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MECHANISM POLICY

Resolution No.8C

PREFACE:

The Bank betieves that customer service experience is the key to acquire and
nurture enduring retationship with our customers. As we deal with human beings,
difference of opinion and friction may arise out of interactions and our customers
may express their dissatisfaction as comptaints. A comptaint is an opportunity for
the Bank not onty to do the service upsurge and win the customers trust back but
atso to improve the product, process, technotogy and peopte aspects at the bank.
Grievances therefore are a great source of the voice of the customers.

1. lntroduction:

ln the present scenario of competitive banking, excettence in customer service is
the most important tool for sustained business growth. Bank has attached high
priority to customer satisfaction and also taken a number of initiatives aimed at
achieving high standards of customer satisfaction and comptaint free customer
service. Customer comptaints are part of the business life of any entity as every
business has to deal with situations in which things go wrong from a customer's
point of view. As a service organization, imparting good customer service and
enhancing [eve[ of customer satisfaction should be the prime concern of any bank.
Providing prompt and efficient service is essential not onty to attract new
customers, but atso to retain existing ones. Customer dissatisfaction woutd spoit
bank's name and image.

The Bank's Customer Comptaints/Grievances Redressal Poticy aims at minimizing
instances of customer comptaints and grievances through proper service detivery,
review and prompt and effective redressat mechanism. The review mechanism wilt
hetp in identifying shortcomings in product features and service detivery.

The Bank's .Customer Grievances Redressal Poticy foltows the under noted
principtes:

* Customers be atways treated fairty
* 'Comptaints raised by customers are to be deatt with courtesy and in time.:. Customers are futty informed of avenues to escalate their

comptaints/grievances within the organization and their rights to itiernative
remedy, if they are not futty satisfied with the response of the bank to their
comptaints.

* Bank witt treat comptaints,efficjentty.and fairty as they can damage the bank's
reputation and business if handted otherwise. -

* The bank emptoyee.woutd work in good faith and without prejudice to the
rnterests of the customers.
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ln order to make
structured system
redressal sought is
regutation.

Bank's redressal mechanism more meaningfut and effective, a
witl function at Branches/Head office, which witl ensure that
just and fair and is within the given frame-work of rules and

The poticy document woutd be made available at att branches /Head Office. The
concerned emptoyees woutd be made aware about the Comptaint handting process
to ensure better customer seryice and genera[ awareness with in the Bank."

1.1 A comptaint is an expression of dissatisfaction or grievance or resentment
made to an organization, retated to its produits or service, or the
comptaints handting process itsetf, where a response or resotution is
expticitty or implicitty expected.

1.2

1.3

The reason for customer comptaint can be divided into fottowing main
categories:
a)The attitudinat/Behavioral aspects in deating with customers.
b) Operational aspects'lnadequacy of the functions/ arrangements made

avaitabte to the customers, working/operations or gaps in standards of
seryices expected and actual seryices rendered.

c) Technotogy Related.

The customer is having futt right to register his comptaint if he/she is not
satisfied with the services provided by the Bank. He/she can give his/her
comptaint in writing, oratl.y or over telephone. lf customer comptaint is not
resotved within given time or if he/she is not satisfied with the sotution
provided by the bank, he/she can approach Banking ombudsman with
his/her comptaint or other [ega[ avenues avaitable for grievance redressat.

2. Resolution of Grievances:

2.1. lnterna[ Machinery to monitor & review Customer service/grievances

a) lf the customer wants to make a comptaint, we witl inform:
i. Where to make comptaint
ii. How a comptaint shoutd be made
iii. When to expect a repty
iv. Whom to approach for redressa[
v. v/hat to do if customers are not happy about the outcome

b) lf the customer comptaint is recei.zed in writing, Bank wiit endeavour to
send an acknowledgement/a response within a week. If customer
complaint is retayed over phone to the Bank tetephone number and keep
customers informed of the progress within a reasonabte period of time.

c) After examining the matter, Bank witl send a final decision within 30 days
of receipt of comptaint.
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2.2. Customer Service Committee of the Board:

ln order to benchmark the current [eve[ of service, review the progress
periodicatty, enhance the timetiness and quatity, rationatize the processes tiking
into account technotogical devetopments and suggest appropriate incentives to
facititate change on an ongoing basis, the Customer Service Committee is
constituted.

The Customer Service Committee witt be chaired by the Chairman, Chief Executive
Officer and 4 Directors of the bank as its members. The Committee witl. have the
foltowing functions:

1. To convene meeting every quarter.
2. The committee woutd submit report on the detiberations of the meeting

to the board at quarterty intervats.
3. Evaluate feedback on quatity of customer service received from various

quarters. The committee woutd atso review 'comments/feedback 
on

customer seryice.
4. The committee woutd be responsibte to ensure that att regutatory

instructions regarding customer seryice are foil.owed by the Bank.
Towards this, the committee woutd obtain, if necessary, the feedback
from Branch Managers.

5. The committee would consider unresotved comptaints/grievances
referred to it by functional heads responsibte for redressal and offer its
advice.

6. The committee woutd atso examine any other issues having a bearing on
the quatity of customer service rendered.

3. Complaint Redressal Mechanism and Grievance Escalation System in the Bank
(lnternal Machinery):

3.1. At Branch level:

Branch Manager witt be responsibte for the resotution of the
comptaints/grievances in respect of cust-omer's service by the Branch. He/she
woutd be responsibte for ensuring ctosure of att comptaints received at Branches.
It is his/her foremost duty to see that the comptaint shoutd be reso[ved
comptetety to the customer's satisfaction and if the customer is not satisfied, then
he shatl be provided with atternate avenues to escalate the issue if the same is
not resott'ed within the stiputated period. lf the Branch Manager feets that it is
not possibte at his/her [eve[ to sotve the probtem, he/she may refer the case to
the Head Office for guidance. Fottowing steps are taken to facilitate the
customers to make their complaints easity and quickly:

Suggestion Box and complaint Book are provided in al.t the branches. Any
written comptaint is instantty and promptty acknowtedged.
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2. At every office of the Bank a notice requesting the customer ,,to meet
the Branch Manager" shatt be disptayed with regard to Grievances, if it
remains un-redressed.

3. Customers can lodge their compl.aints directty to Branch-in-charge and it
witt be the responsibitity of the Branch-in-charge to resotve the
comptaint within 7 days from the date of receipt.

4. The Branch'in-charge witt anatyze the comptaint and if need be, he/she
wit[ contact the comptainant personally and resotve the comptaint.

5. lf the Branch-in-charge is not abte to resotve the comptaint within 7
days, the comptaint witt be forwarded to the Head Office atong with the
remark of the branch manager within a time frame. (within ahaximum
of 10 days depending upon the nature of Grievances)

6. At[ branches shoutd maintain a separate comptaint register for entering
att the comptaints/grievances received by them.

7. The comptaint registers maintained by branches shatt be scrutinized by
the Chief Executive Officer during his periodical visit to the branches
and his observations/comments recorded in the retative visit reports.8. counter staff are provided with training and additionat inputs.9. lf counter staff is unabte to resotve a grievance, the bianch in-charge
shat[ intervene and try to resotve the issue.

10. The Customers can meet the Branch ln charge any time during the
Business hours of att working days for addressing their unresotved issues.

3.2. At Head Office level:
i. The Bank has nominated Chief Executive Officer as Principat Nodat Officerto monitor the irnptementation of Customer Service and comptaint

handting for the entire Bank. The customers with grievances can approach
in the first instance and atso can approach the Banking Ombudsman, in
case if they are not satisfied with the Bank's response/repty.

ii. An acknowledgement witt be given to the customer immediatety on receipt
of the complaint.

iii

iv.

Head office witl anatyze the compl.aint and the repties received from
Branch and appropriate decision is taken on the comptaint. A comptaint
redressal [etter is sent to the complainant from Head office,' duty
explaining the decision taken on the comptaint and suitabte instructions
are passed on to Branch. whenever the decision is taken to reject the
claim, the same shatt be communicated to the comptainant.
Bank witl review periodicail.y into the areas in which the number of
Comptaints is large or on the increase.
Bank witt ptace a detaited statement of Customer comptaints and Awards
passed by the Banking ombudsman, if any, before the customer service
Committee of the Board atong with an anatysis of the comptaints received
quarterty. The comptaints shatt be anatyzed to identify customer service
areas in which the comptaints are frequentty received, to identify frequent
sources of comptaints, to identify systemic deficiencies and foi initiatins
appropriate action to make the grievance redressal mechanism ilr;
effective.

V
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4. Banking Ombudsman Scheme:

Bank has disptayed in the notice board in att our Branches a notice exptaining that
we are covered by the Banking Ombudsman Scheme, 2021 of the Reserve Bank of
lndia. The copy of the scheme is made avaiiabte at att the branches. Repl,y witt be
issued to customers within 30 days of todging a comptaint with us. tf customer does
not get a satisfactory response from us and if customer wishes to pursue other
avenues for redressat of grievances, customer may approach Banking Ombudsman
appointed by Reserve Bank of lndia under Banking Ombudsman SchemL, ZOZ1.
Satient features of the Banking Ombudsman Scheme, 2021 are dispiayed in the
branch notice boards. lf customers face any difficutty, our Staff wiit exptain the
procedure in this regard.

5. Mandatory display requirements:

The Bank has made it mandatory to disptay the fottowing at Branches for the
benefit of our customers:

1. Detaits on appropriate arrangements made for receiving comptaints and
suggestions.

2. The name, address and contact number and email address etc, of principat
Nodat Officer / Nodat Officer(s) and other detaits of Officiats at Head
office, who can be contacted for reciressa[ of the comptaint is disptayed
for proper and timety contact by the customers and for enhaniing
effective of the redressa[ machinery.

6. Interaction with customers:

Customer's expectation/requirement/grievances can be better understood through
persona[ interaction with customers by Bank's staff. Structured customer meets
witl give a message to the 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 tack of awareness among customers about bank
services and such interactions wi[[ hetp the customers appreciate the banking
services better. The feedback from customers woutd be a vatuabte input foi
revising our product and services to meet customer requirements.

7. Sensitizing the operating staff on handting complaints:

Our staff witt be property trained for handting comptaints. During the Training
Sessions, the importance of handl,ing comptaints is exptained to atl, the participanti
and they are trained to deal with customer comptaints. Principte Nodai Officer for
the Bank wit[ ensure that internal machinery for handting comptaints/grievances
operates smoothty and efficientty at atl levets.
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