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1 Guiding Principles

* Customer service has great significance in the banking industry. The banking system in
India today has perhaps the largest outreach for delivery of financial services and serves as
an important service channe! for meeting financial needs of individuals and entities.

Depositors' interest forms the focal point of the regulatory framework for banking in India.
There is a widespread feeling that the banking system requires significant enhancement on
customer service levels and depositor does not get the treatment he deserves. There is,
therefore, a need to correct this trend and start a process of empowering the depositor.

Banking, by definition, means acceptance of deposits from the public for the purpose of
lending and investment. Like depositors, the bank should ensure that interest of borrowing
customers is also protected and dealt fairly. .

Reserve Bank, as the regulator of the banking sector has been pro-actively engaged with
banks in the review, examination and evaluation of customer service in banks. They issued
Master Circular on Customer Service dated July 1st, 2015. Janaseva Sahakari Bank Ltd.,
Hadapsar, Pune (JSBL) Policy on Customer Service takes into account the RBI directives
and guidelines contained in this circular. '

This document outlines the Customer Service Policy applicable to all customer engagement
channels in JSBL. The Policy has been approved by the Customer Service Committee of the
Board (CSCB).

The policy will be subject to review by the CSCB annually or when there is any change in
regulation. Any minor modifications shall be approved by the CSCB through e-mail
circulation. :

Janaseva Sahakari Bank Ltd., Hadapsar, Pune (JSBL) is a Tier 3 level Co-operative
Banklocated in Pune. As a matter of sharing best practices JSBL will draw on experience
and expertise gathered .when dealing with complex, long tenor, large or important
transactions to ensure that the minimum acceptance criteria are met. Further,JSBL will
reckon or consider certain policies and standards and adopt to Indian regulations to ensure
that the operations meet the minimum acceptance criteria.:

JSBL's Customer Service policy follows the following principles:

Treat every customer with respect, know and understand our customers-
+ Customers are treated fairly at all times.
Make banking easy - making banking simple, accessible, fast and flexible
Be dependable- right solutions, first time and every time, keep our promises
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Inform customers upfront of the applicable charges & related services

Policy

1. Policy for General Management of Branches

Customer”’ includes:

a person or entity that maintains an account and/or has a business relationship with
the bank;

one on whose behalf the account is maintained (i.e. the beneficial owner);

any person or entity connected with a financial transaction which can pose
significant reputational or other risks to the bank, say, a RTGS / NEFT or issue of a
high value demand draft as a single transaction.

The Banks' operating systems is to be oriented towards providing consistent and
quality customer service and should periodically be assessed to study its impact on
customer service, The CSCB will be the approving body for the Customer Service policy
for general management of all JSBL branches which shall include the following aspects.

These need to be adopted for every branch —

>

v/

Providing infrastructure facilities for 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 enquiry counters at branches where the footfall is more
than 500 during a day. Displaying indicator boards at all the counters in English,
Hindi as well as in Marathi. Business posters at branches of banks should also be
displayed in Marathi.

During working hours, depending on the number of customers inside the Branch if
more than 30, a separate staff will be roaming in Banking hall to ensure employees'
response to customers and for helping customers with their transactions

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

Reviewing and improving upon the existing security system in branches to instill
confidence amongst the employees and the public. '

Wearing on person JSBL Identity Card 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 facuity to video conferencing.




Visit by senior officials from Head Office to branches at periodical intervals for on

the spot study of the quality of service rendered by the branches.

Rewarding the best branches from -customer service point of view by annual

awards/running shield. |

Customer service audit, customer surveys.

Holding customer relation programs and periodical meetmgs to interact with

different cross sections of customers for identifying action points to upgrade the

customer service with customers.

> Clearly establishing a New Product and Services Approval Process which should
~ require approval by the CSCB on issues which compromise the rights of the
“Common Person. _

> Appointing Executive level official who will ensure that the intent of policy is

translated into the content and its eventual translation into proper procedures.
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2. Customer Service: Institutional Framework

Commitment to hassle-free service to the customer at large and the Common Person in
particular under the oversight of the Board.

- 2.1 Customer Service Committee of the Board

The Bank shall constitute' a Customer Service Committee of the Board and include
experts and representatives of customers as invitees 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. The Terms of the
Reference of the Customer Service Committee will be approved by the Board.

2.1.1 Role of the Customer Service Committee

Customer Service Committee of the Board, illustratively, could address the following: -

formulation of a Comprehensive Deposit Policy,
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,
annual survey of depositor satisfaction,
tri-enniel audit of such services,

+  Review of customer complaints of depositors as well as borrowing customers raised
to Banking Ombudsman and satisfaction of these complaints,

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

b
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2.1.2 Monitoring the implementation of awards under the Integrated
Ombudsman Scheme :

The Committee should also play a more pro-active role with regard to complaints /
grievances resolved by Banking Ombudsman. The Bank will ensure that the Awards of the
Banking Ombudsman are implemented expeditiously and with actwe involvement of Top
Management.

Further, with a view to enhancing the effectiveness of the Customer Service Committee,
the banks will also ;

> place all the awards given by the Banking Ombudsman before the Customer Service
Committee to enable them to address issues of systemic deficiencies existing in
banks, if any, brought out by the awards; and

> place all the awards remaining unimplemented for more than three months with the
reasons thereof before the Customer Service Committee to enable the Customer
Service Committee to report to the Board such delays in implementation without
valid reasons and for initiating necessary remedial action.

2.1.3 Board Meeting to Review and Deliberate on Customer Service

Customer Service Committee of the Board (CSCB)

The CSCB shall review the various customer. service inijtiatives implemented by the bank
from time to time ‘and discuss on new initiatives to enhance the customer experience.
CSCB will overlook the implementation of customer service guidelines issued by the
regulatory bodies from time to time and suggest changes to existing processes and polices
to improve overall service levels. CSCB will also review the functioning of the Standing
Committee on Customer Service and oversee the effectiveness of the grievance redressal
mechanism of the Bank.

2.2 Standing Committee on Customer Service

Bank will constitute a Standing Committee comprising of CEO, GM, and 4 DGMs members
of a permanent Standing Committee cutting across various departments. This can also
serve as the micro level executive committee driving the implementation process and
providing relevant feedback while the Customer Service Committee of the Board would
oversee and review / modify the initiatives, Thus, the two Committees would be mutually
reinforcing with one feeding into the other. The Terms of the Reference of the Standing
Committee will be approved by CSCB. The Standing Committee will act as the bridge
between the various departments of the bank and the Board / Customer Service
Committees of the Board.




The committee shall meet at periodic intervals, to review the use of grievance redressal
initiatives like access through whatsapp number, mails, online complaints etc. Review the
number of complaints received and redressed during the quarter. Analyse and discuss the
feedback received in the Branch Level Customer Committee meetings.

Monitoring and Review:

The analysis of customer complaints shali include —
« Types of customer complaints |

» Turnaround Times of complaints resolution

« Top reasons/ areas of complaints

» Root cause analysis.

The committee also ensures that JSBL is compliant with all RBI regulat:ons W|th regards to
customer service and complaints.

2.3 Branch Lével Customer Service Committees

The Branch Level Customer Service Committee is to be formed to meet at least once a
month to study complaints/ suggestions, cases of delay; difficulties faced / reported by
customers / members of the Committee and evolve ways and means of improving
customer service, The Branch Level ServiceCommittees should include at least one
_ customer, preferably a senior citizen. The Terms: of the Reference of the Branch Level
Service Committees will be approved by the Customer Serwce Committee of the Bank.

As-and when new branches are opened for operations, the Branch Level Customer Service
Committees need to be formed to ensure active participation by the customers from the
respective locations. Recorded minutes of these monthly meetings will be maintained with
the Branch Manager / Customer Service Managers, and a copy forwarded to DGM,
-Customer Service Department.

The feedback / suggestions received from the customers will, be discussed in the Stahding
~ committee meeting held every quarter.

2.4 Nodal department/ official for customer service:

The Bank’s Nodal Officer for customer service in the Head Office with whom customers
with grievances can approach in the first instance and with whom the Banking Ombudsman
and RBI can liaise will be working under the Dy General Manager Customer Service
Department.




e g E ‘,;,;'1; )

3. CSCB approved policies on Customer Service.

The Bank is required to have a boafd ahproyed bolicy for the follo‘wing:
1. Compréhensive Deposit Policy Paste Link Here |

2, Cheque\CoIlection Policy Paste Link Here

3. Customer Compensation Policy Paste Link Here

4. Customer Grievance Redressal Policy: Paste Link Here

The above policies will be placed on the Bank’s website. Copies of the above policies will be
available to customers at request. A notice to that effect will be placed at all branches. A
copy of the service guide encompassing the salient features of the above policies will be
given to all customers. The Bank has in place a Service Guide and policies encompassing
the points mentioned above which have been put up on the Bank's website.
k) '

Branches neéed to ensure all possible efforts are made for disseminating the policies by
displaying them on the notice board as well. The customers duly informed of the changes
in the policies formulated by them from time to time.

4. Financial Inclusion

- 4.1 Basic Savings Bank Deposit Account (BSBDA)

The Bank will offer all its customers Basic Savings Bank Deposit Account’ in line with the
guidelines laid down from time-to time.

The 'Basic Savings Bank Deposit Account' should be considered as a normal banking
“service available to all. The FAQ's will be available with the staff at the branches to enable
them to address any queries.

4.2 IT-enabled Financial Inclusion
Wherever possible, the Bank will endeavour to increase the banking outreach to the

remote corners of the country with affordable infrastructure and low operational costs with
the use of appropriate technology. :




The Bank would ensure that the solutions developed are: -

- highly secure,

» amenable to audit and -
-follow widely accepted open standards to allow lnter -operability among the different
systems adopted by different banks.

4.3 Printed material in tri-lingual form

The Bank will ensure that banking facilities percolate to the vast sections of the popuiation
and should make available all printed material used by retail customers including account
opening forms, pay-in-slips, passbooks etc. in trlhngual form i.e. English, Hindi and
Marathi.

4.4 Rights of Transgender Persons — Changes in bank forms/ applications etc

Bank will not distinguish aervices on basis of caste, gender third gender’ etc., in all
forms/applications etc. prescribed by the Reserve Bank or the banks themselves, Whereln ‘
any gender classification is envisaged.

5. Opening / Operation 6f Deposit Accounts,

The Bank has a Service Guide and varied pohmes encompassing the opening and operat1on
of deposit accounts which has been put up on the Bank’s website.Paste Link Here

Opening-of Current Accdunts -

() Keeping in view the importance of credit discipline for reduction in NPA level of
banks, the bank, at the time of opening current accounts, insist on a declaration
stating that the account holder is not enjoying any credit facility with any other
bank. The Bank ensures that specific no objection certificate is obtained from
lending bank(s), before opening a current account,

(iy If no reply is received from eXisting lendmg banks, after wa|t1ng penod of a fortnight
the account is opened,

(iiy In case the prospective customer is a corporate, enjoying credit facilities from more
than one bank, then no-objection certificate is sought, from the lead bank or
‘concerned banks in case of multlple banklng arrangement

l
.

The Bank adheres to the gmdelmes issued by RBI from time to time for openlng current' o

accounts.
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6. Levy of Service Charges

The service charges will be approved by the board / New proposed committee. The
charges will be reasonable and not out of line with the average cost of providing these
services. '

The Bank has displayed the charge schedule on the website and the same is updated from
time to time for easy access and retrieval by the customers. A copy of the charges will be
made available to customers at the branches on request.

7. Service at the counters
7.1 Banking hours / working days of bank branches

The bank has been observing public holiday on second and fourth Saturdays from
September 01, 2015; and will observe full working days on Saturdays other than second
and fourth Saturdays (referred to as working Saturdays)

“Fhe working hours of the branches are:

Monday to Friday — 10.00 am to 5.00 pm
Working Saturday — 10.00 am to 5.00 pm

7.2 Changes in banking hours

The bank may fix, after due notice to its customers, whatever business hours are
convenient to it i.e., to work in double shifts, to observe weekly holiday on a day other
than Sunday or to function on Sundays in addition to the normal working days, subject to -
observing normal working hours for public transactions referred RBI Customer Service
Circular. ' ‘

Actual hours of operations may vary from branch to branch and will depend upon the
customer convenience in each location. Customers will be given at least one month’s notice
prior to change in branch timings.

In order to safeguard banks' own interest, a bank closing any of its offices on a day other
than a public holiday, will have to give due and sufficient notice to ail the parties concerned
who are or are likely to be affected by such closure.




7.3 Commencement / Extension of worklng hours

Commencement of employees’ worklng hours 15 minutes before commencement of
business hours will be made operative by banks at branches in metropolitan and urban
centres. The banks will take into conSIderatlon the recommendatlon taking into account the
prowsrons of the local Shops and Establlshments Act '

The branch managers and other supervzsmg ofﬂoaie should, however, ensure that the
members "of the staff are available at their respectfve countérs right from the
commencement of banking hours and throughout the pILSCI’IbEd business hours so that
there may not be any grounds for customers to make comolamts

Bank will ensure that no counter remains unattended durmg the business hours and
uninterrupted service is rendered to thei customers. Furthor the banks should allocate the
work in such a way that no Teller counter is closed durmg the banking hours at their
branches. I - o

Al the customers enterlng the banking hall before the close of business hours should be
attended to. :

. 7.4 Priority service Counters/Preference to Semor Citizens, Differently abled
persons ¢

Our branches ensure that Prlorlty Ser\nce to Sen:or Cutlzens and Differently-abled
Customers .;3 :

8.Guidance to Customers and dlsclasure of Informatlon :
hfa ,3; ‘2 Cy t+

8.1 Assmtance/gmdance to customers Al branch staff is ready for providing
assistance / guidance to customers. “l-_nqwry or "May 1 Help You” counters which may not
be located at the entry pomt but aiI' E:ounters will: be prowd!ng assistance / gwdance to
customers. g : :

Officers / Managers to ensure that the “May I Help You” and no other counter remains
unattended during the business hours and uninterrupted servace is rendered to the
customers.

8.2Display of time norms: Time norms for specialized business transactions should be .
displayed predominantly in the banking hall, Officers / Managers will ensure that all the
customers entering the banking hal! before the close of business hours should be attended
to. ' " ‘ '~
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8.3Display of information by banks — Comprehensive Notice Board

A format has been devised by Reserve Bank for display of information relating to interest
rates and service charges etc. which would enable the customer to obtain the desired
information at a quick glance. The Bank ensures the requisite data is updated and
displayed on a timely basis in the given format.

This information may be made available in the form of Comprehensive Notice Boards or
may be made availablé in the form of Digital Media displayed on TV Screens installed in the
Banking Hall. Today’s world is digital world and therefore, instead’of pasting notice boards,
Bank may display the same in TV Screens,

8.3.1 Notice Boards

The Comprehensive notice board at the branches will be as per the instructions and format
mentioned in e Annex II of the RBI circular on Customer service.

8.3.2 Booklets/Brochures

The a:atailed information as indicated in RBI Circular - Customer Service Circular may be
made available in various booklets / brochures as decided by the bank. These booklets /
brochures may be kept in a separate file / folder in the form of ‘replaceable pages’ so as to
facilitate copying and updation. In this connection, banks may also adhere to the following
broad guidelines: :

The file / folder may be kept at the customer lobby in the branch or at the ‘May I Help You’
counter or at a place that is frequented by most of the customers. The language
requirements ( trilingual language i.e. English, Hindi and Marathi )has been taken into
account. While printing the booklets, font size has been kept minimum Arial 10 so that the
customers are able to easily read the same. Copies of booklets may be made available to
the customers on request.

8.3.3 Website

The detailed information as indicated in RBI Circular - Customer Service Circular will be
made available on the bank’s web-site (Home page).

8.4 Display of information relating to Interest Rates and Service Charges —
Rates at a quick glance

The bank will, from time to time, ensure that the interest rates and the service charges are
displayed in line with the RBI circular on Customer Service.




8.5 Display of informatioh by banks-

The bank will adhere to the recommendations of Working Group on Pncmg of Credit.
> Website: :

~ » The interest rate range of contracted loans for the past quarter for different
categories of -advances granted to individual borrowers along with mean
interest rates for such loans,

» The total fees and charges applicable on various types of loans to individual

borrawer will be incorporated in the Sanction Letter after processing of loan,

» The .Annual Percentage Rate (APR) or such similar other arrangement of
representing the total cost of credit on a loan to an individual borrower on
their websites so as to allow customers to compare the costs associated with.
borrowing across products and/ or lenders.

> Key Statement/ Fact Sheet: Banks will provide a clear, concise, one-page key fact
statement/fact sheet, as prescribed in RBI circular on Customer Service, to all .
individual borrowers at every stage of the loan processing as well as in case of any
change in any terms and conditions. The same may also be included as a summary
box to be displayed in the credit agreement.

8.6 Disclosure of Information by banks in the public domain

The bank will ensure that the following are made available for public viewings through the
website are listed below:

I —-Guidelines "

- Citizen’s Charter

- Deposit Policy

- Deceased Depositors Policy along with Nomination Rules
- Cheque Collection Policy | '

- Fair Practice Code for Lenders

- Code for Collection of Dues and Repossession of Security
- Complaint Redressal mechanism '

11 Complaints

- Grievance Redressal Mechanism
- Information relating to Integrated Ombudsman Scheme
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II1. Opening of Accounts

- Account Opening Forms

- Terms and Conditions _

- Service Charges for various types of services

- Interest rates on Deposits

-Minimum balances - along with corresponding facilities offered.

IV. Loans and Advances

- Application forms relating to loans and advances

- Copy of blank agreement to be executed by the borrower
-Terms and Conditions

- Processing fee and other charges

- Interest rates on Loans and Advances

V. Branches

- Details ,of branches along with addresses and telephone numbers (with search
engine for queries relating to branch location)
- Details of ATMs along with addresses

8.7 Display of Timelines for Credit Decisions

Bank will clearly delineate the procedure for disposal of loan proposals, with appropriate
timelines, and institute a suitable monitoring mechanism for reviewing applications pending
beyond the specified period. There should not, however, be any compromise on due
diligence requirements. Banks may also make suitable disclosures on the timelines for
conveying credit decisions through their websites, notice-boards, product literature, etc

9.0peration of Accounts by Old & Incapacitated Persons

Bank will formulate procedures to enable old and incapacitated persons to operate the
account in adherence with the norms prescribed by RBI for Operating the Bank Accounts
by Old / Sick / Incapacitated Customers. Accordingly, the bank will extend certain facilities
to account holders who are sick/old/incapacitated and who are not willing to open and
operate joint accounts (by which the problem could be solved).

The cases of sick/old/incapacitated account holders fall into the following categories:




a. An account holder who is too ill to sign a cheque/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

b. 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. .

With a view to enabling the old/sick/incapacitated account holders to operate their bank -
accounts, the bank may follow the procedure are as under: -

a. Wherever thumb or toe impression of the sick/old/incapacitated account holder is
obtained, it should be identified by two independent witnesses known to the bank,
one of whom should be a responsible bank official '

b. Where the customer cannot even put his/her thumb impression and also would not
be able to be physically present in the bank, a mark can be obtained on the
cheque/withdrawal form which should be identified by two independent witnesses,
one of who should be a responsible bank official.

The ¢customer may be asked to indicate to the bank as to who would withdraw the amount
from the bank on the basis of cheque/withdrawal form as obtained above and that person
should be identified by two independent witnesses. The person who would be actually
drawing the money from the bank should be asked to furnish his signature to the bank.

In this context, the opinion obtained by the Indian Bank's Asscciation from their consultant
on the question of opening of a bank account of a person who had lost both his hands and
could not sign the cheque/withdrawal form is as follows —

"In terms of the General Clauses Act, the term "Sign" with its grammatical variations and
cognate expressions, shall, with reference to a perscn who is unabie to write his name,
- include "mark" with its grammatical variations and cognate expressions. The Supreme
Court has held in AIR 1950 - Supreme Court, 265 that 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. This mark can be placed by the person in any manner. It could be the
toe impression as suggested. It can be means of mark which anybody can put on behalf of
the person who has to sign, the mark being put by an instrument which has had a physical
contact with the person who has to sign". -

10. Providing bank facilities to persons with disabilities

Bank will formulate procedures to enable visually impaired persons to operate the accourit
" to cover: - '

14
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» Guidelines framed by IBA based on the judgment of Chief Commissioner for Persons
with Disabilities,

YV ¥V VY

Need for Bank Branches / ATMs to be made accessible to persons with disabilities,
Providing banking facilities to Visually Impaired Persons,
Talking ATMs with Braille keypads to facilitate use by persons with visual

impairment,

Magnifying glasses shall be provided in all bank branches for the use of persons with low
vision, wherever they require for carrying out banking transactions with ease. The
branches will display at a prominent place notice about the availability of magmfymg
glasses and other facilities available for persons with disabilities.

'11. Guidelines for the purpose of opening/ operating bank accounts of Persons
with Autism, Cerebral Palsy, Mental Retardation, Mental Iliness and Mental
Disabilities

The following guidelines would be applicable for the purpose of opening / operating bank
accounts of the above persons:

e
~
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The Mental Health Act, 1987 provides a law relating to the treatment and care of
mentally ill persons and to make better provision with respect to their property
and affairs. According to the said Act, “mentally ill person” means a person who
is in need of treatment by reason of any mental disorder other than mental
retardation. Sections 53 and 54 of this Act provide for the appointment of
guardians for mentally ilf persons and in certain cases, managers in respect of
their property. The prescribed appointing authorities are the District Courts and
Collectors of Districts under the Mental Health Act, 1987.

The National Trust for Welfare of Persons with Autism, Cerebral Palsy, Mental
Retardation and Multiple Disabilities Act, 1999 provides a law relating to certain
specified disabilities. Clause (j) of Section 2 of that Act defines a "person with
disability” to mean a person suffering from any of the conditions relating to
autism, cerebral palsy, mental retardation or a combination of any two or more
of such conditions and includes a person suffering from severe multipie
disabilities. This Act empowers a Local Level Committee to appoint a guardian, to
a person with disabilities, who shall have the care of the person and property of
the disabled person. :

Banks are advised to take note of the legal position stated above and may rely
on and be guided by the orders/certificates issued by the competent authority,
under the respective Acts, appointing guardians/managers for the purposes of
opening/operating bank accounts. In case of doubt care may be taken to obtain
proper Iegal advice.




Bank will ensure that the branches give proper guidance to their customers so that

the guardlans/managers of the disabled persons do not face-any difficulties in thls

regard.

12. Remittance

- The branch operations policy covers the folliowir)g:

12.1 Remittance of Funds for Value * 50,000/- and above

1'2.2 Demand Drafts

12.2.1
12.2.2
12.2.3

12.3
12.3.1
12.3.2

12.3.3

12.3.4.

12.3.5

12.3.6

Issue of Demand Drafts
Encashment of drafts
Issue of Duplicate Demand Draft

Remittance through electronic mode

Providing Positive Confirmation to the Originator

Payment of penal mterest for delayed credlt /refunds of NEFT
transactions

National / Regional Electronic Clearlng Service (NECS / RECS) -
Extension of service to remaining branches

National Electronic Funds Transfer (NEFT) — Reqwrement of Indian
Financial System Code (IFSC) in transactions

National Electronic Funds Transfer (NEFT) System - Ratronallsatton of
customer charges

NEFT - Customer

Service and Charges - Adherence to Procedural Guidelines and Circulars

12.4

12.5

Mobile banking transaction limits

Domestic Money Transfer — relaxations

13. Cheque Drop Box Facility

Both the drop box facility and the facmty for acknow[edgement of the- cheques at -
regular collection counters is available to the customers and no branch shall refuse to.
give an acknowledgement if the customer tenders the cheques at the -counters.

Clearing timings of the Cheque Drop Box shall be displayed on the Cheque Drop' Box.

16




The below Important Notice is dlsplayed in the Cheque Drop Box of all branches in-
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English, Hindi and Marathi.
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Customers can also tender the Cheques at the counter and obtain
acknowledgement on the Pay-In Slips

The Account Number and Contact Number have to be mentioned behind the
cheque

Please do not deposit cash in the drop box

Outstation Cheques have to be tendered over the counter

14. Collections of instruments

- The Cheque Collection Policies so formulated will include:

>

>

Time frame for Collection of Local / OQutstation Instruments
Interest payment for delayed collection

14.1.1 Broad Principles

The- Cheque Collection Policy will be comprehensive and transparent covering all
aspects,is available on the website covering the technological capabilities, systems and
processes adopted for clearing. arrangements and other internal arrangements for
collection through correspondents

The policy should i_ncl‘ude instructions on the following:

14.1.2
14.1.3

 14.1.4
14.2
14.3

14.3.1
14.3.2.

Delay in Cheque Clearing - Case No. 82 of 2006 before National Consumer
Disputes Redressal Commission. '

Collection of Account Payee Cheque - Prohlbltlon on Credltlng Proceeds to
Third Party Account.

Payment of Cheques/Drafts/Pay Orders/Banker’s Chegues.

Cheques / Instruments lost in transit / in clearing process / at paying bank's
branch

Bills for collection
Payment of interest for Delays in collection of bills
Delay in Re-presentation of Technical Return Cheques and Levy of Charges for

‘such Returns. .

15. Dishonour of Cheques




The Bank will formulate procedures for dealing with dishonoured cheques, which will
include procedure for returning dishonoured cheques, information on dishonoured
cheques and dealing with incidence of frequent dishonour of cheques of value.
Officers and staff of the bank are advised to adhere to the procedures & guidelines
and ensure strict compliance for effective communication and delivery of dishonoured
cheques to the payee.

Information on dishonoured cheques: Data in respect of each dishonoured cheque for
amount of 1 crore and above will be made part of bank's MIS on constituents and
concerned branches should report such data to their respective controlling office / Head
Office. Data in respect of chegues drawn in favour of stock exchanges and dishonoured
should be consclidated separately by banks irrespective of the value of such cheques as a
part of their MIS relating to broker entities, and be reported to the Head Offices.

For the purpose of adducing evidence to prove the fact of dishonour of cheque on behalf of
a complainant (i.e., payee / holder of a dishoncured cheque) in any proceeding relating to
dishonoured cheque before a Court, Consumer Forum or any other Competent Authority,
banks should extend full co-operation, and should furnish hlm/her documentary proof of
fact of dishonour of cheques.

Consolidated data for matters referred above should be placed before their Audit
Committee, every quarter.

16. Dealing with Complaints and Improving Customer Relations

16.1 Complaints/suggestions box ' -

Complaints/suggestions box: Bank will ensure that the complaints/suggestions box is
available at all branches. Each branch, will ensure that a notice is displayed reguesting
customers to meet the branch manager regarding their grievances, if the grievances have
not been addressed. All new branches open for operation, will adhere to the process.

16.2 Complaint Book /Register

Complaint book with perforated copies will be available at the branches, to instantly
provide an acknowledgement to the customers and an intimation to the Controlling Office.
All complaints received at the branches will be entered in a separate register and the
customer will be provided the reference number and date. All complaints received at the
branches should be entered in the same register. The complaints register from the
branches will be scrutinised by the Nodal Officer during. his periodical visit to the branches
and his observations/comments recorded in the visit reports.

16.3 Complaint Form
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The grievance policy displayed on the banks home page informs the customers on the
channels to lodge a complaint and includes the name of the Nodal Officer for complaint

redressal. Additionally, the policy mentions the escalation levels available to the customers
for their complaints.

16.4 Analysis and Disclosure of complaints

Disclosure of complaints / unimplemented awards of Integrated Ombudsman Scheme
along with Financial Results / Enhanced disclosures

The Bank shall place a statement of complaints before its Customer Service Committees
along with an analysis of the complaints received.

Bank will place a statement of complaints before their Boards / Customer Service
Committees along with an analysis of the complaints received. The complaints should be
analyzed

to identify customer service areas in which the complaints are frequently received;
to identify frequent sources of complaint;

to identify systemic deficiencies; and ,

for initiating appropriate action to make the grievance redressal mechanism more
effective.

YV VYV

Enhanced disclosures to be made by bank on complaints:

Summary information on complaints received by the bank from

customers
Complaints received by the bank from its customers
Sr . Previous | Current
Particulars
No year year

Number of complaints pending at

! beginning of the year

2 | Number of complaints received during the
year

3 | Number of complaints disposed during the
year

31 Of which, number of complaints rejected

"7 | by the bank

4 Number of complaints pending at the end
of the year
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Maintainable complamts recelved by the bank
Sr ‘ Previous | Current
Particulars ‘ :
No ‘ year year
_ Number of maintainable complaints
5 |received by the bank through Banking
Ombudsman
Of 5, number of complaints resolved in
51| favour of the bank by Banking
Ombudsman
Of 5, number of complaints resolved
5.2 | through conciliation/mediation/advisories
by Banking Ombudsman
Of 5, number of complaints resolved after
5.3|passing of Awards by Banking
Ombudsman against the bank
Number of Awards unimplemented within
6 |the stipulated time (other than those
" | appealed) -

Note: Maintainable complaints refer to complaints on the grounds specifically mentioned in

Integrated Ombudsman Scheme and covered within the ambit of the Scheme.

Top fivé grounds of complaints received by the bank from customers

Master list of grouﬁds of complaints to be used for disclosure on the top.

five ground-wise receipt of complaihts by banks

wn
=

Particulars

=
Q

ATM/Debit Cards

Internet/Mobile/Electronic Banking

Account opening/difficulty in operation of accounts

Mis-selling/Para-banking

Facilities for senior qt:zens/dlfferently abled

Loans and advances

Levy of charges without prior notlce/excesswe charges/foreclosure charges
Cheques/drafts/bills ' .

Ol |N|lo|niriwirn|~

Non-observance of Fair Practices Code

F
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10 | coins .

Exchange of coins, issuance/acceptance of small denomination notes and

11 | Bank Guarantees/Letter of Credit and documentary credits

12 | Staff behawor

13 | hours by the branch, etc

Facilities for customers visiting the branch/adherence to prescrlbed working

14 ! Others

Reporting Format

% increase

Number of {n‘i‘:‘gease , of 5,
_ . complaints} Number of] Number of|| number of
Conzrlaalnts' pending-ati complaints num(l):fer complaints| complaints
the | ceived . ding at endin
ComP|a'“t5 beginning 'dTriﬁg’ihe compl_amts i:ﬁ: elng of bpeyondg
relating to) received 30
. of the year over the | the year 3
year " previous ays .
year - |
1 2 3 4 5 6
[Ground-1 ||
Ground - 2 iy
Ground - 3
Ground - 4
Ground - 5
Others
‘[Total
Previous Year '
Ground - 1
Ground - 2
Ground - 3

|Ground - 4




Ground - 5
Others
Total

Note : The master list for identifying the grounds of complaints is provided
inAppendix 1.

The detailed statement of complaints and its analysis will be avél[able on our web-site
for information of the general public. The complamts pertaining , to ATM cards will also
be included in this disclosure.

16.5 Grievance Redressal Mechanism .

As required, the Bank ensures that the complaint registers are kept at prominent place
in their branches which would make it possible for the customers to enter their
complaints and have a system of acknowledging the complaints, where the complaints
are received through letters / forms/ calls/ SMS / email etc . The Bank ensures it gives
wide publicity to the grievance redressal machinery by placing them on the website,
The grievance policy fixes a time frame for resolving the complaints received at
different levels. The above procedures will be included in Customer Grievance
Redressal Policy, which will be approved by CSCB.

16. 5 1 Dlsplay of Names of Nodal Offlcers

Contact details including name, complete address, telephone / fax number email
address, etc., of the Principal Nodal Officer needs to be prominently displayed in the
portal of the bank preferably on the first page of the web-site so that the aggrieved

customer can approach the bank with a sense of satisfaction that she / he has been
attended at a senlor level.

16.5.2 Escalation levels:
Customer can escalate the issues to the next higher level, as displayed in the -
escalation matrix available in our Grievance Policy displayed at the branches/Bank’s

website,if a customer is not satisfied with the resolution provnded by /through brarich /
relationship managers or various channels
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17. Erroneous Debits arising on fraudulent or other transactions

Vigilance by banks: The bank shall adhere to the guidelines and procedures for
opening and operating deposit accounts to safeguard against unscrupulous persons
opening accounts mainly to use them as conduit for fraudulently encashing payment
instruments

Compensating the customer: The Bank has a compensation policy in place which will
be put on its website

18. Extension of Safe Deposit Locker / Safe Custody Article Facility

The Bank offers Safe Deposit Lockers services to its customers through select branches
of the Bank. The Locker facility will be available to any person, as per the customer
acceptance policy of the Bank, having contractual capacity. Locker can be hired by an
Individual singly and / or two or more individuals, firms, Limited Companies, Societies,
Associations, Clubs etc., including illiterates and visually impaired persons However,
minor is not allowed to htre locker in his/her name.

Y

19.Nomination Facility

The bank will adhere to The Banking Regulation Act, 1949 which was amended by
Banking Laws (Amendment) Act, 1983 by introducing new Sections 45ZA to 45ZF,
which provide, inter alia, for the following matters: '

To make payment to the nominee of a deceased depositor, the amount standing to the
credit of the depositor.

To return the articles left by a deceased person in its safe custody to his nominee,
after making an inventory of the articles in the manner directed by the Reserve Bank
To enable a banking company to release the contents of a safety locker {o the nominee
of the hirer of such locker, in the event of the death of the hirer, after making an
inventory of the contents of the safety locker in the manner directed by the Reserve
Bank

Nomination Facility

Nomination facility is available for bank deposits, savings account sole proprietorship
accounts and safe deposit lockers. Applicants can make nomination by filling up the
Form prescribed under the Banking Companies (Nomination) Rules 1985. Customers
placing a fixed deposit on Mobile Banking App can add a Nominee.
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There can be only one Nominee for a deposit account whether held singly or ]omtiy
and such a nominee must only be an individual. .

A person legally empowered to operate a minor's account can ﬂ!e a nomination on
behalf of the minor. : :

Customers can change the nomination details during the subsistence of the account
relationship by filling up the Form prescrlbed under the Banking Companies
{Nomination) Rules 1985, :

Nomination forms received by the bank shall be acknowiedged.

Nomination registered shall be mentioned on the Statements [/ Fixed Deposit advise etc

Please note that the nominee is a mere custodian of the account, and has no right over
the money unless they inherit it, or it is specified in the will. The nominee's role is to
direct the court in terms of handling the account in the event of the account holder’s
demise.

20. Settlement of clalms in respect of deceased depositors — Simplifi catlon of
procedure

The Bank will adhere to the provisions of Sections 45 ZA to 45 ZF of the Banking
Regulation Act, 1949 and the Banklng Companies (Nommatlon) Rules, 1985 with
respect to the below;

Accounts with survivor/nominee clause

Accounts without the survivor / nominee clause

Premature Termination of term deposit accounts -

Treatment of flows in the name of the deceased depositor

Interest payable on the deposit account of deceased deposutor

Time limit for settiement of claims

Availability of claim forms.

Return of safe custody articles to Survivor(s) / Nominee(s) / Legal heir(s)

The Bank will adhere to the procedures for accepting nominations and settlement of
claims in respect of deceased depositors. The procedures will be in line with Model
Operational Procedures for Settlement of Claims of the deceased constituents.

21. Access to the safe dep051t lockers / Return of safe custody articles to
Survivor(s)/ Nominee(s) / Legal henr(s)

Bank offers nomination fac:ltty in case of safe deposit lockers in accordance with the
provisions of section 45ZC to 45-ZF of the Banking Regulation Act, 1949 and Banking
Companies (Nomination) Rules 1985. In case the nominee is a minor, the same




AR G

v

ey - 2
FReTA T Tine-a
. -

-y s

T AT,

procedure as prescribed for the bank accounts shall be followed by the bank.
Nomination, cancellation or variation in existing nomination can be made either at the
time of hiring of the locker or subsequently at any time during occupancy of the locker.
Handling lockers in case of death of locker hirer(s) shall be detailed in the Banks
Locker Policy.

22. Settlement of claims in respect of missing persons

The settlement of claims.in respect of missing persons would be governed by the
provisions of Section 107 / 108 of the Indian Evidence Act, 1872. Bank will formulate a
policy which would enable them to settle the claims of a missing person after
considering the legal opinion and taking into account the facts and circumstances of
each case. '

23. Release of other assets of the deceased borrowers to their legal heirs

The Bank will adhere to the procedure for release of other assets of the deceased
borrowers to their legal heirs.

24, Unciéimed Deposits / Inoperative Accounts in banks

The bank will accordingly adhere to the process to cover the guidelines mentioned in
the RBI circular — customer Service.

25. Customer Confidentiality Obligations

Wherever banks desire to collect any information about the customer for a purpose
other than KYC requirements, it will not form part of the account opening form. Such
information may be collected separately, purely on a voluntary basis, after explaining
the objectives to the customer and taking his Explicit consent for the specific uses to
which such information could be put.

The bankers' obligation to maintain secrecy arises out of the contractual relationship
between the banker and customer, and as such no information should be divulged to
third parties except under circumstances which are well defined. The following
exceptions to the said rule are normally accepted:

Where disclosure is under compulsion of law

Where there is duty to the public to disclose

Where interest of bank requires disclosure and

Where the disclosure is made with the express or implied consent of the customer.




25.1 Collecting Information from customers for cross-seiling purpose

The Bank is aware, that the information provided by the customer for KYC compliance
while opening an account is confidential and divulging any details thereof for cross
selling or any other purpose would be in breach of customer confidentiality obligations.
Bank will treat the information collected from the customer for the purpose of opening
of account as confidential and not divulge any details thereof for cross selling or any
other purposes. The Bank will ensure that information sought from the customer is
relevant to the perceived risk, is not intrusive, and is in conformity with the guidelines
issued in this regard.

Wherever the Bank decides to collect any information about the customer for a
purpose other than KYC requirements, it will not form part of the account opening
form. Such information may be coliected separately, purely on a voluntary basis, after
explaining the objectives to the customer and taking his explicit consent for the specific
uses to which such information could be put.

26.Transfer of account from one branch to another

The Bank will allow customers to transfer their accounts from one branch to another,
however, the account number will change as keeping the same account number is not
possible in present CBS System. We will ensure that it is carried within the given
- timelines as communicated to the customer. This will be a part of the bank’s
operations process.

27. Switching banks by customer

The bank will ensure that customer service in the branches is superior, in case the
depositors are dissatisfied with customer service, they can switch banks and we would
not thwart depositors from such sthches

28.Co-ordination with officers of Central Board of Direct Taxes
There is a need for greater co-ordination between the income-tax department and the

banking system. Banks will extend necessary help/co-ordination to tax: officials -
whenever required. Further, banks will have to view with serious concern cases where.

‘their staff plan/assist in-any manner with offences punishable under the Income Tax

Act. In such cases in addition to the normal crimlnal action, these cases (if any) will be-
taken up by the disciplinary committee.

29. Declaration of Holiday under the Negotiable Instruments Act, 1881
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The bank will declare halidays, in terms of Section 25 of the Negotiable Instruments
Act, 1881, the expression "public holiday" includes Sunday and any other day declared
by the Central Government by notification in the Official Gazette to be a public holiday.
However, this power has been delegated by the Central Government to State
Governments vide the Government of India, Ministry of Home Affairs' Notification No.
20-25-56-Pub-1 dated 8 June 1957. While delegating the power to declare public

“holidays within concerned States under Section 25 of the Negotiable Instruments Act,

1881, the Central Government has stipulated that the delegation is subject to the
condition that the Central Government may itself exercise the said function, should it
deem fit to do so. This implies that when Central Government itself has notified a day
as "public holiday" under Section 25 of the Negotiable Instruments Act, 1881, there is
no need for banks to wait for the State Government notification.

30.Miscellaneous

30.1 Sunday banking

Sunday banking: In predominantly residential areas the Bank may keep the branches
open for business on Sundays by suitably adjusting the holidays.

30.2 Accepting standing instructions of customers

Standing instructions will be accepted on all current and savings bank accounts,
including payments on account of taxes, rents, bills, school / college fees, licenses, etc.

30.3 Clean Overdrafts for small amounts

Clean overdrafts for small amounts will not be permitted to customers.

30.4 Rounding off of transactions

All transactions, including payment of interest on deposits/charging of interest on
advances, should be rounded off to the nearest rupee i.e., fractions of 50 paise and
above shall be rounded off to the next higher rupee and fraction of less than 50 paise
shall be ignored. Issue prices of cash certificates should also be rounded off in the
same manner. However, banks should ensure that cheques/drafts issued by clients
containing fractions of a rupee are not rejected or dishonored by them.

30.5 Doorstep Banking

JSBLmay offer Doorstep banking (DSB) for certain Customer segments of Branch
Banking including Senior Citizens of more than 70 years of age and differently abled or
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infirm persons (having medically certified chronic illness or disability) including those
who are visually impaired and belongmg to Branch Banking client segments including
BSBDA.

List of services offered under Doorstep Banking Services

Financial services:

Cash deposition (Cash pick-up)-
Cash delivery against withdrawal from account.

Non-financial services:

Pick up of instruments against receipt (Clearing cheques/ Demand Draft/ Pay Order/
Fund Transfer cheques) ' '

Delivery of Demand. Draft/ Pay Order

Submission of KYC documents

JSBL would offer the doorstep services within Municipal limits in the Pune City. In other .
cities or locations where JSBL branches are located mctudmg the new branches, the
doorstep banking services would be provided on a best effort basis.

Customers can on-board the request under DSB facility by enrolling for the same. For |
the one-time enrollment, assistance would be provided by JSBL Branch Manager.

The Schedule of charges for Doarstep banking services is displayed on the website.

31.vVarious Working Groups / Committees on Customer Service in' Banks -
Implementation of the R_ecomm‘endation§

In order to keep a watch on the progress achieved by the bank in the |mplementatlon"

of the recommendations of various working groups/Commlttees on customer service,

the banks may examine the recommendations which have relevance in‘the. present—; -
day banking and continue to implement them. These may be submitted periodically to = -
the Customer Service Committee of the Board, a progress report: on- the steps/“ ‘
measures taken. in that regard. :
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32.Code of Bank’'s Commitment to Customers

The Bank follows various provisions of the code of Bank's Commitment to
Customers, implementation of which is monitored by the Banking Codes and
Standards Board of India (BCSBI).

Review

This Policy should be reviewed on an annual basis (with a grace period of up to four
months) or when material changes are required/appropriate to ensure continued
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