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FECAT FIT g

IAMEHITAT gFPIT TETUT, IATgeh WIALTUT AT 32ATH 3MTeAT dohd HEeHT h3R AN TATIAT HIoard
S 3Mg. WAGRET Y MSEN A UREHI0r calld, 390 GUaRN ArayAToT Alfgdr &
fA@Ted Th S ATEEd RS VAT egaeT dfdhal NFegsqalrd AIATT fAAT0T Frel 3.
W Al HEIHIIERTER HGRIh HRAET HO HIHBST Sohcl HECH $h3R [AHAEMATSA O I,

HECHA HIN FasmEear fafay AT AWATHA fEedr Sd 3Heedl AgHAdarad &l dael Slid
3G I FUROIHIST 3aRTHclTaR AT FAAT feedr Sard.  gshddd Aidcdlsl FUROET Tcal FHoT,
EIREAGINGEIGE @m—gﬁ%ﬂ 3YeleY H%el SUI, AMHGHTS RBI / IBA AT HEeATdl FHASESEON HO0 qdd
e TN AT @ U AR 3T FRAEE Afad dod woar fadmems €T 3R crerean
ageie qerergATo -

(1) Mg Fiaesred -

1. 9% AT TR/ GIAIE 3q0r IHfAard g A d@ddd AafAduer aga crder g /
TR MERFRTER caRd TRE0T FT g Irar Alfgdl Toreed TGIITT Sardr.

. AT AEHES RuIrardl ToTo 9ofl, SHUAMIST SieEm, %el, 939 d  AfResr  Fodd
Teodife 3. el @Il Frd GRYA, IRPAYT  d qIRUAREY edT qigerd.

. IS AW TS HeolFR AU TAYA HI0T HGeTh g,  ITHLY ATWCIIEATH, ATET
9 HATGh ddd AR gfaferel Jmar @A 3@Er. I Afgedrd deX afaddr wh
AT IRTAT el ALY AT WIAGRIAT &oaT SAUM=AT FASTad ARl cATa9ATOr HAT3frel
ATERFARTAR AT SaTd. IRIAB! dhel SIUNAT Igalalad FATfedeh Hed[FIRTAT ATl HIId.

. S NI 3T AaT Yehrdl ARl AT eell T TRl FOT HaRTH e,

. dehcth dBIAS TGAUATT U o, Hanlesh 3.2 JaeEaT Agehiel GU7 HaRIeh e AreTecl
HEIHUIhge AT Al Hodidedleia] AN AT TRAET AW AHNSaR caRel .

. 3M9edT dhEll CBS / ABB AT 3Eclel Shedl HIUICATET UG HIVIITEN ATEATHA  FHIHBTST
SN AT 3T AT SAECd STEd oT$T ATGehiell [Hobel ATATS! Hlcdoil EATAT.
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7. dAqoT @ar gﬁﬂﬁﬁ ATfEcl IAMGehIAT IO AT eI ATEIec Al SAETRehdl §0T Hgeard

. IeaR U fAfIY YR i ST@UATH Hed Bld, Ahel. AN ATGhiall AT goFeh T
SaEEREr Sofld goReEe 3aeds 3R, IETS! 33 daw A Tgede fafay
HIEATS 39NN STASTEfcl OIS Fhcal .

. SoheaT ATEHRN Tl HYH 3T o} SIGHIATEG aTell gl dd ATgehiedT AUV dadadl gx

HOTHIS! FEdle AU T . AMHIS AL ATEehdl a¥iclet fhATT Tehel Ageh HIERAT
ADET YU Iral. AT Sehedl JaT-Fiaurdl Algdl Ggel S SIed AMgehiehgsl cardl T
el STeel ATATSY Tl HIdel. CATATHATY ATEHIAT Sehehgel IHHoIeAT 3I&TT HHSIGS Oel T
ST SIed JATON gl OIS Jacaiel TTa. Hex HSIUTHIST HEIhelge fohaAled 2 aRss
YeITOshRT YRR gl Igehied TohRT / Y& THSNGE Hellel ITAIST 3aeh U Aroie]
HEY. Thedl HAlolh HS@Ilel HEGEI AR AT AT Q. FEl Al Flioleh
Ui He a9 AFT AT el INifel FhAlT TeheT all AT TohReAT HR-AKAT TSI
el Q.

() TATgeh dhRISTEd -

1.

ABHE  &ihdT TFAGEd TP HUGIRT eI - YUH  AWEERISR  ATEITEATIF,
HEIHAPERTR - FECAT HIN faemer o Rereg dhhs TR wOMEST - dfher deparer
FATT I AR 3T a5 e gl $EA JITauid Irdd.

Reteg dohedn CRUITER HEcHAT H3IT TAHET YT dhd HRRA 38, FeX [qemmamens areean
AT IHATA IFA G0 @ FHEce 3R [AoET Ariehs W Arerorandy fasmaman
qIEaeN T HIATIATT Uedl, $-Hel IS ATETAT el AT GefRid o Irar.,

SMS / e-mail / letter 37UdT HIUICHTEN HATEAATLA schehs (AT YT HTIhU) ThR AT
A g@el BUAId Il gIEdellea AUTAT dhRid Fadd IS 3quard A A1 3fTelell
TR FAiGeasl TATER hodl AeledT HREEET durilel F7Hg SO I,

AR AMEFHS heledl dhRIT cdRd [RIAOT FOET Tcd FAl.  dhRId caRd Aol
O AFT AHATH dH AEHH AR dhRIG UIgHT SUAd A, AHEY ArgRomor fohedy
feaara aRIaTd FRIAET Fell S ART Jed@ TG

AMERERTE TPRT [RIEOT 7 Seled] TR ATfGd caRd HEcAT $3R TTHEIH FHhoddel
M AFTCLATAR GEIel HIIaTer e,

AR ThRET  ATERT TR eI Sdld Sied AMET HiHbIeredl  ga-a1
feaaraia 8ot 3maTs 3.
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. Johdhs W@l U, §-AW HYAT BlAaR Heled! dhRidl q@d ddell Siigd. A faardr g
@l gdell SATUNT ATEY.

. ATTHIIHRS JUTIT ThRIAT Y TS AT GIErT QT 3T 3T THRIS fAmeor St
STEd b fead™ 3T 10T 3TaeTe 3Tg. AR Fa&Y, ATW@Ihge HIfgal ITelet FIOHIS! HTTUMRT
9%, 3. STET AR H&T FeX Hatid dle FUAr HHR T 97T - FFea 3R fqemT
ITAT EciTet.

. HEH BN AWT FECA Hicgwdad Rereg dhear APeds  deaeiar, dfher  otemrer
HIATATRS FHoled] THRIYHRON, WAERA THR oy 9 fGaamd i carear dhia
fRTAUT F&eT dH WAERTH $Bidel el Uifgal. SR WIAGRIS dhelall ATV / doR Sl AT
3T R TS WIAGRTH W@ Hed(dul HEaTHh 3Te.

. dfper SreRuTe qﬂlé-lcldillqwga\o-l gTcd STeledT dshRidiead 3ade Alfgdl d Gl 1o o] ar e

FTATATHS 29 eadra 3d ursfavara A,

. AEFS, AETHAY - FECA F3IR AR yar dfdhar Sehdrel HRATeARST Ieledl Jcdsh
TR g U 3T 3T @R G heledl Hediqd! dshRehcdid o @l 3cck Hasiaor
3MaRTSH Y. FeX Freath IREANTET FA-SET FIOT AAR AT 977 - FEeaR 3R
o oo quara e HRd. dEY Al § ATgeTesS dHR - HRUM-AT AR
Sehehgel HRUIT 3MTeledT TATRUTETST a1 GeATMEIed " AT " IFHAN dfehal HehdTel BIReA
3YY HE 38 GUATH YOT-TT SecRIATd AHG FTd.

. AEIHUNE AT dhRITad AP dholell AT AMWA Y dIEAT ITd S0 3HEeTH 3TE.
CATETT 31T HTCTaE ATfgcll HeX U AEIUIR 3T o ST AT fasArammel qaoRarsrai
Y.

. TPRSAH dahat el AU 3T 3¥d R T dh8 a8 o9 FSQA0 JETF 3R,
ThRehcdhgel 3 AfRTATT &l 3ccl aT FHHAYT WIed & ST S [A0Tg = Al 31Mg
3 FH HCIFIIENRTR FeId ThR &6 FR0Id ISl

. ATgHRIHS JUIAT THRIT ATfgdr / AMgeh AT 3MTeldl eIHAgT AR Hsd THYS HIeX

(1) dTATATGR TR AATETSd (ATM+Techno Based Services) —

1. Shedr eael 99 AleqTd YA ST Uiggedl Afedl U@dT Yl Adehrd  3rgor
3aRTh 3G ST FALIHNIATGT HeUATd Id AT TG IR AMfgcdl araaed

Janata Sahakari Bank Ltd., Pune (Multistate Scheduled Bank) / 4




[AIATIOr daeh AT AT AT AT VAT I). SAUlehdsd Heldl HTfgell ATET  hiHAhST
T ITEHIIT NRATI0T AFT g,

. TAYET @ar gl AR amehisn g HaRIE I I cAedld Sl B0 Hegeard
3. ARSI TMEHIAT AT goFh T SIEEGRIAT SAT0NG golGdIe AT 3¢, ATATSr Ifcasr
AT TEIET AEE TERAT FEHHA T S3TT d9 JAAUET FghEe Afay AregaA
3L AT HIOTATS e A,

. ShTIT AEHAT ANNBA HAh AAYATU S-Hol JST TAECAT FEA U], Schel holed
SeoTdl 3HTaeTeh ARl ATEehicl UToardl. ATETST AW Hiolats Hdshd SGel Sdl ATEehd
HAGIg AR /| $-Hel AT HGIIAd Hkel °UT AT g, AIfATU0T KYC zar aArfgdrar

. 3T dhEh CBS / ABB AU HEolel dhedl HIUICATE UG HIUATE ATRATHA  HIHBT
HIOTET HIF T AT SIE S W13 AMGehiel [HAcdel TSN Hlcsoll T,

. ATM TeIHEY FU 3T AGeIE fhdl Rl difdeh PRUMETT JeX §¢ eI I Arfedr
ATEhTel TR HFLOYT ATell FHSUT AT 35, TATATS! ATTedT TS FAAT AW ATM
TeIqEY oaredrd. @7 el Alfgd! FIURRAT Thiday YAl 3T AFECET  AgHaid
RIEERIET

. ATM ¥\l ATM ID 3ehdol it shiral. Siolehde] ATgehiall ThR / AT Al HeX ATM
ID o1 3ca@ ATHEY AT Agd.

. TAEHE ATM I19d FET TR HAGIART FGedT IO dehR 377 ATM TeHTedT 3TcleY
Eel A, ATAYATOT SATUHS ThR HIGIT 3¢, IT AT 19 d gIedel shalh Irer
AT ATM Feered ediell omd Jiee ardl. I9e dhR fAaRoT dady g hel. ATM
Yewed Data Center - Helpdesk o gqedstl Haie TG rad.

8.7MghieaT ATM STaa<dT dshRT, ATM &S Sclleh 0T, 3. STSTATST sohel CIel T Tl ShaTeh
2¢o0 333 IY¢ 3UCISY el GUATA 3ol I, AT ThRI calld e@el 8l Ad. T@d
ATM #1E gRATTH ’00 00 YT FHATHIAY ATEHITAT dhehs AlGiaded] ATEAT FHIRGET
‘LOST’ 38T Sms 9T5qs 1S Deactivate FXaT Ad. d8T INeTTER NWUITHTS ael ey
‘LOCK’ 316T Sms 9Teqa dlcqid Deactivate #Xal Ad & ‘UNLOCK'3ET Sms 9raqs
activate FIAT Q. He JET FRALT ThAT dTBea] ARMYATO ATM FeIHqeY FHuard
3Telell g AT @rET .
ATERIT TYeAT WIS fAcclh IFHH QoQ000c¢¢ AT AETSH hHATPIAY ATGHIEAT dhehs
Alcfacedr ATéa FAFEET Missed Call 3§ Sms @R &g A,
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(3) TAETOT -

1. dohear YAGTOT sheld BIUM-AT YAeh UTAGTUT AT A 3R did A giegd IS
FE db SAUATT AV 31HA Tclel ATfgcl=l ATWT HIAGIST Jbl TN Frar d HI Haehiall
AT Yl .

. AN §E AIHT AEh HIY HAged Ued IS dohedr GRIEOT T Hejsdas A
fasmemATha gfaom S #od A9 A TSN ATERERTGET Tl fameds ARl deard
AT THIIIO ISTecTed] FRIGTOT FF O Aq Aehel. A 37T JehRelm FRALTOT Hrdshd
fAaf@aauer arEa ST w6 AT T9 g AT 9fRIGTOT "OT ey aRid. Banking
Codes and Standards Board of India Ifell 3eaaad Uflg Feledl HIsdl A9 Adehial Alfgarl
gET JETST AEEad REu/ARdr arder Td Aaeier fASd JrETdT Shedr giNeor g
AU Taehre fAHETAThd GiIETOme §1g #H0Id I, d@d Hel HisH SeaaiATgal GOy
QRECThT &1 ATEhTedT ATIATATST AMEERIGN 3UCIst] kel GUATT T,

(8) AT -

1. B R0%3-30%% ALY sfapd Banking Codes and Standards Board of India (BCSBI) T AWTEG Hdeiel
YT T HEAS FHIGH SAhal SGTHRE TGV SATed. T AHES B! BN SR (Code of
Bank’s Commitment to Customers - January 2018) Sk ¥ehd el e ATt Hifed! | TmEET
FeBTUATd HATeAT TR F sl JeTHISCeR STliet carell Tergl AT SATeAed! ATe. AR et T TG
AMETAT T ATGHIT Igeh Jar Ul 79T g 3M4feig 3. BCSBI A& Code Compliance
Officer FgUIA IUHETEAATATIF FECAT HFIT el AFF HIOIT el 3G Ageh YaaTaera
SIrIaYATOT Annual Compliance Information cIATRd BCSBI Iidehs urafauard Age.

. 3f3Te dorq IANTATAAS AT UF .CE.RB/CS/6412 .0%/0¢/R0%R FAR dehcliel Ulgeh Adelacl
GURON FOAMHST AAVIIA HTeledT ST A Faiderodl 2oy RIBRATIR 30 Rromrefi=h
dohd AU HIU TAEY AT TG THE Sohiall fGolel 3ed. el 31 fRIwRel ar RBI
a8 IBA Il HFAUU! HF holedl A AT a9 RIGReA icsmaol gegenicde
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T fAHETATGT 0T I 31Tg / 3MTelell 3. AR doldedl HEIhUIAThT Hdauard
Juirr Afgd= A ATSael WA FHIUATT I1dT.

. gear decar A9y T WY 3USdET T AEH e SEeHl HIsd QAT gia 3med.
37T TH AT AF Wil Thrg HIg 3iddd Unique Customer ldentification Code (UCIC)
3O Ugd Teiaueed Reteg deh 36 $T8Ar fA&enar AfRHd aoid Jrele 3G AR
o aEHRl TR FET TUYHA qEARRIER W ST €A § TAR ShHEARTER
Tefauar eRor Afad FRoId 3iTerer 3R,

arAleRs HA FafadedT RBRAIA RBI TET IBA Flell HYFAIOT Al SheredT RIBREAR

JFACSEU AEgHNIce fafay fasmenAThd #old IS, IHEY ded SeA AR

TSl FROT A

SIS ARG d YT qFl :

. Y 99T IR TH SASS ARG, U TFdr g AfATET WAGRIAT §h cTagR HOT IT
WRAER S0 FgURT A ThT FEIRAT oER AEhiel WRTHR UROLASA § arar ard
HATAL A

2. gFgle dfshar JaT TABUATT FUROM BISel 31T Juell T Tgcl TR AT Tcel .
3. AT AW 9 TATH HEY Godal JAATHIS! T JHATIS) ool g AR SeAfquarar Jaeed
FE.

. gEeERl "are AUTAT AT FHARGAT JHY dfhal eagR il JFeTell Had HoATETsT
SIcHTE &3
Jh caeR Tfgdded oledm sk ¥d qifterdr Rag -

9% SUGER Thd FigdALd Raedr sav ad aifdedr Ram -

. Y el IURIT A 8391 c¥dgR g deR Warur gEed dufdas dar duarar
Yol h&.

2. dfter gloAed SquaTr giem dvarar gaeT F%.

3. U TWEH Tgclear JFeTell AT {T 0T Teel .

. e AR dholear AT, qFET Wt Shelodl gkl i Wt 9 d UrIgsh FleT el
R T Frevart RaEsET 3.

. Ay IRTEYTFALT J& HTSRYT, ALY Jcgel I3 o Uh0r 3.980 erurd (Doorstep

Banking)uaTdT Ydced . (S IFhe TARROVETATHEY Aeh/31.31.3.5TAT 0T fohar Iaha

qieafaul/dear deeard S8 Sul/erdl ATeTof)

6 fAgelddeTIReplall ITedT WichTd STAT BTl fAdccidc=redr Isha™ faavor Aeelell 9eere Eord
3.

7. A gRTEIAT fAgeciads Jaear el Suaran Jced H%.

8. TAgcdduRHN X Ol IHAad IHeS Slaed JATUGT HHAT Shedl HIvcrg aed
I

9. HESTH ATl Aredh,Heer Rerseror O SEHIINcT AT STFATeAT AT /ATeAHIAT IS
faeaed Jrfafaws ¢33 Wrell HrCelR droieh FHH @gFa Frar I Afede & Fgorsl ar 3rem
STFATT Wl 36g Achel T Telq, Adhol.

10.FI0TATEY HSHTT o HAT 3 erclioll § dfchar GIATT FT& Aehgeh, WA, S fohar, dllen, ienlas
o, halc HS 3.ITRe fGedT STdiel I FBsi U3,
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11. fafger Sfar giagrar o1 =T JraT FgUA Y STeFHIAT QN AFT A Fed 8.
12. 3T PIATYD ST AT FUAT Theel HE,FEUIS JFgTell AT FgUTON FiaTell gl
TohTAT JHeerarar BIIET gise.

deR AaRvUEEd e ;

1. AW ATWHS HTedT dhRIA dhR AT Al Hked IGHE Ighd GIdT g dhR hdAlh
eITaT. HeX PRI R0 MWHgA A eI AQHH T Fel hEedi $H3R [Fermanss
doR e T ASel.

2. FECHT $3N TAAEMRST HeX TR FAUROT T Sreqrd dohedr Aisd JHfha drdss TR
@l AT S,

3. st HTHET FieshgT UTEehr=aT dehii=l T 4 FIeATH UTEhTd ST ATHUT HrAieraThs qohi rae
EZUIRESH
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TTEeh TIETUT — ST TR TAFEI(Heh I FehiT STTERTHE UTEehiet adT TATed
HITITATS LT

FEAE AT, TS St IMPS,UPI & E-COM & B0 AT AT Widan 2fere &1E , Jet Pay(UPI) 3191
THREATH U SATHT SATART FAFEI ek ATchiT ATERIHGHI TTgehTell Ao STE STTEaTH df Fat SRUMTTAR
forama et ST, Tt TEne fdfia T ot swTenasia SRemTh 9 SiFeTeT ot e
TR, VT TaT AT THR SHHTeh <o o It Hig e wtelt FTwre seemt Fer forvmmens reae.
farumTreRE Ut 9T ATER AR hedTd dshTiEN g SMS/MAIL ¥ feft Srder snfor faummadt  waesr
AT Tt ATEA. TEE TAT 3 UTH TeATR IET  ATERTS ATM Card ¥ ShIHEEEYT T (Close)diel o
TTH ATATIHAT JFTCATH T HISHTET ST U, TUT T STl T =T Password € HEeT oI
T VAT ST AT T Password LB. Cell ATHA faeTT AT8et. a7 SET T WTASR Haferd
U LIS TR AT & F.LR. = U Fohd 207 §U-ehTeh TEIet.

VRIS TTH AshNIaTad TTgehtel TR auTad o faaamer ofta ashiiel Trehm Treame ST faelt Sreer. oreft
TFHT THT fEeamen TTaenE UFAsaagR Hell A dHa Qo faaaisr o sravass ot Uihar weT gt
TRIAERTHEN UTERT STRICT THCAT (U SATCATH ST Shetedt {oeh A cITH ATIIUITH IUCTET Shedl TS,

e AfRTMETSe dfehT IMPS,UPI & E-COMM 3T99T BT UdT ek UTERTATST DUAL FACTO
AUTHENTICATION Tt g heft o118, a8 a1 daier gridra=ar g8 sitdie 3Efter el o o WIagRiET
AT ATUITATST T TTEUTA ITASH HedT HTed. T 7o ATFeRT S AHE AT T UAeATH TRATIRTST Eftent
HHSAL AT TE AT AR ATEeh Seh¥l Hasad AT qrer T A § IUia: TTEHTAR T ek I TeAHed
AT T&RH Q0T SIRTA AT AATTY STt ATl shoptoreaTaval s’ ATgehtel JehdT SITeATH Tl ST deha TET.

T FATTHR a1 WidAA Sfae 1€ |, Jet Pay(UPI) 7997 VAT UATT Sehd UTgsh@TS! DUAL FACTO
AUTHENTICATION =it G%g hefl 3718, T8 sohel TETUH THadTT o a¥ ATaX SEaTT o Sferes gefera et
JTATS! THAT YT HATed. ATgeh ATHRAT AT HATAAT Sk ATAcAT fofares ATeaara oid HTg. Ty JTEehT
TGS AU AT T UdeaTd IATIRTET ElehT ASALATT T JIA ¢ quid: ATEhRIaRdt Ted 8ot
R AT TEHHE TTH TFRH 07 T T

TS ThW=AT AAATATER AT g‘%&lT'a'UﬂEIT rfereRTieres ATEeRTAT SMS Registrationil'z'{'lﬁ Affard et SR T
AR T WIAGRIAT g heft 3ATe T Tedeh SATgi SMS Alerts  UTaforel Srava.qefy srgt J=ar
VT WTIGRISAT ATadid @iear Debit Card STOTAT GIOGT ATeqedT TAW ATl & & sdehehs SMS
Registration STsRAT GUT eATeR Debit Card W@ ST oot AEAATT F WTAGR HIETSA RO X AR
AT RO HIATT U 3% o0 AL 79N FEt hrsear amuw fmior Fom=n sires= gl ¥ guta:
TTERTAR ST ek STUIT TSATHEN TATE THRH JUT THTA ATE.
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FATEIHT STAER /TSI TEATER TohalT HIE T FTCATH Sk FoHT SUATHTS! Thet Thl SHHTeh Grore Hentast
¢.00 T I 22,00 T (ot G Toaw TIgH ), ket shaw forwmrer R great swuieh (e shar farwm
Landline $heh, HECAT 3R faum srforedt diamser seuier )Ser HeX o LB.Cell T SREat shlieh q@er
ECal JaETSETNA B U Redressal of Complaints @8t Complaints Form IUcTeel HEAT ATE, TTEN
@M Online THR TRAA FAST AU 3T HT SATEATIF: FHEEHT KR T HIATSeT shHlieh ITE=AT 9T
WRTTA YEf3Td heAT TR,

I T TSR HIETSE ST YA ATEHA AT STRUT HATd W 3% 31o8a ATR I ([Shall Saeciell HIaTge shHich
SR Bl ATE STV TET hTwar aTuRr fmiur grom=an Sreier g1 ¥ guid: TTgehter TEe.d s
TV TSATHEY T FhRH 0T NI ATEL, T WTAeR T IuSd JbT Hiaser shAieh 7 foeama =

Ut el AATHTER SATUTRA STTERIATST UATH FLEAT SATEAT/SHAT /ARETIRIAUT e TATHES THAaLaT TSV
ATET Tt RIS YAt ATE. TATHTER ATITHA STAERER NPCI TemAThRd [HE0r hel ATd SO TS
ATM/POS ZfHer § 91ferd (compromised) ST STECATH ATAT AU bt IUCTSH heTl ATALSATIT Aok
HeIfera UTEhTE WU hE AT STAERIe WTATSTAT Shid SATIUT ATAYIRAT JAHATH Pin/Card Change =it
FHTIATE TTERTE FHAATH AATAL.TET NPCI ¥ FRM Tool frshfém Shet o8 wam & saagR Siaw=r dreara
TATATEA She FAT el AT & Sk VT ATgehichg ATl WTATAHT Shid. I A T THAHAT TRATER
FTCATA/GAE ST /AT AT g STeaTe a8 T whI THATER hedTd — FITHE TTeehTeit o
Skt HIETET TET ATEl SATIUT Mt TeAT ATgehT 3 WIS {GoaTd (Three Working Days) Thasfaeare sdei
FAATIERT AU T ek AT TRT TTERTH U ThicT. ATERTT AT T AT WTATRR,T AT TSedT=T ¥ O 9

faame o o Feve JuE fiea @@ 33 seiedT WeRieT Rreg dd AR Shetell awl A
T TeRa AT TR,

Maximum Liability of a Customer Table 1

Type Of Account Maximum Liability Rs.
*BSBD Accounts 5,000/-

*All Other SB Accounts
*Prepaid Payment Instruments and Gift Cards

*Current/Cash Credit/Overdraft Accounts of MSMEs 10,000/-
*Current Accounts/Cash Credit/Overdraft Accounts of Individuals with annual

average balance (during 365 days preceding the incidence of fraud)/ limit up to

Rs. 25 lakh

* Credit cards with limit up to Rs. 5 lakh

All Other Current/Cash Credit/Overdraft Accounts 25,000/-
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AT aieT dereaTelier All other Current/Cash Credit /Overdraft Accounts = SIS el ST Rupay Debit
Card @& 218 SHT 8.20,000/- T TAAT Platinum Debit Card T&et 3118 &I 8.34,000/- (ATa{e" WaTeT yUa@t
TFRN Tk o TET. U IEAC AT, HTETS e dteT IMPS,UPI ¥ E-COMM HTET §.34,000/- TIET (oA Sk
T TEA. AT TAT TSI ATEhR T Fhd HAAATHA T ATM Card Block St STSeT, Pin/Password
Change sh{0aqm@ qiffaer Fﬂg?'l' T 3791t HIAATET Preventive Action TRUH Hedl T\'|'|'§FT

94 THTHRTS fATETHAY ATEehT TREATERI=I e S<hil Theb[Sed T df slch~ foreITd ©; 7 o 79T TET Irer
TR ATERTARAT TET.

Summary of Customer's Liability Table 2

Time taken to report the fraudulent Customer’s Liability (Rs.)
transaction from the date of receiving the

communication

Within 3 working days Zero Liability

Within 4 to 7 working days The transaction value or the amount mentioned in Table

1, whichever is lower

Beyond 7 working days As per bank’s Board approved policy

TATTSHRTUT ekl T I 81 118 T TR TRE ATeATedT [SaamaTaT ®ATe o RIS feerarada
THATTE TR (AT THATT T b (AT Sherei] HAT TR AT HHIT HHT TFhH ) WIS STt

st faeft Srger St gatet Qo foara shredr JumR AT, AT Qo FeerTeT St qet Weaagnred d
T Y I ATEehTelt FHTEE Tk THCAT (HEviTe ATeATH HaR ThhH T hiedT S, HTITIT ThATHT
AT SHEIC HTE Toet AT ATE.STIE TS AT STTalT Sk WEATA SATUHA FAFEI ek AT TNATER SATeaTH
TR T FTAAT FEATRTITEA o TR ST shiuaTeaT faAteRTaid gurm=aT shteraeianst Tafora afedt

HH R
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Janatapanakal BANKIRLNG
(Vnftistata Senadulad Sank)

COMPENSATION POLICY
AR qTferd

Hol 02L£-02R
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THAETHRISH! gifard!

THAT HIATEH Giferdl TR FIOT ARTET S 3 (Object) :-

39 g ol WIS ATATHR ( HJFAR ) 9] 3HUIRT SATSEITT Seel WiedraR # 0T, drofd
TH A 9SO, HAT A o SO, s 3R SAT @Y, S wiadeHTd amgshisn feeiear Delivery
Instruction Slip T NEE/AHT FIAAT SHTeTedT TRHS AEh $RIAT AP Auction Penalty 3. TehR=dT
dobd Ydcliel HANRAHS YT YdehiedT ehlHS AGehlall 31Tk Tehdlel AT ATIIET Agehrd Tdetriders
IRUTS Shal FAAGA HEed Ul § INRTeAT Ik dd TSI 3Ee¥H . 39T Banking Codes and
Standards Board of India @ HHHE el HeX T dIR sheldd Code of Bank’s Commitment to
Customers & 3TYedT Shd FEUAHRS e, HeX HPISTARCHIA AEHE Schehge] AT Hodlehal shel ST
e M THAE U caRa el SIS dhat difo el TR SOl 39aT egad dholell Q. Held
ARl UG Sohed TIAGeA el IIGAT 3R ITAIS FTEhlel 3ol / Aol FION HTaRTRcT AT
ITHGHTT ATEEARTGR AAFeh] el FRIATE AT JEred fAfRad gRoT A0 3mads s IR,

Sehd) THAEIRUSY RO GéleT ehdrardl 3csiid IOld JTelell 3T AT AHE HodTTHON ARG
g AT HRUTS aATdr AR -

aifereer sielE o a2 -

ATEHTT WA IFHA Ad YT -

ShTdT GHIHS AGHreAT WICATH FHIUICIEN ThR Thrdl IFhel A1 USedId, Sehedl el Hel
S 3eATH 3aRTF ol WIRSTHAT FEd R AN G O AT, FeIedl JehredT A
USedl IhAHD WAl fhaflel RIoerh I@edl & Ao IEE HE Ao A1d ISeard
e R gREdt Fdr. 3N Y gGIET BISULAY SIedT Hieathe drsl Feiod sad od
TSI HeX {hHAAT ¢UATd ITd.

had WIAGRY Yhd Ad GSelodl ThASTE dohehs dPR & QUhal. TITYT TFdla holedl
TR @ 9uATd JUIR =TeT.

T JATH AT FWASAT AFY YA FIO -
Al Aehedl T G Faor ol 3raaer g Qe dig dhedr IHsat el S’ Hel
JFD UAT dhahgel dhel Aol AT AT THA TS a0 e,
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faeft aoe AfeTs @ -

A FaSUTClier Joh SReleAT AFe IS el s FAA Faeel w{er. A7 fafay
CRIALS dehiedl HrIUE I fRRITT 3G AHEY ThARWICT el ATgehd Ahell IeFhat
STHT IOl HTeTaeiiell gl &g ehc TS, AT WIAGRT ol 3 UFH AW caRed Fgulard
3RS o F AT Heel doh NI W A T aHAEIET IS0l Iaegeh 3. 314
dHd I UISTAUATSl SR AMehse fdeid el &R fdold Sfielear @lamat™ oars add
GIATT TSI ATgehTd AT,

qRNE=AT dHedl agelid 3R FTAW GIEATAT SFTSTETad -

STEWMETAT dhedl gl SRR I FHI-SIET AF] Al dh Tl ITSTATIATSE fhaATet
¢y fea@rar Hreratl JEIT RO Tl e, AT AW AT Tk / HIUCET b aelrd Jred
STelec] Y TR 3T dl SgIETST ISfdul 3aRash Mg, ddY cIMHel AE @l NiasH
AT ¥ IE AT FEAT WAeR TTedld STHAAd FOT 3aT Q9T Fgrar J9F
SHT-EY FOT IEATF G, el U of UdedAniss 3AR oA dhd cATHTS! Jhale RIS
OT 3RS AGUIR 3T :-

() fafka Aecdvem 19 Rowdd QT 9@ dREAE - Sl APTeedl FAEHE gad &9
SATCITTAR 4TSl U I1d.

@) fafta sedveT ¢y Rawvem S wWg e REwidd 3@ AneAE - SET dEeedr
HAENE T 39 SAGICATHR HYAT AT HIATAHHAST Hed Sdiell o] 3HedT TTslela,

I S STeT 38l ATER edTsl Ul I1a.

(@) fafea AT R0 RaWIeT SeT A6 APTeAH - T FIATHHS Aed Sdiel o] IdeiedT
SUTSTETIET 3T W, ST SUId T4

@) T I ol WICATd JUAT FHAHIIC JIATT SR AT AT, FgUTTd STAT dolel TSI Jehr
GIcATd 3l T @ FAHG Sholedl HIATAHTER Tol WIeATd STl STl Wl G0Id T4,

AEFH AT AF g dedT -

AEH AT Vo FIAeATH AT Gl caRd Hfd WAGRME S0ATd Agel ATAATRA el
Ut FTIT AT HTT dehehs AMEHTT Hecllal U I, ITAYHAIOT STeliche deh  HUITHATS!
SHATHT AEHE TS JHND HgH U A, dhd TS GEAATATY Jhald FIAS 0T
3TGTH YEUTR HTE -

(V) IEshrE A glfdeardr ARl ddhehger uiRa doa Fasfavra 39 sireard, 3@ Hrerash
SR AR dvet ¢y Gaaadd 3@ o’ SieT AHTledl HIATaty qud od SaTeedloaR edTs]
Suld M.

(@) TG geeliche U TASBIAVETE! SIETOIAT SHleTatiy Secdid Sed ¢y @ sarer dehear
AT SUId I,

(@) TG FMEHE Feelihe A ASAVAE AV 3Taedd TACHST dohel e wrfg.
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AEFE 3t 3Fe U 3R FTeIw -
AghA A S YT FEefediel AWATGA gfCeidhe gFe UM 30 feqwmien 3 3UR
SATCATH T HTATNHIST Hed ST o Heeled] SATSIelel sl Sl ITd.

ATEHTAT 9T STAT IO 3R ST -

IMghTal YRl IFhA YT U FAAFNT FTHAT FROETS I AT oA Irdr STHT-
Gd caRed FROV IGT. ATET FHAGIST §¢ gUN dbd AH SR FeX IrEr Hasrell 3 R gl
QTET BT feaelt df STAT FHRoIT ATdr. ATYATIT SR ATATHT HIFGST 3ol AT R AR
JSUETT TSI SAToledT FHIGTAEH S ICUeT 3% Gl TFh 37AT AT &8 ehTeT AgehieAT U
Id.

AEHT TR / He T FEATHZA AUMAT THAT AT FO0 3R AT -

AEhTd TR/ 3T GEAThgd U] ThAT (Sdiallel ehreT Gak) IMGIET Rl doFaer agel
SR oard feael, 3R a1 el amgeh HIEPeT 9 HUclel W cATqerel sichdl
HIHABSTY Gaell X AT FIT WAGRI TicdTd STAT L0 AredTd.

SR UGl ATIET $oell dh IHIATT dohdl 3T (Transfer Entry 318eT) ) RGNS caid
3MaeTh FTAT-TY HIAl. 3T THAT AT cTHUIATS SR eI PRUMA TIATHEY Rodds AT«
(3T el TFhHA STHT o HeIHD, 3T Tl I §igel edmHe dIR) TR SIegl TIedrd (s
ST BISeT dogl YAl WIERT FUloTdR HRIAET A, AT RN I TAeRTH @ gl
YIsay UUd Il ATl Sl AR dEsad 3AR Sen 3¥d X 6l deTeedr
FIATTH T ST SATAITHR STl U A4

NEFT W&FHa fafea Agdidem siRr s Seam -

AGehTd WicATaRX STAT GIVATST NEFT = T&ehH sehehs STAT Blgsiel ol HeTtd ATgehrd WicdTeR
dohel STAT o FedIE AT YT U W% 3¢ AT AEHE ST TP, gl 3 ThR 3R
SHTeledT FIATTHATET €8 ST AFUN o FIACHTS sohod FIAEA IR JHTOT AEHH RIS
f&el arfgst.

OF ARET FaFwa Toic YA dda fAgead Fdewr yfafade adodee
WW-

81 AMEI olIeT Tolc YAl sehel [AGFd holedl Usiediied Har-Ard acivfhide g
HIVTCATET FhRY ThdTT WA ARCIE T ATEScdl dshR ATgehlel Sehehs hodd odrdl caRdl
@l BUdld Age T BH AREI Foldled Toie IYAT dobel AT dholed] Toledred
HAar-AtE gEte il FOIT A1 HeT FEEE b Gawi AT qul wE carer g defed
gl YOI Tl
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AR Fol FRIEIT Wd FOH vy AR AT -

UG dehehgel Belel &ol JUT Shedledcl WX HoAIE] dRUT Hdcledl HATHcddl HEEYS,
TGV, TS S5 3. FEETT 29 TGaHMT T W O TEeAhReb 3TQ. HeI HEANHAEY TG
eI HECIT Wl o oS AGHIE HIEl hdled FoAMH drel SEEERT dhak JUR 3TE.
AAAR WX ¢9 Raum Aedla qar @ wreaw @aery s Jeue sRugadr yfafee
T.200/- T FARFCAIAATET ¥.2ooo/- FAHT IS FHA FAEATA! 1. dHT WL FRGUA FHedl
dreaTqe fdear ddi / 3fade Fegud s@faviardr Ao WE @ @ dFA FEAET AR
TATAYATY WEX HEAARET ARON-IT FIATEAS ufafesT F.200/- T FEAITATET F.8000/- JTHATO

Hed Sdialie AT {FHA GaeR™ 30w 3AWR Sireary -

Aghiell Sehehs Sdeledl FHed Sdlallel AT WIAERE FHedlad U 3TaeTsh 318, Il 37eT
T el GEY 3Meard Aqdrer dfehaT dHepIS feaell Fex eareT ST dheld UIfgst. FeX &aret
STHT F0IE 32 SATeAH T FATHNHST Hed SAIAT of19] IFHAeAT ehTsledlsl He (haa 1ol
T 3TE.

Hed Sdialiel &aTsl WIAGRTY e dehcllel WIedTd STAT FRGAT HHATE STl 37el o
feaell waRd @ex T@h&A NEFT / RTGS , ECS / PAY ORDER 3¥dl M 3y FaATAR
UISTAUAT ITdl. UMY 3G (IS AT STl dad. SR Hefod sareirdl IFhael ECS / PAY
ORDER 374dl UG 3ed TR UISTAUATH IHTeAT Sehehgeard 32X STl R 32 Freledn
HITANATS HEfT Hed A o] AT elee 3RRT edm Aodeqr ThAR AT
SITTATT 3TR.

ATM JdAeT FAAAET -

dhedl ATM #ET & &Y 3cUeel Bl WIAGRTAT WIicdid @A oAld Yselel Fedeld o
TR o [Aoedd, deRe AEEdal 37s hedlddd S1hdl SHIFGGTAT b Radrd 3Td Jel
IFhH ATghTd WA RA SFTAT Shell Aol Iigst. fART FHedd T IFha ATehTd WA ST
J FediH T AEHE Tar &ad F.900/- VAT SHToledT fdold FHraadiar sarel ¢uid a4,

AP Tl Tsad ARG 30 @ INAFeAT dhehs TET 3o HOT dUTHRE T
Hdd AT TgHh fdoid HraTaeiid sIre HUIHTST 91T Agdrel.

fEefeedl seeeaee Teliae TP QiR Jryar Wik SeaTE-

fBursredy famemdier SFfe e R AT A3 [hediay eI M Sih @ieard
SeHA FXOMETS! fafgd Hecd Delivery Instruction Slip faIemaed MU COT 3Taegesh 3.
deX Delivery Instruction Slip a7 T, TH 3. U faommeed urcq Sledlddk e Tolldd 9IfeesT a
I el ST T AR AR S TTedTd i el SN, FEIg Tenod AT el
e Teh Bgel ol FETU TSI I hodrd AN AR Bl Aehe AGId d TAHD HaX
WIAERIE Auction Penalty (39T AT AT ST S 0%) R AR, S
3T G Schohgel hIEN eh HedE HTUT TIAGRE Fedal #R1ed] oETeled] IhAgdnl $RuTS
SuTd .
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dahear fAgaumeRde A -

HIVTCATET YR SEEER MEUIR AR, AHET Aledl I, Aided HIIcsdl, dlelsh dholel 3felelT,
FHIRIALY 3cdea STl dc, 3T, 39T, adfale 3MTedl, 3UAT “Act of God” 3.8l FATALT
W.meawmmmeeansof
communication / all types of transportation d¥ 3HIATT qﬁ'&ﬂ?ﬁ'ﬂ? S faEor o T@Wﬁi@
UG HIET ThATe eI 3T IRTEIAT X 7Hg heloll hAEARITS §oh GUIR TE.

AEHH JHAT 3RS Rdean artar auefiar Feaw e FafaveEd -

W FAHE holed] SEE HeJoE AMEERGEA FEhE ThAl NS GoAHcR e Alfged
FIAER GelaT aiw o ReReAEs caRd gemae /aafae fqemmmens qrefavard ardr. gRimee
fqeTmaTens 3qelstr Selell ATfgdl, @ RIGRY, Al Ih 3. Jeiar [TuR o e AEH TAHA
faomeATRa 3Tags Ader uia Ade.

qife e 9ae / GUROT FI0 HfaFR -
eI THAETIRIGY AT IaRIehc] dlee IdSH Jaol / UROT S0 RN dehed
UG Saolel 3T HIVTCHE! JaeEel o &l seh o dao] ehd.

Right to defend Bank before any Forum :
HeX  THAETIRUSY UAHaR A HREAET hodfHd Ul 7@ HediHd Aeh FHTUGE

AGeAE ol fINET GHE - FTcH SR AN AR AT gre Al Akl fINmT gHE -
HECHT IR AT i oiedr oo o dhd AT SR SR gdws Ao w)
ehaY. TeX T Rerael AT W AEHrT AT JFTCATH dl §fahdl ollehuTel SHIATerdTehs
ale; AT A,

IAOFA FAFClAS dfhdT AGERALY AEHA oqaT FHAMGd  FIOITETET
TAAEAER IR 3T FAgR A Sohd alided ARG gl oA Jehdlel TS
qUITETE  dehd  ENOT 3T HY ATET T dhed] JqHSCA 3Tt 3TE.

R H
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(Multi-state Scheduled Bank)

CUSTOMER RIGHTS POLICY
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Janata Sahakari Bank Ltd., Pune (Multistate Scheduled Bank) / 18




CUSTOMER RIGHTS POLICY

INDEX

Z
e

Particulars

[E—

Background

Objective

Philosophy and policy

Customer Rights

4.1 Right to Fair Treatment

4.2 Right to Transparency, Fair and Honest Dealing
4.3 Right to Suitability

4.4 Right to privacy

|
2
3
4
5
6
7
8
9

4.5 Right to Grievance Redress and Compensation

N N QN N W NN

—
S

Review

Janata Sahakari Bank Ltd., Pune (Multistate Scheduled Bank) / 19




CUSTOMER RIGHTS POLICY

1. Background

1. The Customers Rights Policy enshrines basic rights of Customers of Janata
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:
1. Right to Fair Treatment
2. Right to Transparency and Honest Dealing
3. Right to Suitability
4. Right to Privacy
5. 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:

1. 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 and based on the assessment of the customer's financial
circumstances and understanding.
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4. 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.

3. Philosophy and Policy
1. 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.

2. The bank's philosophy is in extending quality customer service and to retain
them for a long and mutually beneficial business relationship.

4. Customer Rights

4.1Right to Fair Treatment
In pursuance to the Right to Fair Treatment, the Bank will;

. 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
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7. Ensure that the products and services offered are in accordance with

relevant laws and regulations.
I

3
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.

1. Right to Transparency, Fair and Honest Dealing
The Bank will;

. 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 one month prior to

the revised terms and conditions becoming effective.
S
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. 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 30 days of such
change. If the change is advaerse to the customer, prior notice of minimum
30 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 60 days of such notice.

10.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.

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

12.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.

13.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.

Xiv. Communicate unambiguously the information about:

a) Discontinuation of particular products.
b) Relocation of our office.

c¢) Changes in working hours.

d) Change in telephone numbers.

f) Closure of any office or branch.

- With advance notice of at least 30 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.

XV. 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.

I I
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xvi. 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.
Xvii. Not terminate a customer relationship without giving reasonable or
contractual prior notice to the customer.
Xviii. 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.

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

Xx. 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.

Xxi.Ensure that the fee and charges of products/services and its structure are

not unreasonable to the customer.

4.3 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.

1. 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.

3. 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.

®l. 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 enable the bank to determine the
suitability of the product to the customer.

..6...
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4.4 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;
a) The customer has authorised such disclosure explicitly in writing
b) Disclosure is compelled by law / regulation
¢) Bank has duty to the public to disclose i.e. in public interest.
d) Bank has to protect its interest through disclosure.
e) It is for regulatorily mandated business purpose such as disclosure of default to credit
information companies or debt collection agencies.
ii. Ensure such likely mandated disclosures be communicated immediately to
the customer in writing.
iii. Shall not use to share customer's personal information for marketing
purpose, unless the customer has specifically authorized it.

4.5Right to Grievance Redress and Compensation

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

i) Deal sympathetically and expeditiously with all things that go wrong

ii) Correct mistakes promptly

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

iv) Compensate the customer for any direct financial loss that might have
been incurred by the customer due to its lapses

The bank will also;
1) Place in public domain (website) the Customer Grievance Redressal
policy, including the grievance redressal mechanism.
i1) 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
ii1)Ensure to have robust and responsive grievances redressal procedure
and clearly indicate the grievance resolution authority who shall be
approached by the customer
iv)Make grievances redressal mechanism easily accessible to customers.
v) 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.
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vi) Display name, contact details of the Grievances Redressal Authority /
Nodal Officer. The time of resolution of complaints will be
displayed.

vii) 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.

viii) Place in the public domain information about Banking
Ombudsman Scheme.

ix) Display at customer contact points the name and contact details of
the banking Ombudsman under whose jurisdiction the branches falls.

Further the bank will;

i) 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.

ii) 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;

a) 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.

b) Ensure the customer is refunded without delay and demur, if it cannot
show beyond reasonable doubt to the customer on any disputed
transaction.

5. Review
At a minimum, this policy will be reviewed annually.
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