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t, lnlroducllon
ln th6 present scencrio of compelitive bonting, exc€llence in curromer service is the
rnos, impodonl lool for susioined Ousiness growfh. Cuslorner co{nploinis ore porl ol
lhe businoss iire of ony corDorole enlily. This ,s .ncre so fo, bonks b€cot5e bonks ore
service orgonizolions. As o service orgonizolion, cuslorner service ond cuslomer
solisfoction should be the prime concsrn of ony bonk. The bonk b€lieves lhot
providing prompt ond etficien't service is essentiol nol only ro oitroci new cuslomeG,
bul olso to reloin exisllng ones.

This polcy documenl oimr lo lrsme o slrong hlBmoi grievonce Redrerrol m€chonirm
wilh inlegroted conlrol ond Review system olone with o rool couse onolysb. Bonk olso
oirlrs lo redress curlomer comploinls within lu.r oround tine to oid in mointoining ond
refreshing the Customer Relorbnship. TFe Grlevonce Redressol mochinery/system will
anoble lo idenlify lhe gops in the bonklng 9yglem so thol conectlve ocrions con be
put lorlh entJring lhot shorl ccmingr do not occur in fuh/re by woy of underloking
prevenlive meOtures.

ln order to moke bonk's Redressol tn€cnonism more rneoningrul ond effoctive, o
slruclured system is buill ond thit syslem snsures fhol lhe Redressol sought is jusl ond
foir ond b permlsslblg wlthin th€ given tome.work of rules ond re€ulotion This Policy

document is mondolorily rnode ovoiloble ol o[ broncnes onc premises ol the bonk.
Ihe ernployees ore mode owore oboul the Comploinf nondling prccess, th!-ough

inlernol lroining process like isuonce ol circvlots from 'irne lo rime, by conduc'ing
stoff meelings ond cusiomeG meerlng elc,

2. The cualomel comriloinl o 3et due lo:
o, Ihe otiil!d no' cspecls in ceoling w::h c\Jsrc

e'O theb. lnodeqeocy of :ne ir.rnclions/or"onge

cusiomers or gops in ttondcrds of servic

rendered.
c. Iechnology reloled

lu serv,C eSe

lPage

Ihe bonk'! oollcv on Grlevonce Redre'rol functlons on lhe pollcv.
o) Cuslomer b€ lreolad foidy ol oll limes
b) Comploinls raised by cuslomeB ore deolt with courlesy ond on time
c) Ecnk will r":o:rdie oilccrplo nls etficien'ly. ic[ly ord .n o ime bolrnd monner.
d) Customers ore fufiy inlormed ol ovenues to escolote iheir

complolnts/grievonces wif hin lhe o(gonizolbn onc their right! lo olternoiive
remedy, if they ore not lully sotisned with lhe response of lhe bonk lo their

cornploints.
e) The bonk employees rnust work in good folth ond withoul preiudice lo th€

interest of the cuslorner
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2.1 't e cuslom€r is hovino f-i, . gh' to regbler his/'ler ccmplain' if h€/she s nol
sotisfied w;th the geMces orovided by lhe bonk. A caslomer con give his/her
comploinl or gJievonc6 in w4ling. o.oliy in p€rson. ovor telephone o( by e!'noil
to the bonk or io ih€ Conloct Cenlre wilh dedicolsd ioll F'ee Line. ihe
cuslomer sholi be foclli?oted wr'tF o link lo rodg6 Onlina comploint dieclly
from lhe Bonk web poge i.e. SPGRS Po.tol.

2.2 Cuslonrer 3hoil be mode owore of his dghts fo opprooch lhs RBI lntcgroted
Ombudsmon in cose fre/3he is nof sotisflod with fhe bonk's responie, As such.
in lhe finol lel.er sent lo lhe cuslomer, oonks sholl indbole lho? rhe

corrploinonl con olso cpp'ooch lhe R8l inregrct6d Ombudsr'non, whetevar
lhe complqint i5 mointoinoble ond fots under the purview ot lhe Reserve 3onk
lntegroled Ornbudsmo. Sch€m6(RB-lOS). The detoils oF rhe lnregrolod
Ombudlmon cs per RB IO Sateme will olso ce included in rhe letle( i.e lh€
oddrers ol Cenirolised Recelot ond Procossing Cenl'e(CRPC) oI RBI: ?eservs
Bonk of lndla. llh ttoo.. Sector 17, Chondigorh, 160017 , lhe RBI Crvts site :

www.cms.rbi.oro-in ond R3l Conloct Cenlre : 1dad8.

2.3 !l Cuslom€r Cornploint is not rosolved within 3C Ccys/ o mc,rlh frorn dol6 ol
lodging lhe cornproinr or il he/lhe is ncl soti5fied'rilh lhe sclulion provided by
the bonk, ne/she con opprooch RBr lnlsgrotsc Ornbudsmon or CPGRAMS
(Centrolhed PJbllc G(ievonces Red,ersol Syrte,n- Govr ot lndio. Drs portol)
with his/her co.nploinl or c'her legol ovenues ovoilobie fo. Grievonce
Recressol.

2.4 Bonk sholl give wide publ€;ty ro the Grbvonce Reoressol Mochinery through
odv€iisemenrs and olso by plocing lhem on ils ofiiciol website.

3. lnlemol Mochlnerv lo monllor o1d revlew Cuslomer s

3.I Cuslomcr SeMce Commtltee o{ lhe Boord (CSCB)

Th6 commiltBe woulo deol with lhe Cuslomer Service ond Grievonces issues
relcted io Oeposils ono Advorces.'he ccnnm:.196 r^rr.,ld olso exc.l.ine ony orier
issues hoving o beoring or lhe qLolity of customer seNice ,,ender€d. I,')is

commilleo would olso review !he funclioning ol stonding commi ee on Cuslomer
Service. Tha CSCB sholl focililo'e oppoinlmenl cf lO {lrtelnol Ombudsn on) ond
doce lhe Inlemol Ombudsm(rn ot lhe Apox porilbn of rhe Bonk's tnrernot
Grievonce Redr$soi mochintsry. -he CSC3 shorl esroblist- c sysle.n o. oLf $'
ascolorion ot complolnls rhc! ore podly or wholly rejecfed bv the ht
Grievonce Redreslol Mechonisrr to rhe lnternot OrnbucBmon for o finol decisio
ond opprove on SOP lslondc.d Coeroti.g procedu.e) to llt Bffect Ire CSC
sholl hove o system lo dbcuss ond celtberore upon the cosei where lhe decision

i2

o-l

"l
the iQ ho3 been reiected by lhe Bonk, whict is to Oe done !,rith the opprovol
ED. The CSCB sholl opprove lmpbmenlolion ond usoge of centro,ised syslem
h?emol Grievonce Mochinery tor effeclivenesg.
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t, Slqndlnd Comrfi$oc on Cu3lom.r s€wlce
The Slonding Committee moy be choired by the MD onc CEo o( the ED. ond
includes Senlor execulives ol th€ bonk ood non-officbls os ils memben la enoble
on independenl feedbock on the quolity ot cuslomer service renderod by the
bont. The cornmittee wo{rld hove lhe tollowing ,lrnclions:

{o) Evolusie feec!.bock on quolity of cuitomer seryice received lrorn vorious
quorteB. Ihe qornrnitlee would olso reyi€w cornmenls/fe€d-oock on
cuilomer soMce ond implemenlolion ot corimilmenls in the Cod€ of Bonk's
Commitments lo Caston!ers .eceived from BCSBI/RBr.

(b) The Commrifee would bo resoonsible to ensure lho'oli regelolory instruclions

'egorcring customer seNrce ge tcilowed by lne bonk. Ioword! lnis, the
committee would obtoh necessory fee+bock hom R€glonol
MonogeIs/lunctlonol heods,

(c) Ihe committe€ olso would conlider urresolved comploints/grievonces
referred lo : oy fu']ctionol heoos r€soonsible for Redressol ond offer tnei.
cdvrce.

(d) The committee would subr.il reporl on ils performon.6 19 the cu5iomer
lervice co.nrnillee ot the boord ol quorl€rly inlervoh.

3.3 Brqnch [eve, Cu3lome] Servlgg

Bonk to conrtitule groncn Level Custorrer Service Ccmmillee neoded by
Eronch heod. The Commiitee moy meet ot leost once o monlh {15!h cf every
month, if l5h it nolidoy nexl working doy) lo sludy corrploints/ suggeslions,
coses of deloy. difficullies foced / reoorled by customeG / membefs cf lhe
Commillee ond evolve woys ond m€orE of imorovng cuslomer service.

Ihe Commitlee ocl5 os o forurn to enobie cusromeB m6el ond inreroct wlth
the senlor ofticiols of rhe Eonk with the forlowing objecliver:

(o) Collect customer fee66s61 96 teilr'icer provid€d by the Boni(
lbI Reduce inlormotion gop oelween cuslorners o.xJ Bon(
{c) Most importonlly build trus1 omongsl cuglonrers

The brorch teyel corri.nittees rnoy rubmil .rjonthly report lo Centrol office ol
tfie bonK cJnd consolidored quorterly reporl of the brorches will be Submitted
os inputs / suggestions 10 the Sfonding Commiftee on Customer S€rvice thus
enobling the Stonciing Comrnitlee io exomine lher ond relevont
leedbock to lhe Cusfomer Service Commlllee of
pofcy / ptocedurol ocllon.

ess ory
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3,4 Pdnclool Nodd Officer aPNOl ond olhGrdorlonoled oftciol3lo hondb comploldt
ond odevoncct

Bonk would oppoinl o Principol \odol Officer of the ronk cf Gen€rol Monoger lor
;ls eqJivolent) who will be resporElble to. the implemenlotion ot customei iervice
ond comdolnt hondling fo. th€ 6nlie bonk. The bonk moy olro oppoint olher
Seslgnoted o'flcers lAsslstonf Cenercl Monoger ot arie. tvlonoger) ot gpecifled
centres os Customcr Relotio,l a)ficer o' Regionol oflices lo ho.die cuslomer
gfievonce3 in respect of oronches under lheir conlrol. :he .rome ond contoct
detoils ot Principd Nodol Oificer {s) will be dBployed on bronch notice ooords.

Ihe contocl deloils includlng norne, comprere oddress, 'elephone numb€r, emoil
oddress elc of the errncipol Nodor Officer wiil o8o be dEdoyed in rhe bonk's
website.

4. Mondoiow Dlrolov leouhem€nli:
CL Appropriole o,rongernenl for receiving cornpltrinls ond suggestions.
b. ]'ne nome. oddess ond contscf number ot Nodol Officer ot Rogionol

Cftice/Cenrrol office
c. Contocl de'loils of RBI hlegroteo OmbiJdsmon.
d. Toll free telephone number for lodglng comploints ove|telephones
6. Cod6 of bonk's commitr:renrs to ciJstorners/Foir Proctice code.
f.. Ihe nomeond oddress. direcl conlocl number onc emoil odcf,ess ol the officiol

to b€ conlocted roledressol ot 'he cornokf,inls
g, At every b.onch ct lne bo'r( c noiice reqJesling lnc c.rsron"e6 to rneef i.ie

borch rnonoger moy be disployed regording gtbvonces, if the g]i€vonce!
remoin un-recfessed

h. B.orch will ensure thol the con'pioint regbleB ore (epl ol prominenl ploce in

th€ir brorches which woukl moKe il possible fo{ customeB lo e er lhek
comploinls. B,ronches mus'f otlend the comDloinls enlered in lhe cornploint
regbter ond uodote the sore in SPCRS, os fhe cose rnoy be.

l, Bonk will disploy in ils otficioi websile. lhe nornes cnd other deloils ol the ofliclols
of the Heod Office/Regionor Off'ce who con be (;onroc'ed 'or redressol of
comploinl3 including lhe nomes oi the Nodol Officers /Principol Nodol Otficer.

5. Eelgldleod-qElgsser
Bronch Monoger b respon3ible fo{ the resolulon of complotrrls/grievonces ln respecl
of cuslomer's servlce by the bfonch. Broncr,Monoger / Regionol Monoger/ lieod of
tha Deportmenl ol Centrol Otfice 13 responsible fcr resol.Jlicnl .Redressol of Cuslomer
grievonce3 r€speclive y ol oroncl'/ RO/CO depending grcvity ond nofure,
escolotion in thelr conrrol o'ecs 'he PNC ond 'he Dgpor'rne'rl J'
C€ntrirl office it responsible 'or lhe t.te.!'lol G e '.{d&e5 slem c'ld ils

ts,received
4lPage

effectivenesg. rle would be Iesponsible for e

'l 2 HAR 2tr?l



€o
lndlon Overseos Bonk

Cu3lomer Grievonce Redressol Pollcv - 2023

ol the bronches. l'i is hjs fo.emosr duty lo see fhor the Cornplolnl shoud be resolved

completely to lhe cuslomer's soritfoclion ond il the cuslomer is nol soligfled. thon he

5hould be provlded wirh olternote ovenee! lo sscojote the issue.

A complete reply should be given to lhe complcinonl to lhe exleni possit e, in coses
\^/here rn6 conlenlion of the comolornont hos nol been occepled by lhe Bonk.

All comploinis lhol ore Rejected or Portolly Acceoted which comes under the
provilions of lO Scheme should be referred to the lnternol Ombud:mon of the bonk
for his observotion, before 'te Principol Nodor Officer cornmunicoles his decision
regoroir€ lhe comoloint lo "re comploinonr. rf 'Fe c\,slo.ner is Still nol sotisfied, he hos

oplion lo go lo RBI lntegroted Ombudsmon wilh his complolnt or olhd qvenuas

oyoiioble for Grievonce Redrestol.

I lhe bronch rnofloger teels rhol it is nol possible ot h'6 level to solve lhe problem, he
con refer the cose to Regionol Oflce for guidonce. Similorly. if Regionol office finds

thot lhey ore nol obl€ lo solve lhe problern suc,r coses .noy be referred to lne Gsnelol
Monoger (or its equivolent), Cuslomet Service Deporlmen'. Cenlrol Office who is lhe
Princiool Nodol Officer ot the 8onk.

Bonk should idenlify oreos in which the number ot comdolnls ls lorge or on lhe
increose ond consider consliruling speciol Squods lo look in'o comdoinls on lhe rpot
in bronches ogoinst which there ore frequenl comploints.

The comdoints reloling lo the nonccmplionce ol Code of Commihenl will olJo b6
f esolved os loio down undar the @licy.

Ine ccr"rploinls e.nonoling frc-,l ru.a. oreos ond those reloli^g rc fjnoncbl ossislorce
1o Priority Seclor ond Governmonl 5 Poverly Alleviolion Progromm6s olso forms porl ol
Grievorce Redresso' Mechonism.

6. Time frome

ln complionce w,lh Domodoron Commltlee Rgcommenootions. bonk will occept oll
comoloinls. An ocknowledgemenl will be sent to the comoloinon, wllhin 2 doys from
dole of receipt of comololnt. Cornploini ore bei"lg onolysed in th€ righl perspeclive
becouse lhey ind?ecfly re veol o weok spol in rhe \ /orking 3l the bonk. SpecFic lime
scheoue is evolveo For hondiing cor.rploin,s ond disposing rhem.

[ve^ trovgn code of cornmilme'1f oermilt Redrtssol nove rn cuf
policy stiou;oled spectllc rine torre 'ry 'esolulion corn0iot indicoted

i I uAs 1ur
a: l;.
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l. Deflclency in

normql Bonklng
3ervlce5

2. Deflciencles ln
Normol Bonklng
serYlce! whlch moy
resull ln monelory

I lois lo lhe cu3lomer,
rubject lo pollcy
guldellner os per
comPen3ollon
pollcy

(A) Dkectly kor eubfic

(8)Covt ct :ndio/ RBrl

Rgl lntegrot€d
Ornoudsmor:
(A) Oireclly from Pubfic

(l) Govl o, lndio/ RBI/

Bqnking Ombudsmon

Ilme rchedule for re3olyinq the comolqlnls:
Comploinl due lo Received from Perlod lor Redres3ol

(A) 30 doyr !.crn dofe of receipt

(B)10 doy! 'rom lhe dote ol receiol

(A) Nornolly wilhin 30 doys from
lne Dole of Receipt, h the coses
raquiring detoiled invesligotion by
bronch o: exlernor Agency, lhe
sel+lerren' oeriod moy go beyond
30 doys.
(B) Norriolly within l0 dcys from
ll-re Dote ol Rece;ot, ln thg 6q565

'equiri.g oetoiled invesligotion by
Orcnch or exrernoi ogency, the
selllemeni oe4od -oy go beyond
l0 doys

| 30 Oovs lrom tne Dole of Receip, in
i cose cf Di.ect Receipl ftom Public

3. Stol{ Attltude (A) direcrV 1om Plblic

(8) Gov' of hdio/ RBI/ (C)10 dcys from lhe Dole of
Bonking O"nbudsmon I Receipt

Ofher Mqtlers Direc'tly ho.n Public or
rhrough GOI/RBUBO

cnd 'J doys frorn ihe Dole of
Receipt in coses of GOI/RBl/8O

All lypes of complolnl! recelved rrom Pentloner!/s enlor cltlzens ore redres!ed
wllh utmosl prlority ln leorl posrible lutnoround llme,

7. Comololnts received lhrouoh vorlous Eh-e!!gl!;

Ccmplolnls ore receivad oi 'he bor]k lhrough voious cFoanels viz.

o, Lelfer. E-moil, Over Pncne, otol, Oirecl in p6rson. sc,tiol medio 6tc.
b. Toi freo number l8m 425,(455 & 1@890 4445

c. slondordhed Publlc Grievonces Redressol Sysiem

d. RBI Integroled Ornbudsmoi
e. Govt of lndio Poriol (CPGRAM/NGRAMI
l. Complointt receivod ogoinsr Sonk's Culsourced v

SPGRS

e

i 2 LAi 2021
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(A) 7 doy! from the Dole of Receipl
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o) The Bonk hos integroied oll comploinl chonnel under Srondordlsed Publlc

Cievonces R edrcsso I Sys terr { SP ORS I porlol. ggEElghlr-glgllte.ldsd&ie
Lecelvcd ol onv premlses ol lhe Sonk Vlz.. Bronch. onv O6ob' ol Reqlonol

9mce. CenholOttice on
mondolo,ilv entered lnlo SPGRS bv lhe reclolenl deoorlm€nl.

b) Bonk will hove o sysiem of ocknowledging the comploinb whe.e lhe
complolnts ore received through lelters /forms.

c) Comololnt recctved lt{ouah Conlocl cenlre3 (roll Free numberli
An Oulsourced Conloct Cenlre i5 functionolwiih toll iree number l8@ 425 4445

& !8@ 89O 4445. Bonk sholl focilitote the eystem, so lhol the Contocl Cenlre
ncndolcrily lodges oll co,np oint! 'eceived cy lhem rhrough loll free line in'o
gonk's SPGRS Portol besioes rnolnloining tnet own oockel/record.

d) SPGRS (Slondordliod Publlc Grleyonca Redrsrrol svrl.m):
ln complionce lo Oomodoron Commitiee recor.n€ndollons. Ministry of
tinonco Oirective on EASE. RBI Guidelines. Centrolised Grievonce
Monogement ond Repo(thg sysfem colbd os SPGRS sholl oe in Ploce 'or
effective Grievonco Redressol in t1e Bonk, The Syslern snoll be rnode eo5ily
ovoiiobie ond occessibie ,nleracily for olt officiols/ 5lofl ond should olso be
occessib,e lo oll cusior'rers 01 rhe bonks public site nllps:l/www. lob.in ol o
dedicoted ploce. Ihe Applicotion sholl focilitote entry of grievonces inio the
system ol ony poinl or premises of lhe bonk by ony bonk oFflciol where the
complolnl is received. The Jystem sholl outomolicolly ocknowledge lh€
cugtorner once lha comploirl ig lodged by woy of SMS/ Emoil. "he syslem sholl
locilitqte reol lime lrocking lo lhe cuslomer dirocl online from public website.

Ihe syslem sholl olso locililote coileclion of feedooc( dtecl hom cuslome, on
lhe quollly ond lirne gf Redressol. Ihe syglem stloil olso hove o mechonism to
oulo escolole lhe comploinls to nexl hlghor levoi os per lhe deflned escololion
moirh.

Ihe bonk Sholl nove o technoiogicolly oided cenrrorlsed pk liorm lor lhe
lnternol Grievonce Mocl-,lnery nomed os SPGRS lstondordiJed eublc
Grievonce Redrossol Sysier) 'hot aote.s lodging, .ecording. escololion. ond
Redrassol. Ihe soid plottorrn shoil oulomoricolly ocxnowledge the
comploinonl. rhe soid sysler sholt ollow direct iodging of complalnts Oy
c.Jstorner ihrough Cnline ponoi irom Bonks publi The Bonk rholl
focilltote to obloln f oedbock on th€ quolity on comploints
from the customer. the Sys'fem sholl olso orov
:rock lhe reol time s.olus ol the comploinl. ,

'y 'o th oino-tt to
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e) Complolnl lhrorJoh RBI lnleqoled Ombudsmon:
Eosicolly, lhe complo;ncnl sno l otrc,'cocl^ lf,e ia r-regroted O,nbLdsmon if

his/her cornploin, ot bonk is nol reoressed or no solsrocloweply is received
within 30 doys ot ti.ne ono hos the Opinicr./ vlews of l:rernol ombudsmon.

RBI 'ros rlorteo lhe RB-loS lRese.ve aon(-lnteg.oted O'nbudsmon Scherre, 2O2t )

t,orr 12.1 I .2021 . Ihe Schsn e lntegrores llle exisling three O.nbudsmon Schemes
ol RBI nomely. {i) the Bonking O"nbudsmon Scherne. 2006; (ii) the Omb\rdsmor
Scherne for Non€onking Finonciol Componies. 2018 ond {iii) the Ombudsmon
Scl-reme f or Digilor Tronsociions. 2019.

ln coses where lhe comploinont hos opprooched fhe BO before lh€ lO hos
exomlned lhe comploini. the Soni( sholl obloin the viev of lO ond ;nclude lhe
vi6ws in the reply suomissbn to the RBI lntegroled Ornoudsmon. In olh€( words,
the decbion of lO sholl be mondotoriv included in th6 intormotion n bmitled by
bonk lo the lntegroted Ombudsmon wfrlle rospondlng to lhe comploinls
recelved from hiegroied O11budsrron.
Bronches ..iill reply to the aomploirls reterreo 'c thef n by lntegroted
Omoldsmon os per ihc ncrirs slioJloleo oy ?eserve 3onk - lrlegroleo
Ombudsmon Scneme. The Redressol of lhe ccmplolnf wlll be on the bosis of
docbion / o./ord giver by RBI lntegtofed Ombudsmon. I.!e lnlegroted
Ombuos.non will cbs€ the co'r.ploinrs bosed on lhe replies senl by the Bonk.

Decision to prefer opoeol ogolnsl lhe oword by lnlegrcled Ombu*rnor w:ll be
loken cn o cose-to-cose ccsis. f decided to nonour the oword, it will be
impbrnenled witrin the lrr,'rc r.o.ne ci si:pulofed 3y lntegroled Ombuormon
sctEme 2021,

0 Comololnt thouott CPGRAMS (Govl ol tndh Po.lou:
Bronches will repv/ respon d within 3 doys to lhe conqcloinl forworded to them
by CuJlom€r Service Deporlrnen! for the comploin? received through CPGRAMS
porlol. Appropria'le ocllon on the pend:r€ public gdevonces should bo token
by Uonches/ ROS/CO o€por',nenls rrreoioleiy cs per lhe grovity of lhe
gdevonce ond i' should 3e ensrred the cornpicinonls ore Iniormed by ihe
concerned outh-.ri1ies by se'ri'rg a rep;y oao o copy cf '.e sc..re be .plooced
on CPGRAMS po.tol. The cusron:er service deporlmenl w'li e ..te replies,/

responses given by lhe bronches in CPGRAMS pqtol. o
wil be closed by lhelr sysle.r. uu,i

i i rrR m?l
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Codg bv bonks ooenl
,n ine evonl ot tecelpf of ony comoloint from the customer thot the bqnk's
Oulsourcod Agenls/RepresenlolNe/ q DSA (Direct Selfng Agenl) hos engoged
in ony improper condrrcl orocted in violotion of lhe Code o, Bonk's Ccmmilmeni
to Customers \^/hich the bonk h6 odopted voluntorily, lhe bonk i5 commitled lo
redress the molter by Lodging inlo Bonk's SPGRS Portol & inveslklole lhe molter
ond endeovour lo com,'nunicote the findings to lhe cuslomer w:thin 7 working
doys ftom the dole of receipl o' comploint ond whe(ever juslitied, comoensole
lhe cuslomor for finonciol loss if ony. The grievonce relofed to outSourced ogents
io be got resolved lhJ'ough the ouisourceci ogency \^/ilh oppropriote
.ecovery/cornpensotion 'rom tl"e ogency oniy.

.,, ln cddition to obove suggas'ions/ comploinl box should be ovoiob,e in oll
bronches. ln oll honches ore hoving o comploint oook/ reglsler wilh perforoled
copie! in eoch set. Ihe customer con wrile or give orol comploin' whicl will be
recorded in lhe comploinl register by the omciols ond ocknowledgement. will be
given lo 'the cuslomer. One copy of such comploint will oe lorworded ro

conlrolling office. The comploinl received trrrough this mode lthrough suggeslion
box) or through register wlll olso be lodged ir SPGRS.

7,1 lnlernol Ombudsrnon:

Ihe Bonk hos oppoinled |nlernol Ombucbmon crs per RBI guidelines {,O Scheme)
os on oddilionol ouihorily. independenr in nolure ond is ploc€d cr the Ap6x
Position of lhe lnternol Grievonce Redessoi moch,nery. Tne tO gholi not e'llertoin
Firsl Resorl complolnts. Th€ Bork Sholl mondolorily ref6r oll the Pcrliolly occepted
ond Fully relected comploinis lhol comes under the provisions tO Scheme to lhe
Internol Ombudsmon for exominoton. Brcnches/ RO,/veiicols 01 CO shollforword
oll such rejected comoloints to Cuslomer Service Deporlmenl to locililote turlher
inspeclion ond decision for reterrol io tO. tO moy cc.]cur wilh he views of rhe
bcnk or give o decision ogoinsi .he ocnk. 'he Decision of lO will be binding on
the conk.

7.2 Apoeollnq to Hioher Foro:

where the policy issues ore not invofued, Bonk shoutd corefully weigh the cost
ospects before oppeoling og
Cor.rrll Lower{eYel Civir Co,Jrt

oinsl ihe d6cision of lowet like Consumer

lPate
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7.3 Cutlomer Sarvlcs M€ellno durlno lnlernol Audlh
Eonk hove the policy in ploce lo ccnducf cuslomeG meeting lhrough elhic qBlA

lnspection ond concinent cudil of 'he oroncl.es.

,.4 Redrallol ond Closura of comololr i:
. The stoke of lnlernol Grievonce Redrojsol mocninery lies wrth pNO who rs the

Generoi Monoger {or ils eo,.,:voleot) ot Cas'o.ne. Servce Deportmen: ond hls

Deporlmeni. i.e. CSD ol Cer,rrc,Office.
. Tne Sloke of clorure of corrrploinls lie wirh Ctrslomet SeNice Deporlment tor

Non-Dlglfol complolnb.
. Ihe stoke of closrre of comploints lle wilh Diglloi Eonking Deportment for Dlgllol

complolnlr.
o Ail Fulty occepted Comploirls shc Oe closed once lFe gievonce s redre$eo.
. A[ Portk ily occepted (Portiolly reiected) ond FulV Rejecled comploints lhot

cornes und€r provisions o[ lO scnerne. ghorl be refened to |nlernolombuolJrnon
for oxominolion oncj opinlon ond oppropriole clos\xe sholl be done ofler thol.

. Any ccmploint regordir€ bon, on noFobservotlo. of lime norms fo( Sonclion/
dsbuGololone wfll be lreoled os comploint.

E. Bcoldllon Molrlx
Eronches /ROs/ depodment ol Cenlrol Otfce shourd endeovour to ensure thol
lhe complolnt / grievorces I reso:ved ol lhe eodlest ond no'oom is given to.
escololion of complo;nls/ grievonces. The escololion motrix gives the time

ovoiloble for ihe differenl loyers fc. resolulion of fhe comp oinl ond 'he escorolion
'c, tne ri r cutnortlies,! llle'esc,lJ'ioa:s nc' io'e o- 'lme.

Sl. No Lodgemenl I oov ot Doys ovolloble lor
redrersol
l0 doys

Regionol Ottice ' rh Doy l0 doys
'C dcys

_lI

repv is nof receiv€d within 3C dcys, lhe cullomer c
Ombudsmon tor redressol of the grievoice.

J

The comploini received !n ony form is ri,sl k dged wirh fhe bronch for redressol. lf
lhe cornploinl is no, redresseo wilhln l0 doys from the dole ot lodgemenl, lhe
lorne sholl be escoloted to Regbnol Otrlce on the 1 Ih doy of the lodgement. lf

the comploint is nol redfessed within nexl lC doys ol lhe RegionolOftic6 level, lhe
som€ will be escoloted to Ceilrol Cltice depdrmenls on 'he 2tn doy of
'odgernenf ol the corroloi.f. Cenltol Cffice depor' rnenrs snoll resolve the
cornproint wilhin the next lC ooys. lf lhe compbinl is no foctory

ted

10 I a8e

Bronch
2

I Cenlrcl Otfice . 2ln Doy I

/Recelved ol lodglng/Bcolollon--E-__

\
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line Grievonce Redrgssol Sys.|em Under Po!'o No 7{CJ

Cuslomer Service meeting dur;ng inlernol Audit Under Poro 7.3

Iirne frome for Grievonce Redressol

Bcololbn of comploint Unde. Poro No I
Appeoling for higher Foro indet 7 .2

9, lnlerocllon wllh cuitomer3

;he bonk recogr"izes rhlll custoc.er's expecroric.r/requirement/grievonces con 5e
belrer opprecioted through pergonol inleroction with cuslorners by bonk's sioff.
s lrucl\rred cuslomer meers. will give o messoge lo the c!,5romeR lhol lhe bonk cor63
for them ond voluei thei feedbock/ guggestionr for improvemenl in cuslomor
seryice. All bronches therefore, wiU hold Cuslomer Service Meeling lcuslomer's
Grievonce Doy) on lsrh cf every monlh which i5 lte Bronch level cutlomer
corimillee ,'ne€ting. Such interoclions wifl help the cus?ome6 oppreciole bonking
services ond discuss lheir grievonces in depth. Ihe feedbock from cuslomers
obloined durjng !Lrch interoc.ion would ce volrJoble inpu' [c. revi3ir€ Bon*'3 producl
ond services to rneei customgr requi ernenB.

10. Senilllzlng operotlno rtoff orl hondlino comploinlt

Sioif should b€ prop6rly .:oined for hondling cornploinis. We ore deoling wilh peoole
cnd hence ditference of ooinion ond or.eos of frblion con orise. Wilh on open mind
cnd o smile cn Ine foce, we should be obli, rc win the custome.'s confidence.
Custor.iter service. pubi;c relorlors. moorling sof' s(ilb reqlirec for hondling ;rote
ogilcreo custcrneE \r'ill be on inlegrol pprl ot the lrolning progroms. ll woulo be :ne
responsibility of the Nodol Qtlicer tc engure lhol internol lytochinery lor hondling
comploinls,/grievoncos operoles smoorhi/ ond eftlclontly cl oll leve[. He should giv6
feedbock on trolning needs of sloff ot vorious level lo the HR depqrlmen?.

Bosed uoon quorlerly onolysis or corncioinls Educorlve series rs put isned o.d lindings
of onotysis is shored with Sfotf college lo include i. Sloff lroining progrommes.

I I . lncenlive to{ Comoloinl! - free bronches

B(orches ogoinrl which no comploint hos been mode from ony chonnel, viz direclv,
emcil. SPGRS, RBl, Bdrki
yeor wrll be considereo
recoived ond resolved
comoloinls.

ng Cmbudsmon. CPGRAMS {Govl oi ln one whole
o5 Comploinl Free bronches. Fo. lh

dos

Under Poro No 6

- 11 I

olb€c/closeo within nexl work,ng doy

age
\
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Reglonol monoger will recomme.rd such bronch't nome. Stoff rnenlber ot thoie
broncr.er will be oworded onerirre poyrnent of Rs.5O0/- {Ruoees Five Hundred onvi
per itofl os hcenlive for lhe broncn being compioint Jree. lor the previous finonciol
Yeor.

12. RBI Ckculor No. RBI/2020-21l87 CEPo CO PnD Cir. No.ol /13.O'10I3/2020 2l doled
27.A1.2v77i

'io furiher slrengthen the custome' grievonce Redr$sol !-iechonism in oonks, RBI hos
decided io put in ploce o comprehensive fro,"nework compflsing of. inier-ollo,
enhonced dbclo3ure3 by bonks on cu3lomcr complolnb, recovery ol coit ot
Redrelrol hom bonkr lor the molnloinoble cornplolnls recCved ogolnsl tham ln OBO3
ln exceSt of lhe peer gtoup oyeroge, ond underoKing r.rtensive revrew of ll.e
Grievonce Redressol Mecncnis.n ond gupervbo./ oclion ogoinsl conks tnot foil 10

improve lheir Grievonce Redressol Mechonisrn ln o lime bound monner.

'12.1 Recoverv Co3l ot iedresrol ol Comoloinls:

Borrxs wllr be grouped inlo peer groups bosed upon os5e1 size of the Bonks os on
lv',crch 31, ol previol,s yeoLPeer grcup overoge ol rnointoinoble comploinls would
be compiled on tollowing poromeiersi

l. Averoge Number of Comoloin's per Broncn.
2. Averoge Number of Comploints oer I0O0 occounls (Tolol of oepoJil ond Credif

occounts) held by tne Bonk; ond
3. Averoge number ot Digilol comploints per lmo Oigilol lrongoctioG execuied

thraJgh the bonk by its customers.

from lhe bonks followt: Tnc cosl of Redresso to be iecovered in this

resp€cl willbe theoveroge ccs' cr noncilrg c corrplort.'o' ine OBO5 ciuring lhe yeor.

oxcers ln ony one poromeler - 30% of fhe cost of redfessing o cornpkf,inl (in the
OBO) lor flle nurrber of cor''lploinls ln excess cr tne peer group overoge
rxcess ln ony two po,omeleri 6C7o oF tl'e cosl ol redressing o comploint for
the ntrmber of comploints exceeding ihe peer group overoge in lhe
poromeler wilh fhe higher excess.

cxcols ln oll lhe lhree poromelers - 106 ol lne cosl of redressing o comploint
tor,he number cf comploin's exceeding
porometer with lhe highest excess.

ov€(oge in the
itfl
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12.2 Enhoncad Ohclosure on Comololnb:
As rondoted in the RBI circulor. Bonk is publishing the Anolysis ond disclosures of
comploinls/Awords/ Unimplemented owords of RBI lntegroted Ombudsrron clong
\ /ilh bonk'5 Annt/ol Finonciol ?esultrr rne Annuol Report. -his slotemen, will include
o[ lhe comploinfi rBceived sl Centol Offlce, Controlnng Oftice ond the brorches.

13, volld v:
IhB Polby wil b6 volid lor o peiiod of lhree yeors from lhe dote of opprovol ond will

be ploced for review every yeor. MD & CEO hos lhe discretlon to exlend the vo'ldlly
of the polcy by 6 morrhs. Any cnonges suggesred by RBI / olher regulolory
outhorilies during lhe curi'ency cf fhe ioid Pollcy. will oulomoticolly lotm port ot llp
Poiicy.

l. We confirm thol oll the relevonl ckculors/guidelines/direcrions issued by RBI ond
olher regulolors wiih regord ro the New Policy o, Po,icy under review/renewol.
dJnng lhe review period hos bean incorporoled in the policy.

Cus'orner Comoloints

1 2 IAn r02a *

Sl. No Rll/Other regulolorr Ref

No,

l

I

0ore Guidellnes/clrculors/olrectlon
ln Brlet

'| Moster Circulcr rc -eg. B

c. 2l t09.o7 .o06t20t r16
0r.07.2015 Custc'ne' Service

2 Cuslomor Comploint!
egl /2a2o-21 /87 CEPD. CO.
PRD, CK.

No.ol / 13.01.01312q2G2I )

27.41 .2421 Customer Comploints

Rererve Bonk - lntegroted
Cmbucbmon Scheme,
202t {RB|OS. 202r ) CEPD.

PRD.

No.S873/1 3.01.@l /2C2'

12.1t .2021
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