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IMEHTTAT I IGTUT, ATgeh UTALTOT AT 32AT IYeAT dohd HECH H3R  fAATIMT T2ATIAT
FOAT JTelell 3TE. WAGNIT Fedsh MSEN ARl IRGAHIOT calid, IHU0T SUARN AT AT
AR & TASTA THAT SeAH AEEd RIS VAT TG AT dfhal INFeISqHAY ATCIATTA
faTor el 3me. W dcqdl FEIFANERITR 3aRTH FRIATET T FIHSBIST Sohd HECHAT FIR
TR aRoIT A4

FECHT H3X faoTeTear fafayr ATeTATGe AR fEedr Sid 3rfeledl amgehdderead oal
Ao Sid 3 Id GURUTS! HTaThATAR AMETAT FAAT fear Sdrd.  Amgshddd  Aldcdra
GURUET Ycol HIOY, ATgehiall oAdiel JaT-FiduT 3TeIst Hdeal U, ATHSHT RBI / IBA el Fel=lrar

HAAGSEON FOT T Ageh ThRrdl A9 W U AR 3R Frdarg) AR dod woar
@ YROT 31 AT quRiel qéreTyAToy -

i)

~

PIGEIRGIESIEICC I

. UAh AT THR / I a0 a3 A d@ddeS AafAaer arge cardrer

AT / THRID AR caRe o & g careh Arfged Wareex Faward Sard.

A AMEHETST WIS Taes 9ol SHUIETST ST, %el, ToY T HAfGAHS T
TIEBar[E 3. fhaTe Wil wrId FREYIT, IRTIYUT  § arRuIR™ITT el qrigsid.

g% AWT TATTAF TodleR TfAD TATTT 0T HTETF AR, ATHEY ATEITEATI,
U@ HIH HAT® dOd TAGR™ Ffdfey Jmar gAEe 3@En 9ds Afgeard de
FfAdE T THT AT FFT ALY AT WTAGRIT GedT ST Addrad Al
AAYATIT ARfT AR AR dhRidl cJEededl HaRer sRagEr Alfgdr

SO0T IEN A AEEGUI YA o591, IDTD sl JAOMAT  deoaad ATl

eoRTRIAT 3799Td aIa.
Seh JMHRI 3AeledT AT Yeshrdl AR M el ETT Jflg T 3HEeTH 3E.

Sehcith JBIAA! TGeIUAT AU eToTe, Hamlesh S Yagell Agehicll ST ITaeTeh 3T
I ATghRIhge AT Alige!  hdfdodleiok @i gl gfiedy  amaean
AETEEaR calRd Hrar,

3T Sehel CBS / ABB HIAUT 3THclel Shedl HIUICATE! IEHE HIUICATE! ATEHATHT
SHIHBTST HION AT A AT ST ST 18T AMgehlall [Acdel ITHTET Slcsoll EITAL.

AU dar AU ATfg Agenie gIOT GRS I AN cFredid Sarkehal groT
FEcdTd 37Tg. @R BIoTR TAfder GehRe 1S TTBUATH HGd §le, Ashel. cATSASRE ATEhiell
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T §FF g SEEeRIEr Sofig goede 3aeds 3. AT S3dd doq |aue=a
e fafder ATeaAr ST SieASET FOETS! Y A

dohcaT PTERrRll AETT HIG A X SIIAIAIG diETell gid. ddd IgHAT SO
dUAD Y IO GHATE 3THUT HELTh e, IIATS ATEAT ATgehiel auice FhaATeT
STEd ATgehichgel TATAT AT el SSel ATATS! Tcel A, ATAFATON ATGeheAT dehehgal
3T HIET FHSGA Bgel T STl ST JHTON YOT OIS Fcateiier Igrd. Hel
Hoalearars! ﬂ&q¢u3§\d frAeT 2 IR ggIsRY 3ufeua ) ATEHITAT TPRT / 3T9&T
THSIGA Ocfiel IS 3T 3UTT Trsfell I, Sehedl Helloleh HS@IcIel Hedd Tielrel
TS 3MART . FET AT T 35aviis HeX a9 qa AHeAH g auide
fRATT TeheT all 37T YhRTAT HIAHATT AT hel I1d.

() ATgeh

REJCICIEG I

TAGHE d1hdT JIIEd PR FIGARN HTAH — TUH  ATEERTGT  ATETIIELATIF,
HEIHANERTR - FECA HIX f3er 3o Rereg dohes TR Forardr — Sfehar dliepdrer
FRTTT I AR 3T A5 WA g2 AT 9ol 1.

Refeg dhear ORUITAR HEcH 3R AT HUedT dohd NG 3. TeX fasmamns
AETAT G AT IHAH A0 9@ FEcR H3R Jomer ades @9h
OIS fAHETET qREdSl O HRATGATET Uodl, $-Hel IS ATAT el HETA
ge i &ould I

SMS / e-mail / letter 37T HIUTCATEN HTETHATA Sehehs (AT 37UAT HEIHY) THR HTeATd
A g@el 9UAId ITdl. qEAIGaR AUMAT TR T Sy dquard AT
HTelell THR FAlegst AT Sodl Aeledl HRIAE[r duefiel FH7g HOId ITdT.

PEHA AEHS holed] TN cdRd TRIHOT 0T YIcd HIEl. dhRid cdikd
fERIATOT 0T T AHIH ] ATEhE EREE TR g SUAd A cITHEd
RO fhcdt RRaard dsriaTad HRIaET ol STsel IMAT Sool@ 3THIET.

ATEERTGET TPRIT  [ARTRIOT o STeledT TRl HAlfgdl caRd HECHAT Hh3R FHAEE
Hadge O ATNCGYATAR éleT Harer Hray.

ATETERTE TRl fAYeRT ThR eI S SIEd ATET SHIHABSTdT GH-IT
ferarada gror smaras 3e.
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dohdhs ol UF, §-A HYAT BlicdR HTeled! deiidl c@d odell gd. AT fAardr
TPRIT c@e gdell SUTR ATEY.

ATIHNIHS AU ThRIT Y TS 30T GIgrd So 3TavTeh e TR faresyor
SIEAIT SEd b feaamd 3§07 3TaeTsh Mg, ThRIY T8, ATEIhgeT ATl SUclsts
IOl ARIUIRT des, 3. dMeidl [daR &%l HeX FHlaadld d¢ avdrd AARR fasmer
THE — FECH IR I F7eAT 8.

FECHY HIN T FECAY Hicgwarad Rereg dhedr AReed dcdlef@R, dfdhar Sliehdrer
HRATCRATNS dholedl THRITHIN, TAGRT ThR SHodMdE= ¢9 TEaard AT carear dshrrd
fARTUT %l a8 TWAERE Fdidd A Iifgal. S WIAERTA sholell AN / JhR dhd
AT VT aX JACHTT TR W@l Foidul 3aedsh 318,

CIETECIERIC qolqimqlqos&d gTcd STeledl dshRidTad 3Taedes HAlfgdl d Gl 9Ted s

ar e FraTeRs ¢ e 3d grefavara Ase.

AEFS, AEIHN - FECAY H3IN fAAEMHS uar dfher Sehurel FriTorehss Aoiedn
Jedeh THRIT Ugrd G0 3aRTeh A R AHE helodl Hedlqdl dshRebcdid Tard oIy
3R FBAU AT 3. TR Flemaell TRIEANTET FA-SEd FOTS IR fFemer
YT - HECH IR fINET T SUATT Tl e, AT AT T HEIHRIhS ThR
FOM-IT THREBAH Sehehgel FUAN 3MTeledT HAROUTEE aT Goresrad "
FEATTAT " 3 AT dfehel diehdTel BRA 3Ucied 3¢ 318 SUATd JUM-AT ek AHG
CH

HEIHUIE JHTeledT ThRISTS HEON Shelell Hfgcl AW W AT AT U 3TavTh
37TE. TIUETT e Fraraly AR AeX AT dRUIR 3 dX IATHTSN A TasTem=dr
Qe eqTe.

THPRBATH Shel forell T AT 3T IR AT §hd dd oIdl FBAUT HETR 3R,
dFReEcdIdhgsd 3 Afgedld ol 3ccl al HATUATT WIed o Slodqrd devar o cier
AT 38 3 FHS HATIHINIENRTE HeTd TR §e AU g,

AEgHNIhs YUIAT Fehrdl ATRRAT / aImgeh AT 3Teldl ST ALTAelh HSd THYS
AT FOATH ST, ATATATY ST aletal HeY HTfgclre HTerdr Refeg dehersel HIEI sholl
TS,

JTATET 3R Jaead  (ATM+Techno Based Services) —
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. ThTIT HFAT SH AfEATd ArayATOr Sfher gisFedd AR e yAs Jawrd
3THUT 31T 3G ST HEIHUIATHA HevaTd Id IFHedT I IRITHET Higcl
ALY fAITATUOT Qash FHT UUATT A AT SUATA ATl S0Tehded HEIT ATl ATET
FIHPIST FLddd! ARHIIT N0 AFT gSel.

2. Aol dar giaurh AR amEwer S0 IavTE A ANEd AT ST gror
HEcdld 37}, TSR AEhisl] A geh g SISIEGRIE Sofild gloedlel 3Maeds 38,
IS gfdadt fRATT @ Age AaRAT F%A d 33Td da 0 FAfATAAT Fghrdte
fafay AreTARY ITANME SFASTE]AT FIOTATET Ycel 1.

3. JhTIT AEHT AN HHID ATAYHATIT 5-Hol ST ITATCAT kel UFe], Schal ool
SETl 3T HATMG IATgehicll UTSdTdl. AT AWed  Flelgte HAKH el S
IEHA AGIGe HATh / §-Hol S HGIAGd kel YUl TS g, AIfATI0r Kye =ar

4. 39eAT kel CBS / ABB JIAUT 31Held Shedl HIUICATE! IUTEHE HIUICATET ATIATH
HIFHTST HIOTHT T T el SAEAT SIET oIeT Agehiell [Hobel TS Hhicdoll EATE.

5. ATM HIHAYY A 39ceY AHedTH fhal @& difdeh HRUMEId el & NHedrd oardr
AMEH IMgehlel TGN HIOYT ThTell HHSIOT ATk 37Tg. AT ITEcedT TS Flell
QTE ATM TeTHEY FATATSTd. QMTET Hed ARl FIUTRAT ThieTal AT 3T AT dier

AgHIId NEIIq Al

6. ATM HSIHEA ATM ID SBhYUl YIS AN, SiUlhEel AMgehlell TshR / FTAT AT HaX

ATM ID TT 3coid ITHEY AT Jsd.

7. UAEHE ATM J6d FE dHR G HAeIH IO dhR AT ATM HeAedT
3Yelet] el AT, CATAVHIY SATAhRS ThR AU 3ATg, T ITR-AMY AT d e
A T AR ATM ALY el s Yfiee Hrd). AHS TR fAaRT Faat glq
QTehol. ATM TEIHE Data Center — Helpdesk T qua?ﬁ HHAT IRg FIAd.

8. IEHITAT ATM STEATAT dhRI, ATM IS scileh 0T, 3. ITETATST Schad Clel ST Tollhled haTh
2¢o0 33 IYC 3UCISY kel GUAT 3ol I, ITaIel TR callcd g@el HoATd . a8d
ATM ¢ gIAATH Q00 ’R00 T FHTHET TFHTAT dhdS Alidoed] AT FHATRERT
‘LOST’ 3T Sms 9T FT$ Deactivate FIAT A, THT INeqaeR GUIHTS T FaaT
‘LOCK’ 3THT Sms qrodeT aTFgTET Deactivate HIAT I T ‘UNLOCK'3THT Sms 9IS+
activate FIAT Ad. eI T FIALT TheaT JTHSCAT IMAVHTIT ATM FeIHEY 0T
3Terell 3T AT WTET FHEr.

TAEHIT MIeTT Wil et TFHH QoR000¢¢¢ TT ANTTS HHATRIAT ATEHTAT dThehs
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Algfdear Aaa FATHEEET Missed Call §ga7  Sms IR FHay A,

(3) gfreroT -

1.

Shear YRAETOT FgTd BOM-AT YA FTRATIT FRIHHATT FECHT HIR dOT HEcHl Ticed
IMATET HTEI b SAUAT VIR e cATcliel ATfGciral ATET HIHBISTT dobl aroR el
TG Qi TATETE Yo .

AT FE {Ghiall AMgeh JIY Aged Uerd IETS deohed GRIETT d HeJsdaes e
fasmemAThd 9feoT @ A0 AT A, IS TEREARTGwT HeX [qHRIRs  ATerofy
HedH AT THAAYOT o=l FIRATOTH G FOId I Ached. T 3R FehRaT
gfeTor FwA  AIfAauor amed ST FE ArEd G99 Adehie AOrd SfRIeTor "ot
31feary &G, Banking Codes and Standards Board of India Jfeil 3GIATAd ITAE SheledT HIsdl
Td AGHET AT AT JrATS JEEdd IIAGTOT/ARAT Wi 9 Aqhien Hosel
IETST FehedT YRIETOT § Hesddeds faehre faemmarthd GiRIeTomh @ #old Iy, a@
eI ISy SEANARA SUMRY e & ARl dreeSl AT STt o]
SuaT T

@) I -

HeT Rw¢3-08Y HEY Fohel Banking Codes and Standards Board of India (BCSBI) I TG
Hdelel 3 e HEUT HISH dehal SHeiehNeh AGUIR 3Ecl. T ATHET dBdad! BV
W/W (Code of Bank’s Commitment to Customers - January 2018) dohal {-d“lclsd Fol 3
I A @9 ATEAT FBQAUATT 3Tl g T Shedl dddTSeaR @Il arar 9faegr
HIOGT 3TTelell e, AFTAR debed T 9 AT AT AghieAT ATgeh AT U7 3TaTF T
398 311¢. BCSBI WIS Code Compliance Officer FgULT 3UHAGCAATATF FECAT H3IN BIG])
ﬁ'{lﬁ?‘h’ HIOIT  3Telall AT AT AAEddl  IIAYHATOT  Annual Compliance Information
AT BCSBI AIHS Urafauard A,

Sfge doH AT T 97 H.CERB/CS/6412 T&.0’/0¢/0%R TER Sehcliel UTgeh
AT GUROT FIUATATS AHCATT TN ETHE HIACTA Fafdeledr ¢oy fABRRMTAR
3o RIReMT Soa siAcasmach Fo fAder carar 99 g daie fEete 3Med. Fade
3o RIGR a1 RBI q@F IBA A HIFAUD! AT doled] A & Fd  RAoredh
JHSATION HEghIdel Heftid fAeaAThd Ao Ad e / 3Telel 38, ATTER
RIS HEIHANAT HBAUATT JUT-AT AR IAATSEON AMEATH F0ITd Irll.

gear st [Py T @it 3USdET U dgH e hEeHAT Hisg AT g g
3-11'%?[. 37T Uehrd JMTgehraT 9 T Thra &g 3iderd Unique Customer ldentification Code
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(UciC) 3rEUT Ugd TefauieTad Reteg d& 30w Sfsam =R AfREd #od 3ol
3G TIEER GO Ageniel TUS Heed TUH AEERE 3R e IefavE g
TR ThERTER Qv aRor [AfRad ol 3 3R,

el HACH Fafdeledr RGRAAR RBI d@d IBA I FIFAIO AT FHeledr
RIGREA  3Fcesmauh geaswlidier fafaw fasmnarhd oid Jga. el deo
eI AN AN o IS,

SIS ARG T 39T gl -

1. 3T 3T IEF TH SASS AR, 39T Tl I JRATT WAERET d IIgR Hor |
g WRAER S FgU A Tl FEIRAT oIGR AEehiall AIfATH Uo7 IS
[T T FATALY 3.

2. qFeTell dfther Aar fAGBUATT GUROT SIS HAT YOI Ul dAR FOATET Gheol .

3. JTHTAT AW d TATH HEY Ycgal JAMATS T&d JHAMES Foiol d AR Seafqorar
U cel h&.
4. AN HAE WU HHTAT FHARAT JHI Sfhdl FGgR FAT JFglel  Hed
FHIOITHTS

SIcHTE 3.
d ¥agR Tigaaed feorear saR aq Fifdedhr Ra -
% SdgR Hohd AfeaAtd Reedr sax ad diftad Raw -

1. G ATATT TNRT 3TFHA SF T UdgR 9 dpR AaRer ey Jafeds dar
SOl Wcel .

2. T gloreTed FHUATEr FAUT JUAET ST F.

3. U T@shr ggdiear qreTel AT AT VAT Fdcd .

4. JF ARET horear ATRCTIA,gF Tftihd Sholedl ool oI+ WiiteR o9 d Jags
e el R R Fevar Rarh 3.

5. fadw aRTEUAHEY S TSRYTT, EAEY YcgeT IF of A0 3.4 aRuUrd (Doorstep
Banking)2UATaT Ydced F&.(TH IFhsd TAIhRU/TTITHEY Ach/S 2 3.STAT 01 fhaT g
dEafaul/dsTaT seeard A Gui/ar Aol

6. fAgchadTUNe= Il WieATd STAT FIom=ar fAgeciddarear A faazor 3rfeel 9ot
T 3
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7. faaw aRFEIT Agcchads qae g 0T WA ¥,

8. fAgedlddaeReplell HEY aOl a3l Siiael YHIOYT AT shedl HIoTcdrer
AW TIPS

9. 3TESTH, AT UredT Heo Rerseror  3mfor a'g'ma’ AT SFAIAT ATAdTSSh /TTeTehial
TS favaEd IfRfAgHE 2// @rell HrIERiR dreieh Sar [@ged arar I Aefed & Fgorst o
31emm STFA Wi 385 Achel T TTelq, Achol.

10. HIOTAET T A HaT AU Tkl HI  Wfhdl  FiAUT @ Aeheeh TATH,

11. fafaer Sfehar grarar ofer T ArdT FEURT 3HET SFFAIAT G AFT AT Hed HE.

12. 3mE) fAafAaaor doar AT FHoAT Tl 6 FgUTS JFeTel JHY FEUT0 FiaTam Asel

g TehfIcl 3TeTSTaTeT BIACT B,

deR fAaRoeTEd €T :
1. MW ATEHS IMeledT TRl dohR ISl dAlG, ol JEHT Nerd gadr d dohR

$heTh  SUME. HeI dshRId AT AT o oA Agehrd HEY FNT HFECH F3T ISR

d$R gr@el AT A5l

2. HECHT 3R fINETRgT eI THR AREROT o Sedrd dhedr Alsel JFifheR s
dPR @ HIAT A5,

3. Arser JHE ATAFHZA AMEHAT THNY FRIFOT o SHTeATH AEHE 1ol eliruTel HriTerdTns

AR ETael AT A5l

IR Tl ToRrie feTuoff AI=IGETS! AT, & HEshRT AHRT ATeehs |IeT il ST sl 7
TR STt BUMT=IT AERRITET oIS ForaieTa Srae SieiedT dehi 7T, STHRTaedTIe i<
AR, 3T TR dshl AT, HeHETIaEATIeh A<l SIhRILcd I Hashise/ Waiean Ureshddsed
AT TR AT AT, & HRIHRT AR SRR HL FUAHEHIT Sad oA T TS

AT, TETET TR ISTe 1. STHRTAEITI A1 HT. HEHeTeAaeelTIeh e ST T 319 ated
U b | forsy AT, Hed Sl SRR Aeiaald hoaaraT 379 d1ed S8 a4 AR det o @rieehe
BT AT, TE W, TEHETHEATTe AT HI. HE HIHhRT HATHR Fie AT ST 378 d1ed I fehar
HE forsRy W7, T Siehi AT ATITaid FhosdTa 3T aTed 3Te Tl CATTHR Hat [oea cieihs shaaford
HATerehTt ST st ==/ forem fafmer s cargem Qe ol s sEe.
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ATET TIETVT — HATF A ST AfheT BRI ATEHIH ST AT FIUATETET SRT

SIAC AfhaT,AEST STHaT IMPS,UPI T E-COM T T FoTiQ® aT Soldladd 39T F1E |, Jet Pay(UPI) 37T
YHREATT ¥49T Ua FAUFa saaciae a1 SATERINGHTd AEHTdl dFR GTEd HCAW df HaT
URUMAER RAERd daell Séd. IS @der™ @fd ag-ard 0T Freatia ar@Arhd ar
AT ST FAT AN ATET VeI AW THR FAF o T Aoeeal dig Foal card Rora
FECA FIN AHTTFS drodd. RAATTFS IeIaT ar AdGIR TFR Fedrd awRid! 9@ SMS/MAIL &
el Sréer o Read) Taaa ST Sao A, BT 3T 39T Ao HATeda] ATET  AEHR
ATM Card § SIATIWAT TE (Close)d¥d T IATH TRl FHIH Adlel HISHTS ol VS, 9T
SeTAC Afher WAUT  ATET Password & el oI WeIH! Wdl EAGATE HHATH oAdleT Password 1.B.
Cell ATHT fEaT SATEA. AT S8l YHRIT WIAGR FSAT e d FAAHS dHhR TG H&eT FLRA I

AWFZA YIied THREET AEHhra EMfAcd TUA ¢o fRaur na T T @ s el
g TFRA FTAT RedraT WIAGR UFeddgR Fdll ASA. ARG ko aamrd a 3maegs o
UfRAT FFA X NAGERAY s ¥ A0ea R T AT Fdel FHA AW
IO 3TsY Fell TS,

Setae dfherAEEd SfFaT IMPS,UPI @ E-COMM 37T AdT O d&hal ARHTETSY DUAL FACTO
AUTHENTICATION Hff cRqg Fell 3. a@= a1 i  FWhAaa=ar v 3iEse qd@a Fo 3e
WIAEGRET T IS YT FaedId 39 el Hed. Iard Y AEHFS aT a7de qatm o
AT IRETRTET T HHAALFaT FeT a9 el Aed d9d Fodad Al ala] A gifded § ot
AEHET HYA o6 HAT GSAHET W FHA 0 aPd A auify arefht a0 Fofeawma@ S|
AEHT THAA FAH A AT dhag TR,

TY FAMAS o Coldladw 3fqe FTE , Jet Pay(UPI) 31edT qaT UGl Shad ATGHIWIST DUAL FACTO
AUTHENTICATION t acg Fell 3. d8T 99 TATH JHAAEl g Al aTR Faln o i+ giEa
@ TSN T&TAT OqedT Hed. AeF WIERAT ARAW Tl dF Wacaw Rfyr aregangs &«
. U AEFE ARFST AT AT T Adedrd QTR T W, AT A e §
qUt: ATEHIETA MEd AHSATA §F HAT HSAALY AW FHA S0 9] @ .

T4 YHREAT JHAEER e glaen AuraT HTAFIAF AGHIAT SMS Registration FIOT faary Fer
I T AGTER AT FIAGRIA! Al Fell I AT YA+ YIRS SMS Alerts UTsfad SITdre.aurfy
d9H3 dlig Fell AR AT WIAGRITAT Gl ATEAT Debit Card ITRTAT FAUT ACGReAT FAAT gieler
g I d%FS SMS Registration 9T qUF FeATaT Debit Card W AR oA AT F WIAGR
AETEA YROT I AT HYGT UROT FIAT W &3 sad ardia sran gwaf e arwe fasfor
BIom=T SrEH afe ¥ Ui AEHTER YA a9 AT HSAAEY AT FHA S0 dANTd AT
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IaftFa saaer /Fréalla egdER fFar #15 O Feaw SFE g (WS A9 W FAE
gRAUT FH@BN ¢.oo A I 2200 THT (T I Raw W ), FFeA F3R Asmm : easd FAF
(FEEAT FIT AT Landline FATH, FEeAT F3IN Asmer 3WFN AaEaT FAF )3er deT T 1.B.Cell
I {{?—'cl?ﬁ FATF dUT dhedr mﬁﬁ'ﬂ?{ g1 99T Redressal of Complaintsﬂ'l??f Complaints Form
3YCey FAT HIE. AGAR AGHS  Online THR TG FIE .dUT 39 AT SHATUTIH FECAT F3T
T AGSA HATS ATWTIT el HRNA USRIT FaT 3R,

F 7l WAGR ANEA UROT FA ARG HYAT UROT FATT W a5 3Te6d amid fhar agererar
AEA FHAF dHE FBA AT A THA FETAT aR@A AT o NEAR gl § e
TEPET TEA.d  dh AT USATHEY AT IFHHA 20 dFId ARL. Adld AR TS 3U5d dat
AT FHF 7 e & dFAE ITaiRa ot Fer sqastr gom A,

YHON dhd GAAGEY IR STTERIFTSN GATCT FI&T STTEYT/GETAT /AWTINETT Fhal AT
FHAAT TFUIR AR ATl FTdoil Udall e, dTACET YR FdgRE@Y NPCI IJRATRT fAa=or o
4 e TEE ATM/POS fiiael & a1f@d (compromised) T 3HA AT dUfRId S&d
HTIIHAT HFEITH Pin/Card Change o FTHAE ARHE FIVIH FEA.G4T NPCI & FRM Tool
fFfla ¥ 3T AT F TR WA Feard FEEd d59 A el S 7 9% wefta
ARHHZA AT WAGHAT FI. FH 3T Tl FIeHae IRTIER ATeAT/geieT Aedrd /FAawdr
o g FeaH TAT TAET FFA INCTTER FeA - SAWEY AEH T dF A FEE T
AT Tfor 3reft EEAT AGHA 3 FHPS &GUIT (Three Working Days) FSAeATH ddhdl TRl 31AeT
g dF M TFFA ARHH WA FIA. ATGHME! AT d IO  GAYFR, T USAT Usedld ¥ o b
Raumed 9w @ gy v Ream W &7 smdear @waa Reeg a0 Tar Faar
dFdT dF Flfa FIT ITe.

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/-

Janata Sahakari Bank Ltd., Pune (Multistate Scheduled Bank) 132




dofY a@er aFcardier All other Current/Cash Credit /Overdraft Accounts o dEdld ST Rupay Debit Card

& Mg AT $.0,000/- T FAAT Platinum Debit Card e ¥ AT F.39,000/- (FfARA HATET )uad

FFA 6 5T TE. dOT SeTAT STHaT, Al SfHaT IMPS,UPI @ E-COMM HTS §.39,000/- TGl TFFHA
dF T . 32t geaT TSI AT ARHS ¥ FddedHdl AT ATM Card Block el SISl
Pin/Password Change &I giforaer 3|1§T~|' T 3reft EI'TI'J-‘IT:ITé’f Preventive Action J%'U]\?l' FelY 3|1$T~|’

b FHFIT RTHAGT TgFA INIIgRIEN d1d dFH FSAeA o dhel [QEORIT 8F a3 T 37T THA
It gIffca AEHEA TR

Summary of Customer's Liability Table 2

Time taken to report the fraudulent transaction | Customer’s Liability (Rs.)
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

sarfswmft §33 e AfRaa @ 3 4% TFR qrEd FTATEAT REWT FATT to FRAGST
e FFaE wEA (Taa JEaE a1 S AR Foeh FAe wEA gt AT w7
A ) WdeR™ @l AT feelt e sft @ g Qo feaw Fredr o AR AT R0 feawmean
Frematiiad HeX INcTagRTd! da ATTAAT T T AFHTE! FRIG T AT fAGHATH oA FeX
TFHHA AT Fledl AL, ITTAT THATHd TEAT FIe F1¢ S Iq A.3Re 1€ 3nfor sryar 9+
WA AT FAFei e Siha INCTTER FATCA dFR e FedT RAPIHA & FHA FA
o siré.
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2. COMPENSATION POLICY
THATT UG GIfAH TIR FIO AW SH4T 8 (Object) :-

9 9 ol WINMS ATAFAR ( HNTHR ) W] IHURT SATAEIT Feel Tledray o o,
qSfE FHS AT IS0, HAT el fee SO, sarst 3R FAT g0, e @iaweHTd Amghish feerear
Delivery Instruction Slip ™ TITEEIT/ATAIT FIATAT SeledT W AEHTH FITGT SETOTRT Auction Penalty
3. YRTAT debdl Jdclel HHRAHAS YT Gehiedl YehlHS Agehlll ek FJhdlel SHTeITE ITIIEr
AEh fAATTIeT SRUS Shed FTAAGA HEA QU @ URTCAT Ageh WY TS MaARTH Q. 30T
Banking Codes and Standards Board of India & THEG 3THelsd TEI A dIR sheldd Code of Bank’s
Commitment to Customers %’ TAT dhyg TEUTRRS 3-]1%? Hel mﬂ?ﬂa@ﬂ' BIREES] gm\ﬁ S
Hedichad el S Aehd M @l $RUS AR fell STOMAST dehel difordly TR IOTe 3708
hFd Felell G, T TR SRUG Schel TAAEA Hdel A YA IS Agehlad 1ol /
ATy O 3TITHAT ATEY. ATHSHTT ATERERTER AFhT HM FREE Fdr Ieed AfRTd eor
SIAT HTaRTH 37Te.

Sohd THAETIRITSY RO Yéle STl Hasiid 0N 3MTelell 3G AT G hodTaATor
QT MG AT $RUTS FHAGATT 3T -

aifrefter sfee drel a7 o

ARHE A FFHA A4 IS0 -

STl YHIAS AEHTedl WA HIUICATE! ThR Fohrdl TFhA Ad ISeU, Sehedl ofafld Fex a1
AeITH 3aeTh Al WIRSTAT FET calRd ATl T FOIT ATl HeIedT FohredT Al IseledT
FAAS Wil e Rioosh q@edn @ Foqrd AHE el asd #Ad Sedd oardl caikd
goEdl &Yl 3Rl T geEd Sudad HleledT Freat eare yufdd gud 39 edieiede el
AT SUdTd M.

had WIAERY Yh A1 GScled] IhALET Schehs ThR & Aehcll. TIEYT ShFclel sheledl
TPRRN @ 8vgTd AU T8N,

T YA gaar FAAeAr AFS AT FIOT -

eI AhedT T 9T Foalr Relell 3T d AT Al dhedr Ysay AT S HeY A

et aoe RfATd a1 -
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ATgehlel fagemTcler sehid ReledT el qATS! JTTell s FAATHT Tl Hlrel. AT fafaer erraeier
dehrear TG AT ARSI 3T AHEY UHFHARYUUT FAHo ATeehid Aehdl JeFhd STAT rored
dreTatiel gHl qq ehd G AT TIAER $Relel 3 Uy AT caiRdl FgUlsly 3Eege o &d
Qi &%l deh IRAUNT Y A A GgeIErdl Uefdul Iavde A, 3 e aged
SfATETS! SR Mg e Sfen O [Aed Seled] FAEU SO S9d Wiedredr  Sdreiells
Igerrd T4

TRV AHAT YA 3AR AT ST ST -

STEXINad dhedl qHeld fSHUIRA b FHaAI-SET ofl9] Aehcll. Vb T ATSIAVATS foheareT 29
fea@mar sremath JET LRUIT JTelel 378, AT AT 38T A / HIVIAR] Toh TGAH TIed Sl Y
T 3 A IeNHTS Urafaur HIaRIw ITe. T AN AW ABTelel NAH [ASTearget
AT A Fafd GRS TTedTd STHT/Ad 0T 3AaT 9T Il AT Al STAT-Td HI0T IMaTh
. HeX g o UbedHS 3 ST dhdl AT FJehdlel HIUTS Y0l TaRIyeh AGUIN 3T -

(v) fafee HecdaeT t3 Raaiadd Sel 9@ aHeaE - Sel dRTdedl Sy aud od gTelesiaN
I Ay ol =

(e fafee Hechaem ¢ Ra@der Ser W o Rauudd 3@ dEedd - Sel deTdedl Hleratig
SUd 9 SUTSIEIHAR YT AT HITaaTS Hed Sdiell ] 3JfeledT SaTSTells, AT ST el 3rdel
AFAR AT U 14,

(@ fafed Hedvem o feaamieT Siel 9 AEeA — AT HIAETHATE Hed Sdiar N 3dcledr
SHTSTEITIETT 31TH %, STTST UIT 1.

@) Tl Ak ol TIATT AT HLAHsC TIATT R Il 3T, FgUleid STHT Toled Tl Tfr
GIAT 3T TR @R A dhelodl FIATTHTAR ol TIcdTd SFTeTedl ST Rl S0l A1,

ATEHI AT I AT —

AEHH HI GhRY HGHR HUI A, Sl IS JEGTHTON Jehdlel IS 0T HGRTH JTEUIR
g -

(U) AR A gIeArd AR dhesd AU dod Fefauw 3R sredrd, 3r@T Fenad R
fAuiRa daver ¢¢ Rawdd 3@ @ Ser daeeed] Haady gad 39 Aeesd R sl 3uld
I7a.

(d) AR goelidhe U TABTAVATST ROl HIAEHE S Sed ¢ Gaara sars dehedn
THAG ST I,
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(@) TR FAEHE eeliee I ABfAvETdr AT 3maeas e dahat o arfget.

e 3foase gFe 0w 3R FATeIw -

APl TG TS YelallT HEIHIe AGATH FiCeche 3Fe 20 3o fea@iet e 32 greard
AT HTATTHATE FHeel SdledT ofl9] o] SATSTedl= STsl eUld 1.

ATgHrdl U2l FTAT FIVH 3AMT AT -

TFMEHA UoRleTell {FHA IFYAT Geeeld AT AT HOES AT AT HeAHA ATl SAAT-TT
caRd #OIT IraT. AT FIHAGST &6 IO dSH AWH SR HeI Frel fRarel 3del ax gdiel emar
FAGGTT Eael & FTAT HIOT e, ATATOT SR AMWATGT HIHASTST e A R e e
STET STledT HTATaET b YCUET 3T gl cFah 31T TTSledlo &3 STl ATghIAAT ¢uid ITd.

AEHE TR / Ho T FEAHZA 0T IFHAT FAT F0rw 3R e -

AEHTT IR / Hed TEATheT JUMAT ThaAT (Sciadier <areT FIR) AT $ielel darael agell Fleledc
e @l 3R o feael=h amge HHSGTS d Huclell HHAH ATqele dfehel Sraeprema fash

SR TG cATUIET $eIell deh IMTeAT dehal A (Transfer Entry 3Wel) N CATAR cRel 3TaRTH
STAT-TT AT, 3T THAT A9 STHUETS! ST PET PRUTA TTATHEY Rodsh d9ca1@ (3 dad

IFHHA STAT o SATedqTHo, Ao dFd 9 glqsd eqTHD gIN) W IAegT WA IFhH ST ?Ié?-r dcgl
3YAT WAGRT FEATaR HIIATET HIAl. AT 37T dbl WIdGRTHl @ Feall (hSaR 8oid Jrdl. AT
el STl FIATAT MWHZAT 3R AT 3 R ST ATIedT FlTfH TId ST SATSHEITFTAR
TS SUId 1.

NEFT 3&# Rfgd Fediven sRRT s Feamw -

UG WicATeR STAT GIUATST NEFT ©1 Jdehd sehehs STHT Bldeie! of Aetd g Wledral sehol
SHAT o FHed™ T T URT % 3% ST AEHN U AW, TMEhlel AT ThX 3WR STeledr
FINTIHTEN & ST HFION o AN Sehel TG ST FHIUT g $RATS el wrfegsy.

OF AT FoTaa voie JYar 6 fagFa Faedr yfafad advege TRaE Fear -

B AfcgaT FolaRlel Tsic IUAT dohel e dhelodl Toledredl - ddvfhidas  AgHhrd
HIVTCATET bR Jhdlel T AP T AT TR ATEH Sehehs hodd oM IR gl
YUgTd A9 FETOT 1A QTG HodleT Tsic HYAT dohel foigehad sholedl Uslediiedr  sefar-Ate
e TRl IO Irdl. Hex HAarer b a3 qUT wEel AT Alfgdl T Aghr oy
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ARH ol FEGIT Wd HOH d6F 32 AT -

ATGhlel Sehehgel Bcelel @hol JUT dhedleick e oIl dRUT Hcdeledl HTelHcddl ey, IETUE,
TRICA 318 3. HEEUT 9 g d Wd Ul FUASRRS 3Tg. T Wﬁmwm
WA & HeAHS AEHE FQ AR SHAH I el dhal IR 3Tg. AHAR Fel 29
Rau Aedla a1 7 Ieaw WERW WfE JEaE IOEWA wfafke s.teo/- T IEIdeRT
T.0000/- FAH! UG FHA @A M. THT G FEGUA AT AN g deqTH adieT /
gade FREU FARVAE AORT FE T §T dohel FIUEITET TS, TATTTATOT Fel FTAGEN FATT0M-AT
FemEdEsT  9fafdd S.tee/- T ARG F.feco/- AMAN JFHA WHGRE  Fdaq0r
THAEASIIRZUIE SITEAT 3TE.

Aed Sdladier STl FEH WIAERW 30 3R Srear -

ATEhiell dhehs Sdotedl Aed Sdiall ST WAERTd Aedlad 0T TITSH Mg, AT 30T FIOT
eaeh g 3mcard Qqder dfher ST fEael Hex AT STAT dole dfgsl. HeX sl STAT F0Id
AR eI AT FTATRATS Hed SdlaT o] HTACAT cTofelel HeI IhAIT STl SITadT 31T

Hed Sdiallel oAl WIAERT 3ed dehcllel WAl ST HGIT IFHI™ Ilsl el HI0d
feaelr o Hex TohA NEFT / RTGS, ECS / PAY ORDER 37UaTl MG 3ol FueloldR UIGIAUAT ATy,
AT 37TaeTh (IS QATET STy Sa1d. i FeTdd ATl IFhH ECS / PAY ORDER 37UdT IMghI 31
YIATER IISIAUIE TeAT dehehgerd 3R FTell R 3R SATIedT Hlelathard! Feftd ged dta
AT 3T STSledlsl 3RRT feeT AeiedT IhAR STl SIraard 31T

ATM A3 FHAGAET -

dhaT ATM HEX 18T QY 3cUeel gIdel WIAGRTEAT WA IFha A Igedel Tedeld ol WdeRE o
RSB, WIAERTS cATEadal 3797 hedleidl Sl THBSIAT b fad™ 3d el (A JgHr
I RA STAT el el aifeet. Afed Hedid HeX IFhA AMFR WA STHT o Hedrd ddfAd
AEHT Ul fad F.200/- ATHATOY Soied fdoid Fromaed AT ¢UId IAIA.  ATEHhl geaAT ggod
RRAFagsT 3o Radra aaeds dhes q@ 39T IOl TUASENE YT Hdd T AGH [doiw
Froradi<r sITeT "OETST 91T Tgdrd.

Befiegd sreaas Tl g RET 3rear AT sear-

Buifsedy fQamemdiear e WaeRET O Wiehidid A Aheddal Tl 3T o™ Wredrd
clegdthy Forer afed ﬂ??ﬁ?—f Delivery Instruction Slip fa#Temaey 3101 SUl 3MEeTq& 3dd. Hel
Delivery Instruction Slip AT U?-[.WET.W.%W@T gred STedldd] HeX Fellad i a qiffer Fe ST
d IER A3 S WA SeaW el ST, TG TN AT AT FET T Bget o
e IUPIGE I Hedrd A3 AR §1q Ahd Al g cAHS el TIAGRME  Auction
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Penalty (A3RITAT HTATHLE BIHIAT SEAIT S 0%) AT oI, S 32T TP Sehehgel G qeh
AT AT TSR YcdaT RISl dARTeledT IhASA! RIS S Iy,

dFar AgFomERde AsdaEd -

Sohed] AAUNERR AT SIS AEHE SR HIE Il WA N R IIETST S HIuTcaTer
YR SIEIEER IGUIR AN, LA Aled! Jg, Hideld HiIesial, dleleh helol Hierolel, HIHIRALY
3o STl dc, 3UHrd, 37191, aAdfleh 3MMUcdl, 37UaT “Act of God” SIEET FHQA gdl. THT
gRIEIT 3UaeyT g FRRT 3ToedT Jiehdl ﬂ‘fﬁ\lﬂﬁ\_r[ TITIYHATOT means of communication / all types of

transportation @R M ATHAE IRFEUAHD S AIFoT 7 AMGeATHS AR FIET hdlel HeAR 37T
IRTETNT @R AHE delell THAAIRIS doh SO TEN.

AEF THA $UTg ferdedr ardtar queliar FEaFlw FofaviaEd -

W TG Holed! TTET IeTaE AEERTTEA G Tohdlel RIS feedieiork cgrer Afgelr afaec
geraT d@d AT ReRefMag caRd yemde /98l [aammehs qrafauard ard.  geree fasimmehs
39 STelel Alfee, AT RIGRY, A9@E & 3. d6rar GaR F%eT AW TR fqremaATha
3MaeTes fAder ¢uia Ade.

Wm/gmwﬁ%aﬁw—

HeX ThAETIRUAST GIAHHE JTaRTehdl dieel cAddH Seol / FURUT O HBRR sehel IGeA
Saelel 3T IS JaDAT o &l seh o dge] Ahel.

Right to defend Bank before any Forum:

eI THAGTIRUSY UTAHTER AT HRAET HhedFs HUAT & HhediFs Aeh FHATUE FAqedrd ol
faeImT Y@ - FFcAT FIR fIUET Idhs IEEd le ALY Aehdl. I YT - FreAr IR fasmer
el feelear foiarg o dohd #ET HIGRT ISR Fdws e w& qohdl. HeX e [Hareren
o Sdier aeea AT 3 e ot Sfher diedTe FRITeITRS &6 ATI] Qe

IARFT  FAFCwE  dfhaT  FEEREEY  AEE  AFAT  AARd  #OgEEd
daeeTaR 3TRa 3N SaagR AT d9 affica PfRad gid Jwears e RS
SUATETEd dhd UROT 31 §G M@ T Fohedl JGArscal 3ueied TS
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3. CUSTOMER RIGHTS POLICY

1. Background

e  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.

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

e Right to Fair Treatment
e Right to Transparency and Honest Dealing
e  Right to Suitability
e Right to Privacy
e 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:

o 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.

o 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.

o 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.
o 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.

o 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.
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4. Customer Rights

4.1Right to Fair Treatment

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

vk wnN e

o

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 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.

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.

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
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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.

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.
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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.

l. 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.

Il 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.

M. Not compel a customer to subscribe to any third party products as a quid-pro-quo for any service
availed from the bank.

V. Ensure that the products being sold or service being offered are in accordance with extant rules and
regulations.
V. 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.

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

c) Bank has duty to the public to disclose i.e. in public interest.

d) Bank has to protect its interest through disclosure.

e) Itis for regulatorily mandated business purpose such as disclosure of default to credit information companies or
debt collection agencies.

i. Ensure such likely mandated disclosures be communicated immediately to the customer in
writing.
ii. Shall not use to share customer's personal information for marketing purpose, unless the
customer has specifically authorized it.
4.5 Right to Grievance Redress and Compensation
In pursuance to the Grievance Redress and Compensation Right, the bank will;
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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;

i) Place in public domain (website) the Customer Grievance Redressal policy, including the grievance
redressal mechanism.

ii) 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

iii) 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.

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 dispute transaction.

5. Review

At a minimum, this policy will be reviewed annually.
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