integrated
Ombudsman Scheme 2021 you may choose any of the following channels:

Complaint Lodgement Portal of the Ombudsman: https://cms.rbi.org.in
Email id: crpc@rbi.org.in

Address: Centralised Receipt and Processing Centre,

Reserve Bank of India,

4th Floor, Sector 17, Chandigarh,-160017

Toll free No: 14448 ( for Enquiry)
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APPENDIX Il

CYBER SECURITY TIPS FOR CUSTOMERS

Review your passwords periodically. Make sure they are strong and complex.

Bank never ask confidential details like OTP, Pin and password. Keep them
confidential.

Using two factor authentication process makes harder for the hackers to get into your
device.

Do not click on links or download attachments from unknown sources.

Don't upload any data belonging to bank on internet.

Beware or phishing or vishing messages.

Don't install any unauthorized software.

Never reply/forward the email in case it is found suspicious.

Don't write passwords anywhere.

Scan any attachment before opening.

Keep strong passwords for your phone as well as your UPI application.

Back up your data regularly.

Don't share your personal details by filling up forms on Social media sites.
Always keep your transaction application updated with latest version.

Always keep on eye on your card during transaction and promptly take it back

Customer obligations with respect to cyber-Security
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Customer must not share sensitive information (such as Debit/Credit Card details, &
PIN, CVV, Net Banking ID & Password, OTP, Transaction PIN, Aadhar card no and
O7TP,Challenge Questions) to any person/ entities, including bank staff,

Customer must protect their device as per advisories specified on the Bank's website,
including updation of latest antivirus software on the device (Device includes smart
phone, feature phone, laptop, desktop and Tab).

Customer shall abide by the tips and safeguards mentioned on the Bank's website on
Secured Electronic Banking Transactions and the Customer Grievance Redressal
Policy 2025-26

Customer should periodically change passwords of Debit Card/ Credit Gard/ Internet
banking, etc. on a regular basis.

Customer should scrutinize the transaction details/ entries of passbook/ bank
statement and/or credit card statement and intimate the bank immediately, in case of
any discrepancy.

Customer should use strong and unique password.

Enabling multi-factor authentication while accessing device.

Be aware of phishing and social engineering attacks. Customers should remain
vigitant again suspicious email, message or phone call asking for sensitive
information.

Secure personal and financial information. Customer should ensure that they only
provide information on trusted, encrypted websites identified by “HTTPS” in the URL.
Customer has to ensure safe keeping of Cheque book/Debit Card etc

Customer has to ensure not to disclose the full Aadhar no, Aadhar no should be
masked before sharing.

In case of device/mobile phone lost customer should lock all the digital channel /Debit
freeze the account by calling toll free no (18002334526/ 18001022636) or call/visit
branch
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APPENDIX IV

SAFETY TIPS FOR DIGITAL TRANSACTIONS FOR CUSTOMERS.
(A) Safety Tips & Measures for Mobile Banking

* & & @

*® & & &

Never Leave your Mobile Phone unattended.

Set Pin/password to access the handset menu on your mobile phone

Register/ update your mobile number and e-mail ID for alerts to keep track of your
banking transactions.

Password-protect your mobile device to protect against unauthorized access. Set up
a difficult PIN/password that is difficult to crack.

Do not follow any URL in message that you are not sure about

If you have to share your mobile with anyone else or send it for repair/maintenance
Clear the browsing history :

Clear cache and temporary files stored in the memory as they may contain your
account numbers and other sensitive information

Block your mobile banking applications by contacting your bank. You can unblock
them when you get the mobile back

Do not save confidential information such as your debit/credit card numbers, CVV
numbers or PIN's on your mobile phone

Do not share confidential information received from your bank on your mobile

Do not enable auto save user IDs or passwords for mobile banking online

Avoid using unsecured or unknown Wi-Fi, public or shared networks

Download apps from official app stores only such as Apple iTunes, Android
Marketplace, Google Play Store.

Never disclose personal information or online banking credentials via e-mail or text
message as these can be used for identity theft

In case you lose your mobile phone, please call our 24-hour Customer Care Centre
to disable Mobile App Banking facility.

Never download and install applications from untrusted sources. Install apps
downloaded from reputed application market.

Always verify app permissions and grant only those permissions which have relevant
context for the app’s purpose.

Log out from online mobile banking or application as soon as you have completed
your transactions. Also make sure you close that window

Be aware of shoulder surfers. Be extra careful while typing confidential information
such as your account details and password on your mobile in public places

Install an effective mobile anti-malware/anti-virus software on your smartphone and
keep it updated.

(B) Safety Tips for UPI payment/Payment wallets
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Do not 'Pay’ or enter your UPI PIN to receive money.
Entering UPI PIN = Money debit.

Verify UPI of the receiver.

Do not transfer funds without knowing to whom you are transferring. Ensure due
diligence

Never scan QR code for receiving payments
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Never share your UP| wallets PIN, card details like PIN, One-Time Password (OTP),
CVV, expiry date, grid value, types of card (Visa, Mastercard, Rupay, etc.) to anyone
even if the person claims to be from bank.

Never download third-party apps such as Screenshare, Anydesk, Teamviewer, etc.
based on call request from unknown person even if caller claims to be from Bank or
wallet company

Never download any application/ UPI app/ payment wallet recommended/ requested
by any unknown person

Do not search for helpline numbers on Google, Facebook, Twitter. Instead, check the
official website.

Do not respond to texts, e-mails from unknown addresses to click on links.

Fraudster might ask you to do a legitimate small value transaction after screen
sharing, this is to know your UP! PIN or Debit Card details. Disconnect the call
immediately.

Ensure no one is locking at your screen or noficing your finger movement to know
your PIN. In case of remote access, the fraudster will be able to view the
numbers/buttons/links being clicked.

Always Check Debit Payment SMS or email after transaction is completed.

{C) Safety Tips for ATM / Debit Card

*

Memorise your PiN. Do not write it down any where

Your ATM card is for your own personal use. Do not share your PIN or card with
anyone, not even your friends or family

Beware of "Shoulder surfer” who can peep at your PIN as you enter it. Please shield
the keypad as you enter the PIN

Do not take help from strangers for using ATM card

Press the 'Cancel' key before moving away from the ATM.

Remember to take your card and transaction slip with you

If your ATM card is misplaced, report to your card-issuing bank

If your card gets stuck in the ATM, or if cash is not dispensed after you having keyed
in a transaction, call your bank immediately

If you have any complaint about your ATM/Debit/Credit card transaction at an ATM,
you must take it up with the bank that issued the card to you

(D) Safety tips for ATM - SKIMMING

Skimming is a method used by fraudsters to capture your personal or account information
from your credit/debit card by stealing your confidential details at ATM Centres, Point of Sale
Machines at Restaurants or shopping malls or any shops etc.
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Protect your PIN by covering with other hand when entering PIN

If you see anything unusual, suspicious, strange with ATM or keypad, please stop
your transaction and inform the bank

If it appears to have anything stuck onto the card slot or key pad, do not use it.
Cancel the transaction and walk away. Never try to remove suspicious devices

Keep your PIN a secret. Never reveal it to anyone, even to someone who claims to
be calling from your bank or a police officer

Regularly check your account balance and bank statements, and report any
discrepancies to your bank immediately
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PART C- Internal Ombudsman Scheme Master Directions 2023

Role and Responsibilities of Internal Ombudsman
1. Jurisdiction:

The Internai Ombudsman shall not handle complaints received directly from the
complainants or members of the public. In other words, the Internal Ombudsman will deal
with the complaints that have already been examined by the Bank’s internal grievance
redressal mechanism and have remained partly or wholly rejected.

a) Internal Ombudsman shall examine all customer grievances including complaints of
deficiency in service on the part of the Bank as also those listed under Clause 8 of
the Banking Ombudsman Scheme, 2006 (as amended from time to time) received by
Banks and which are partly or wholly rejected by Bank's internal grievance redressal
mechanism, excepting the following.

+« Complaints related to corporate frauds, misappropriation etc., except those. resulting
from deficiency in service, if any, on the part of the regulated entity

e References in the nature of suggestions and commercial decisions of regulated
entity. However, service deficiencies in cases falling under ‘commercial decisions’ will
be valid complaints for the Internal Ombudsman

+ Complaints / references relating to (i) internal administration, (ii) human resources, or
(iii} pay and emoluments of staff in the regulated entity

o Complaints which have been decided by or are already pending in other fora such as
the Consumer Disputes Redressal Commission, courts, etc.

o Disputes for which remedy has been provided under Section 18 of the Credit
Information Companies {Regulation) Act, 2005

b} The Bank entity shall forward all rejected / partially rejected complaints under the
categories (i) and (ii) above to the Internal Ombudsman/s. The Internal Ombudsman
shall look for inherent deficiency in service in such cases and take a view whether
any of these complaints can be exempted under (i) and / or (ii) above as decided by
the Bank

¢} Complaints that are outside the purview of the given directions shall be immediately

. referred back {o the Bank by the Internal Ombudsman,

d) The Internal Ombudsman shall analyse the pattern of complaints such as product /
category wise, consumer group wise, geographical location wise, etc., and suggest
means for taking actions to address the root cause of complaints of similar / repeat
nature and those that require policy level changes in the Bank. The Internal
Ombudsman shall examine the complaints based on records available with the
regulated entity, including any documents submitted by the complainant and
comments or clarifications furnished by the Bank to the specific queries of the Internal
Ombudsman. The Internal Ombudsman may seek additional information and
documents from the complainant, through the Bank. In the case of CICs, the Internal
Ombudsman may seek additional information from the concemed Credit Institution/s
(C) through CIC. The Internal Ombudsman must record a “reasoned decision” in
each case.

e) The Internal Ombudsman may hold meetings with the concerned functionaries of the
regulated entity and seek any record / document available with the Bank that are
necessary for examining the complaint and reviewing the decision. The Bank shall

Restricted

47 |Page




g)

h)

Customer Grievance Redressal Policy 2025-26

furnish all records and documents sought by the Intemal Ombudsman to enable
expeditious resolution of the complaints without any undue delay.

The Internal Ombudsman shall, on a quarterly basis, analyse the pattern of all
complaints received against the Bank, such as entity-wise (for CICs), product-wise,
category-wise, consumer group-wise, geographical location-wise, etc., and may
provide inputs to the Bank for policy intervention, if so warranted.

The Internal Ombudsman shall not represent the Bank in legal cases before any
court or fora or authority.

in cases of conciliation, where the decision of the Internal Ombudsman is accepted
by the complainant, a statement showing the terms of agreement duly signed by the
complainant, shall be kept on record.

Procedural guidelines for Banks

Procedure for complaint redressal by Internal Ombudsman

a)

b)

d)

e)

f)

9)

h)
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The Bank shall formulate a Standard Operating Procedure (SOP) approved by the
Committee of the Board Handling Customer Service and Protection and establish a
fully automated Complaints Management Software wherein all complaints that are
partly or wholly rejected by the Bank’s internal grievance redress mechanism are
auto escalated to the Internal Ombudsman within 20 days of receipt, for a final
decision

The Internal Ombudsman and Banks shall ensure that the final decision is
communicated to the complainant within a period of 30 days from the receipt of
complaint by the bank.

The Bank shall provide read-only access to their Complaint Management Software so
that all ssible to the Internal Ombudsman who shall follow up cases of delayed
escalation with the concerned department in the Bank. The Bank shall also provide
access to the Internal Ombudsman in its Complaint Management Software, for
adding his / her decisions on complaints escalated to the Internal Ombudsman

The Internal Ombudsman shall also have ‘read-only’ access to the Reserve Bank’s
Complaints Management System to enable the Internal Ombudsman to keep track of
(i) the cases forwarded by the RBI Ombudsman to the Bank, (ii) decisions of the RBI
Ombudsman thereon, and (iii) where applicable, the decision of the Appellate
Authority, under the Reserve Bank - Integrated Ombudsman Scheme. Once the
Internal Ombudsman has joined the Bank, the Bank shall seek read-only access for
the Internal Ombudsman from the Consumer Education and Protection Department
of the Reserve Bank

The Bank shall furnish all records / documents sought by the Internal Ombudsman to
enable him / her to redress / resolve customer grievances expeditiously.

The decision of Internal Ombudsman shail be binding on the Bank, except in cases
where the Bank has obtained approval for disagreeing with such decision as stated in
sub-clause (8) below

Where the Internal Ombudsman upholds the decision of the Bank to reject or partly
reject the complaint, the reply to the complainant should explicitly state the fact that
the complaint has been examined by the Internal Ombudsman and for the reasons
stated in the reply, the decision of the Bank has been upheld

Where the Internal Ombudsman overrules the decision of the Bank to reject or partly
reject the complaint, the Bank can disagree with the decision of the Internal
Ombudsman only with the approval of the Executive Dlrector in charge of customer

service of the Bank. In such cases, the reply to the com : nt shall explicitly state
I 5
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the fact that the complaint was examined by the internal ombudsman and the
decision of the bank was overruled by the internal ombudsman in favour of the
complainant, however, the regulated entity, with the approval of the Competent
Authority, has disagreed with the decision of the Internal Ombudsman. Such decision
must be communicated to the complainant within 7 days of communication of the
decision of the Internal Ombudsman on the case to the Bank. All such cases shall be
subsequently reviewed by the customer Service committee of the Bank’s board

i) For complaints that are fully or partly rejected even after examination by the Internal
Ombudsman, the Bank shall necessarily advise the complainant, as part of the reply,
that he/she can approach the RBI Ombudsman for redress (excluding complaints
against Bank not covered under the RB-10S, 2021) along with complete details of the
complaint. The Bank in its reply shall mention physical address of the Centralised
Receipt and Processing Centre, as well as the address of Reserve) Bank’s Complaint
Management System portal for online filing of customer complaints
(https://cms.rbi.org.in)

j} The decision of the Internal Ombudsman shall be mandatorily included in the
information submitted by the Bank to the RBI Ombudsman, while furnishing
documents related to the complaints received in the Office of the RBI Ombudsman

k) In cases where the complainant has approached the RBI Ombudsman before the
Internal Ombudsman has examined the complaint, the regulated entity should obtain
the views of Internal Ombudsman and include the Intermal Ombudsman’s views in its
submissions to the RBI Ombudsman

I} The regulated entity shall use the analysis of complaints handled by Internal
Ombudsman in their training programmes / conferences to raise awareness about the
pattern of complaints including the root causes, remedial measures, efc., among the
frontline staff, in order to evolve consistency in handling of complaints. The Internal
Ombudsman may aiso be involved for such trainings, where necessary

m) While assessing the performance of the Internal Ombudsman, in addition to the level
of pendency and work done by the Internal Ombudsman towards developing
uniformity across the regulated entity in the redress of complaints, the regulated
entity shall also analyse the number of cases where there is substantive difference
between the decisions of the Internal Ombudsman vis-a-vis those given by the RBI
Ombudsman subsequently.

n) The regulated entity shall widely disseminate. the guidelines / instructions regarding
these Directions among their staff while communicating the appointment of Internal
Ombudsman in the organization (all branches and administrative offices)

0) The regulated entity shall not provide the contact details of the Internal Ombudsman
in the public domain as the Internal Ombudsman shall not handle complaints
received directly from the customers.

2. Reporting to Reserve Bank

1. Banks shall put in place a system of periodic reporting of information to Consumer
Education and Protection Department, Central office, Reverse Bank of India, on a
quarterly and annual basis as per the formats provided in the Annexure. These
reports shall be submitted on or before the 10" days of the following the
quarter/yearly for the which they are due as indicated below:

a) On quarterly basis, information pertaining to the Intemal Grievance Redressal (IGR)
the total number of complaints received, number of complaint processed, number of
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partly or wholly rejected complaints and number of complaints escalated to the
Internal Ombudsman; and

On quarterly basis, information pertaining to Alternate Grievance Redress{(AGR) on
number of times RBIO/AA sought 10 Comments, Number of cases not referred to 10
earlier but referred to 10 after information sought by RBIO/AA, Number of RCA put up
by the office of 10 to Board, number of suggestion of the 10 accepted by Boar;

On quarterly basis, details of the analysis and inputs on the pattern of the complaints
received product wise, category wise, consumer group wise, geographical location
wise, any other.

On annual basis, the number of cases referred by Bank to 10, number of complaints
closed by 10, number of complaint where decision of Bank was not upheld by the |0,
number of complaint where decision of O was rejected, number of decision of 10
implemented by Bank, and number of IO decision yet to be implement by the bank;
On annual basis, the number of cases closed by Internal Ombudsman and age- wise
number of cases where the Bank was yst to implement the decision of Internal
Ombudsman in April every year.

The reporting format is given in the Annex.

The Banks shall, furnish the details of the Internal Ombudsman/ Deputy inter

ombudsman so appointed to Consumer Education and Protection department , Central
office, Reserve Bank of India (iocepd@rbi.org.in) in the following format:

a)
b)
c}
d)
€)

f)
9)

b)
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Name of the Internal Ombudsman /Deputy Internal Ombudsman.

Details of the last position held/organization names;

Date of Appointment.

Terms {in years);

Brief professional profile, including previous exposure to financial services
highlighting those that make them eligible for appointment.

Contact details(ielephone, email, address)

Banks shall furnish the details of official within five days of fresh appointment of
Internal Ombudsman/ Deputy Internal Ombudsman,

Board Oversight _

The Internal Ombudsman shall furnish periodic reports (including the analysis of
complaints) on his / her activities to the Committee of the Board handling customer
service and protection, preferably at quarterly intervals, but not less than half yearly
intervals. Bank shall put in place a system for discussion of cases, in which the
decision of the Internal Ombudsman has been rejected by the Bank, by the Customer
Service Committee / Consumer Protection Committee of the Board of the Bank. The
rejection of the decision taken by the Internal Ombudsman shall be done with the
approval of Executive Director of the Bank.

The Audit Committee of the Board of the Bank can refer to the Internal Ombudsman,
in respect of complaints related to corporate frauds, misappropriation etc. matters,
except those resulting from deficiency in service, if any ,on the part of the Bank

The Internal Ombudsman shall be designated as an ex-officic member or a
permanent invitee to the meetings of the Committee of the Board of regulated entity
handling customer service and protection.

Supervisory Oversight

Restricted




S customer Grievance Redressal Policy 2025-26

a) The areas relating to customer service and customer grievance redress, as well as
the implementation of the 10 directions, shall be a part of the risk assessment and
supervisory review undertaken by the Department of supervision of the Reserve Bank

b) Consumer Education and Protection department of the Reserve Bank may review
the cases where decision of the Internal Ombudsman has not been accepted by the
Bank and the aggrieved complaints approach the RBI ombudsman , for assessing the
effectiveness of the internal grievance redress mechanism of the bank and initiating
correction action as it may deem fit

Restricted
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Annexure |

Report to Consumer Education and Protection Department, Reserve Bank of India

Office of Internal Ombudsman (10), Name of the Regulated Entity (RE):

Report for quarter ended

Part A: Quarterly Reporting (For all regulated entities including Credit Information

Companies)

Table |1 - Information pertaining to Internal Grievance Redress (IGR)

f AA

' Number of | Number of | Number of | Number of | Number of |
Complaints . Complaints Complaints complaints Complaints
received by the processed by | under (B) that | falling under the | referred by the
Regulated Entity | the  Regulated | are rejected | domain of 10 | REtothe 1O
during the | Entity during the | (Partly or | under (c¢)
quarter quarter Wholly) by RE
(A) (B) - © D - |® o
Reasons for difference between (D) and (E) — Case wise
Table It — Information pertaining to Alternate Grievance Redress (AGR)

Number of times | Number of | Number of times | Number of Root | Number of
RBIO/ AA@ | cases not | AA had advised | cause Analysis | suggestions of
sought IO |referred to 10 |the  regulated | (RCA) put up by | the 10 accepted |
comments carlier but | entity to refer | the office of the | by the Board

referred to 10 | the decision of | 10 to the Board

after information | the AA to the

sought by RBIC | Board / 1O

@RBIO- Reserve Bank of India Ombudsman and AA- Appellate Authority ashper Reserve
Bank- Integrated Ombudsman Scheme, 2021

Major Findings from the RCA
Detail of suggestion made by the 10 and accepted by the Board

52|Page
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Table lIf - Subjective assessment (For all regulated entities including CICs)

Details of analysis and inputs on the pattern of:

Complaints received against the RE, such as entity wise (for CICs), product wise,
category-wise, geographical location- wise, any other.

Top 3 Products against complaints were received:

Product name (eg Credit card)

Number of complaints received

RCA done (Yes/ No)

Top 3 Consumer groups from where complaints were received:

Consumer group Name (eg-
Pensioners, Proprietary
Firms)

Number of
received

complaints

RCA done (Yes/ No)

Top 3 Geographical locations from where complaints were received:

Geographical locations

(ég- State name-Kelara,
odisha or west Bengal}

Number of
received

complaints

RCA done (Yes /No) |

For CICs only:

Top five REs against which complaints were received

| RE name

Number of
Recsived

Complaint

RCA done (Yes/No}
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Any other:
1.
2.
(ii) Complaints received in respect of REs not under the RB-10S, 2021(for CICs)
| RE name Number of Complaint | RCA done (Yes/No)
Received

Resfricted
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PART B: Annual Reporting (for all regulated entities)

Report for year ended

Table-l

Number | Number | Number | Number [ Number of [ Number of IO decision yet to be
of of of of decisions | implemented by the bank
complain | complain | complain | complain | of the 10

ts | ts closed | ts where | ts where | implement | | 2 3 More
referred | by IO decision | the ed by the | Mont | Month | Month | than 3
by the of the RE | decision | RE h s s Month
RE to the was not | of the 10 s

IO during upheld was

the year by the 10 | rejected *

*To be rejected only with prior approval of the competent Authority

Table-ll

Number of
complaints that
should - have
been referred by
the regulated
entity to the 1O
during the year

Number of
complaints  under
(A) referred by the
regulated entity to
the 10 during the
year

Out of the Number of
complaint under
A,Number of
complaints not referred
to 10 within twenty
days

Number of complaints
where the complainants
were not responded to
within one month of the
date of filling the
complaint

(as per the
directions)
(A) (B) (C) (D)

Major reasons that complaints are not referred to the 10:

1.
2.
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Annexure Il

Grievance Form

Date: - Branch Name: -

Type (Complaint /Query/Service Request/Suggestion/Feedback):

Name of Customer: - Account number: -
Mobile number: - Email address: -
Permanent Address:

Brief Details of the Grievance: -

DECLARATION FROM CUSTOMER

| / We, the complainant/s herein declare that the

{A) information furnished herein above is true and correct, and

(B) | / We have not concealed or misrepresented any fact stated in aforesaid columns and
the documents submitted herewith

SIGNATURE OF THE CUSTOMER / COMPLAINANT
Date:
Complaint no:

Details of Selution provided: -

Date of Final Disposal: -

Signature of Branch Manager

Acknowledgement to Customer/Complainant; -

Complaint no: -

Please note: - You could also lodge ftrack your complaint through our website
www.bankofMaharashtra.in
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Chapter 2

Customer Rights, Protection and Compensation
Policy 2025-26
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PART A- CUSTOMER RIGHTS POLICY 2025-26

1. Introduction:

Customer protection is an integral aspect of financial inclusion. The Customer Rights Policy
protects the basic rights of customers and sets minimum standards of banking practices bank
must follow while dealing with customers. The policy envisages that a customer should be
dealt fairly, sympathetically and all the dealings with the Bank are done in an honest and
transparent manner.

Reserve Bank of India has formulated a draft copy of the Customer Rights Policy during
2015, The Policy is based on the guiding principles enlisted in the Customer Rights policy
and RBI “Master Circular on Customer Service in Banks® circulated vide RBI/2015-
16/59/DBR No. Leg.BC.21/09.07.006/2015-16 dated 1% July 2015.

2. Objective of the Policy:

The objective of the policy is to enshrine basic rights of the customers of the bank regulated
by Reserve Bank of India. It spelis out the rights of the customer and also the responsibilities
of the bank.

3. Scope of the policy:

The Policy shall apply to all products and services offered by the bank or its agents, whether
provided across the counter, over phone, by post, through interactive electronic devices, on
internet or by any other method.

4, Five Principles of Customer Rights:
The policy encompasses the following five basic customer rights.
» Right to Fair Treatment
» Right to Transparency, Fair and Honest Dealing
+ Right to Suitability
+ Right to Privacy
+ Right to Grievance Redress and Compensation

4.1 Right to Fair Treatment:

Both the customer and the financial services provider have a right to be treated with
courtesy. The customer shall not be unfairly discriminated against on grounds such
as gender, age, religion, caste, and physical ability when offering and delivering
financial products.

In pursuance of the above Right, Bank will — _

e Promote good and fair banking practices by setting minimum standards in all

dealings with the customers.

Promote a fair and equitable relationship between the bank and the customer.

Train bank staff attending to the customers, adequately and appropriately.

Ensure that staff members attend to customers and their business promptly and
courteously.

e  Treat all customers fairly and not discriminate against any customer on  grounds
such as gender, age, religion, caste, literacy, economic status physical ability, etc.
Bank may, however, have special schemes or products which are specifically
designed for members of a target market group or may use defensible,
commercially acceptable economic rationale for customer differentiation. Bank may
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also have schemes or products as part of an affirmative action such as for women
or backward classes. Such schemes / products will not be tantamount to unfair
discrimination. The rationale for such special schemes or terms will be explained by
bank wherever required.

Ensure that the above principle is applied while offering all products and services.
Ensure that the products and services offered are in accordance with relevant laws
and regulations.

» Rights of Transgender Persons - Changes in bank forms/ applications, etc. The
Supreme Court has upheld transgender persons’ right to decide their self-identified
gender and directed the Centre and State Government to grant legal recognition of
their gender identity such as male, female, or as third gender. Bank will, therefore,
include ‘third gender’ in all forms/applications, etc., prescribed by the Reserve Bank
of India or the bank itself, wherein any gender classification is envisaged.

*  Providing infrastructure facilities by branches by bestowing particular attention to
providing adequate space, proper furniture, drinking water facilities with specific
emphasis on pensioners, senior citizens, disabled persons etc.

¢ Providing entirely separate counters at the large/bigger branches in addition to a
regular reception counter.

e  Providing customers with booklets consisting of all details of service and facilities
available at the bank in Hindi, English and concerned regional languages.

¢ Use of Hindi and regional languages in transacting business by banks with
customers, including communication to customers.

While it shall be the endeavor of the bank to provide their customers with hassle free and fair
treatment, bank would expect their customers to behave courteously and honestly in their
dealings with the bank.

It is observed that in many cases, there are lapses on the part of the customers in protecting
the confidentiality of information regarding their account, passwords, cards, and PiN efc.

In view of the above, customers are advised to ensure the following:

a) Maintaining secrecy of passwords and PIN numbers.

b) Ensuring safety of Credit and Debit cards

c) Proper usage of cheques and safe custody of unused cheques

d) Not disclosing cards, accounts information

e) Registering of Mobile number and e-mail ID for getting transaction alerts

f} Informing the Bank at designated number or on channels immediately in case of loss

of cards

It shall also be Bank’s endeavor to encourage their customer to approach the banks internal
grievance redressal system and approach the alternate forum only after exhausting all the
remedies available under Bank’s internal grievance redressal system that is Branch, Zonal
office, and Head office.

It may please be noted that there is an office of Internal Ombudsman at the Bank’s apex level
of internal grievance redressal system (a retired Senior Executive of the rank of General
Manager from another Bank) to whom the Bank is required to internally escalate all
complaints for final decision/ reexamination where the complaint is either rejected or only
partial relief is provided.

4.2 Right to Transparency, Fair and Honest Dealing:
The financial services provider (Bank) shall make every effort to ensure that the
contracts or agreements it frames are transparent, easily understood by and well
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communicated to, the common person. The product’s price, the associated risks, the
terms, and conditions that govern use over the product’s life cycle and the
responsibilities of the customer and Bank, should be clearly disclosed. The customer
should not be subject to unfair business or marketing practices, coercive contractual
terms, or misleading representations. Over the course of their relationship, the
financial services provider cannot threaten the customer with physical harm, exert
undue influence, or engage in blatant harassment.

In pursuance of the above Right, the Bank will —

6|Page

Ensure complete transparency so that the customer can have a better understanding
of what he or she can reasonably / fairly expect from the bank. While maintaining
transparency, it shall be ensured by the Bank that no confidential matters will be
disclosed.

Ensure that the bank’'s dealings with the customer rest on ethical principles of
equality, integrity, and transparency.

Provide customers with clear information about its products and services, terms and
conditions, and the interest rates / service charges in simple and easily
understandable language, and with sufficient information so that the customer could
be reasonably expected to make an appropriate and informed choice of product.
Ensure that all terms and conditions are fair and set out the respective rights,
liabilities, and obligations clearly and as far as possible in plain and simple language.
Make known the key risks associated with the product as well as any features that
may especially disadvantage the customer to him / her. Most Important Terms and
Conditions (MITC) associated with the product or service will be clearly brought to the
notice of the customer while offering the product. In general, it will be ensured that
such terms will not inhibit a customer’s future choice.

Provide information on interest rates, fees, and charges either on the Notice Board in
the branches or website or through helplines or helpdesk and where appropriate the
customer will be informed directly.

Display the tariff Schedule on their website and a copy of it will be made available at
every branch for customer’s perusal. Also, will display in |ts branches a notice about
the availability of the Tariff Schedule at the branch.

Give details, in their Tariff Schedule, of all charges, if any, applicable to the products
and services chosen by customer.

Inform the customer of any change in the terms and conditions through a letter or
Statement of Account, SMS or email as agreed by the customer at least one month
prior to the revised terms and conditions becoming effective.

Ensure that such changes are made only with prospective effect after giving notice of
one month. If the bank has made any change without giving such notice which is
favorable to the customer, it will notify the change within 30 days of such change. If
the change is averse to the customer, prior notice of minimum 30 days will be
provided and the customer may be provided options, to close the account or switch to
any other eligible account without having to pay the revised charge or interest within
60 days of such notice.

Provide information about the penalties leviable in case of non-observance / breach
of any of the terms and conditions governing the product / services chosen by the
customer.

Display on public domain the Banks' Policies on Deposits, cheque collection,
Grievance Redressal, Compensation and Customer’s Right.

Make every effort to ensure that staff dealing in a particular product is properly trained
to provide relevant information to customers fully, correctly, and honestly.

Restricted




S pOLCIES ON CUSTOMER SERVICE 2025-26

« Make every effort to conduct fair and honest dealing in case of banking in digital
transactions with customer.

¢ Ensure to communicate to the applicant within a reasonable period as decided by the
bank ahout the acceptance / non-acceptance of applications submitted for availing a
product / service and convey in writing the reasons for not accepting / declining the
application. Such period will be notified in the bank’s website and in the application of
the product or service.

+ Communicate unambiguously the information about —

a) discontinuation of products,

b) relocation of their offices

¢) changes in working hours.

d) change in telephone numbers.
@) closure of any office or branch

e With advance notice of at least 30 days. Also affirms that disclosure of information is
an on-going process through the life cycle of the product / relationship and will be
diligently followed by them. Ensure to use all possible channels of communication,
including website, to ensure that information on all changes is made known to the
customer upfront.

¢ Advise the customer at the time of selling the product of the rights and obligations
embedded in law and / or banking regulation including the need to report any critical
incidents that the customer suspect, discover or encounter.

¢ The bank’s staff members shall, when approached by the customer for availing a
product or service, provide all relevant information related to the product / service and
provide direction to informational resources on' similar products available in the
market with a view to enable the customer to make an informed decision.

¢ Not terminate a customer relationship without giving reasonable or contractual in prior
notice to the customer.

¢ Assist the customer in all available ways for managing his / her account, financial
relationship by providing regular inputs in the bank’s realms such as account
statements / passbooks, alerts, timely information about the product’s performance,
term deposits maturity etc.

Ensure that all marketing and promotional material is clear and not misleading.

Not threaten the customer with physical harm, exert influence or engage in behavior
that would reasonably be construed as unwarranted harassment. Ensure adherence
only to the normal appropriate business practices.

e Ensure that the fees and charges on products / services and its structure are not
unreasonable to the customer.

» Ensure that customers are provided information about the risks, benefits, and
liabilities of using digital payment products and its related services before they
subscribe to them. Customers shall also be informed clearly and precisely on their
rights, obligations and responsibilities on matters relating to digital payments, and,
any problem that may arise from its service unavailability, processing errors and
security breaches.

4.3 Right to Suitability:
The products offered should be appropriate to the needs of the customer and based
on an assessment of the customer’s financial circumstances and understanding.

In pursuance of the above Right, the bank will —

e Bank shall ensure that it has a Board approved policy for assessing suitability of
products for customers prior to sale.
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+ Endeavour to make sure that the product or service sold or offered is appropriate to
the customer’s needs and not inappropriate to the customer’s financial standing and
understanding based on the assessment made by it. Such assessment will be
appropriately documented in the it's records.

¢ Sell third party products only if it is authorized to do so, after putting in place a Board
approved policy for marketing and distributing third party financial products.

¢ Not compel a customer to subscribe to any third-party products as a quid-pro-quo for
any service availed from the bank.

* Ensure that the products being sold, or service being offered, including third party
products, are in accordance with extant rules and regulations.

¢ Inform the customer about his responsibility to promptly and honestly provide all
relevant and reasonable information that is sought by bank to enable them to
determine the suitability of the product to the customer.

4.4 Right to Privacy:

Customers’ personal information should be kept confidential uniess they have offered
specific consent to the financial services provider or such information is required to
be provided under the law or it is provided for a mandated business purpose (for
example, to credit information companies). The customer should be informed upfront
about likely mandated business purposes. Customers have the right to profection
from all kinds of communications, electronic or otherwise, which infringe upon their
privacy.

In pursuance of the above Right, bank will —

s Treat customer’s personal information as private and confidential (even when the
customer is no longer banking with us), and, as a rule, not disclose such information
to any other individual / institutions including its subsidiaries / associates, tie-up
institutions etc. for any purpose unless:

a) The customer has authorized such disciosure explicitly in writing.

b) Disclosure is compelled by law / regulation.

¢) Bank has a duty to the public to disclose i.e. in public interest.

d) Bank must protect its interests through disclosure.

e) It is for a regulatory mandated business purpose such as disclosure of default
to credit information companies or debt collection agencies.

» Ensure such likely mandated disclosures be communicated imrediately to the
customer in writing.

¢ Shall not use or share customer’s personal information for marketing purpose unless
the customer has specifically authorized it.

o Shall adhere to Telecom Commercial Communications Customer Preference
Regulations, 2010 (National Customer Preference Registry) issued by Telecom
Regulatory Authority of India, while communicating with customers.

4.5 Right to Grievance Redressal and Compensation:

The customer has a right to hold the financial services provider accountable for the
products offered and to have a clear and easy way to have any valid grievances
redressed. The provider should also facilitate redress of grievances stemming from its
sale of third-party products. The financial services provider must communicate its
policy for compensating mistakes, lapses in conduct, as well as non-performance or
delays in performance, whether caused by the provider or otherwise. The policy must
lay out the rights and duties of the custormer when such events occur.
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In pursuance of the above Right, bank will =

Deal sympathetically and expeditiously with all things that go wrong.

Correct mistakes promptly.

Cancel any charge that has been applied wrongly and by mistake.

Compensate the customer for any direct financial loss that might have been incurred
by the customer due to its lapses.

The bank will also -

e Place in public domain its Customer Grievance Redressal Policy, including the
grievance redressal procedure available for the customer.

» Place in public domain the compensation policy for delays / lapses in conducting
Isettling customer transactions within the stipulated time and in accordance with the
agreed terms of contract.

+ Ensure {o have a robust and responsive grievance redressal procedure and clearly
indicate the grievance resolution authority who shall be approached by the customer.
Make grievance redressal mechanism easily accessible to customers.

Advise the customer about how to make a complaint, to whom such a complaint is to
be made, when to expect a reply and what to do if the customer is not satisfied with
the outcome.

o Display name, address, and contact details of the Grievance Redressal Authority /
Nodal Officer. The time limit for resolution of complaints will be clearly displayed /
accessible at all service delivery locations.

e Inform the complainant of the option to escalate his complaint to the Banking
Ombudsman if the complaint is not redressed within the pre-set time.

Place in public domain information about Banking Ombudsman Scheme.
Display at customer contact points the name and contact details of the Banking
Ombudsman under whose jurisdiction the bank’s branch falls.

Further, the bank will -

e Acknowledge all formal complaints (including complaints lodged through electronic
means) within three working days and work to resolve it within a reasonable period,
not exceeding 30 days (including the time for escalation and examination of the
complaint by the highest ranking internal official responsible for grievance redressal).
The 30 days period will be reckoned after all the necessary information sought from
the customer is received. However, complaints related to Point of Sale (POS)/ Card
not present transactions, Master/Visa complaints will be dealt within the prescribed
period, including pre-arbitration claims, as per guidelines of Master Card/ visa etc.
and Rupay. In case Bank requires more time to redress the complaint, interim
response will be sent to the complainant/customer.,

» Provide aggrieved customers with the details of the Banking Ombudsman Scheme for
resolution of a complaint if the customer is not satisfied with the resolution of a
dispute, or with the outcome of a dispute handling process.

Quarterly review will be placed on the above to the Standing Committee on Customer
Service and to the Customer Service Committee of the Board.

In addition, the bank will-

o Clearly spell out, at the time of establishing a customer relationship, the liability for
losses, as well as the rights and responsibilities of all parties, in the event of products
not performing as per specifications or things going wrong. However, the bank will not
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be liable for any losses caused by extraneous circumstances that are beyond its
reasonable control (such as market changes, performance of the product due to
market variables, etc. _

Ensure the customer is refunded without delay and demur, if it cannot show beyond
reasonable doubt to the customer on any disputed transaction {along with interest /
charges).

Providing Banking Facility for Senior Citizen, Sick and Differently abled

persons:

The financial services provider should make every effort to ensure that there should
not be any occasion that bank discourage or turn away senior citizens, sick and
differently abled persons from availing banking facilities in branches. Notwithstanding
the need fo push digital transactions and use of ATMs, it is imperative to be sensitive
to the requirements of senior citizens, sick and differently abled persons.

In pursuance of the above Right, bank will -

0 |Page

Provide a clearly identifiable dedicated counter or a counter which provides priority to
senior citizens and people who are differently abled including visually impaired
persons.

Provide pensioners the facility to submit physical Life Certificate form at any branch of
the pension paying bank and should ensure that the same is updated promptly by the
receiving branch in the Core Banking Solution (CBS) system of the bank, resulting in
avoidable hardship to the pensioners and to avoid any delay in credit of pension.
Provide the facility to issue cheque books to customers, whenever a request is
received, through a requisition slip which is part of the cheque book issued earlier or
request received by any other mode. Provide minimum one cheque books every
year, if requested, in savings bank account, by these customers. And should not
insist on physical presence of any customer including senior citizens and differently
abled persons for getting cheque books.

Provide the facility to automatically convert the A/c into a ‘Senior Citizen Account’
once the customer becomes senior citizen, based on the date of birth available in
bank’s records.

Provide the facility to allow operations in visually impaired customer's accounts
through identification of thumb/toe impression/mark by two independent witnesses
and authorizing a person who would withdraw the amount on behalf of such
customers.

Provide senior citizens and differently abled persons Form 15G/H once in a year
{preferably in April) to enable them to submit the same, where applicable, within the
stipulated time.

Provide doorstep banking to senior citizens of more than 70 years of age and
differently abled or infirm persons (having medically certified chronic illness or
disability) including those who are visually impaired, such as pick up of cash and
instruments against receipt, delivery of cash against withdrawal from account,
delivery of demand drafts, submission of Know Your Customer (KYC) documents and
Life certificate at the premises/ residence of such customers on case to case basis as
per the need based requirement of the customer.

An account holder who is too ill to sign a cheque and cannot be physically present in
the bank to withdraw money from his bank account but can put his/ her thumb
impression on the cheque/withdrawal form and

An account holder who is not only unable to be physically present in the bank but is
also not even able to put his/her thumb impression on the cheque/ withdrawal form
due to certain physical defect/ incapacity.
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view to enabling the old/sick account holders to operate their bank accounts, it is

advised to follow the procedure enumerated below: -

5.
The po
to time
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Wherever thumb or toe impression of the sick/old, incapacitated account holder is
account holder is obtained, it should be identified by two witnesses having business
relationship with the bank, one of whom should be a bank official.

Where the customer cannot even put his/her thumb impression and would not be able
to be physically present in the bank, a mark can be obtained on the
chequefwithdrawal form, which should be identified by two witnesses having business
relationship with the bank, one of whom should be a bank official.

("In terms of the General Clauses Act, the term "Sign™ with its grammatical variations
and cognate expressions, shall with reference to a person who is unable to write his
name, include "mark” with its grammatical variations and cognate expressions. There
must be physical contact between the person who is to sign and the signature or the
mark put on the document. Therefore, in the case of the person who has lost both his
hands, the signature can be by means of a mark, It could be the toe impression. It
can be by means of mark which anybody can put on behalf of the person who must
sign, the mark being put by an instrument which has had a physical contact with the
person who must sign.")

The customer may also be asked to indicate to the bank as to who would withdraw
the amount from the bank based on cheque/withdrawal form as obtained above and
that person should be identified by two independent witnesses. The person who
would be drawing the money from the bank should be asked to furnish his signature,
The branches are advised to obtain a letter in respect of above.
The person concerned must make some mark somehow in the cheque/withdrawal
slip for allowing operation in the account. On the very backside of the instrument on
which the person is giving the instruction by a mark, the independent witnesses can
confirm that the said mark was put up by the person concerned himself in their
presence. The bank official may visit the house/hospital, if necessary, to identify the
customer and genuineness of the case.

All the facilities provided to sick / old / incapacitated persons, shall also be extended
to the visually impaired customers.

Review of Policy:

licy shall be reviewed annually in tune with the regulatory guidelines issued from time
or internal requirements or as and when considered necessary.
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PART B - Compensation and Customer Protection policy 2025-26

1. Introduction:

Technological progress in payment and settlement systems and the qualitative changes in
operational systems and processes that have been underiaken by various players in the
market have enabled market forces of competition to come into play to improve efficiencies
in providing better service to the users of the system. It will be the Bank’s endeavour to offer
services to its customers with best possible utilization of its technological infrastructure.
Withdrawal of the Reserve Bank of India instructions to banks on time frame for collection of
outstation cheques, payment of interest on delayed collection of outstation
cheques/instruments, with effect from 1% November 2004, had offered Bank further
opportunities to increase its efficiency for better performance. This Compensation Policy of
the Bank is therefore, designed to cover areas relating to unauthorized debiting of account,
payment of interest to customers for delayed collection of cheques / instruments, payment of
cheques after acknowledgement of stop payment instructions, remittances within India
foreign exchange services, lending, etc. The policy is based on principles of transparency
and fairness in the treatment to customer.

2, Objectives of Policy:

The objective of this policy is to establish a system whereby the Bank compensates the
customer for any financial loss he/ she might incur due to deficiency in service on the part of
the Bank or any act of omission or commission directly attributable to the Bank. By ensuring
that the customer is compensated without having to ask for it, the Bank expects instances
when the customer must approach Banking Ombudsman or any other Forum for redressal to
come down significantly.

3. Scope of Policy:

The Policy covers compensation for financial losses which customers might incur due to
deficiency in the services offered by the Bank which can be measured directly and as such
the commitments under this Policy are without prejudice to any right, the Bank will have in
defending its position before any forum duly constituted to adjudicate banker-customer
disputes. The policy does not cover and is not applicable in respect of claims made by
customers on account of opportunity losses or damages or claims for reputational loss.

4, Unauthorized / Erroneous Debit arising on fraudulent or other transactions:

a) If the Bank has raised an unauthorized / erroneous direct debit to an account, the
entry will be reversed immediately on being informed of the erroneous debit, after
verifying the position/reason for same.

b) In the event the unauthorized / erroneous debit has resulted in a financial loss for the
customer by way of reduction in the minimum balance applicable for payment of
interest on savings bank deposit or payment of additional interest to the Bank in a
loan account, the Bank will compensate the customer for such loss. Further, if the
customer has suffered any financial loss incidental to return of a cheque or failure of
direct debit instructions due to insufficiency of balance on account of the
unauthorized / erroneous debit, the Bank will compensate the customer to the extent
of such financial losses.

c¢) In case verification of the entry reported to be erroneous by the customer does not
involve a third party, the Bank shall arrange to complete the process of verification
within a maximum period of 7 working days from the date of reporting of erroneous
debit. In case, the verification involves a third party, the Bank shall strive to complete
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the verification process within a maximum period of one month from the date of
reporting of erroneous transaction by the customer.

d) The Bank reserves its right to debit the customer’s account for reversing the amounts
in case a wrong credit is posted to the account without payment of any
compensation.

e) Erroneous transaction reported by customers in respect of credit card/ debit card
operations, which require reference to a merchant establishment, will be handled as
per rules laid down by card association. Refer RBI circular no. DPSS.CO.PD
No0.629/02.01.014/2019-20 dated September 20, 2019.

f} Customer (Card holder) claims arise due to usage of Card at ATMs, involving
network of ATMs / any other arrangement made in future, process of verification shall
be undertaken as per rules laid down by National Payment Corporation of India,
MasterCard Incorporated, VISA Inc. / Other Card Service Providers or the
arrangement amongst the member banks, as the case may be, to settle the claims.

g) Reversal of erroneous debits arising on account of fraud or other transactions:

i. In case of any fraud, if the branch is convinced that an irregularity / fraud has
been commitied by its staff towards any constituent, branch should at once
acknowledge its liability & forward the note to competent authority,
recommending for paying compensation.

i. Incases where the branch is at fault, they may forward the note to competent
authority for paying compensation to the customer without demur.

ili. In cases where neither the branch nor the customer is at fault, but the fault lies
elsewhere in the system, branches should forward the note to compstent
authority for paying compensation.

iv. Compensation by way of interest payment, where necessary, shall be made to
the customer.

5. Framework for compensation to customers for delayed updation/ rectification
of Credit information:

RBI vide its circular reference no RBI/2023-24/72/DoR.FIN.REC.48/20.16.003/2023-24 dated
26.10.2023 has directed for implementing the compensation framework to the customers for
delayed updation/ratification of Credit Information by Credit Institutions {(Cls) and CICs by
which the complainants shall be entitled to a compensation of Rs.100 per calendar day in
case their complaint is not resolved within a period of 30 calendar days from the date of
initial filing of the complaint by the complainant with CI/CIC.

Cl would get 21 days and CIC would effectively get the remainder of 9 days for complets
resolution of the complaint.

Scenarios/ Examples are attached as Annexure IV
6. NACH/ECS / NECS direct debits /other debits to accounts:

The Bank will undertake to carry out direct debit/y ECS / NACH debit instructions of
customers in time. In the event the Bank fails to meet such commitments customer will be
compensated to the extent of any financial loss the customer would incur on account of delay
in carrying out the instruction / failure to carry out the instructions.

a) The Bank would debit the customer’s account with any applicable service charge as
per the schedule of charges notified by the Bank. In the event the Bank levies any
charge in violation of the arrangement, the Bank will reverse the charges when
pointed out by the customer subject to scrutiny of agreed terms and conditions. Any
consequential financial loss to the customer will also be compensated.
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b) Where it is established that the Bank had issued and activated a credit card / debit
card without written consent of the recipient, the Bank would not only reverse the
charges immediately but also pay a penalty without demur to the recipient amounting
to twice the value of charges reversed.

7. Payment of Cheques after Stop Payment Instructions:

In case a cheque has been paid after stop payment instruction is acknowledged by the Bank,
the Bank shall reverse the transaction and give value-dated credit to protect the interest of
the customer. Any consequential financial loss to the customer will be compensated as
provided under point no. 4.b above. Such debits will be reversed within next 2 working days
of the customer intimating the transaction to the Bank.

8. Foreign Exchange Services:
8.1 Compensation for delay in Coltection of Foreign Cheques:

The Bank would not compensate the customer for delays in collection of cheques designated
in foreign currencies sent to foreign countries, as the Bank would not be able to ensure
timely credit from overseas banks. It is the Bank’s experience that time for collection of
instruments drawn on banks in foreign countries differ from country to country and even
within a country, from place to place. The time norms for return of instruments cleared
provisionally also vary from country to country. Bank, however, would consider upfront credit
against such instrument by purchasing the cheque /instrument, provided the conduct of the
account has been satisfactory in the past. However, the Bank will compensate the customer
for undue delays in affording credit once proceeds are credited to the Nostro Account of the
Bank with its correspondent. Such compensation will be given for delays beyond one week
from the date of credit to Nostro Account / due date after considering normal cooling period
stipulated (Cooling period is dependent on the mode and area of collection and varies from
5-8 days for cheques in New York area and 15-21 days for other cities collected under CLA
mode). The compensation in such cases will be worked out as follows:

a) Interest for the delay in crediting proceeds as indicated in the Policy on Collection of
Cheques / Instruments.

b) Compensation for any possible loss on account of adverse movement in foreign
exchange rate.

8.2 Compensation for delayed payment in Foreign Exchange Transactions:

As per FEDAI Rule (10" edition) Circular No. SPL-05. BC/FEDAI Rules/2019 dated 11
March 2019(amended vide AR Cir. no. 02/2024 dated 5" April, 2024), Authorized Dealers
{Ads) shall pay or send intimation, as the case may be, to the beneficiary in two Business
days from the date of receipt of credit advice/ Nostro statement. On receipt of disposal
instruction complying with guidelines, required documents from the beneficiary the Bank
shall transfer funds for the credit of beneficiary’s account immediately but not exceeding two
Business days from date of such receipt. In case of delays, the compensation will be worked
out as follows:

a) In case of delay, the Bank shall pay the beneficiary interest @ 2% over its saving
bank interest rate.
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b) Compensation for any possible loss on account of adverse movement in foreign
exchange rate. Specifying the reference rate and date applicable for calculating such
exchange loss.

In case, the beneficiary does not respond within five working days from receipt of credit
intimation as above and the bank does not retumn the remittance to the remitting bank, the
bank shall initiate action to crystallize the remitiance:

a) Banks notify due action to the remitting bank and the beneficiary.

b) Bank shall crystallize the remittance within certain period as per their policy, not
exceeding the time allowed for surrendering of foreign currency under any Stature or
Regulation or RBI Directions

9. Remittances in India:

The compensation on account of delays in collection of instruments would be as indicated in
the Bank’s collection policy which is reproduced below for information:

9.1 Payment of Interest for delayed Collection of Local and Outstation Cheques:

As part of the compensation policy of the Bank, the Bank will pay interest to its customer on
the amount of collection instruments in case there is delay in giving credit beyond the time
period mentioned above. Such interest shall be paid without any demand from customers in
all types of accounts. There shall be no distinction between instruments drawn on the Bank’s
own branches or on other Banks for the purpose of payment of interest on delayed
collection.

Interest for delayed collection shall be paid at the following rates:

a) In case of extraordinary delay, i.e. delays exceeding 90 days interest will be paid at
the rate of 2% above the corresponding Term Deposit rate.

b) In the event the proceeds of cheque under collection were to be credited to an
overdraft/ loan account of the customer, interest will be paid at the rate applicable to
the loan account. For extraordinary delays, interest will be paid at the rate of 2%
above the rate applicable to the loan account.

c) In case no rate is specified in the Cheque Collection Policy for delay in realization of
local cheques, compensation at Savings Bank interest rate shall be paid for the
corresponding period of delay.

d) Time frame for collection of cheques drawn on State Capitals/ major cities/ other
locations to be 7/10/14 days respectively. If there is any delay in collection beyond
this period, the interest shall be the interest rate on Fixed Deposits on the
corresponding maturity. The time frame for collection specified by the National
Consumer Dispute Redressal Commission shall be treated as outer limit and credit
shall be accorded if the process gets completed earlier.

e) Banks shall not decline to accept Outstation cheques deposited by its customer for
collection.

It may be noted that interest payment as given above would be applicable only for
instruments sent for collection within India.

The Bank’s Compensation Policy for financial loss suffered by the customers due to loss of
instrument after it has been handed over to the Bank for collection by the customer would
also be as indicated in our collection policy. The same is extracted below for information:
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10.  Cheques/Instruments lost in transit/in clearing process or at paying banks
Branch:

a) 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 account
holder so that account holder can inform the drawer to record the 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.

b) In case of cheque/ instrument lost, onus of such loss lies with the collecting Banker
and not the account holder.

¢) The Bank would also compensate the customer for any reasonable charges he / she
‘incurs in getting duplicate cheque/ instruments upon production of receipt in the event
the instrument is to be cobtained from a Bank/ institution who would charge fee for
issue of duplicate instrument and reasonable charges incurred for stopping payment
of the cheque. The Bank shall reimburse the account holder related expenses for
obtaining duplicate instruments and interest at SB rate for reasonable delays
occurred in obtaining the same.

d} In case intimation regarding loss of instrument is conveyed to the customer beyond
the time limit stipulated for collection (7/10/14 days as the case may be) interest will
be paid for the period exceeding the stipulated collection period at the rates
mentioned above in para 9, point a to d.

€) In addition, the Bank will pay interest on the amount of the cheque for a further period
of 15 days at Savings Bank rate to provide for likely further delay in obtaining
duplicate cheque/ instrument and collection thereof.

f) If the cheque/ instrument has been lost at the paying Bank’s Branch, the collecting
Banker shall have a right to recover the amount reimbursed to the customer for the
loss of the cheque/ instrument from the paying Banker.

11.  Issue of Duplicate Demand Draft and Compensation for delays

Duplicate draft will be issued within a fortnight from the receipt of such request from the
purchaser thereof. For delay beyond the above stipulated period, interest at the rate
applicable for Fixed Deposit for corresponding period will be paid as compensation to 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 beneficiary and
would not be applicable in case of third-party endorsements.

12.  Delay in credit of pension/Pension Arrears

The Bank shall pay compensation at a fixed rate of 8% per annum for the delay after due
date for payment in crediting pension/ arrears thereof to the pensioner’s account without any
claim from the pensioner on the same day when the credit is afforded for revised pension /
pension arrears in respect of all delayed pension payments.

13. Payment of interest for delayed credit /refunds on NEFT/ RTGS instructions.

As per RBI 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 to the affected customer.

In case the bank receives NEFT/ RTGS message for crediting a certain sum of money to the
account number specified therein, RTGS/NEFT Cell Head office processes the same and
pge_difé it to the account number mentioned in the message. If for some reason, the credit is
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not given within the stipulated time, penal interest at the current RBI LAF Repo Rate plus two
percent for the period of delay / till the date of refund, will be paid to the affected customer’s
Suo-moto, without waiting for a claim from the customer.

14.  Violation of the Code by Bank’s agent

In the event of receipt of any complaint from the customer that the Bank’s representative /
Courier or DSA has engaged in any improper conduct or acted in violation of the Code of
Bank’s Commitment to Customers which the Bank has adopted voluntarily, Bank shall take
appropriate steps to investigate and communicate the findings to the customer within 7
working days from the date of receipt of complaints and compensate the customer for
financial losses, if any, as contemplated under this policy.

15. Transaction of “at par instruments” of Co-operative Banks.

The RBI has expressed concern over the lack of transparency in the arrangement for
payment of “at par” instruments of co-operative banks resulting in dishonor of such
instruments when the remitter has already paid for the instruments. In this connection it is
clarified that the Bank will not honor cheques drawn on current accounts maintained by other
banks with it unless arrangements are made for funding Cheques issued. Issuing bank
should be responsible to compensate the cheque holder for non-payment/delayed payment
of cheques in the absence of adequate funding arrangement.

16. Compensation decided by Banking Ombudsman / Consumer Forum / Internal /
Ombudsman (10):

Nowadays in certain cases referred to Banking Ombudsman and Consumer Forum, Banks
have been ordered to pay compensation to complaints. With a view to settle compensation
without delay and as per the Compensation Policy, Bank will pay compensation as decided
by the Banking Ombudsman/ Internal Ombudsman (IO) / Consumer Forum Cases, as per
the delegation / limit mentioned at Annexure I and Annexure ||

Advisories by Banking Ombudsman: The payment in case of Advisories issued by the
Banking Ombudsman must ‘be made within 30 days or the time limit stipulated by the
Banking Ombudsman without fail, by obtaining sanction from the respective Delegated
Authority.

Awards by Banking Ombudsman: The Advisories if not paid within the stipulated time,
then, it becomes award. Banking Ombudsman may issue award against the Bank, which
reflects in the Bank's Balance Sheet, hence, utmost care needs to be taken to comply with
the advisory well in time,

17. Lender’s liability; Commitments to borrowers

Compensation for delay in release of Movable/lmmovable Property Documents

Asper RBI’s direction vide circular no RBI1/2023-24/60 DoR.MCS.REC.38/01.01.001/2023-24
dated 13.09.2023.

a) In case of delay in releasing of original movable/immovable property documents or
failing to file charge satisfaction form with relevant registry beyond 30 days after full
repayment/settiement of loan, the Bank shall communicate to the borrower reasons
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for such delay. In case where the delay is attributable to the bank, it shall
compensate the borrower at the rate of ¥ 5000/- for each day of delay.

In case of loss/damage to original movable/immovable property documents, either in
part or in full, the bank shall assist the borrower in obtaining duplicate/certified copies
of the movable/immovable property documents and shall bear the associated costs in
addition to paying compensation as indicated at paragraph above. However, in such
cases, an additional time of 30 days will be available to the bank to complete this
procedure and the delayed period penalty will be calculated thereafter (i.e., after a
total period of 60 days).

The compensation provided shall be without prejudice to the rights of a borrower to
get any other compensation as per any applicable law. Zonal Head will be
empowered to decide such lump sum amount based on the facts of the case and
nature of the documents lost. Zonal Head shall recommend the case and the lump
sum amount decided to be compensated as loss customer, to the designated
committee as mentioned in Annexure |l for sanction of the compensation amount.

There will be no compensation paid to the Borrower(s) Guarantor(s) in following
circumstances:

18.

i. Force Majeure Events

ii. If there is delay on the part of Borrower{s) Guarantor(s). For e.g. If any
Borrower(s) Guarantor(s} is not available or does not have required Identity
Proof to prove that he is the same person.

ii. If the Borrower(s)) Guarantor(s) have changed their residential/ mailing
address/ phone numbers and have not intimated the Bank and the Bank is not
able to contact them for collection of original title of documents. (Intimation by
way of phone, letter, or email to any of the Borrower(s)/ Guarantor(s) will be
deemed intimation to all Borrower(s) Guarantor(s).}

iv. In case the Bank receives any complaint/ claim/ demand from the Borrower(s)/
Guarantor{s), legal heirs, executors, successors, joint owners/ holder(s), etc.
intimating the Bank about inter se disputes and/ or not to hand over the title
documents or hand over the same to person{s), etc. Bank shall direct the
parties to resolve their disputes and thereafter approach the Bank with joint
application signed by all concered for release of such title documents or
obtain necessary direction from competent authority/ court. Till such time, the
Bank shali not be liable to release the title documents to the Borrower(s)/
Guarantor(s) (as the case may be) and shall not be liable to pay any party.

Wealth Management Products

Bank is a corporate Agent and distributor of Insurance and Mutual Fund products
respectively. For any deficiencies in services bank will assist customers to raise their
grievances with the tie-up partners. For any deficiencies in services at bank level raised by
customer, the issue will be examined by the bank and if the lapse on the part of the bank is
confirmed (mis-selling) customer will be compensated as per the provisions of this policy as
given hereunder:

18.1

a)

b)

18| Page

Banc¢ assurance:

Customers account debited in favor of insurance policy without obtaining written
consent of respective customer/ Account Holder. More than one debits against single
consent of customer for insurance policy.

Account debited but insurance policy not issued/ wrong insurance policy issued.
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¢) Mismatch of information on insurance policy from signed application form of
customer.

d) Policy not renewed/ delay in renewal even after timely receiving of written request
from customer.

e) Non-compliance of regulatory authorities.

18.2 Mutual Fund:

a) Customers account debited in favor of Mutual Fund Scheme without obtaining written
consent of respective customer/ Account Holder. More than one debits against single
consent of customer for any scheme.

b) Account debited but units not credited to the folio of investor.

¢) Non-processing of application on time.

d) Wrong scheme selection of investor.

e) Non-compliance of regulatory authorities.

18.3 Demat/ Share trading:

a} DEMAT/ trading account not opened on stipulated time.

b) Shares are not available for sale on trading platform due to any technical/ policy
reasons.

¢} Instructions given on transaction Slip not executed on time/ executed wrongly.

d) Execution of transaction without obtaining consent of investor.

If loss to the customer occurred because of negligence of the Bank and customer is not at
any fault, customer should have zero liability and bank may compensate maximum up to the
actual loss to the customer.

19. - Failure of Transactions while using Authorized Payments Systems:

19.1 Failure of ATM Transaction:

Bank will reimburse the customer, the amount wrongfully debited on account of failed ATM
transactions within a maximum period of 5 working days from the receipt of the complaint.
For any failure to re-credit the customer’s account within 5 working days from the date of
receipt of the complaint, bank shall pay compensation of 100/~ per day to the aggrieved
customer. This compensation shall be credited to the customer’'s account automatically
without any claim from the customer on the same day when bank affords the credit for the
failed ATM transactions.

As per RBI guidelines {(DBR No. Leg. BC.21/09.07.006/2015-16 dated 01.07.2015, para
5.12.b), customer will be entitled to receive such compensation for delay, only if claim is
lodged with the Bank within 30 days of the date of the transaction.

19.2 Compensation for other Failed Transactions (Other than ATM):

Customers use various Authorized Payments Systems such as Card, Immediate Payment
System (IMPS), Unified Payment Interface (UPI), Aadhar Enabled Payment System (AEPS),
Aadhar Payment Bridge System (ABPS), National Automated Clearing House (NACH),
Prepaid Payment Instruments (PPls)-Cards / Wallets etc. It is Mandatory for the Banks to
reimburse the customer for such failed transactions and RBI has as per its circular
DPSS.CO. PD.629/02.01.014/2019-20 dated September 20, 2019, stipulated Turmn Around
Time for reversal of such failed transactions and compensation payment for delays beyond
the TAT.
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The Harmonization of Turnaround Time and Customer Compensation for failed

transactions using Authorized Payment Systems is as under:

commerce) :
Account debited but
confirmation not received at

l merchant’s system.

]| Framework for Auto Reversal and compensation
no| Description of the Incident | Timeline for auto- | Compensation
reversal payable

A ]} v

1 | Automated Teller Machines (ATMs) including Micro-ATMs

a | Customer’s account debited Pro-active reversal (R) of | T 100/- per day of delay
but cash not dispensed. failed transaction within a beyond T + & days, to

maximum of T + 5 days. the credit of the account
, holder.

2 | Card Transaction

a | Card to card transfer Card | Transaction to be reversed | ¥ 100/- per day of delay
account debited but the | (R} latest within T + 1 day, | beyond T + 1 day.
beneficiary card account not | if credit is not effected to
credited. the beneficiary account.

b | Point of Sale (PoS) (Card | Auto-reversal within T + 5| ¥ 100/- per day of delay
Present) including Cash at | days. beyond T + 5 days.
PoS . Account debited but
confirmation not received at
merchant location i.e.,
charge-slip not generated.

¢ | Card Not Present (CNP) (e-

3 | Immediate Payment System (

IMPS) _

a

| Account.

debited but the
beneficiary account is not
credited.

If unable to credit to
beneficiary account, auto
reversal (R) by the
Beneficiary bank latest on
T + 1 day.

100/- per day if delay
is beyond T + 1 day.

Unified Payments Interface (UPI)

Account debited but the
beneficiary account is not
credited (transfer of funds).

If unable to credit the
beneficiary account, auto
reversal (R) by the
Beneficiary bank latest on
T + 1 day.

100/- per day if delay
is beyond T + 1 day.

Account debited but
transaction confimation not
received at merchant location
{payment to merchant)

Auto-reversal within T + 5
days.

%100/~ per day if delay
is beyond T + 5 day.

Aadhaar Enabled Payment System (including Aadhaar Pay)

Account debited but the
beneficiary account is not
credited (transfer of funds).

Acquirer to initiate “Credit
Adjustment” within T + 5
days.

Account debited but
transaction confirmation not
received at merchant location

T100/- per day if delay
is beyond T + 5 days.
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(payment to merchant).

-1

Aadhaar Payment Bridge System (APBS)

a | Delay in crediting Beneficiary bank to T100/- per day if delay
Beneficiary’s account. reverse the transaction is beyond T + 1 day.
within T + 1 day.

7 | National Automated Clearing House (NACH)

a | Delay in crediting Beneficiary bank to T100/- per day if delay
beneficiary’s account or reverse the uncredited is beyond T + 1 day
reversal of amount. transaction within T+ 1 day.

b | Account debited despite Customer’s bank will be
revocation of debit mandate responsible for such debit.
with the bank by the Resolution to be completed
customer. within T + 1 day.

Prepaid Payment Instruments (PPls) — Cards / Wallets

a | Off-Us transaction
The transaction will ride on UPI, card network, IMPS, etc., as the case may be. The TA
T and compensation rule of respective payment system will apply.

b | On-Us transaction Reversal effected in T100/- per day if delay
Beneficiary’s PPl not Remitier's account is beyond T + 1 day.
credited. PPl debited but within T + 1 day.

Transaction confirmation
not received at merchant
location.

19.3 General Instructions covering the Turnaround Time (TAT):

The general Instruction covering the Turnaround Time, definition of failed transactions and
terminology used in TAT calculation is given at Annexure 1.

20. Customer Protection Limiting Liability of Customers in Unauthorized Electronic
Banking transactions.

With the increased thrust on financial inclusion, customer protection, and considering the
recent surge in customer grievances relating to unauthorized transactions, the criteria for
determining the customer liability in these circumstances have been reviewed for electronic
banking transactions.

Considering the risks arising out of unauthorized debits to customer accounts owing to
customer negligence / Bank negligence / banking system frauds / third party breaches, the
rights, and obligations of customers in case of unauthorized transactions in specified
scenarios, are reviewed and a policy was renewed. Guideline for the same is given by RBI,
in notification DBR.No. Leg.BC.78/09.07.005/2017-18 dated 6th July 2017 in respect of
Customer Protection — Limiting Liability of Customers in Unauthorized Electronic Banking
transactions.

20.1 Electronic / Digital Banking Transactions:
Electronic / Digital Banking transactions are broadly divided in two categories as under:

a) Remote/ online payment transactions (transactions that do not require physical
payment instruments to be presented at the point of transactions e.g. internet
Restricted
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banking, mobile banking, card not present (CNP) transactions, Pre-paid Payment
Instruments (PPI), etc., and

b} Face-to-face / proximity payment transactions (transactions which require physical
payment instruments, e.g. card or mobile phone to be sent at the point of transaction
e.g. ATM, POS, etc.)

¢} Any Other electronic modes of credit effected from one entity to another like UPI,
IMPS, & other currently used digital channels being used or adopted from time to
time.

The policy excludes electronic banking transactions effected on account of error committed
by a customer {e.g. NEFT/ RTGS/ IMPS/UPI, etc. carried out to an incorrect payee or
amount), transactions done under duress, claims due to opportunity loss, reputation loss,
other incidental costs, or collateral damage.

Customer Protection Policy is applicable only to those persons/ entities, who are the
customers {Individual/ Non individual) of the Bank as account holder, card holder (credit/
prepaid), etc.

20.2 Limited Liability of a Customer

The extent of liability of Customer in Unauthorized Electronic Banking Transactions is as
under:

(a) Zero Liability of a Customer

A customer’s entittement to zero liability shall arise where the unauthorized transaction
occurs in the following events:

i.  Contributory fraud/ negligence/ deficiency on the part of the bank (irrespective
of whether or not the transaction is reported by the customer).

ii.  Third party breach where the deficiency lies neither with the bank nor with the
customer but lies elsewhere in the system, and the customer notifies the bank
within three working days of receiving the communication from the bank
regarding the unauthorized transaction.

(b) Limited Liability of a Customer

A customer shall be liable for the loss occurring due to unauthorized transactions in the
following cases:

i. In cases where the loss is due to negligence by a customer, such as where he
has shared the payment credentials, the customer will bear the entire loss
until he reports the unauthorized transaction to the bank. Any loss occurring
after the reporting of the unauthorized transaction shall be borne by the bank.

ii. In cases where the responsibility for the unauthorized electronic banking
transaction lies neither with the bank nor with the customer, but lies elsewhere
in the system and when there is a delay (of four to seven working days after
receiving the communication from the bank) on the part of the customer in
notifying the bank of such a transaction, the per transaction liability of the

' 'Restrlcted
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customer shall be limited to the transaction value or the amount mentioned
in Table 1, whichever is lower.

Table 1

Maximum Liability of a Customer under paragraph b (ii)

Type of Account Maximum liability ( €)
. BSBD Accounts 5,000.00

. All other SB accounts.

» Pre-paid Payment Instruments and Gift Cards

. Current/ Cash Credit! Overdraft Accounts of MSMEs

) Current Accounts/ Cash Credit/ Overdraft Accounts of 10,000.00

. Individuals with annual average balance {(during 365
days preceding the incidence of fraud)/ limit up to ¥25 lakh

. Credit cards with limit up to %5 lakh

. All other Current/ Cash - Credit! Overdraft Accounts

Credit cards with limit above Z5 lakh 25,000.00

Further, if the delay in reporting is beyond seven working days, the customer liability shall
be determined on merits and on case-to-case basis. Bank shall convey the decision to the
customer within a maximum period of three months. Banks shall provide the details of their
policy in regard to customers’ liability formulated in pursuance of these directions at the time
of opening the accounts. Banks shall also display their approved policy in public domain for
wider dissemination. The existing customers must also be individually informed about the
bank’s policy.

Overall liability of the customer in third party breaches, as detailed in paragraph a
{ii) and paragraph b {ii} above, where the deficiency lies neither with the bank nor with the
customer but lies elsewhere in the system, is summarized in the Table 2 given below:

Table 2

Summary of Customer’s Liability

Time taken to report the fraudulent transaction from|Customer’s liability
the date of receiving the communication ()
Within 3 working days Zero liability

Within 4 to 7 working days

The transaction value or the
amount mentioned in Table 1,
whichever is lower

Beyond 7 working days up to 15 days

As per the table below
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Minimum  liability of Maximum liability of

Type of Account Customer the Bank
(A) (B)

Category1 % 5,000.00 plus 50% of the| < 10:000-00 or amount

' remaining claim amount as per column (A),
BSBD Accounts whichever is lower
Category 2
] All other SB accounts
o Pre-paid Payment Instruments

and Gift Cards

8 Current/ Cash Credit/ Overdraftis 14 600 00 plus 50% ofT 20,000.00 or amount

Accounts of MSMES\ e  remaining  claimlas per column (A),
Current Accounts / Cash Credit /|, .. o whichever is lower

Overdraft Accounts of Individuals with
annual average balance (during 365
days preceding the incidence of fraud)/
limit up to ¥25 lakh

. Credit cards with limit up to Z5

lakh

Category 3

. All other Current/ Cash Credit/R 25,000.00 plus 50% ofi¥ 50,000.00 or amount

Overdraft Accounts the remaining claimas per column (A),
. o amount whichever is lower

. Credit cards with limit above 5

lakh

Beyond 15 working days No liability of the Bank

The number of working days mentioned in Table 2 shall be counted as per the working
schedule of the home branch of the customer excluding the date of receiving the
communication.

20.3 Reversal Timeline for Zero Liability/ Limited Liability of customer

On being notified by the customer, the bank shall credit {(shadow reversal) the amount
involved in the unauthorized electronic transaction to the customer’'s account within 10
working days from the date of such notification by the customer (without waiting for
settlement of insurance claim, if any). Complaint to be mandatorily lodged in the Banks
internal Grievance redressal system (SPGRS)

Accordingly, the delegated powers for waiver of customer liability in case of unauthorized
electronic banking transactions in cases where there is customer negligence will be as
under:
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A) Committee of GMs at H.O.

1 General Manager (FMA),
2 General Manager (Resource Planning) Up to & Inclusive ¥ 100000.00
3 General Manager & Chief Risk Officer (IRM)

4 General Manager (Operations)

5 General Manager (Transaction Monitoring Dept)

Quorum 3; General Manager Transaciton Monitoring
and General Manager operations Mandatory, any one
from the other three General Manager, the meeting will
be chaired by Senior most GM. In the absence of any
GM, the alternate GM will take his/her place in the
committee.

B) Committee of Executive Director (In charge customer Service)

Consisting of above General Managers (as per the | Above ¥ 100000.00
Quorum

(In absence of concerned Executive Director the other
Executive Director will chair the committee. In the
absence of any GM, the alternate GM will take his/her
place in the committee. )

*Shadow reversal- Unauthorized Transaction if reported by the customer in 3 working days,
Bank to provide the Shadow credit. Shadow credit is the temporary credit given to the
customer for an unauthorized transaction and c¢annot be used by the customer till the final
resolution of the complaint in favor of complainant. If the complaint is rejected shadow credit
is reversed.

20.4 Third Party Breach:

The following would be considered as Third-Party breach where deficiency lies neither with
the Bank nor customer but elsewhere in the system:
+ Application Frauds
+ Account Takeover
¢ Skimming / Cloning
e External Frauds/ Compromise of other systems, for eg ATMs / mail servers
etc. being compromised.

Overall Liability of the customer in third party breached, where deficiency lies neither with the
bank nor the customer but lies elsewhere in the system, is given at point no 20.2 above

Further, Bank shall ensure that:

i. A complaint is resolved and liability of the customer, if any, established within
60 days but not exceeding 90 days from: the date of receipt of the complaint,
and the customer is compensated as per provisions mentioned_above;

ii. Where it is unable to resolve the complaint or determine the customer liability,
if any, within 90 days, the compensation as prescribed above is paid to the
customer; and
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ii. In case of debit card/ bank account, the customer does not suffer loss of
interest, and in case of credit card, the customer does not bear any additional
burden of interest.

iv. For resolution of customer complaint, the existing resolution mechanism under
Customer Service, HO, will monitor the resolution.

21 Fraudulent / Unauthorized Debits through Alternate channels:

Bank has a robust fraud prevention system for various alternate channels viz.ATM, Credit
Cards, Debit Cards and Internet Banking etc. Two Factor Authentication, Generation of OTP,
PIN Validation, MPIN, Transaction PIN and SMS and email Alerts are some of the security
features that support the various alternate channels.

21.1 Compensation to Customers:

i.  The bank would provide immediate compensation in respect of unauthorized
transactions of Debit/Credit Card arising due to cloned cards or unauthorized
transactions in ‘Card not Present Scenario *

ii. Compensation under the Policy will not be available in case of compromise. of
password/security features by the customer.

iii. After it is established that the transaction under question is a fraudulent
transaction, the sanction for reversal/fpayment of compensation to the
complainant for Unauthorized Electronic Banking Transactions shall be as per
delegated powers {per reference) as mentioned at Annexure Hl through a
committee approach.

21.2 Liabhility Shift on account of ATM cum Debit Card Cloning on Bank’s ATM:

In case of fraudulent cash withdrawals through ATM cum Debit Cards, NPCI has introduced
EMV liability process, where, if fraudulent transaction took place at non EMV compliant ATM/
Terminal, chargeback claim can be lodged as per the NPCI guidelines. Such claims will be
examined by Digital Banking Department, Head office for lodging the claims at NPCI portal.
The payment in such cases will be made with the approval of Competent Authority in
controlling office authorized to settle claims arising out of unauthorized/ erroneous direct
debits to customer’s account mentioned at Annexure ll.

22 Bank's Roles and Responsibilities:

a) Bank shall ensure that customer protection policy is available on the Bank’s
website and at branches for the general awareness of public on electronic banking
transactions and make available ready reference to the customer.

b) Awareness on safe usage of electronic banking transactions by the customers
shall be provided by the Bank through sharing of Information/ advisories on Safe
Banking Practices through emails, posters, pamphlets, notice board at branches,
ATM outlets and on Bank's website, Twitter, etc.

¢) Bank shall communicate to the customers for mandatorily registration of their
mobile number to enable the Bank to intimate through SMS alerts for all debit
electronic banking transactions and through email also where valid email Id has
been registered with the Bank.

d) Banks must ask their customers to preferably register for SMS alerts and
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wherever available register for e-mail alerts, for electronic banking transactions.
The SMS alerts shall mandatorily be sent to the customers, while email alerts may
be sent, wherever registered. The customers must be advised to notify their bank
of any unauthorised elecironic banking transaction at the earliest after the
occurrence of such transaction, and informed that the longer the time taken to
notify the bank, the higher will be the risk of loss to the bank/ customer.

Bank will enable and facilitate various modes of communication to customers for
reporting of unauthorized transaction through website, toll free number, email or
through the Bank branches.

Bank shall acknowledge the customer complaint on reported unauthorized
electronic banking transaction with unique customer complaint number, date and
time of receipt of customer's notification. Bank will take immediate steps to prevent
further unauthorized electronic banking transactions in the said account or card.
Bank shall ensure to resolve customer's complaint within a timeline of ninety days
from the date of receipt of customer complaint on electronic banking transaction as
unauthorized. Bank shall either release the eligible compensation amount {(as per
Point No 20.1 and Point No 20.2) as stated herein above) to customer for use or
recover the shadow credit amount by establishing customer negligence.

Bank shall compensate the customer as per Point No 20.1 and Point No 20.2 as
stated herein above if bank fails to resolve the customer complaints within ninety
days from the receipt of customer complaint.

Bank reserves the right to take suitable recovery and / or penal action against the
customer, where it has been established that customer has falsely claimed or
disputed a valid transaction.

Bank reserves the right to suspend the facility to transact electronic banking
transaction on receipt of complaint of banking transaction as unauthorized to avoid
any further loss to the customer.

Bank reserves the right to suspend the facility to transact electronic banking
transaction on receipt of complaint of banking transaction as unauthorized to avoid
any further loss to the customer.

Bank may with prior notice restrict customer facility to execute electronic banking
transactions including ATM transactions, in case of non-registration of mobile
number for delivery of SMS alerts.

Committee for conduct of Root Cause Analysis formed shall periodically review the
unauthorized electronic banking transactions reported by customers or otherwise.
The Committee shall submit its RCA report to the Fraud Monitoring Cell, Customer
Service Committee of the Board and Standing Committee on Customer Service for
suggestions on measures to improve the systems and procedures,

23 Obligations of Customer:

Customer is bound by the following obligations with respect to banking activities related to
Electronic Banking Transactions-

a)

b)
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Customer must mandatorily register valid mobile number and email ID with the
bank and access the alert, messages, emails on real time basis.

Customer must intimate the bank immediately on change of mobile number, email
ID for updation in the Accoun¥ Customer ID along with valid documentary
evidence. Any unauthorized transaction arising out of this delay will be construed
as customer liability.

Customer should also notify the Bank of changes of registered contact address
and other details at the earliest.
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d) Customer shall consent and authorize the bank to block the credit card/ debit card/
net banking/ account in their own interest to minimize likelihood of additional loss.
e) Customer must lodge the complaint at hitps://www.cybercrime.gov.in or call 1930
and report the fraud immediately Or Customer must lodge First Information Report
(FIR) with police station/ cyber-crime police for the unauthorized electronic
banking transaction.
f) Customer should provide following documents to the parent branch to claim
compensation for unauthorized electronic banking transaction.
¢ Claim Form along with Customer letter/ application on details of unauthorized
banking transaction.
¢ Copy of FIR lodged/ Cybercrime acknowledge no for unauthorized electronic
banking transaction.
¢ Proof of success/ failure of transaction.
g) Customer should co-operate with the Bank's investigating authorities and provide
all required assistance to resolve the complaint within the stipulated timelines of
ninety days.

24 Intimation to the customer

Communication to the Customer as referred to in the policy includes SMS/ e-mail alerts sent
to the customers on their registered mobile number/ e-mail ID and also includes any other
means of intimation like details of transactions updated through passbook printing, statement
of account, mini statement, etc. received by/ generated by the customer.

In proving so, it will be sufficient if the communication has been made as above irrespective
of whether customer has read through the SMS/ e-mail alert or the updated entries in
passbook/ account statement/ mini statement, etc.

25 Reporting of an Unauthorized Electronic Banking Transaction by customer

Reporting of an Unauthorized Electronic Banking Transaction by the customer to Bank is
defined as date and time on which customer has reported the unigue complaint to the bank
i.e. from the time and date of receipt of first of first communication as above, whether by
SMS or by e-mail or by updating the passbook or by obtaining/ generating account statement
or by any cother means. Date and time of reporting will be construed as per Indian Standard
Time.

26 Proof of burden of Customer liability:

The burden of proving customer liability in case of unauthorized electronic banking
transactions shall lie on the bank.

Bank shall provide logs / OTP delivery status/ SMS Alerts status and digital evidence on
usage of cards/ Login and Transaction Password/ PIN/ OTP / IP Address/ Mobile
Applications details, etc. as proof of customer's consent/ involvement/ negligence in
executing electronic banking transactions. Content of complaint, FIR, time of transaction and
time of reporting of transaction as unauthorized will also have significance on proof of burden
of customer liability.

27 Reporting & Monitoring

The monitoring and reporting of the customer liability cases shall be done to the Customer
Service Committee of the Board in a structured format as per RBi directives on quarterly
basis. The reporting shall, inter alia, include volume/number of cases viz. card present
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transactions, card not present transactions, internet banking, mobile banking, ATM
transactions etc. The Standing Committee on Customer Service shall periodically review the
unauthorized electronic banking transactions reported by customers or otherwise, as also the
action taken thereon, the functioning of the grievance redress mechanism and take
appropriate measures to improve the systems and procedures during its meeting held every
quarter. All such transactions shall be reviewed by the bank’s internal auditor.

The report put up to the Standing Committee on Customer Service will be as per RBI
guidelines. The report will be based on the parameters viz. volume/ number of cases,
aggregate value involved, distribution across various category of cases viz card present
transaction, card not present transactions, internset banking, mobile banking, ATM
transactions etc.

28 Liability of Banks in case of Safe Deposit Vault/ Lockers:

The Bank shall not be liable for any loss or damage to the contents of the locker arising from
natural calamities or Acts of God like earthquake, floods, lightning and thunderstorm or any
act that is attributable to the sole fault or negligence of the customer.

However, Bank shall take all steps for the safety and security of premises in which the safe
deposit vaults are housed. The Bank shall ensure that incidents like fire,
theft/burglary/robbery/dacoity and building collapse do not occur in the Banks premises due
to its own shortcomings, negligence and by any act of omission/ commission.

The Banks liability shall be for an amount equivalent to one hundred times the prevailing
annual rent of the safe deposit locker in instances where loss of contents of locker are due to
incidents mentioned above or attributable to fraud committed by its employee(s).

29 Force Majeure

The Bank shall not be liable to compensate customers for delayed credit if some unforeseen
event (including but not limited to civil commotion, sabotage, lockout, strike or other labour
disturbances, accident, fires, natural disasters or other ‘Acts of God’, war, damage,
Pandemic, Invocation of Disaster Management Act, by any authority of the Country such as
Central/State/District/Local Authority, damage to the banks facilities or of its correspondent
bank/s} absence of the usual means of communication or all types of transportation, etc.,
beyond the control of the Bank, prevents it from performing its obligations within the
specified service delivery parameters.

30 Customers’ responsibility:

a} Bank will not be responsible for the loss to the customers due to customer's lack of
caution in safe- keeping the Cheque book, passbook, cards, PIN, unsecured
movement of duly issued cheques or other security information and not following
"Do's and Don'ts” issued by the Bank, until the Bank has been notified by the
customer.

b) Customer acts fraudulently and/or acts without reasonable care which has resulted in
loss to him/her. Bank will also not be responsible for the losses arising out of misuse

of lost PIN, compromise of passwords or confidential information, until the time
the Bank has been notified of such loss/compromise and has taken steps to prevent
its misuse.

Restricted

29| Page




%~ pOLCIES ON CUSTOMER SERVICE 2025-26

31 Disclaimer clause:

Notwithstanding anything contained here above, the Bank shall not pay any
compensation in the following cases:

a) Any deficiency regarding loans and advances activities of the Bank.

b} Dishonour of at par payment agreement with other banks, due to non- funding
and security compliance.

¢) Delays on account of non-functioning of business due to factors beyond the
control of the bank the period covered by such events shall be omitied for
calculation of delay etc.

d) Where the issues are sub-judice and pending before Courts, Ombudsman,
arbitrator, Government, and matter put on hold due to stay.

e) Credit Card transactions disputed by customers will be handled as per
Chargeback rules laid down by VISA/MasterCard International/Rupay (NPCI).
The Bank will provide explanation and, if necessary, documentary evidence to
the customer within a maximum period of 120 days

32 Recovery of cost of grievances from service provider wherever applicable

Whenever Bank is required to give compensation for deficiency in service by the
service provider, possibility should be explored to recover the cost from the service
provider, wherever applicable.

a3 Delegated Sanctioning powers for Payment of compensation:

33.1 For Payment of Compensation for Other than Unauthorized Electronic Banking
Transactions:

As per Annexure |l attached with this Policy.

33.2 For Payment of Compensation for Unauthorized Electronics banking
Transactions:

As per Annexure |l attached with this Policy.
34. Validity and Review of Policy:

The policy shall be reviewed annually in tune with the regulatory guidelines issued from time
to time or internal requirements or as and when considered necessary.
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Annexure |

General Instructions covering the TAT:

1.

31|{Page

The principle behind the TAT is based on the following:

a. If the transaction is a ‘credit-push’ funds transfer and the beneficiary account is
not credited while the debit to originator has been affected, then credit is to be
affected within the prescribed time period failing which the penalty has to be
paid to the beneficiary.

b. If there is delay in initiation of a transaction at the originator bank’s end beyond
the TAT, then penalty must be paid to the originator.

A ‘failed transaction’ is a transaction which has not been fully completed due to any
reasen not attributable to the customer such as failure in communication links, non-
availability of cash in an ATM, time-out of sessions, etc. Failed transactions shall also
include the credits which could not be affected to the beneficiary account on account
of lack of full information or lack of proper information and delay in initiating a
reversal transaction.

Terms like, Acquirer, Beneficiary, Issuer, Remitter, etc., have meanings as per
common banking parlance.

T is the day of transaction and refers to the calendar date.

R is the day on which the reversal is concluded, and the funds are received by the
issuer / originator. Reversal should be affected at the issuer / originator end on the
same day when the funds are received from the beneficiary end.

The term bank includes non-banks also and applies to them wherever they are
authorized to operate.

Domestic transactions i.e., those where both the originator and beneficiary are within
India are covered under this framework.

Customer (Card holder) claims arise due to usage of Card at ATMs, involving network
of ATMs / any other arrangement made in future, process of verification shall be
undertaken as per rules laid down by National Payment Corporation of India,
MasterCard Incorporated, VISA Inc. / Other Card Service Providers or the
arrangement amongst the member banks, as the case may be, to settle the claims.
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Annexure IV

Compensation to customers for delayed updations/rectification of credit information
{Reference para 5) Examples of days’ calculation

A. Complaints registered with CIC by the complainant.

Bank have maximum 21 days’ time and CICs have the remaining period, within the
overall time period of 30 days from the date of receipt of the complaint for its
resolution. Compensation payable by the CICs/ Cls(Bank) shall be calculated under
various scenarios as illustrated below.

Case 1

2022.

« Complaint registered with a CIC on January 1, 2022.

* The CIC seeks confirmation from the CI {for e.g. Bank A) on January 12, 2022.

» Bank A provides confirmation to the CIC on February 2, 2022 (21st day would be
February 2, 2022} — no delay by Bank A.

* The CIC resolves and provides rectified CIR to the complainant on February 3,

» Compensation of Z300 shall be provided by the CIC to the complainant for delay of 3
days beyond the permissible period of 30 days (i.e. in this case by January 31, 2022).

Case 2

+ Complaint registered with a CIC on January 1, 2022
* The CIC seeks confirmation from Bank A on January 5, 2022

+ Bank A provides confirmation to the CIC on January 26, 2022 (i.e. within 21 days) —
no delay by Bank A.

* The CIC resolves and provides rectified CIR to the complainant on February 3, 2022

« Compensation of 2300 shall be provided by the CIC to the complainant for delay of 3
days beyond the permissible period of 30 days (i.e. in this case by January 31, 2022).

Case 3

» Complaint registered with a CIC on January 1, 2022
* The CIC seeks confirmation from Bank A on January 5, 2022

» Bank A provides confirmation to the CIC on January 28, 2022 {21st day wouid be
January 26, 2022) — 2 days delay by Bank A.

+ If CIC resolves and provides rectified CIR to the complaindnt on February 2, 2022 -
Compensation of €200 shall be provided by the Bank A to the complainant for a delay
of 2 days beyond the permissible period of 30 days (i.e. in this case by January 31,
2022). « If CIC resolves and provides rectified CIR to the complainant on February 3,
2022 - Total compensation of ¥T300 [ET200 by Bank A and %100 by CIC] shall be
provided to the complainant for delay of 3 days beyond the permissible period of 30
days (i.e. in this case by January 31, 2022).

Case 4
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e Complaint registered with a CIC on January 1, 2022
e The CIC seeks confirmation from Bank A, Bank B, Bank C, Bank D, Bank E on
January 5, 2022 — i.e. the CIC has taken 4 days to seek confirmation.
s For Bank A, B, C, D and E — (21st day would be January 26, 2022)
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If Bank A provides confirmation to CIC on January 26, 2022 — No delay

If Bank B provides confirmation to CIC on January 31, 2022 — 5 days delay

If Bank C provides confirmation to CIC on February 2, 2022 - 7 days delay

If Bank D provides confirmation to CIC on February 4, 2022 — 9 days delay

If Bank E provides confirmation to CIC on February 6, 2022 — 11 days delay
Therefore, total (32 days) delay in resolution of complaint is as follows:

e If the CIC resolves and provides rectified CIR to the complainant on February 6,
2022 Total compensation of 600 shall be provided to the complainant, on a weighted

* & » & @

average basis, as under, for a delay of 6 days beyond the permissible period of 30
days (i.e. in this case by January 31, 2022}

Explanation: The delay of six days shall be apportioned by the Cls/CICs on weighted
average of the extent of delay by each CIs/CICs. In the above case, the overall delay
is 6 days and therefore the complainant shall be entitied for total compensation of
¥600. This needs to be apportioned between all the defaulting banks (in this case
Bank B, C, D and E). Cumulatively, the delay of all the defaulting banks put together
is 32 days (5+7+9+11 days). Therefore, the compensation amount of Z600 shall be
apportioned on weighted average of the delay by each Cls in relation to the overall
delay of 32 days in this case.

¢ Bank A = No compensation

e Bank B =(5*600)/32 = 293.75

e Bank C=(7"600)/32 =¥131.25

e Bank D=(9"600)/32 = ¥168.75
+ Bank E ={11*600)/32 = ¥206.25
e CIC = No compensation

» If the CIC resolves and provides rectified CIR to the complainant on February 11, 2022,
total days taken by CIC would be 9 days (i.e. 4+ 5 days). Total compensation of 1100
shall be provided to the complainant, on a weighted average basis, as under, for delay of
11 days beyond the permissible period of 30 days (i.e. in this case by January 31, 2022):

Bank A = No compensation

Bank B = (5*1100)/32 =%171.88

Bank C = (7*1100)/32 = ¥240.62

Bank D = (9*1100)/32 = ¥309.38

Bank E = {11*1100)/32 = ¥378.12

CIC = No compensation {as CIC has taken overall 9 days)

> & & & & @

« If the CIC resolves and provides rectified CIR to the complainant on February 15, 2022.
CIC has taken 13 days (i.e. 4 days + 9 days) to provide a final rectified CIR. Total
compensation of ¥1500 shall be provided to the complainant, on a weighted average
basis as under, for the delay of 15 days beyond the permissible period of 30 days (i.e. in
this case by January 31, 2022):

Bank A = No compensation
Bank B = (5*1500)/36 = 3208.34
32+ 4 =36 days

Bank C = (7*1500)/36 = ¥291.66
Bank D = {(9*1500)/36 = ¥375.00
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s Bank E = (11*1500)/36 = ¥458.34
¢ CIC =(4*1500)/36 = ¥166.66

» Complaint registered with a CIC on January 1, 2022
* The CIC seeks confirmation from Bank A on January 5, 2022

» Bank A provides confirmation to the CIC on January 28, 2022 (21st day would be
January 26, 2022) - 2 days delay.

+ If, CIC resolves and provides rectified CIR to Bank A on January 31, 2022 (i.e.
resolution done within 30 days of receiving the complaint) - No case for
Compensation.

B. Complaints registered with Cls by the complainant.

Case 6

« Complaint registered with a Cl (for e.g. Bank A) on January 1, 2022

» Bank A provides rectified details to CIC on January 22, 2022 {21st day would be
January 22, 2022) - no delay by Bank A.

+ If the CIC resolves and provides rectified CIR to Bank A on January 31, 2022 and
Bank A provides the rectified CIR to the complainant on January 31, 2022 - No case
for compensation.

+ If the CIC resolves and provides rectified CIR to Bank A on January 31, 2022 and
Bank A provides the rectified CIR to the complainant on February 1, 2022 - A
compensation of ¥100 shall be provided by the Bank A to the complainant for delay of
1 days beyond the permissible period of 30 days (i.e. in this case by January 31,
2022).

« If the CIC resolves and provides rectified CIR to Bank A on February 1, 2022 and
Bank A provides the rectified CIR to the complainant on February 1, 2022 - A
compensation of 100 shall be provided by the CIC to the complainant for delay of 1
day beyond the permissible period of 30 days (i.e. in this case by January 31, 2022).

* If the CIC resolves and provides reciified CIR to Bank A on February 1, 2022 and
Bank A provides the rectified CIR to the complainant on February 2, 2022 - Total
compensation of 200 shall be provided [¥100 by the CIC and Z100 by Bank A] to the
complainant for delay of 2 days beyond the permissible period of 30 days (i.e. in this
case by January 31, 2022).

Case 7
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« Complaint registered with a Cl (for e.g. Bank A) on January 1, 2022

» Bank A resolves and provides rectified details to the CIC on January 25, 2022 (21st
day would be January 22, 2022) — 3 days delay by Bank A.
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« If the CIC resolves and provides rectified CIR to Bank A on January 31, 2022 and
Bank A provides rectified CIR to complainant on January 31, 2022 - No case for
Compensation.

« If the CIC resolves and provides rectified CIR to Bank A on February 3, 2022 (i.e.
the CIC takes 9 days after being informed by Bank A) and Bank A provides rectified
CIR to the complainant on February 3, 2022 — A compensation of Z300 shall be
provided by Bank A to the complainant for delay of 3 days beyond the permissible
period of 30 days (i.e. in this case by January 31, 2022).

+ If the CIC resolves and provides rectified CIR to Bank A on February 3, 2022 and
Bank A provides rectified CIR to the complainant on February 4, 2022 — A
compensation of 400 shall be provided by Bank A to the complainant for delay of 4
days beyond the permissible period of 30 days (i.e. in this case by January 31, 2022).

* If the CIC resolves and provides rectified CIR to Bank A on February 4, 2022 and
Bank A provides rectified CIR to the complainant on February 4, 2022 — Total
compensation of ¥400 [Z100 by the CIC and ¥300 by Bank A] shall be provided to the
complainant for delay of 4 days beyond the permissible period of 30 days (i.e. in this
case by January 31, 2022).

« If the CIC resolves and provides rectified CIR to Bank A on February 4, 2022 and
Bank A provides rectified CIR to the complainant on February 5, 2022 - Total
compensation of £500 [2100 by CIC and 400 by Bank A] shall be provided to the
complainant for delay of 5 days beyond the permissible period of 30 days (i.e. in this
case by January 31, 2022).
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Annexure V

Best Practices for Cls

1. Instances of non-updation of repayment information couid be avoided by centralizing
the issue of no objection certificates (NOCs) and providing information to CICs.

2. Customer grievance redressal should be given top priority especially in respect of
complaints relating to updation/ aiteration of credit information.

3. Grievance redressal in respect of credit information should be integrated with the
existing systems for grievance redressal. Aspects relating to customer grievances pertaining
to credit information may also be an integral part of customer service policy of Cls.

4, Cls should give full customer information to the CICs. For instance, identifier
information like PAN number, Voters ID Card number, etc. is not provided by Cls for all
records.

5. First time borrowers’ loan applications should not be rejected just because they have
no credit history.
6. With a view to decreasing court cases involving Cls and CICs, complaints need to be

addressed by them on an urgent basis. Cls should have a structured process of complaint
redressal for which a Consumer Protection Committee under the Board should be
constituted.

Restricted
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Annexure VI
Limited Liability of Customer

*Examples of working days calculation mentioned in Table 2 of para 18.1.2
1. If a customer from category 1 has lost ¥ 6000.00 in a fraudulent transaction
treatment would be as under:
i. If Time taken to report the fraudulent transaction from the date of receiving the
communication is up to 3 days - Zero liability of the customer hence Bank
would reimburse ¥ 6000.00
il. ¥ Time taken to report the fraudulent transaction from the date of receiving the
communication is from 4 to 7 days — Customer’s liability will be ¥ 5000.00,
hence Bank would reimburse X 1000.00
iiil.  If Time taken to report the fraudulent transaction from the date of receiving the
communication is from 8 to 15 days — Customer’s liability will be ¥ 5000.00
plus 50% of remaining claim amount i.e. ¥ 500.00, hence Bank would
reimburse T 500.00
iv.  If Time taken to report the fraudulent transaction from the date of receiving the
communication is beyond 15 days — No liability of the Bank.
2.  If a customer from category 2 has lost ¥ 30000.00 in a fraudulent transaction
treatment would be as under:
i.  If Time taken to report the fraudulent transaction from the date of receiving the
communication is up to 3 days — Zero liability of the customer hence Bank
would reimburse ¥ 30000.00
il.  If Time taken to report the fraudulent transaction from the date of receiving the
communication is from 4 to 7 days — Customer’s liability will be ¥ 10000.00,
hence Bank would reimburse ¥ 20000.00
iil.  If Time taken to report the fraudulent transaction from the date of receiving the
communication is from 8 to 15 days — Customer’s liability will be T 10000.00
plus 50% of remaining claim amount i.e. T 10000.00, hence Bank would
reimburse ¥ 10000.00
iv.  If Time taken to report the fraudulent transaction from the date of receiving the
communication is beyond 15 days — No liability of the Bank.
3. If a customer from category 3 has lost ¥ 85000.00 in a fraudulent transaction
treatment would be as under:
i. If Time taken to report the fraudulent transaction from the date of receiving the
communication is up to 3 days — Zero liability of the customer hence Bank
would reimburse ¥ 85000.00
ii.  If Time taken to report the fraudulent transaction from the date of receiving the
communication is from 4 to 7 days — Customer’s fiability will be T 25000.00,
hence Bank would reimburse X 60000.00
iii. If Time taken to report the fraudulent transaction from the date of receiving the
communication is from 8 to 15 days — Customer’s liability will be ¥ 25000.00
plus 50% of remaining (60000.00) claim amount (subject to banks maximum
liability is ¥50,000/-) In this case i.e. ¥ 30000.00.But Bank's liability being
maximum ¥ 50000.00, Bank will pay Rs 50000.00 only as against ¥ 55000.
iv.  If Time taken to report the fraudulent transaction from the date of receiving the
communication is beyond 15 days ~ No liability of the Bank.

YW
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