
PERMANENI

Circulor to All Bronches 1 Reqionol ces Olher Offices

Cuslomer Riqhts Policy
Preomble:
Bonk being o service industry, is bound to exlend proper customer service of oll times

to our customers who ore the reoson for our existence. Bonk is committed to being
Receptive, Responsive ond Responsible, which ore the guiding principles. Protecting
the Rights of Customers is on integrol ospecl of the services provided by the Bonk.

Obiectives ond Scope:
The objective of the policy is to ensure bosic rights of the cuslomers ond olso lhe
responsibilities of the Bonk towords its customers.
Policy is bosed on domestic experience ond globol best proctices brought out to
enhonce customer protection. The policy opplies to oll products ond services
offered by the Bonk or iis ogents, whether provided ocross the counler, over phone,
by post, through interociive electronic devices, on internet or by ony other service
delivery chonnel. ll covers five bosic righls of customer which ore

I . Righl lo Foir Treotmenl,
2. Righl to Tronsporency Foir ond Honesl Deoling,
3. Righl to Suitobility,
4. Righl to Privocy ond
5. Righl to Grievonce Redressol ond Compensotion.

Conclusion:
As o meosure of our Bonk's commitment to provide for tronsporent, responsible ond
foir bonking, 5 Bosic Rights to customers ore enumeroied in the policy. The Policy hos
been fromed odhering to the directives of the Reserve Bonk of lndio (RBl) ond the
lndion Bonks' Associotion (lBA). Further, ony chonges suggesied by RBI/ony other
regulolory ouihority during lhe period of the soid policy will outomoticolly form port of
the policy.

The Boord Approved Policy is enclosed os onnexure.

Bronches, Regionol Offices ond other offices ore odvised to be guided occordingly
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Ihls oollcv hor been fromed odherlno lo lhe dlrectlvet ol lhe Reierve Bonk ot lndlo
(RBl) ond lhe lndon Dqnkr' Attociollon (llA)

Preomble:
Bo'rk being o service induslry. il 15 ou endoovor ro exlend proper ottenlilon to
customer 5€rvice. Eonk is commilied lo b€ing Recepliva, R6sponsiv€ cnd Responible,
wfich ore the gulding principles. Protecling the Righls of Cuslomers 6 on inlegrol
ospecl of lhe seMces prov ded by th6 Bonk.

Ol .cllYcr
The obFcwe of the policy is lo ensure bosic .ighrs ot th6 custornss. ll ottempls lo
spell out lhe rights of the customercts obo ltte resporsbiliies of the Bonk.

Scop.:
Poicy's bosed on domeshc experience ond globol best oroctice5 broughl oul 'o
enhonce customer prolection. Ihe policy oppli€s lo oll p.oducls ono services
offered by lhe Bonk or'ts ogenh. wnelher provjded ocros the counler. over phone.
by post. lhrough interoctive electronic devices, on internet or by ory other service
delvery chonnel. ll coyen llve b6k rlohb of curomGl whlch oref

'I . Rlghl to Fok Treqlmenl.
2. Rlghl lo Tron3porency foir ond Honest Deollng,
3. Rlghl lo sulloblllty,
4. Rlghl to Prlvocy ond
5. Rlght to Grlevonce Redtessol ond Compensollon.

.k ono ihe

l. nlohl to tok lreolmanl
"Both lhe customer ond the bonk hove lhe rlgh.l to be keated w[h coudery. Ihe
cuslomer should nol be unlohly dbcrlmlnoled ogqlnsl on groundr tuch os gender,
oge, rellglon, corle ond phyricol oblllty when ollcdng ond dellverlng flnonclol
produclr."

ln pursuonce ol lhe obove Rloht. 0qnk w{l _
l, promote good ond foi Bonking proclices by selting

sicndorc,s in olj deollngs wi,h lhe customers;ll. Fromote o roir or,d equiloble retorbnship b€tween the
CtrslOmer:

,.I

lhe -. r .rum

SCI

ll .1n B:.6k:rofl:oeq.,obtuondoppropria,ery:
rv. tnsure ,hol stoff r.lernbeR ortend lo customors

ond coi./r,leously;
ond lheir business

^,
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Treol oll customef! fo!'ly ond not discrimilole ogoinsl ony customer on
grounds ruch os gender, oge, rel(7ion, coste. lilerocy, economic stolus
physicol obiity, elc. Bonk hoarever moy hove speckll schemes o, oioducls,
thot oe soecificolly designed for membeE of o torget mqke, group or
moy use defersible, commerciolly occegtoble econornic rolionole for
cusfomer diff erenliotion. 3onk rnqy oiso hove schemes or ptoducls
olmed ol otfirr'nolive oction for the benefll of o seclion of lhe populoce,
such os women or ooci.r'/ord closses os well os super senior cilizens- Such
lcFemes / prodLrcts will not lontomoult io unfoi discrimlnolioa. The

rotionole for such speciol sc.emes or lerms wil be exdoined by Bonk
wherever required;
lmplemeni lhe obove orincide while oftering oll prodr..rcls ond services:
:nsure thot th€ products ond services offered ore in occordonce
with relevonl rows ond regurotiom.

Ensure io enhonce customer oworeness reloled lo morginolized cusiomers,
finoncio[y ill'ilerote ond 5erni-illiterote sections of the sociely. while c160ting

oworeness on the rlghts cvoiloble 'o them, we con moke ovctr'klble the

Dictoriol p(esentotion of bosic rights contoined in lhe code of Sonk's

commitmenl lo cuslomers.

Creote oworeness througt FLC'5 (Fhonciol Lilerocy Centers), RSEII (Rurol

Self Employmerl Troining lr6iitute), SHG's, sociol medio etc. fo( oll seclors

in educoting thek rights lhrough Finonciol hclusion Deporlm€nt'

Prornote Sole ond Fo!,' cuslomer deolirg in cose of bonking in o dlgilol

environment.
For senlor cilhens, more hon 70 yeors of oge' ond differently obled or infin'n

peGons {hoving mediccliy cedmed chronic iihess or disobili}y} incllding

r665s v,,h6 016 visuolly impoired. concerted efforls will be mode ro provide

door slep bonklng for bosic oonking focilities' such os pick up.ot cosh ond

fnifrrm"nt ogoinsl receipt, delivery of demond drofts rubmission of KYC

J.ir*u"ft JnO Ut" Certtfcole ot rhe premises/ tesidence of 3uch

customers.

vl.
vll.

vlll.

ile il sloll be the endeovor of tre Bonk to provide rhek cuslorng6 wilh 'lossle free

seNice ond foir treolmenf ' Bonk would exPect couriesy ond honesty f:or'

custorlers when deoling wiih lhe Bonk

ll sholl dso be lhe bonk's endeovor lo encouroge
or

bonk' s lnlernol redressol mochinery ond oporooch

o,l their remedies undel bonk'5 hlerno I grievonce m nisrn.

lx

x

xl
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2. Rlohl lo lronroorencv. tokond Honetl Deollno
"The Bonk wlll mokc every ello lo enlur. thol the conhocb or ogrecmenlt 1l fromes
orc lronspolenl, eoslly underslood by ond wctr ao?rmunlcoted lo, lhe common
perron. Ihe producl'r prlce, lhe o:rocloted rkk€, the lerms ond condlllons lhoi
govem use over lhc producl'r llfe cycle ondlhc rerponsbllllles of lhe c$romer ond
lhe Bonk, rholl be clcorly dlsclored. The curlomer 3holl nol be rublcct lo unlok
bwlnerr or morkellng procllcel, coerclve controcluol lermr or m13leodlng
replerenlsllorB. Over lhe cou6e of thelr relollonrhlp. lhe Bonk rvtll nol exe undue
lnfluence, engoge ln blolonl horolrment or lhreolen lhe curlomer wllh physlcol

horm."

ln purtuonce o{ thc obove llohl. lhc lonk wlll -
l. Ensure lronsporency so rhol the cuslomer gets c bel'er undectonding ol wlot

he or she con reosonobly / foily expect ftom lhe Bonk;
il. Enswe lhot th6 Bonk's deolings wilh the custom€r resl on ethlcol principles of

equity, inregrity ond tronsporency:
lll. Aim to provide curtomers wilh cieor infotmotion oboul lts producls ond

services, lerms ond conditions, ond ?he inleresl roles / service chsges in rimple
ond eosily unde6rondoble lonwoge, ond with sufficienl intormolion so thol
the cuslomer could reosonooly be oble to moke Cpp(opriote ond informed
choice of productl

lv. Ensure thol oli ler..'-6 ond condilions ore foir ond 5et out lhe.especlive ights,
liobilities ond obligotions cleorly ond os for os possible in ptoin ond simpl€
longuoge;

v, Moke Known rhe key risk5 ossocioted with the producl os well o, ony leolur€s
ihol moy especiolly disodvontogeous lo lhe custorner. While otfefing the
producf. Mos. lmpo:lonl -.erms ond Condilions (Ml;C) ossocioted wilh the
produci or service will be mode ironsporenl to the cuslomer.vr. Provide informotion on interesl rotes. fees ond chorges lhrough oppropriote
medium such os lhe Nolice Boord in the brorrches, websiie, help-lines/helFF
desK ond, where oporopdote, dtecfly to lhe custornecvll. Disploy the
ovoiloble o
bronches o
the bronch;

loriff Schedule on bonx,s website ond o copy wll ode
every bronch for cuslomer,s peljsol. Atso Bonk

nolice obot_rl the ovoilobiiify of the copy of the

vlll.

b(

Give deloits. in lheir -orirf Sched
producls ond services chosen by
Aim lo lnform tie cuslomer oI
S,olement of Accouni. SMS,
wilh Frior notice lo lhe re

ule, of oll chorges, if ony. oppliccbie 10 lhe

/
r lhrouj

lerms
iltE$"148
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x. Ensure thot such chonges ore mode cnv v,/ith pro:pective effecl ofter giving
notice of ono rnonlh. ll the bonk hos mode ony chonge wlhout giving such
notice which is tovotoblo 1o the cusloms, it will nolify the chonge wiihin 3J doys
of such chonge. lf the chonge b odverse to ihe cuslorner, prior nolice of minimum
30 doys will be p.ovid6d ond 'he custorner moy be provided options, to close lhe
occounl or switch to ony olhereligible occoml wilhoul hoving to poy the revised

chdge or interest wilhin 60 doys cf such nolice;
xl. Provide informotion obout lhe oenollies irr cose ot no&observince / breoch oi

ony of the lerms ond condilions governing the yoducl / seNices chosen by ihe

cuslomer:
xlL Disploy on public do.noin the Eonks' Poficies on Doposils, Cheque Collection,

Grievonce Redrassol, Compensoiion ond Collection of Dues ond Security

Repossession:

xllL Moke every effod lo ensure lhot stoff deoling in o porliculor producl is troined to
provide relevonl informolon to c.rtlom€R f ully, corectiy ond honastiy;

xlv. Efiure lo Communicole lo tho oppliconl wilhin o reosonoble tim6 period, os

decided by the Boni, obou'f lho occeptonce / non-occeptonce of oppfcotions
submilted for ovoiling o produci / service ond convey ln witing lhe reosons for

nol occepling / declining the oppl'colion. Such petiod will be nolified in ihe
Bonk's ,,rebsite ond olso !n lhe opplicotion ol fhe po'r' ulor produc' or 56rvice

xv. Cor'rmunicole unombiguously lhe informolion oboul -
o. discontinuolion of prodLc'ts,

b. rolocotion of otfices

c. chorPes in working hour
d. chonge in tElephone ntrnbers

c. closr.re of ony offrce or bronch

wilh odvorce nolice of ot leost 30 doys' Also offirms lhot dbclosure of informotion h

on orrgoing process througn the lifecycle of the ptoducl/reloiionship ord wilr b€

Ciligenlly followecl by bonk Ensure lo use otl possibie chonnels of communicotion

lncirrding weo-sit", 16 gn5lrg lho''nformotion on oll chonges ore rnode kno,,J' lo the

cuslomer uPioni.
xvl. Advise lhe ci,stomer ol the tlme of seffing th6 producl of ihe dghts ond ooligotions

embedded in low ond/o{ Bonking regulotbn including lhe need lo reporl lo lf'e

Bonk ony criiboi incidents lhol tl€ cusiomer suspect, dlscover or encounter

xvll. Ti'e Bonk' s stolf mer.nbers shorl, rr'i^en opproocned oy lhe cusl

orcduct or service. Provide oil relevont :nfo r.noiion relot
ilcr

service, ond olso Pfovide direction to inf
to 'noie on infolme

ovoilobie in lhe morkel with o view tq
I 1 ocT ?0?l

decisicn
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Nol teminole o customer relolionslrip wilhout givlng reosonoue of conlrocluol
prior nolice to the ct lomer;
Assisl lhe customer, ln oll ovoilot{e woys for monoging hb/her occounr ond
finonciol relolionship by providing regubr inwlr in the Bonk's rec{ms such os
occoun'l slotemen's/possbooks. Sl"'lS olerts, limery intormal'}on obout lhe leflTl

deposirs moturity elc.
Ensure lhot oll rnorkeling ond promotionol moledrl is clecr ond nol mbleoding;
Not threoten lhe cusiomer wltn physicol hcrm. exert influence or engoge in

behqvio( thol wor./ld .eoonobly be consfrued os unrvorronted horossmenl.
Ensure odherencs gnly lo the normol opproprlole business proclbes.
Ensure ihol the fees cnd chorges on products/services ond its slruclure ore
reosonoble.
Ensu:e lhol our odverlisemenls wll olso include ony relevonl n!3$oges which
require to be conveyed tor enhonclng o.{creness ogoinst urrcrupulous /
fictfious of ers.

3. Rlohl to SultobllllY

"Ihe groduclr oflered should be opproprlole lo lhe needt ol lhe cuslomer ond bored
on on os3easmenl ol lhe cu3lomer's flnonclol ckcumrlonces ond under:londlng.'

ln pursuonce o, the obove Rlohl. tho lsnk wlll -
l. Ensure thol il -!os o Aoord Approved Policy ior osessing suitobility of products tof

cuslorners prior to sole.
l!. :ndeovcu.o moke sure lnol lhe producl or serv'ce sold or otfered b oporop.iole

to the cuslomer's needs ond not inoppropriole to the customer's fjnonciol
stonding ond unders.onding bosed on lhe ossessmenl mode by it. Such
osse5sment will be opproprioiely documented in lhe il,s ,ecords.

lli. Selt lhird porry products onty if ;r is outhorized lo do so, ond only ofter pu lling in
ploce o Eoord Approved policy For morkeling ond dhtribuflng lhid porty finonciol
products;

iv. Nol comper o cus'o-er lo subscribe lo ony rhrrd porty producrs os o pre-
condilon fo. ony senr'ice ovoiled from lhe gonk

v. EnSUre thot the producfs being sold o. se.r'lce being offered, includhg thkd portyproducts, ore in occordonce wilh exlont rules ond .egulolions;
hform the cusfome, obout his re5p91.p ibility lo prompfly ond honesllyrelevonl Ond reosonobie infor.-notaon lhol is sought by gonk lo n8suiloulily of lhe produd lo lhe custorne

vll. Adhere lo ott stotutory guidelines of
like sole cf i,,rsL/ronce ,/ rufuol FUnCt

king octivities
producis

n poro b

u!I
I lndlon Oyers.or Bonk
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1. lbiLlel&csY
"Cuslornorr' pe*onol lntormollon rhould be kepl conlldenllol unle$ they hsve
olleed rpeclflc conrenl lo the Bonk or such lntormollon ls requked lo be provlded
under the low ot lt lr provlded tot o mondoled burlner purpote (for eronrple, lo
credll lntormotlon componler). the curlonrer rhould be inlormed uplronl oboul llkely
mqndoled burlnet3 purpotet. Cutlomers hove lhe rlghl to prolection lrom oll klndr o(

communicollons, alesionlc or olhe(wbe, whlch inlrlnge upon lhek pdvocy."

ln pursuonc. oflhe obove Rlohl. Bonk wlll -

l. Treol cusiomer's personol intoimolion 05 givote ond confidenliol (even .,,vhen

lhe cuslomer is no longer Bonking wilh usJ, cnd, qs o generolrule, not disclose

such intormoiion to ony other individuol/instifu tions including ils

subEidiodes/ossocioles, tie+p ;nslllutions elc. tor cny purpose unless:

o. Tf€ cuslorner hos outhorized such d'sclosule explicitly in wriling.

b. Disclosue is compelled by loVregubrion;
c. Borrk hos o dury lo the public to dsclose i.e. in public inleresl.

d. Bonk hos lo prolecl il! inleresis tlYough disclo6ure.

e. 11 is for o regulator mondoted busines purpose luch os disclosure of
defou,i to cfedil informoiion cornponies or debl collecJicrn ogencies

ll. Ensure such likely mondoled disclosutes be communicoted imrnedioletv lo ll"e

customer in wriling.
fi|. Sholl nol use or shore cuslomer's peRonol intormotion for morkeiing purpose,

uniess the cuslorner hos speciicoily outhorized i'f :

Iv. Sholl odhere to Telecom commercid conrnunico'lions customer Pfefefence

Regulotions, 2010 lNolionol Cuslomer Pretetence Regislry) issued by Terecom

Regulotory Aulhority of lndlo, while cor'nmunic6+ing wilh custorneG

sb

5. Rlohl lo Grl.vonce RedI$3 ond ComoerBotloo

'The cullornet hot o rlghl lo hold Bonk occounloble for the produclr of{ered ond lo

hovc o cleor ond eosy woy lo hove ony volld gtlevo ncer redressed. Bonk rhould

dbo [octlllole fedr$t o, grlevoncet rlemmlng fiom lls 3olc o, lhlrd Porly Produck.

Bonk mutl communlcote lh Pollcy lot c kes , lop3e3 ln conducl,

p.rrormonce ol deloys ln coured by Bonk oI
03 well ot non'
othetwlse. The

avenlt occur.'
pollcy mud loy oul lhe rlg o dullar ot uch

' ','l

ln purtuonce ol lhc obove Rlohl Bonk wlfl -
-i-EJty-oolheliccllv ono exoedi'iou

n. Corecl mislokes PrompilY;

llt. Corcei ony chorge lhol hos bee. opplied wrongly or bY

6lPage
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Compensole the customer for ony dkecl finonciol toss thoi might hove been
incurred by the customer due 10 lopse! if ony. estoblished os per

compensollon policy of the Bonk.

Ih€ Bonk will obo -

viii.

lx,

Pk co in public domoin its Cusfome. Grlevonce Redresld Policl, including ihe
Gdevonce Redressol procedure ovoilcdrle for the customefi
Ploce in public domoin lhe con:pensolion policy fo. deloys / lopse: in

conduciing / setiling cuslomer ,ronsociions within ihe slipuloled lime ond in

occordonce wilh lhe ogreed lenns of conrrocl;
Ensure to hove o robut ond responsive Grievonce Redre3sol procedue ond
cleorly indicote the grievonce resolulion outhori'iy who rholl be oprroochsd
by the cuslomer.
Moke G.ievonce Redressol Mechonism eo:ily occessible lo curtomeff;
Advite lhe Custorner oboul how lo mo(e o cornpioinl, to whom such o
comploint is tc be mode when lo expect o repiy ond y/ilot lo do if the
cuslomer E nol so'iisfied wilh the outcome.
Disploy nome, oddress ond contocl detoils of lhe Grieyonce Reckessol
Authorit//Nodd Oificer. Ihe time l;mil for resok tion of comploints wdl be
cleorly disployed / occessible ot oll service delivery locolions;
lnform i5s qootlainon! of the oplion to escolote his comptolnt to lhe Eonking
Ombudsrnon ;f lhe comploint is not redressed within lhe pre,set lime;
Ploce in oublic domoin inro{mofion obout Bonking Ombudsmon Scheme;
Disploy al c,.,stomer conlocl pojnts lhe nome ond conlocl detoils of the
Bonking ombudsmon under whose iu.tsdiction the Bonk,s brorch folls.

f urlher. lhe Bonk will -

€CI

Acknowledge oll formol complointr ltnctuding compioinh bdged livough
electronic meons) within three working doys ond work to resolve il wi.thin o

t.

[.

m.

lv.

vl.

vll.

reosoncbie period, no: exceeding 30 doys (including lhe lime for escoiotionond exominotion of the comploinl by ihe highesJ ronking infernol otflciolresponsible for Grievonce rf . Ihe 30-doy penod will be reckoned oflerojl lhe necessory in iom ihe customer is receiyed;lL Provide the ogg om
Scheme for res tion
resOtUriO. Of c 3t,,e, or wilh tne oui

rhe de klng Ombudsmon
oti;iied wilh lhe

oroceSS;n

E
s3

?i

o dispute
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ln oddlllon.lhc Eonk wlll
o. Cleorf spen out. ol lhe lime of estoblishing o customer relolionship, the liobility

for losses, os well os the ights ond responsibitfies ot or porties, in lhe eve.rl of
products not performing os oei' speclficotions or lf.ings going wrong, lowever.
the Bonk will not be lioblo for ony tosses coused by extroneous circumsloncos
thot ore beyond ils reconoole control {such os morkel chonges. perfornonce
of the producl due fo morkel voriobles, etc.l.

b, EnsLne lhe s.;slomer is refunded withoui deloy cnd der Jr, il i1 connoi sho,
beyond reosonobla douol on Bonk's non-liobilily, o,! ony dispured lronsoction

{olong with lnleresl/chorges} os 3€r ils Comoensotion policy/ limited ljobiljty
po,icy.

6. Volldltv ol lhe oolkv: The oolicy is volid for o period of 3 yeors from lhe do-e oi
Aporovol wiih Review of lhe oolicy every yeor. MD ond CEO hos poweG lo
exlend the policy by onorhe. 6 months ofler the eprry.

7. We confinn lhol rnere were no new gLid€lines/clrculor elc. issued oy
RBI/'84/Other Regulo'ted entity during the period. So. there is no
chor€e/Modificofion in the exis:ing oolicy. Any ci'onges suggesled by RB i
oth€r regulolory outhorilies during the curency o, the soid Policy, w;ll

outomolbolly fo.m port of the Policy.

8. R.rerences of ClrculoR/ Guldcllnes uscd tot dlolllno Cu3lomct Rlolrlr Pollcv
o. RBI Circulor lelierC[P). CO, ?Rs. Nc, 995/ / 2C.60.0C],/2C11-15

b, "Chorter of Customer Rignls" for bonks formuoled ir Bi Monlhty Poiicy

Slotemeni (201 4-l5) o. RBl.

1 1 tlcl ?0?3
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