Customer Service Policy
2022 - 23

Our Bank has started Customer Communication Division, with the object of protecting
customer rights and customer education and to provide the immediate, transparent &
current information on each subject to customers. If customer suffers due to not
getting such information, there is system evolved to compensate through the medium
of Banking Ombudsman. But prior to that the Customer Communication Division at
Head Office does the necessary action.

The customer service imparted by the branches are being looked into by Customer
Communication Division and necessary instructions are being given to the branches.
To try for constant improvement in customer service, to make available new services
to customers, to implement the instructions of RBI / IBA on these and to take proper
cognisance of customer complaint and take suitable time bound action is the policy of
Bank. The details are as under.

A. Customer Facilities:

1. It is necessary to keep complaint / suggestion box in each branch. It should
be checked from time to time and complaint / suggestion should be immediately
redressed. The information should be entered in register.

2. There should be bare minimum facilities like clean drinking water, space for
sitting, fan, separate washrooms for gents / ladies customers in the branch
premises. These facilities should be in working, hygienic and usable conditions.

3. The information about service charges of the Bank should be displayed at
prominently visible place and be displayed on website of the Bank.

4. It is necessary to give prior notice to customers about the changes made by
the Bank from time to time in interest rates and service charges. The information
conveyed by the Head Office to the branches in this regard should be displayed
prominently by the branches on the Notice Board.

5. Due to availability of CBS facility, the customer of the Bank has the facility to
get his / her work done through any of the branches, with some exepction. It
should be ensured that the maximum customers get benefit of this facility.

6. It is essential to inform the customers about technological and digital services
of the Bank and it is important to create awareness of these facilities in
customers. These services will help to avert various types of frauds. It is also
essential that customers should be made known about their rights and
responsibilities. For this, efforts should be made for public awareness by taking
the help of Indian Banks Association by using their different channels.

7. If the Bank has good contacts with customers, then business also increases.
It is very much necessary to have the good communication with customers for
resolving their difficulties in time. For that, meeting of the customers of the
branch should be taken once in a year to educate the customers. In that
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meeting, efforts should be taken to inform the services and facilities of the Bank,
so that maximum customers will utilise them. Also, the expectations of the
customers about the Bank should be understood and try for fulfilling most of
these. Such meetings should be attended by minimum two senior officials from
Head Office and customers’ complaints / expectations should be got understood.
For such meetings, the member of Board of Directors should also be invited. If
due to local difficulties, such annual meeting is not possible for some branches,
such meetings should be held at least once in two years.

B. Customers Complaints:

01. If the customer has to make complaint about banking services, the board as
under, should be displayed at prominent place visible in the branch mentioning
to whom the complaint initially be made:

Initially to Branch Manager at branch level - to Customer Communication
Division at Head Office - to Banking Ombudsman at Reserve Bank of India
level.

02. The Customer Communication Division at Head Office, is functioning as per
policy of Reserve Bank of India. The board should be displayed at visible
prominent place in the branch mentioning the address, phone number, e-mail
ID of Customer Communication Division, to enable the customer if desired to
make complaint of branch about banking services.

03. The cognisance of the complaint received should be taken immediately at
branch or Head office through SMS / e-mail / letter / any channel.

04. Efforts should be made to redress the complaint of customer made to the
branch immediately within 7 days. If immediate disposal is not possible, this
should be informed to the customer and acknowledgement should be given of
complaint. In the same letter, it should be informed that how many days it may
take to redress the complaint under normal circumstances.

05. The information of the complaints not redressed at branch level should be
immediately informed to Customer Communication Division and should be acted
upon further as per their guidance.

06. It is necessary that the branch level complaints should be disposed of
maximum on next working day.

07. The Bank will take cognisance of the complaints received through letter / e-
mail / phone. No cognisance will be taken of anonymous complaints.

08. It is necessary to acknowledge the receipt of complaints at Head office within
24 hours and redressal of complaints within 7 days. Considering the nature of
the complaint, period required for the information to be obtained from branch
etc, the department head of Customer Communication Division is empowered to
extend this period.

09. In case of complaints about Customer Communication Division and customer
service made to Banking Ombudsman, as per RBI guidelines the complaint
should be resolved within 15 days of the date of complaint and should be
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informed to the customer accordingly. As demanded by the customer, if the
complaint of the customer is not agreed by the Bank, it is necessary to inform
the customer accordingly in writing.

10. In case of complaints received from Banking Ombudsman the necessary
information and particulars should be obtained and sent to them within 15 days.

11. It is necessary to give acknowledgement of each complaint received at
branch, Customer Communication Division Head Office and received from
Banking Ombudsman office as mentioned above within timeframe the
complainant should be replied in writing. The above time frame can be changed
by the Divisional Head Customer Communication Division depending upon the
relevant conditions. If the complainant who has made complaint to branch or
Head Office is not satisfied about the solution, he should be informed in that
letter that Banking Ombudsman forum is available to him.

12. It is necessary to inform the particulars of the complaint received at Head
Office, by the branch within 24 hours. If more time is required than above, the
branch should take prior permission of Customer Communication Division.

13. If the complainant does not agree to the decision of the Bank, it is necessary
that complainant should inform in writing. If the letter in writing is not received
from the complainant, it will be construed that complainant is agreeable for the
decision of the Bank and the said complaint will be closed at Head Office level.

14. The information about complaints received at Head Office, customer service
review will be put up before Board of Directors. The above review should also
be put up before Reserve Bank of India, twice in a year.

C. Complaint Redressal Policy:

1. The branch should note the complaint in the complaint register and give the
acknowledgement to the customer with complaint nhumber. If the said complaint
is not redressed by the branch, the customer can lodge the complaint with
Customer Communication Division, Head Office.

2. If the complaint is not redressed by the Customer Communication Division,
the complaint can be lodged with Bank’s nodal officer.

3. If the complaint is not redressed by the Nodal Officer, the complainant can
lodge the complaint with Banking Ombudsman office.

D. ATM + Techno Based Services:

1. It is necessary that the information of techno-based services and banking
products should be known to each employee of the branch. For that the
information of all the circulars issued by the Head Office, should be given to all
employees in the regular meeting at the branch. Due to this, it will be easier to
convey such information to customers while working at branch.



2. It is necessary to have the information of technical / digital services / facilities
to customers. For this, it is important to generate awareness in the customers.
Also, it is necessary to know the customers about their rights and
responsibilities.

3. The cell phone numbers as well as e-mail IDs of bank customers should be
got registered and changes made by the Bank of necessary information should
be sent to customers from time to time. For this the branch should device time
bound program and update the cell numbers / e-mail IDs of old customers. The
KYC information of customers should be regularly kept updated. During this, the
above information should also be updated.

4. As there is CBS facility in our Bank, there is a facility available to customers
of operating from any of the branches and it should be taken care that maximum
customers should get benefit of this.

5. It is necessary to have the advance information to customers before making
transactions about non availability of cash in the ATM or closure of ATM due to
technical reason. The branch should display clear notice at ATM centre about
this. The branch can send such information to customers via computer desktop
or other routes.

6. The ATM-ID should be prominently displayed at ATM centre, by which above
ATM-ID can be mentioned by customers in the complaint / suggestion letters.

7. If the customer has to make the complaint about ATM, the complaint
application should be made available at ATM centre itself. The name of official
and his telephone number should be displayed at prominent place at ATM centre
to whom the complaint should be made, so that early disposal of complaint is
possible. The phone numbers of Data centre / help desk should also be displayed
at ATM centre.

8. For ATM related complaints of customers, blocking of ATM cards, Bank has
made available Help Desk cell numbers 9881909734 and 9881909744.
Cognisance should be taken immediately on the receipt of complaints on them.
The ATM card which is lost can be informed on phone numbers of Help Desk.
The above services are 24 / 7 via Help Desk.

E. Training:

1. During each training program which will be held in Bank’s training centre,
some time will be kept reserved for Customer Communication Division and
Customer Service and the information received should be utilised wile working
at the branch. For this, all the employees should be encouraged.

2. The Training and Human Resources Department should arrange training to
convince the importance of customer service to the employees. If there is
demand by the branch to above department, the training of all employees can
be made available in the branch. Such type of training program should be
regularly arranged and training should be made compulsory to all employees.
The training can also be imparted via other recognised institutions like Pune
Banks Association, Vaikunthbhai Mehta Cooperative Institute, Yashada, C A B,
Sahakar Bharati etc.



F. Others:

While opening the accounts in different branches, number of customer codes
have been created of a single customer. As per the directives of Reserve Bank
of India, it has been decided bring all such type of accounts under one code i.e.
Unique Customer Identification Code & as a policy it has been decided to contact
the customers to implement the same initially at branch level & subsequently at
Bank level.

G. Senior Citizen Account holder and easy & convenient banking facilities to
Physically challenged persons:

The branches have been provided guidelines regarding the above as under:

1. As mentioned above, special accountholders should be provided customer
service on priority basis at one specific counter at each branch. For this the
necessary counter board has been made available by head office. At this special
counter while extending regular customer service if the special accountholders
come, then without look into queue he should be imparted customer service on
priority basis.

2. Also, the reserved sitting arrangement should be made in the branch for these
special accountholders. For this, necessary display board has been made
available. If other customers are sitting on these reserved seats, then it is
necessary that watchman/sub-staff should request them and make these seats
available to special accountholders.

3. If needed by such special accountholders and if there is oral demand by them,
then branch should arrange the necessary customer service at their homes. Such
declaration is to be publicly displayed in the branch, which has been sent by
head office.

4. 15t October is world Senior Citizen Day. The branch will honor senior citizens
by arranging normal programs.

5. Excluding blind, physically challenged & disabled persons, the minimum
balance rule is not applicable for deposit accounts of above-mentioned senior
citizens. That is why, no charges should be debited to these accounts. Whatever
the balance in their accounts they should be provided two cheque books of 15
pages each. For that, no charges are to be levied. If should not be insisted that
the accountholder should come himself for collecting the cheque book. The
cheque book should be handed over to person authorized by them. Considering
their need & demand the arrangement should be made for home delivery of
chequebook.

6. In case of blind & physically challenged accountholders, if they are unable to
sign, then thumb impression of left hand or foot of such account holders should
be taken & duly attested. If necessary, the withdrawal of amount of such
accountholders should be arranged by taking signatures of two independent
withesses. Under such exceptional circumstances, the necessary timely action
should be taken as per the advice of head office.



7. Special accountholders should be helped to fill in form 15 G/H in the month
of April every year.

8. At present there is no provision in our CBS system based on date of birth of
account holders for automatic conversion to make senior citizen. Hence, based
on date of birth, if the account holder is completing 60 years of age, then sumoto
branch should mark his account as senior citizen and this should be informed to
him. For that, there should not be demand for written application from them. To
help the branches in this, IT & MIS Department at head office will send the list
at the end of month of the account holders who will be completing 60 years in
the next month. The branches as per that list should mark the accounts as Senior
Citizen manually from time to time.

9. Now we have made available the keys in brail language in new ATMs, this
should be necessarily informed to blind accountholders.

10 Before extending any facility to senior citizen, it should be ensured that
necessary KYC compliance has been done. Otherwise, the facility should be made
available at only after KYC compliance.

H. Customer Protection Policy of making liability limited of customers under
unauthorized Electronic Banking Transactions:

While availing the services of mobile banking, IMPS, UPI & E-com Rupay, classic
or platinum card, pay (UPI), if there is a complaint of customer about
unauthorized electronic banking transactions, the same will be looked into based
on above policy. For that, the accountholder has to make application in prescribed
form & in prescribed time period through the branch or online. The branch after
allotting the complaint number & noting in the register will recommend to
customer communication division. In case of complaint directly made in
person or e-mail, the acknowledgement of complaint will be given via SMS/ Mail
and separate register will be maintained at the division. After receipt of such
application, the branch through I.T. department will close/cancel the ATM card of
the customer permanently and if needed, application for new card will be
obtained. Also, mobile banking services status will be made inactive and if above
service is required new status will be changed by IT department. In both the
cases, it is incumbent for account holder to complain to related Police Station and
submit a copy of FIR to the bank.

The bank has provided the customer the Dual Facto Authentication services of
mobile banking, IMPS, UPI & E-com. The audit of these services has also been
done as a part of security and these are made available to customers as very
secured utilization. This means that if the customer does not take care as
mentioned above there is a risk of misutilisation. Hence, unless the customer
informs on the above to the bank, the responsibility is fully on him & Bank is not
liable to pay any amount.

The SMS registration has been made compulsory for more and more customers
availing all facilities based on technology and accordingly those customers who
have registered, get SMS alerts of each transaction. However, some old customers
have taken bank’s debit card. But if they do not have mobile humber or having
but not registered with bank, are expected to make SMS registration. In case of



unauthorized transaction related to card or theft of card, there is a facility
available to inform the Bank 365X24X7 on phone numbers of customer
communication division (land line number of customer communication division &
mobile number of official of customer communication division), phone number of
Data center & IT MIS Department, also on the home page of Bank’s website
complaint forms have been made available for redressal of complaints. Through
this, customer should lodge complaint online. Also, the mobile number of Deputy
General Manager, Customer Communication Division has been displayed
prominently in the Branch.

In cases of new customers not having mobile or not informed Mobile numbers or
not informing the change in the mobile numbers, the accountability of risks
involved or likely to be involved due to use of card will be fully on customers and
bank does not become liable in such events. The bank has taken adequate security
arrangement/ attention/ audit of technology-based transactions & also taken care
that no shortcomings will remain. Technology based transactions are also
controlled by NPCI and if any ATM/POS terminal is compromised then the
particulars are made available to Bank through which bank contacts the related
customers, ensures bonafides of transaction and if necessary, inform the customer
about Pin/Card change. NPCI has developed FRM Tool through which purported
risky transactions are informed to the bank and bank ensures about transactions
from the customer.

The guidelines are provided for the financial limit about related services while
issuing ATM Card, user manual. (Welcome kit)

As per RBI guidelines vide Circular No. RBI/2017-18/109 DCBR. BPD. (PCR/RCB)
Cir No0.06/12.05.001/2017-1 our Bank has prepared Customer Liability
Policy(enclosed) about Unauthorized Electronic Banking Transactions on
29.06.2018 and approval for this has been given by honorable Board of Directors
vide Resolution No. 4.19.

While extending the above services, the accountability related to Customer
Disputed Matter is done taking into consideration the guidelines issued from time
to time by NPCI/RBI and as per compensation policy.
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1. Compensation Policy F.Y. 2022-23

THAF  FRUTEHT Tiferdlt TR FHOF ARMET sih41 v (Object) :-

33 9 Tt QIS FEATER ( ASRIER ) @] SEURT SATSCET 96d @ITaR 7 &R,

Trorg Fehie AT Ueu, wHT AT food STon, e IfIRT ST g, 3. YA S i
FATRIHS AYAT HARAT TehFed ATeRAT ATIh THE™ AT ATIIE! FTeehd faTfaes
HRUTE SAehrl T8 A QU ¢ AT ATedh o= GBI ATEa¥qF AT, ATIW Banking Codes
and Standards Board of India = THATHG A9 9al T TIR Feldd Code of Bank's Commitment
to Customers § STIEAT sichel SEAHRE ATed. TR HISTIRGEIA UTEHY sichehgd AT
HATh Shel ST Uhd A THEM WRUTS @XId ool SOl ol diferell GRS
HULT A holell AR, FGA! THAM WIS Soh A8 Hed ATEATH FEA AT
AT oSt/ Taadl oo TasashdT ATel. ATECHTd STETEARTER el el HrddTel el
et fafvsa gror s smaswas .

< (o N . c
™ dehd{HMIRH %ﬁ'{'UTIT-[ delet qeodlql=l SdHld nlld Slelell slddd cdld dHg aedHAHTYI

ATETAT TTEHTAT A= ARUTS G TS ;-

wiferelia siavq oo T8 :-

1. FEHH GIATE THA 14 T80 -
Sk Teh¥cs ITChT=AT TIATE HIVATE! ThR Fehid! A 14 TScdTd, A=Al Aed
R AT ATATH AT AN GTARSAT HEA @RI AT GREd! RO ATel, FGT=AT Fehi=A1
A TSAAT IHAHD TTATA (A Igs T@e 7 Tad ATl el =od A1

TSTH AT @RI GEEll derdl. AL = Goed BlETda SATIedT HIATE= AT Jaterd
S9d 39 AT e THHAR QUATd ITd.

hds FIGRE qehld AT Tecicd] IGHHSH] Schehe TR he STehdl, TAET FThHIT heledT
TRRI TEA BUgTd JUR ATEl.

2. T YHEH! AT AT IHA JHE O -
TEehT =eh=aT €& UHe= GaT foelell STaameT a =l Alg sioheal (higar ST S
TR I UHE Schehgd ohel Il IR AT IHHE! WRATE @Rd ahura Il




3. STETMEAT AHAT IgATE IR AT ATGATAT ATESHT -
STea=T Aheal agag fSHUR Iz FHI-STEd AN Ahdl, A THTAT aTSfaoranst
foram 15 foaam=n wremEe TET SR ATl TR, AT AT ST€T 9%/ FRIvdTe! =
JYATE YTH HATAAAR 24 T AT Al TgATETS! TS0 AR AT, ToH AT qTEd
frorea Mifted feru®m 24 qET= 3 HEfd @deRT= G S /A R
YA A I AN T -G B ATETE AR, GeX Ugd A IS SR
HATATH Shel ATHTS] ThET FRATS FRU ATaTH TGUIR 3T : -

a. fafed Hedmen 15 feaamoda STQT 9@ AWEE - ST AR SAEdE s+d 39
AR AT QU I,

b. fafeq Aeduen 15 feaamen a1 W 90 feaamdd do am@E - &1 ARTere
FAEHE F90 39 AGGATEAR AFdT AT FAGHETS Ao ST AR el
TSI, ATIhT S QT EA ATER AT quid I,

c. fafeq wgdiven oo fea@men e 9o AR - @ HIA@EEET qad ST R
FHATAT AT AIE 2%, AT U 1.

d. gedd =% &l GIATd JATAT  hAheld QTATd R AT 318, FUrold STHT Foi
aeX Tl G S8 T R THE heledT HIATG TR Hst QAT TSI AT IR

QUId AT,

4, TEHW FRAAT 3% T -
JTEHT FROTAT = EIATE AT AT @R’ Gafdd GIIgRIE quaTd A9 A=A
R 9hd T YHe GAUd dhehe UTEhT HGdlM hevld T, ATHIATY TATche =h
HUATETS]  SIhATHT ATEehT® Gd YohRel AEhTd hevld ITd, Shel ATETS] JEIAHTY The
HRUTE 0N HTETH TR AR :-

a. UTeHE Je efacar=n Arfedt sihehga feiia doba wesfave IR Ao,  s@ET
Fraradt ) fetfa aeue 14 feaamda s @ QT AN SEdE s=d 39
SATIEITER TS SO I,

b. ITRETT gwiiche = fHBIUETST AR -A1 HTaTaE® ST Sieq 15 fea@m= s
=h=AT IHHAR QU AT,

c. TTRIETT FTehTd eilche = fesfamrarst AT savad Geiedla s fear drfest.

5. ATEHTE giwrhe T QUIE SR AT -
qTEh |d SS=1 YT weAcEld SEHTH gieihe gide oue 30 foaamen stfew

IR ATAE AT HIATGHETST Hed 3dHT AR THeAT SATSEIH TSl quid I,




6. WTEH TR / 39 TG VAT THAT STHT F0G SR AT -
TTEHI™ TR/ 3T GeATehg AUT-AT AT (ST AT AR) ATATET AXelol ==l
I AR AT feael, SR @1 feashi=i ATesh SIS deb quie! SEeaTd ATIEA
AT HEGNTE feashl gex AT HafId TIAgRE TTdTd STHT 6ol T,

SR JTERM ATAET AXAAT = ATIATE shdl S8 (Transfer Entry 38d) TR AR
@A ATAT®R -G FTAT. AT THAT A9 CTRIETS! SR FTel HRUT G g
THATE (A FFl A ST 7 ATAT S, A 96 I8 Bl AT TR) TR SfegT
GIATE A ST Blsd degl YAl WIAeR™ FaaqaR wEdare! Smel, W 39T el

QOGR! @l FaT IhieaR Bud Jrdl, AT aRId sl el Seehgad IR ATl

FEA T TGN AN HIATGHE F=d 39 ATSCTAR AT qUd T,

7. NEFT T fafea fedaen SRRT sm1 wema -
YTEhT GTATaR ST BIUETS] NEFT =1 I&W Schehe STAT BIAAT! ol Hal4d g™

GTATR s[ohel STHT 7 hed T8 T X UL 2% 3T{aeh =791 ATeshd <uid I1d. TTeshld A
THER SAR AT HIAELERS] G A= AU . FRAGEA dohd &d:ed IRITh
T ITeeRtE wRuTs feel arfes.

8. VTEH Tol HNGTA YK HUE Sohdl SUR ATAE -

YTEhT Schehgd Hdolcl st YUF hed TR HGX Shol[Ale] qRU Bacied] HIew=l G,
TETUEd, TFed S8 3. HRGUA 30 fea@m™ 3Id WRa oRUl JgAdRSE ATe. e qadmed
YTEHTH TG HICHA URd 7 hedAHed ATSHIE hIgl THHT ATATE ATH TTEGRI Seha]
IR TR, ATTER FeX 30 TGa@= qadid <al 7 ATHTE GIAGRIE AT THe ARATSIIel
gfafgd ¥ 100 o diqeed ¥ 1,000 SAh! WRUTEST @A AEATET IR, T84 96
FTTGHA S(chedl ATEATAA eX(IedT® qdid gieiche HIIGHA SAIIUETS! JURT €4 @< Tl
STohdl SHGATT 3TTR. ATIVHTY HeX hEAATEd aARUT-I7 HIATEEamst wfaigd T 100 9
STEAIASITEd < 1,000 ATHATY I&HH TTAGRIE Taaq9 JTReAHeRAET ATEadm= 3ATe.

9. Hea 3dlekie TSI A FIGRE 0 SR AT -
UTEERTT Schehe STl HGd dalakid TS WIAGRIE Hadiad <ul ATasdeh ATe. TS 3TaTl

o feaelt GE1 SeaTd WIErd Sl wHehe feasll deX ATl ST shofd dTieo.
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A6 TS SHT 0E IR AT AT RIATGLTETST AGd AT AN STHeleAT AT

QR RehHAR sl <dlq4(Hd 3&1%

Had Sfaiicl TSl WIAGRTA 31 sichiel GTATd STHT SheradT STt TSl 37T Ui
feasht @fad WG WA NEFT / RTGS , ECS / PAY ORDER 9@l UTEdM 3 FAATER
ITSfauaTa AT, AT TS ehie UTET THRI 3aTd, S Helfed A= @A ECS / PAY
ORDER 3¥dT ATEHM I GAATER UTSMaUaTE ST sichehgad IR HATAT @ 390K
AT FIATGENETST T qed a8 AN SEeied] AT IRT foeam Toen waR

TS AT AT,

10.ATM Vil THERAGSHT -
SHAT ATM AL FTel Y S 81 WIAGRIAT GIATd A A1d Igael Tasrd o

GIeRE 7 fHaedmE, TaeRe AEadET oS heaMag stk wrHeh=ar 7 feaam
AT e A YTehT= QT IRd ST el et arfest,  fafed wedia 9 @ aresm
QIATE ST 7 hedTd Hefid JTesh® Udl fead ¥ 100 ATIATY FATeT fade semad=
TS QU AT, ITehl FedT g8oi= feATeMEa 30 feaam maned= schehe T TSt
FU FYAHRS I hdcs AUF YTeh [aoidl RIAEe= TS HUETS I Tedld.

11 S Frarae e -

ST AR ST STelHe ITehTd S HTel qhar qrrd arld a8 ATETa]

S HIATE! FHR SAAEGR TSR ATel. AN ATqal Jeg, Afadd HIAQH, =R
Feld TSI, FTHTRHEN IJedd AT ¢, STIHTd, 3R, AT U=, 32ET Act of God
T ST GAHIAN BT, WA IR SUAsY @ IR ST SRR JIERIS
YT means of communication / all types of transportation 9 JHTHTY tlﬁ‘%l?ﬁ'ﬂ@ ECa)
fraam 9 afemes Wede HE THAE A 9T IRfeIdd 9% A9 el

TRATAHRITE 5 QUIR AT,

12 TEHTE THAM TIATS fooiedt Sreii=n quaiidl Feas=kie wofaugsad -
PR TG HoledT TS TE ATHEA ATATERTGE ITehTd HhaT AUTE feeaar =i arfedt

fereaR garar aera e fUEREt ' @lid amad /9diee faures arstavara g,

e TI9TTTeRe IuTse ATclelt ATfed!, Tar Ry, dawr=t I 3. St R e
TEE wTE fawmTha srasaes ey 2ua Adie.
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13.qiferel e} Sq / GERIT T+ AR -
A6 THRAMRITES I HHE) ATasTehd] aled ATded ded / GURUT 0= SRR
Skl TG daciel TgA RIVATE! GEg=T 7 odl s o SGe] Yehd T8 (UHR /I, FaTaS

Heoa ™ Tedid.

14.Right to defend Bank before any Forum:

R TRAFIRIATES ITAeITER AT SaTel hedTHs A9al 7 hedHd JTedh THTET!
TaAE @ faum W@ - wed "aTe wE [G9R g ArEedt g AR reRdl, fawm
T - W ga1e w& fawmn at foae fofamm @ s e sEert sfaert amems
FAA FE THhAl. TR AUATG HepTaem 0T SETe ITedhE AT THeATE af Sehii
AR FEATAATRS QTG AN STehdl.

15. 9IS IORIH ST AR FTEHT oqaT HATfed HRUATEE
TAAMTER TR AT FAER FAMT kel ST {99d I sTaed™ The TS

TUATESET Sk GRUT A T4 AT 9 SheA] dedlEeaR U 3TE.
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Annexure

Bank Customer Service Policy for year 2022-23

1] RBI Directions Received to all Co operative banks for applying customer service policy.
2] Appicable to all Co- Oprative Banks based on :
RBI Master Direction DCBR.CO.BPD(PCB)M.C. NO.15/12.05.001/2015-16 Dated 1st July 2015.

Banking is essential part of Economy & of human being. Relation maintained here between facility
provider i. e. banker & service tacker is customer. RBI Direction received by customer policy
regarding CUSTOMER SERVICE, CUSTOMER RIGHTS AND CUSTOMER COMPENSATION for

application & implementation purpose.
There are many subject covered at one glance : -

Starting by definition of customer approach to bank with own information OVD- Photo, Identity &
financial information, Address proof etc. to open an account. Relation established of individual or
legal entities like Proprietory, Partnership firm, Society, Trust and related Authorised persons are

customers.

Service Cover Points:

—

. Customer Guidance & Publicity

Infrastructure Facilities

IT Enabled Financial Inclusion

Display of Time Norms

Training to staff & education to customers

Reward & Recognition for employees good work for services.
System Procedure

Complaints & grievance redressal

© o N o O A e N

Periodic Limits/ Periodic Visits, Review & Monitoring
10. Security Arrangement

11.Customer Service Audit
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12.Display of Service Charges

13. Transaction limits

14.Vouchers generation — manually & Automatically

15.KYC, AML

16.Implementation & Accountability
customer policy regarding products, procedure, change of procedure-,rates, Change in service
charges, TDS rates, place- contact details, display notices on board, on website & on branches
notice board, facilities, training, services, Advance Technology, manual & mechanical
mistakes/errors, interruptions. Bank circulate instruction at all branches & sections to follow norms

as per RBI guidelines time to time . Overview of circulars taken and mentions in this Policy.

SERVICE CATEGORIES
Service Facilities & Rights

Casal/ Deposit Holders Services Include: Passbook, Cheque Book, cheque collection, clearing
facility, issueing DD - PO, ATM/POS, Mobile Banking, RTGS-NEFT, SMS, cash collection &
payment ,exchange of soilted multilated notes & coins , interest on deposit, Standing Instructions

etc. Name change, New products introduction & relateds services.

Other Services : Pos machine, PAN issue, TAX payment services, Locker services, Fastag

Services.

Related to service : Nomination, Death Claims, TDS on Deposit - collection of 15H & 15G, TDS

Ceritifate etc

Customers right to receive all these facilities & services. These services are given to customer on
Free or by Paying charges as per RBI instructions & by bank policy like pre-maturity deposit,
purchasing DD/PO, RTGS/NEFT, PAN, TAX & Fastag services, SMS/Mobile banking charges,
Locker operational charges etc.,Loan processing, visit, monitoring charges. Services provided to

customers on manual basis as well as on Technological base.

Bank provided services on working day & also on bank holiday by the support of Advance

technology.
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COMPENSATION POLICY

There are vast subject to cover in the customer policy regarding products, procedure, change of
procedure-,rates, Change in service charges, TDS rates, place- contact details, display notices on
board, on website & on branches notice board, facilities, training, services, Advance Technology,
manual & mechanical mistakes/errors, interruptions. Bank circulate instruction at all branches &
sections to follow norms as per RBI guidelines time to time . Overview of circulars taken and

mentions in this Policy.

1.VSB/01/IT&MIS/Cir No 116/2019-20/5445 Dated 19.11.2019 :Regarding Customer
Compensation policy as per NPCI Instruction about NFS(ATM), POS(RUPAY, ECOM), failed

transation Trun Around TimeTAT

2.VSB/01/CEO/C-019/2019-20/968 Dated : 17.05.2019 : AMT Guidelines

3.VSB /01/CEO/C-131/2018-19/7693 Dated : 05.12.2018 Digital withdrawal limits
4.VSB /01/CEO/064/2019-20/2812 Dated 25.07.2019 NEFT/Time & Chargs

5. VSB / 01/CEQ/ Circular No. 169 /2019-20/8368 Date : 21.03.2020

6. Bank given services to customer as per Covid 19 Advisory - Important Information from the date

22.03.2020 Janata Curfew from Respective Authorities.
Regarding Changes Circulate as under :-

1. VSB/01/CEO/Circular No 22/2021-21/549 Dated 21.05.2020 Regarding Extended
Date Of Loan EMIL.

2. VSB/01/ACCOUNTS/Circular No 02/2020-21 Dated 09.04.2020 Extention Date For
15 H/G Submission.

3. VSB/01/CEO/Circular No 008/2020-21 Dated 23.04.2020 Relife in Delay Stock
Statement Charges.

4. VSB/01/Recovery/CEO/Circular No 26/2020-21 Dated 02.06.2020 NPA Frame
Work.
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2. Customer Right Policy F.Y. 2022-23

Background

The Customers Rights Policy enshrines basic rights of Customers of The
Vishweshwar Sahakari Bank Ltd., Pune and the responsibilities of the bank. The
policy applies to all the products and services offered by the bank, whether provided
across the counter, over phone, by post, through interactive electronic devices, on
internet or by any other method.

Customer Rights Policy comprising the following basic customer rights  enshrined
in the Charter of Customer rights:

Right to Fair Treatment

Right to Transparency and Honest Dealing

Right to Suitability

Right to Privacy

Right to Grievance Redress and Compensation

The Policy is framed based on the Model Customer Rights Policy issued by IBA.

2.

Who is the Customer?

A customer is a person who is utilizing one or more of the services provided by the bank.

3.

Objective

The main objectives of this policy are to ensure that:

Both the customer and the bank have a right to be treated with courtesy. The
customer will not be unfairly discriminated on the grounds such as gender, age,
religion, caste and physical ability when offering financial products.

The contracts or agreements that the bank frames are transparent easily understood
and well communicated to the common person. The product's price, associated risks,
terms and conditions that govern use over the product's life cycle and the
responsibilities of the customer and the bank is clearly disclosed. The customer will
not be subject to unfair business or marketing practices, coercive contractual terms
or misleading representations. Over the course of the banker- customer relationship,
the bank will not threaten the customer with physical harm, exert undue influence or
engage in blatant harassment.

The products offered to the customer are appropriate to the needs of the customer
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5.

and based on the assessment of the customer's financial circumstances and
understanding.

Personal information of customers are kept confidential unless they are offered spefic
consent to the bank or such information is required to be provide under the Law or it
is provided for a mandated business purpose (viz. To credit information companies).
Customers will be informed upfront about likely mandated business purposes. To
protect customers' right from all kinds of communications, electronic or otherwise,
which infringe upon their privacy.

The customers' right to hold the bank accountable for the products offered and to
have a clear and easy way to have any valid grievances redressed. The bank will
communicate its policy for compensating mistakes, lapses in conduct, as well as non-
performance or delays in performance, whether causes by the bank or otherwise.

Rights and duties of the customer will be laid out in the policy.

Philosophy and Policy

The Bank's Customer Right Policy is aimed at achieving the above objectives of
having a transparent and comprehensive document setting out the rights of the
customers.

The bank's philosophy is in extending quality customer service and to retain them for

a long and mutually beneficial business relationship.

Customer Rights

5.1 Right to Fair Treatment

In pursuance to the Right to Fair Treatment, the Bank will;

1.

Promote good and fair practices by setting minimum standards in all dealings with

the customers.
Promote fair and equitable relationship between the bank and the customer.
Train the staff attending to customers, adequately and appropriately.

Ensure that staff members attend to customers and their business promptly and

courteously.

Treat all customers fairly and not discriminate against any customer on grounds such

as gender, age, religion, caste, literacy, economic status, physical ability etc.
Ensure that the above principle is applied while offering all products and services

Ensure that the products and services offered are in accordance with relevant laws
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and regulations.

While the bank shall endeavor to provide its customers with hassle free and fair
treatment, customers are expected to behave courteously and honestly in their
dealings with bank.

Customers are encouraged to approach the bank's internal grievances redressal
machinery with their grievances for resolution. After exhausing all their remedies,

customers are encouraged to approach alternate fora with their grievances.

5.2 Right to Transparency, Fair and Honest Dealing

The Bank will;

1.

Ensure complete transparency so that the customer can have a better understanding

of what he/she can reasonably/ fairly expect from the bank.

Ensure that the bank's dealings with the customer rest on ethical principles of equity,

integrity and transparency.

Provide customers with clear information about the products and services, terms and
conditions, interest rates and service charges in simple and easily understandable
language and with sufficient information to enable the customer to make an

appropriate and informed choice of products.

Ensure that all terms and conditions are fair and set out the respective rights, liabilities

and obligations clearly in plain and simple language..

Make known the key risks associated with the product as well as any features that
may especially disadvantage the customer. Most Important Terms and Conditions
associated with the product or service will be clearly brought to the notice of the

customer while offering the product.

Provide information on interest rates, fee and charges on the Notice Board and

display on the website. A copy will be made available to customers for perusal.

Give details of all charges in the Schedule of Charges, as applicable to the products

and services chosen by the customer.

Inform the customer any change in the terms and conditions through a letter, email
or SMS as agreed by the customer, at least 7 days prior to the revised terms and

conditions becoming effective.
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10.

11.

12.

13.

Ensure that such changes are made only with prospective effect after a month's
notice. Changes made without giving such notice, which is favourable to the
customer, will notify the change within 7 days of such change. If the change is
advaerse to the customer, prior notice of minimum 7 days will be provided and the
customer may be provided options — to close the account or switch to any other
eligible account without having to pay the revised charge or interest within 7 days of

such notice.

Provide information about the penalties liveable in case of non-observance / breach
of any of the terms and conditions governing the product/ services chosen by the

customer.

Display on the bank's website the bank's Policies on Deposits, Cheque Collection,
grievance Redressal, Compensation and Collection of Dues and Security

Repossession.

Make every effort to ensure that the staffs dealing in a particular product is properly

trained to provide relevant information to customers fully, correctly and honestly.

Ensure to communicate to the applicant the time period about the acceptance/non-
acceptance of applications submitted for availling a product/ service and convey in

writing the reasons for not accepting/ declining the application.

Communicate unambiguously the information about:

Discontinuation of particular products.

Relocation of our office.

Changes in working hours.

Change in telephone numbers.

Closure of any office or branch.

With advance notice of at least 7 day. The bank will ensure that disclosure of
information is an on-going process through the cycle of the product/ relationship and
will be diligently followed. The bank will ensure that information on all changes are

made known to the customer upfront.
Advise the customer at the time of selling the product of the rights and obligations

embedded in law and / or banking regulation including the need to report any critical

incidents that the customer suspect, discover or encounter.
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Vi.

Vii.

viii.

5.3

When approached by the customer for availing a product or service, the staff shall
provide all relevant information related to the product /service and also provide
direction to informational resources on similar products available in the market with a
view to enable the customer to make an informed decision.

Not terminate a customer relationship without giving reasonable or contractual prior
notice to the customer.

Assist the customer in all available ways for managing his / her account, financial
relationship by providing regular inputs in the bank's realms such as account
statements / passbooks, alerts, timely information about the product's performance,
term deposits maturity etc.

Ensure that all marketing and promotional material is clear and not misleading.

Not threaten the customer with physical harm, exert influence or engage in behaviour
that would reasonably be construed as unwarranted harassment. The bank will
ensure adherence only to the normal appropriate business practices.

Ensure that the fee and charges of products/services and its structure are not

unreasonable to the customer.

Right to Suitability
In pursuance of the right to suitability, the bank will;
Ensure that it has Management Committee/ Board approved policy for assessing

suitability of products for customers prior to sale.

Endeavour to make sure that the product or service sold or offered is appropriate to
the customer's needs and not inappropriate to the customer's financial standing and
understanding based on the assessment made by it. Such assessment will be

appropriately documented for records.

Sell third party products only if the bank is authorised to do so and after having a
board approved policy for marketing and distributing third party financial products.

Not compel a customer to subscribe to any third party products as a quid-pro-quo for

any service availed from the bank.

Ensure that the products being sold or service being offered are in accordance with

extant rules and regulations.

Inform the customer about his responsibility to promptly and honestly provide all

relevant and reasonable information that is sought by the bank to enable the bank to

20



5.4

5.5

determine the suitability of the product to the customer.

Right to Privacy
In pursuance to the Right to Privacy, the bank will;

Treat customer’s personal information as private and confidential (even when the
customer is no longer banking with us) and NOT disclose such information to any
other individual / institutions, including subsidiaries / associates, tie-up institutions

etc. For any purpose, unless;

The customer has authorised such disclosure explicitly in writing
Disclosure is compelled by law / regulation

Bank has duty to the public to disclose i.e. in public interest.
Bank has to protect its interest through disclosure.

It is for regulatorily mandated business purpose such as disclosure of default to credit

information companies or debt collection agencies.

Ensure such likely mandated disclosures be communicated immediately to the

customer in writing.

Shall not use to share customer's personal information for marketing purpose, unless

the customer has specifically authorized it.

Right to Grievance Redress and Compensation

In pursuance to the Grievance Redress and Compensation Right, the bank will;

iv.

5.6

Deal sympathetically and expeditiously with all things that go wrong.

Correct mistakes promptly.

Cancel any charge that has been applied wrongly and by mistake.

Compensate the customer for any direct financial loss that might have been incurred

by the customer due to its lapses.

The bank will also;

Place in public domain (website) the Customer Grievance Redressal policy, including
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Vvi.

Vii.

viii.

5.7

the grievance redressal mechanism.

Place on its website the Compensation Policy for delays / lapses in conducting/
setting customer transactions within the stipulated time and in accordance with the
agreed terms of contract.

Ensure to have robust and responsive grievances redressal procedure and clearly
indicate the grievance resolution authority who shall be approached by the customer.
Make grievances redressal mechanism easily accessible to customers.

Advise the customer about how to make a complaint, to whom such a complaint is to
be made, when to expect a reply and what to do if the customer is not satisfied with
the outcome.

Display name, contact details of the Grievances Redressal Authority / Nodal Officer.
The time of resolution of complaints will be displayed.

Inform the complainant of the option to escalate his complaint to the banking
Ombudsman if the complaint is not redressed within the pre-set time.

Place in the public domain information about Banking Ombudsman Scheme.
Display at customer contact points the name and contact details of the banking

Ombudsman under whose jurisdiction the branches falls.

Further the bank will;

Acknowledge all formal complaints (including complaints lodged through electronic
means) within three working days and work to resolve it within a reasonable period,
not exceeding 30 days. The 30 days period will be reckoned after all the necessary
information sought from the customer is received.

Provide the aggrieved customers with the details of the Banking Ombudsman
Scheme for resolution of a complaint if the customer is not satisfied with the resolution

of a report or with the outcome of the dispute handling process.

Additionally, the bank will;

Clearly spell out, at the time of establishing a customer relationship, the liability for
losses, as well as the rights and responsibilities of all parties, in the event of products
not performing as per specifications or things going wrong. However, the bank will
not be liable for any losses caused by extraneous circumstances that are beyond its
reasonable control.

Ensure the customer is refunded without delay and demur, if it cannot show beyond

22



reasonable doubt to the customer on any dispute transaction.

6. Review

At a minimum, this policy will be reviewed annually. Separate Annexure attached related to

customer services

Date of Board Approved | 29.07.2020
Policy for the Year 2020-21

Date of Board Approved | 27.05.2021
Policy for the Year 2021-22

Policy Review Meeting for the | Review taken and approved in

Year 2022-23 Board Meeting on 26.05.2022
Assistant Manager Chief Manager
Deputy General Manager Chief Executive Officer
Chairman
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Annexure — | Customer Service Policy
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