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Dear Sir,

Complaint Handling Policy/ Policy for Redressal of Grievances has been reviewed and

updated for the year 2022-23 which is approved by the board in it meeting dated

09.12.2022. The same is enclosed herewith. The said policy will be valid till it is

reviewed.

All are requested to go through the same and follow the guidelines as applicable.

Yours faithfully,

(Sanj ay

anager

To,
All Regional Offices & Branches
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l. I ntrod uction :

In thc prcsent scenario ol competitive banking, excellence in custonrcr serYrcc

is the most important tool tbr sustained busilcss growth. Customcr conrplaints are part ofthe business

lile of any corporate entity. This is rnore so for banks because banks are service organizations. As a

sewice organization, customer service and Customer Satisfaction is the prime concern of bank. The

Bank believes that providing prompt and eftlcient servicc is essential not only to attract ne\y

custorners, but also to retain existing ones.'l'his policy document ainrs at rninimizirrg instances of
cLrstorner conrplaints and grievances through proper service delivery and review nrechanisnr and to
ensure prompt redressal of customer complaints and grievances. The review rnechanism will help in

identiSing shortcomings in product features arrd service delivery.

Principles for Gricvances llcd ressal Meclrnnism

The Bank's policl for rcdressal ofgrievances follorvs the under noted Principles:

. Customers are treated fairly at alltimes

. Complaints raised by custorners arc dealt rvith coLrrtcously and in tirne

. Custonlers alc fully informed ofavenues to escalate their com p la ints/grieva nces ivithin the

organization and thcir rights to alternative remedy, if they are not fully satisfied \\'ith the

response of the Bank to their conrplaints.
. Bank rvill treat all cornplaints efficiently and fairly as they can damage the Bank's rcputation

and business if handled otherrvise.

. The bank enrployees will work in good faith and without prejudice to the interests of the

custotner.

ln order to nrake Bank's redressal mechanism more meaningful and effective, Bank will have a

structurcd system. Such system will ensure tlrat the redressal sought is just and fair and as per rules

and regulations. The policy document rvill be made available at all branches. AII thc ernployees will
be nrade aware about the contplaint handling process to ensure better customer service and general

a\\arcnsss in the Ban k.

2. A, Whv cornplaint:rriscs?

The cLlstomcr complaint ariscs duc to:

l. 'l'he attitudinal aspects of stafl in dealing with customers

2. Inadequacl, of the filnctions/an'ang,elnents nrade available to tllc ctlstoncrs or gaps in stanclards ol'

scrviccs cxpccle(l and actual services rettdered.

3. Diff'erence in perception and interpretation ofprovisions, rules and regulations and lalv.

B. Source of ConrPlaints:
The complaints are received from various portals such as RBI Ombudsman'

DFS. Bank of Maharashtra, Aple Sarkar. by post

CPGRAM, INCiRAM,

etc. llBl OntbLtdsmatl

sarkar have portals, of which crcdentials are with lnspection & Audit
SI-BC, NABARD,
CPGRAM & Aple

I)epartnrent,

t:a
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3. Customcr ll.ight:

The custonrer is having full right to register his complaint if he is not satisfied with the services

provided by the Bank. lle can give his complaint in rvriting, orally or over telcphone. lf custonrer's

complaint is not resolved within given time or if he is not satistjcd with the solution provided by the

Bank, he can approach Banking Ornbudsman/ Consunrer Forunr / BCSBI rvith his conrplaint or resort

to other legal avenues available for grievance redressal.

.1. Intcrnal Machincry to handle Custonrcr complaints/ gricvances:

4.1 lloard Conrmittcc on Customer Scrvicc

This sub-committee of the Board would be responsible for formulation of a Comprehensive Deposit

Policy incorporating the issues such as the treatment to and operation in the account on the death of a

depositor, the product approval process and the annual survey of depositor satisfaction and the tri-

enniel audit ol such services. The Committee rvill also examine any otlrer issucs including

exanrination of loan policies and service issues for the individual as a borrower also having a bearing

on the quality of customer scrvice rendered. This Committee rvill also review the functioning of
Standing Conrmittee on Custonrer Service as per the customer service policy adopted by the Board

and circLrlated via. Cir. No. IIOi P&D/ Cir. No. 55i 201,1 (Ceneral Cir.No. 156) dated 2210812014.

Board cornrnittee on Custonrcr Service will be chaircd by Chairnran ol the Bank. BOM norninee

Director. NABARD nonrincc Director. RBI norninee Director and State Govt. Nominee Director will
be its nrernbcr.

Banks rvill place a statcment of complaints bclore Hon'ble Board along rvith an analysis ofthe
conrplaints received. The complaints should be analyzed:

(i) 1'o identify customer service areas in which the conrplaints are frequently received
(ii) 1'o identify lrequent sources olcomplaint
( iii) To iderrtify systernic deficiencies
(iv) For initiating appropriate action to make the grievance redressal mechanism more effective

{.2 I Icad ()l licc Custornct' Scrvicc Cornmittcc.

Head office customer scrvicc comrnittec will be chaired by ChrefGcneral Manager ofthe Bank. Chief
Manager, lnspection and Audit department rvill be the conveyor oltlre cornmittce and ChielManager
Planning Department, Chief Manager vigilance Department and Chief Manager HRD Departnrent
rvillbe its melnber.

Thc cornnrittce rvill have the lbllorving lunctions.
o l:valuate t'cedback on quality ofcustomer servicc rcceivcd fiom variotrs quarters. The committee

rror.rld also review conrmelts/ feed-back on customcr service and implementation of
commitnlents in the Code ol Bank's Conrnritments to Customers as received fr.orn BCSBI. It will
take periodical revierv and take necessary steps for inrplelnentation ofthe Code. The committee
rvould review complaints relating to non-corrpliance with the code provisions on quarterly basis.o flre Cornmittee wourd he responsibre to ensure that arr reguratory instructions regarding
custorner service are foflowed by the Bank. Towards this, the committee rvil obtain ,""..rnry
feedback from field / functional heads / Regional Customer Service Comnrittees.o The cotnmittee also rvottkl consider unresolved cornplaints/grievances referred to it by functional
heads responsiblc for redressal and offer their advice.

l'he comnrittee rvourd subrnit report on its performance to thc Board at quartcrry intervars.
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The Standing Comnrittee on custonrer servicc at HO shall review the unauthorizcd elcctronic
banking transactions reported by custonrers or othcrwise, as also the action taken thereon, the
lunctioning of tlre grievance redress meclranisrr on Quarterly basis and rvill take appropriatc
rJleasures to inrprovc the systcnrs and procedures.

The statelnents/ reports placed to the Hon'ble Board should be based on the analysis of
cornplaints received viz. identification of customer service areas in which the complaints are
frequently received, identification of frequent sources of complaints, identification of systemic
deficiencies and initiation of appropriate action to make grievance redressal mechanisnr more
effective.

{.J A.ll.cgional Oltce Custonrer Service Comnrittcc.

At l{egional level, Regional Otllce Customcr Service Conrnrittees will take revie\ of complainrs in

thc region. Thcy rvill submit their quarterly report to Ccntral Olficc CLrstonrcr Serr'ice Conrnrittcc.

Regional Office Custonrer Service Comrnittee will have the follorving nlenlbers -
Regional Manager' - Chaimran
Nodal Officer (lnspection dept.) - Member & Convener
Planning Oflcer - Member
Staff Officer - Mernbcr

B. llranch lcvel Custonrer Scrvice Conrmittees

At branch levcl, branches rvill take necessary steps for strengthening the branch level committees rvith

grcater involvernent of customers. lt u,ill also include customers, senior citizens per guidelines issued

front tintc to tin1e. Such rccol'rstituted conrmittee should nreet every nronth to study cornplaints /

suggcstiot'ls. cases ofdclay; difficulties laced/ rcported by custonlers/ mcntbers of tltc contmitlcc attd

cr,rlre lhc rrars arr,.l rnu:lns ul inrpro\ irrt custonter serr ice.

Thc branclr lcvcl custonret servicc cotnrnittees ivill sLrbnlit qLrancrly rcports givirrg

in pLrts/suggest ions to the Standing Comrniltee on CLrstorrer Scrvicc. thus enabling the Standing

Comntittce to eranrine thent and proYide relevant feedback to the Custorrer Service Cotnrritlec ofthe

Board tbr necessary policy / procedLtral action. Strch BLCSCs will be lornred at all branches

{..1 Notltl Ol'licel antl other dcsignatcd officials to handlc conrplaints and grieYanccs

Chief Manager (lnsp. and Audit) will act as Nodal Olficer and heishe will bc responsible lor thc

inlplelrentation ol'custotner service and conrplaillt handling for the entire Bank.

Ilegional }Iead rvill act as crievances Redressal Authority at thc Region to handle

cornplaints/grievances in respect of regions / branches respeclivety, tlnder tlleir control. At the branch

lcr cl Branch Head rvill act as Gricvances Rcdressal Authority

5. Mandatory display rcquiremcnts:

Each branch rvill disPlaY'

.'rheName,addressandcontactnunlberofNodaloffice(s)/GrievancesRedressalALrthorities
/ Codc Compliance Ofllccr / Principal Code Cornpliance Of'licer

Contact dctails olBanking Onrbudsnran ofthc area

Codc of llank's Conlmitnlents to Cttstonrers / Fair Practice Code

{..l
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Display ofthe required inlonnation in the branch prernises is the primary responsibility ofthe
Branch Manager and the Regional Manager shall be responsible lor ensuring the display as

per policy.

6. llcsol ution of Gricvrnccs:

Appropriatc arrangemcnt for rcceiving complaints and sLrggestions rvill be made by thc branch. Evcrr-

Branch llcad, SLrpervisor and Officers rvill bc primarily., responsiblc or cxtcnding courteous. elficicnt
and prornpt customer servicc arrd thereby avoiding scope for customer grievances. Resolution of
cornplaints to thc satisfaction olcomplainant rvill bc their responsibility.

Branch Head rvill be prinrarily responsible lor the resolution of complaints I
gricranccs in rcspecI olcuslonrer's servicc by thc branch. He rvrll be lesponsiblc for cnsLtring closLtre

of all conrplaints reccived at the branches. lt will bc his forenrost duty to sec that thecomplaints

arc resolvcd completcly to thc satisfaction olthe ctrstomcr and if the custolner is rrot satisfied. then lrc

uill be providcd with alternate avcnues [o escalatc the issue. If the branch manager feels that it is not

possible at his level to solve the problern, he will reler the case to Regional Office for guidance.

Sinrilarly, if Regional Office finds fiat it is not able to solve thc problern, suclr cases may bc referred

to thc Nodal Officer. Branches will subrnit weekly report ofpending conrplaints to Regional Offices.

llcgional Officcs rvill submit a fortnightly report of pcnding Complaints to Nodal Officer who will
ensure rcdressal of suclr complaints rvithin four weeks.

7. l)caling ryith Conlplaints anrl lmproving Custonrcr llelations:

7.1 Complain(s / Suggestion box

Corn plaint/Suggcstion box shall be provided at cach branch/office of thc Bank. Further. at every

branch ofthe Bank a notice requesting the customers to rneet the branch manager shall be displayed
rcgalding grievances. il the grievances renrain un-redresscd.

7.2 Conrpltint book/rcgislc r

Contplaint book rvith perforated copies in cach set shall be introduced, so designed as to instantly
prolide an acknorvledgement to the customers and intimation to the controlling olfice.
'l'hc branches shall maintain a separate complaints register in the prescribed lormat givcn for entering
all llte complaints/grievances received by them directly or through RO/CO/Government. These
registers shall bc nraintained irrespective ofthe fact whether a complaint is received or not in the past.

Corrplaint l(egister Format:

Tha conploittt re1;islcrs n(int(i el h-y

Regiotrrrl lfunogcr, during his pcriodittt
thcrton he reconlel in his visit rcport,

lhc bronchcs shottld bc scrutittizttl h-y- the utntcrncl
I t'isit to tltc hnrnchcs ond his ohscrwtions / (,on tunts

Head Offce
ar8aba

(
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7.J C onrplaint l.'olrn

A complaint form, along with the name of the nodal officer for complaint redressal, shall be provided

in tlre honre page itselfto facilitate complaint submission by custonrers. The complaint form shall also

indicate that the tirst point tbr redressal of conrplaint is the Bank itself and tllat complainants nla)'

approach the l3anking Orrbudsnran only if the conrplaint is not rcsolved at thc Bank lcvel within a

rnonth. Sinrilar inlbrrration shall be displayed in thc boards put up in all the branches to indicate the

narne and address ofthe Banking Ombudsrnan. In addition, the name. address and telephone nLrmbcrs

ol the Bank to rvhonr conrplaints can bc addresscd shall also be given pronrincntly.

7.{ '[inre li'anrc

Conrplaint has to be secn in the right perspective because they indirectly revcal a rveak spot in the

rvorking of the Bank. Conrplaint received shall be analyzed fronr all possible angles. f ime Schedule

set up for handling conrplaints and disposing them at all levels including Branches, Regional Olficcs
and Central Office will be as under-

ll Branches: The corrplaint rvill be redressed rvithin 2 days..

2l Regional Office: The conrplaints will be rcdressed within I Week.

3l Central Oftice: Conrplaints received by different departments at Central Office rvill be redressed

rvithin 2 rvceks.

4l When conrplaints are cscalated lronr branch to ceutral ol'ficc thcy rvill be rcdrcsscd

nraxinrun] rvith in 2 rvceks.

5] Complaints unresolved for 30 dais or nrore will be lorrvarded to the Nodal Olficer concerncd
Lrnder Banking Orrbudsrrau Schenre.

ll. --\clinorr lcdgntent / Intcl inl Ilepl):

,\ll conlplaints rrill bc acknoivledged imnrediately. lf the complaint is relayed ovcr tclephonc at

dcsigllated telcphone, help dcsk. or Customer [iacilitation Ccnter of thc Bank, a conrplaint relerellce

numberrvill be providcd and cotlplainant rvill be kept inlorrned of the progress rvithin a reasonable

period of time. Contplaint Redressal Authorities will try to resolve the complaint rvithin specified tinre

framcs, specificd by the Bank. Communication of Bank's stand on any issue to the customer rvill be a

vital reqyirement. Interim rcplv along rvith reasons for delay rvill be sent to tlrc contplainant if nlore

ttran specilied tinte is requircd lbr examination ol the issues involvcd or for redressal of grievance.

llank riill irrtbrrn conrplainant ho\v to takc his complaint further ilhe is not satistied.

ll.1 Stlff Mecting :lnd llcvic\Y of Systcnls antl l'rocedure

[]ranches rvill conduct a staff nreeting al'tel rcccipt ol' a conlplaint. l'he variotts aspecls o1'

rhe complaint including sysrentic thilure. ifany, rvill be discussed in the nleeting and ilthcre is any

tla* in fhe systetn, necessary stcps will be taken for changing the systcln in constrl(ation rvith the

Regional Head, so that there is no recurrence ofsuch complaint'

9. Monitoring:

Ilranch will scnd to Regional ol'tice every month and Regional office will send to cerltral olfice bi-

monthly the consolidatcd action taken report on complaints received

5
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10. lnlcraction rr itlr crrslonrcrs;

ll. Sensitizing opcrating staffon handling complaints:

StalT shall be propcrly traincd for handling conrplaints. We are dealing rvith people and hencc

dilference ot'opinion and areas of friction can arise. With an open rnind and a smile on the face rve

shall be able to win the customer's confidence. It rvould be the responsibility of the Nodal Officer to

cllsure that intelnal nraclrinery for handling complaints/glievances operates smoothly and efficiently

at all lcvels. He shall give fecdback on training needs olstaffat various levcls to the l{R Dept. Ficld

Executives \\ill conduct stalT meetings dLrring their visits to branchcs and sensitizc the staff on

handlrrrg cornplaints and fbl cxtendirtg good custonter scrvicc.

12. Disclosure of complaints / unimplcmcntcd arvartls of Banking Ontbudsmen along rvith
Fina ncial llcsul(s

'fhe fbllorving brieldetails along rvith financial results rvill be disclosed:
Surnrrary inforrrtation on conrplaints received by the bank from Customers and from the OBOs

l)a rticu la rs Cu rrcnt l car

Complaints received by the bank from its customers

6

.1

&

Sr
no.

Prcvious vcar

Number of complaints Pending at beginning
of the year

Number of complaints received during the
year

-t

Number of complaints disposed during the
yea r

Of which, number of complaints rejected by
the bank

umber of complaints pending at the end ofN

the year

The Bank rccognizes that customer's expectation/requirenrent/grievances can be better appreciated

through personal interaction witlr customers by Bank's stalf. Planned customer meets, say once in a

Month rvill give a messagc to tlre custorncrs that the Bank cares for thenr and valLrcs their

feed bac k/suggest ion s for inrprovenlent in customer service. Many ol the conrplaints arise on account

of lack of awareness arnong customers about bank services and such interactions will help the

customers appreciate banking services better. As for the Bank, the feedback from customers would be

valuable input for revising its product and services to meet custorner requirements.



Nunrber of
complaint
S

pcnding at
the end of
the year.

ol5.
nunrber of
complaints
pending
beyond 30
Days.

o/o

increase/decrea
SC

in the nunrber
of
complaints
received over
the
Previous year.

.) -1)I

1. ATM/UPI/AEPS/IMPS/MOBILE
BANKINC/IN'IERN ET
BANKINC

(vt
ad otrH ce

furangaba

Number of maintainable complaints
received by bank from OBOs (Office of
Banking Ombudsman)

5

Of 5, number of complaints resolved in
favour of the bank by BOs

5.2

Of 5, number of complaints resolved
through conciliation/mediation/advisories
issued by BOs

5.3
Of 5, number of complaints resolved after
passing of Awards by BOs against the bank

6

Number of Awards unimplemented within
the stipulated time (other than those
appealed)

Top five ground of complaints received by the bank from customer

Number of
complaint
s

received
during the
Year.

i

Current eal

I CustonrerSelvice/StaflBehavror

4. General

1

'Iotul

f

Crou nds of conrplaints.
(i.e. complaints relating to)

2. Loan & Advances



Previous year

I- A'IM/UPI/AEPS/IMPS/MOBILE
BAN K INC/INTh,RN ET
BANKINC

2. Loarr & Advances

3. Custonter Scrvicc/Stafl Behav ror

4. General

l'otal

13. Change / Morlification:

[]ank reserves it right to change or to modily the Policy or any ol its provisions fionr tine to tinrc
\! ithout notice
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