1. Infroduction
The Bank accords utmost importance to customer satisfaction and considers the prompt
redressal of customer grievances as a vital component of its customer service framework.
In order to strengthen customer confidence and enhance service delivery, the Bank has
formulated this Customer Grievance Redressal Policy.

The Policy lays down a well-defined system for receiving, examining, and resolving customer
complaints in a fair, fransparent, and time-bound manner. It aims to ensure that customer
grievances are handled courteously and efficiently at all levels, with emphasis on identifying
the root causes and implementing preventive measures to avoid recurrence.

Further, the Policy seeks to promote a culture of accountability and continuous
improvement across all service delivery channels of the Bank, thereby ensuring compliance
with regulatory expectations and upholding the principles of good governance and
customer centricity.

2. Principle of the Policy
The Grievance Redressal Policy shall cover the Grievance Redressal Function of all the
Domestic Branches/Offices PAN India of the Bank. The policy is based on the principle
enlisted in the RBI “Master Circular on Customer Service in Banks” circulated vide RBI/2015-
16/59/DBR/ No. Leg. BC.21/09.07.006/2015-16 dated 1st July 2015.

The Bank’s Policy for redressal of grievances follows the under noted Principles:

f) Customers are treated fairly at all times

g) Complaints raised by customers are dealt with courtesy and in time

h) Bank will handle all complaints efficiently, fairly and in a time bound manner.

i) Customers are fully informed of avenues to escalate their complaints/grievances
within the organization and their rights to alternative remedyy, if they are not fully
satisfied with the response of the bank to their complaints.

j)  The Bank employees will work in good faith and without prejudice to the interests
of the customer

In order to make bank’s Redressal mechanism more meaningful and effective, a structured
system is built, and this system ensures that the Redressal sought is just and fair and is
permissible within the given frame-work of rules and regulation. This Policy document is
mandatorily made available at all branches and premises of the bank.

The employees are made aware about the Complaint handling process, through internal
training process like issuance of circulars from fime to time, by conducting staff meetings
and customers meeting etc.

3. Objectives of the Grievance Redressal Policy

a) The primary objective of this Customer Grievance Redressal Policy is fo establish
a structured and efficient framework for the prompt and fair resolution of
customer complaints.

b) To ensure Root Cause Analysis of complaints received with the aim to minimize
/ eradicate grievances by bringing necessary changes in the process and
systems.

c) To keep customers informed of the channels available to escalate their
Grievances/complaints within the Bank and their rights to alternate remedies if
they are not fully satisfied with the response from the Bank.
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4. Customer:
A customer is a person (natural or legal) or an organization who is utilizing one or more of
the services provided by the Bank. Eg; A Deposit account, a loan account, Debit card,
Credit card, purchase of Demand draft etc. He may be a customer having an account
with the Bank or a non-customer having banking business relationships such as purchase
of Demand Draft, Power of attorney Holder, etc.

Reasons for complaints:

The customer complaint arises due to:

5.1

5.2

53

5.4

a. The aftitudinal aspects in dealing with customers

b. Inadequacy of the functions/arrangements made available to the customers or
gaps in standards of services expected and actual services rendered.

c. Technology related.

The customer is having full right to register his/her complaint if he/she is not satisfied with
the services provided by the bank. A customer can give his/her complaint or grievance
in writing, orally in person, over telephone or by email to the bank or to the Contact
Centre with dedicated Toll-Free Line. The customer shall be facilitated with a link to
lodge Online complaint directly from the Bank Web page i.e. SPGRS Portal.

Customer shall be made aware of his rights to approach the RBI Integrated
Ombudsman in case he/she is not satisfied with the bank’s response. As such, in the final
letter sent to the customer, banks shall indicate that the complainant can also
approach the RBI Integrated Ombudsman, wherever the complaint is maintainable
and falls under the purview of the Reserve Bank Integrated Ombudsman Scheme (RB-
IOS). The address of Centralised Receipt and Processing Centre (CRPC) of RBI will be
included in the letfter sent to customer. [Reserve Bank of India, 4th floor, Sector 17,
Chandigarh, 160017, the RBI CMS site: www.cms.rbi.org.in and RBI Contact Centre :
14448]

If Customer Complaint is not resolved within 30 days/ a month from date of lodging the
complaint or if he/she is not satisfied with the solution provided by the bank, he/she can
approach RBI Integrated Ombudsman or CPGRAMS (Cenftralised Public Grievances
Redressal System - Govt of India, DFS portal) with his/her complaint or other legal
avenues available for Grievance Redressal.

Bank shall give wide publicity to the Grievance Redressal Machinery through
advertisements and also by placing them on its official website.

Query, Request and Complaint:

Customers interact with Banks for various products and services. Most of the interaction
from customers are related to classify issues/queries on their account, account servicing
requests or complaints, issues with payments etc. The incoming customer interactions
are classified under three categories:

a) Query: A query is an inquiry or question raised by a customer seeking information,
clarification, or explanation regarding a bank’s products, services, policies, or
procedures.

Example: A customer asking about the interest rate on a fixed deposit or eligibility
for aloan.
Nature: Informational, not indicative of dissatisfaction.
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b) Request: A request is a formal appeal or application made by a customer to the
bank to perform a service, provide a facility, or make changes in the account.
Example: Requesting a new cheque book, updating KYC details, changing
account address, or activating internet banking.

Nature: Action-oriented; requires the bank to process or fulfil a specific customer
need.

¢) Complaint: A complaint is an expression of dissatisfaction by a customer regarding
the bank’s products, services, staff behavior, or processes.
Example: Delayed credit of funds, unresponsive customer service, unauthorized
charges, or account-related errors.
Nature: Negative feedback requiring investigation and resolution under the
grievance redressal mechanism.

7. Types of complaints:
Customer complaints can be broadly classified based on its nature as:
a) ATM/CDM/ Debit Cards
b) Mobile Banking/Internet Banking/Electronic Banking (UPI, IMPS etc)
c) Digital Fraud
d) Credit Card
e) Remittance
f) Loans & Advances
g) Credit Information Companies
h) Government Schemes
i) Pension related
i) Insurance
k) Opening/Operation of Accounts
[) NRI Services
m) Other Products and Services.

8. Grievance Redressal Mechanism in the Bank:
Customers can register grievance through the below various channels online/offline
mode like Branch, contact center /call center, mobile banking application, website,
email etc.

a) SPGRS (Standardised Public Grievance Redressal System):

In compliance to Damodaran Committee recommendations, Ministry of Finance
Directive on EASE, RBI Guidelines, Cenftralised Grievance Management and Reporting
system called as SPGRS shall be in Place for effective Grievance Redressal in the Bank,
The System shall be made easily available and accessible internally for all officials/ Staff
and should also be accessible to all customers at the banks public site
https://www.iob.in at a dedicated place. The Application shall facilitate entry of
grievances into the system at any point or premises of the bank by any bank official
where the complaint is received. The system shall automatically acknowledge the
customer once the complaint is lodged by way of SMS/ Email. The system shall facilitate
real fime tracking to the customer direct online from public website.
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b)

d)

f)

The system shall also facilitate collection of feedback direct from customer on the
quality and time of Redressal. The system shall also have a mechanism to auto escalate
the complaints to next higher level as per the defined escalation matrix.

The bank shall have a technologically aided centralised platform for the Internal
Grievance Machinery named as SPGRS (Standardised Public Grievance Redressal
System) that caters lodging, recording, escalation, and Redressal. The said platform
shall automatically acknowledge the complainant. The said system shall allow direct
lodging of complaints by customer through Online portal from Banks public Website.

The Bank shall facilitate to obtain feedback on the quality and time of redressed
complaints from the customer. The System shall also provide facility to the complainant
to frack the real time status of the complaint.

Branches: Customers can submit written complaints to branch for resolution of the
issues. They can also drop their complaints in complaint box in branches or write in
complaint register maintained at branches. Branch Official will submit Complaint in the
Internal Grievance Portal (SPGRS).

Call Centre: Customers can also lodged complaints at Bank's Call Centre on toll free
number 1800 425 4445 & 1800 890 4445 accessible 24*7*365 throughout India. It will also
handle Queries / complaints related to Digital application like IOB Connect, Internet
banking, etc. The Call Centre agent will submit Complaint in SPGRS Portal.

Mails / Emails: Customers can submit complaint by post or through e-mail. The customer
can e-mail the complaint / grievance to the branch at iob<branchcode>@iob.in.
Branch Official will submit Complaint in SPGRS Portal. Customer can escalate the
complaints at csd@iobnet.co.in.

Bank’s Website: Complaints can be lodged by the customers, through Online
Crievance Portal, link for which is provided on Bank's website
(https://spgrs.iob.inf/comp). Customer, who lodges the complaint online through Bank’s
Website, receive automatic acknowledgement of his/her complaint along with a
reference number on his/her Registered Mobile No / email. With this reference number
customer can track the status of their complaint. The Complaints received online are
automatically integrated into the Banks Web based SPGRS portal.

The QR code for accessing the online Grievance Portal:

QR code and Complaint lodgement link is made available in all the digital channels.
CPGRAM: The customer can also lodge their complaints on Centralized Public
Grievance Redress and Monitoring System (CPGRAMS), the complaint management
portal of Government of India, Ministry of Personnel, Public Grievances and Pensions,
Department of Administrative Reforms and Public Grievances. The CPGRAMS website
can be accessed via the link: https://pgportal.gov.in/. Branches will reply/ respond
within 3 days to the complaint forwarded to them by Customer Service Department
for the complaint received through CPGRAMS portal. Appropriate action on the
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¢))

h)

j)

pending public grievances should be taken by branches/ ROs/CO departments
immediately as per the gravity of the grievance and it should be ensured the
complainants are informed by the concerned authorities by sending a reply and a
copy of the same be uploaded on CPGRAMS portal. The customer service
department will upload the replies/ responses given by the branches in CPGRAMS
portal, after which the complaint will be closed by their system.

INGRAM: The customer has an additional facility to lodge his/her complaint(s) via the
INGRAM portal. The said portal is monitored by Government of India, Ministry of
Consumer Affairs, Food & Public Distribution, and Department of Consumer Affairs. The
portal can be accessed via the link https://consumerhelpline.gov.in.

Social Media: Customers may give their complaint / feedback on social media. Our
Bank has its presence on the following Social Media platforms: Twitter, Facebook,
Instagram, Thread, Linkedin etc.

Customer Service Department - Principal Nodal Officer

Customers can also escalate complaints to the Principal Nodal Office at the following
address and the contact details are

Principal Nodal officer

Indian Overseas Bank

Customer Service Department

Central Office

763, Anna Salai, Chennai 600 002
Contact No.: 044 - 2851 9511
Email: gm-csd@iob.in

RBI Integrated Ombudsman

Basically, the complainant shall approach the RBI Banking Ombudsman if his/her
complaint at bank is not redressed or no satisfactory reply is received within 30 days
of fime and has the Opinion/ views of Internal ombudsman. RBI has started the RB-IOS
(Reserve Bank-Integrated Ombudsman Scheme, 2021) from 12.11.2021.

The Scheme integrates the existing three Ombudsman Schemes of RBI Indian
Overseas Bank Customer Grievance Redressal Policy [Customer Grievance Redressal
Policy 2024-25] 7 | Page namely, (i) the Banking Ombudsman Scheme, 2006; (i) the
Ombudsman Scheme for Non-Banking Financial Companies, 2018 and (iii) the
Ombudsman Scheme for Digital Transactions, 2019.

In cases where the complainant has approached the BO before the IO has examined
the complaint, the bank shall obtain the views of IO and include the views in the reply
submission to the RBI Integrated Ombudsman. In other words, the decision of 10O shall
be mandatorily included in the information submitted by bank to the Integrated
Ombudsman while responding to the complaints received from Integrated
Ombudsman. Branches will reply to the complaints referred to them by Integrated
Ombudsman as per the norms stipulated by Reserve Bank — Integrated Ombudsman
Scheme.

The Redressal of the complaint will be on the basis of decision / award given by RBI
Infegrated Ombudsman. The Infegrated Ombudsman will close the complaints based
on the replies sent by the Bank. Decision to prefer appeal against the award by
Integrated Ombudsman will be taken on a case-to-case basis. If decided to honour
the award, it will be implemented within the time frame as stipulated by Integrated
Ombudsman Scheme 2021.
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k) Complaints received against Outsourced Vendors/Agents or Violation of the Code by

8.1

8.2

8.3

8.4

banks agent
In the event of receipt of any complaint from the customer that the bank’s

Outsourced Agents/Representative/ or DSA (Direct Selling Agent) has engaged in any
improper conduct or acted in violation of the Code of Bank's Commitment to
Customers which the bank has adopted voluntarily, the bank is committed to redress
the matter by Lodging info Bank’s SPGRS Portal & investigate the matter and
endeavour to communicate the findings to the customer within 7 working days from
the date of receipt of complaint and wherever justified, compensate the customer
for financialloss if any. The grievance related to outsourced agents to be got resolved
through the outsourced agency with appropriate recovery/compensation from the
agency only.

In addition to above suggestions/ complaint box should be available in all branches.
In all branches are having a complaint book/ register with perforated copies in each
set. The customer can write or give oral complaint which will be recorded in the
complaint register by the officials and acknowledgement will be given to the
customer. One copy of such complaint will be forwarded to conftrolling office. The
complaint received through this mode (through suggestion box) or through register
will also be lodged in SPGRS.

Tracking of complaints:

All complaints received by Branches/RO/CO/Call Centre through mail, telephone call,
physical complaint or any other mode (physical submission, etc.) are to be entered into
the Standardized Public Grievance Redressal System (SPGRS), the Bank's in-house
complaints portal for tracking and closure of complaints. The complaints received
online are integrated with the SPGRS Portal for fracking and closure.

Acknowledgement:

All complaints will be acknowledged immediately, and the message will be sent
through the mobile number or email ID registered while lodging the complaint.

Complaints redressal authority will try to resolve the complaint within specified time
frames, as defined by the Bank. Communication of the Bank’s stand on any issue to the
customer will be a vital requirement.

Grievance Redressal Structure in the Bank:

Level | Branch Manager
Level 2 Regional Manager
Level 3 Customer Service Department, Central Office

Resolution of Grievances:

Branch Manager is responsible for the resolution of complaints/grievances in respect of
customer’s service by the branch. Branch Manager / Regional Manager/ Head of the
Department at Central Office is responsible for resolution/ Redressal of Customer
grievances respectively at Branch/ RO/CO depending on the gravity and nature,
escalation in their control areas. The PNO and the Customer Service Department at
Cenftral office is responsible for the Internal Grievance Redressal System and its
effectiveness. He would be responsible for ensuring closure of all complaints received
at the branches. It is his foremost duty to see that the complaint should be resolved
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8.5

completely to the customer’s satisfaction and if the customer is not satisfied, then he
should be provided with alternate avenues to escalate the issue. A complete reply
should be given to the complainant to the extent possible, in cases where the
contention of the complainant has not been accepted by the Bank.

All complaints that are Rejected or Partially Accepted which comes under the
provisions of IO Scheme should be referred to the Internal Ombudsman of the bank for
his observation, before the Principal Nodal Officer communicates his decision
regarding the complaint to the complainant. If the customer is still not satisfied, he has
option to go to RBI Banking Ombudsman with his complaint or other avenues available
for Grievance Redressal.

If the branch manager feels that it is not possible at his level to solve the problem, he
canrefer the case to Regional Office for guidance. Similarly, if Regional office finds that
they are not able to solve the problem such cases may be referred to the General
Manager (or its equivalent), Customer Service Department, Central Office who is the
Principal Nodal Officer of the Bank.

Bank should identify areas in which the number of complaints is large or on the increase
and consider constituting special Squads to look into complaints on the spot in
branches against which there are frequent complaints. The complaints relating to the
non-compliance of Code of Commitment will also be resolved as laid down under the

policy.

The complaints emanating from rural areas and those relating to financial assistance
to Priority Sector and Government’s Poverty Alleviation Programmes also forms part of
Grievance Redressal Mechanism.

Escalation Matrix

Branches /ROs/ department of Central Office should endeavour to ensure that the
complaint / grievances is resolved at the earliest and no room is given for escalation of
complaints/ grievances. The escalation matrix gives the time available for the different
layers for resolution of the complaint and the escalation to the higher authorities if the
resolution is not done on time.

SIl. No | Lodgement /Received | Day of | Days available for
at lodging/Escalation redressal

1 Branch 1st Day 10 days

2 Regional Office 11t Day 10 days

3 Central Office 21st Day 10 days

The complaint received in any form is first lodged with the branch for redressal. If the
complaint is not redressed within 10 days from the date of lodgement, the same shalll
be escalated to Regional Office on the 11t day of the lodgement. If the complaint is
not redressed within next 10 days at the Regional Office level, the same will be
escalated to Central Office departments on the 21s' day of lodgement of the
complaint. Cenftral Office departments shall resolve the complaint within the next 10
days. The partly or wholly rejected complaints at all levels should be escalated to the
Internal Ombudsman within 20 days from the date of receipt of complaint. The IO and
the bank shall ensure that final decision is communicated to the complainant within
a period of 30 days from the date of receipt of complaint by the bank. Accordingly,
the time frame for 1O to give a decision is 10 days from the date of escalation of
rejected complaint.
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8.6

8.7

Damodaran Committee

Online Grievance Redressal System

Under Para No 8.a

Customer Service meeting during internal Audit

Under Para 8.10

Time frame for Grievance Redressal

Under Para No. 8.7

Escalation of complaint

Under Para No. 8.6

Appealing for higher Fora

Under 8.9

Time frame

In compliance with Damodaran Committee Recommendations, bank will accept all
complaints. An acknowledgement will be sent to the complainant within 2 days from
date of receipt of complaint. Complaint are being analysed in the right perspective
because they indirectly reveal a weak spot in the working of the bank. Specific time
schedule is evolved for handling complaints and disposing them.

Even though code of commitment permits Redressal within 6 weeks, we have in our
policy stipulated specific time frame for resolution of the complaints as indicated below:

Time schedule for resolving the complaints:

Complaint due to

Received from

Period for Redressal

1. Deficiency in
normal Banking
services

(A) Directly from Public
(B)Govt of India/ RBI/
RBI Integrated
Ombudsman

(A) 30 days from date of receipt
(B)10 days from the date of receipt

2. Deficiencies in
Normal Banking
services which may
result in monetary
loss to the customer,
subject to policy
guidelines as per
compensation
policy

(A) Directly from Public

(B) Govt of India/ RBI/
Banking Ombudsman

(A) Normally within 30 days from the Date
of Receipt. In the cases requiring detailed
investigation by branch or external
Agency, the settlement period may go
beyond 30 days.

(B) Normally within 10 days from the Date
of Receipt. In the cases requiring detailed
investigation by branch or external
agency, the settlement period may go
beyond 10 days

3. Staff Attitude

(A) directly from Public
(B) Govt of India/ RBI/
Banking Ombudsman

(A) 7 days from the Date of Receipt
(B)10 days from the Date of Receipt.

Other Matters

Directly from Public or
through GOI/RBI/BO

30 days from the Date of Receipt in case
of Direct Receipt from Public and 10 days
from the Date of Receipt in cases of
GOI/RBI/BO

e All types of Complaints received from Pensioners/Senior Citizens/ PwDs are
redressed with utmost priority in least possible turnaround time.

Zero Tolerance complaints:

Following areas are identified as ZERO TOLERANCE areas and complaints received
in these areas have to be dealt at RO and only with proper resolution these
complaints have to be closed.
e Misbehaviour by staffs (to be closed only with satisfaction letter from the

complainant)
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e Loss of title deeds
e Exchange of notes
o CIBIL related

e Noresponse to customers by Branch and after 30 days the complaint goes to other

forums like BO etc., and not attending emails and phone calls etc.,
e Non updation of KYC/mobile number/Aadhar updation etc.

e Non-Communications to customers regarding interest change, rejection of loan

within 15 days etc.,

8.9 Appealing to Higher Fora:

8.10

8.11

Where the policy issues are not involved, Bank should carefully weigh the cost aspects
before appealing against the decision of lower legal court like Consumer Court/
Lower-level Civil Court.

Customer Service Meeting during Internal Audit:
Bank have the policy in place to conduct customers meeting audit through ethic RBIA
Inspection and concurrent audit of the branches.

Redressal and Closure of complaints:

e The stake of Internal Grievance Redressal machinery lies with PNO who is the
General Manager (or its equivalent) of Customer Service Department and his
Department. i.e. CSD at Central Office.

o The Stake of closure of complaints lies with Customer Service Department for Non-
Digital Complaints.

e The stake of closure of complaints lies with Digital Banking Department for Digital
Complaints.

o All Fully accepted Complaints shall be closed once the grievance is redressed.
All Partially accepted (Partially rejected) and Fully Rejected complaints that
comes under provisions of IO scheme, shall be referred to Internal ombudsman for
examination and opinion and appropriate closure shall be done after that.

e Any complaint regarding loan, on non-observation of time norms for sanction/
disbursal alone will be freated as complaint.

Internal Machinery to monitor and review Customer grievances
Bank has set up the following committees & Review mechanism to monitor and review
quality of customer service and grievance redressal mechanisms of the Bank.

9.1 Branch Level Customer Service

Bank to constitute Branch Level Customer Service Committee which is headed by
Branch head. The Committee must meet at least once a month (15" of every month,
if 15t is holiday next working day) to study complaints/ suggestions, cases of delay,
difficulties faced / reported by customers / members of the Committee and evolve
ways and means of improving customer service.

The Committee acts as a forum to enable customers meet and interact with the senior
officials of the Bank with the following objectives:

(a) Collect customer feedback on services provided by the Bank
(b) Reduce information gap between customers and Bank
(c) Most importantly build trust amongst customers
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The branch level committees may submit monthly report to Central office of the bank
and consolidated quarterly report of the branches will be submitted as inputs /
suggestions to the Standing Committee on Customer Service thus enabling the
Standing Committee to examine them and provide relevant feedback to the
Customer Service Committee of the Board for necessary policy / procedural action.

9.2 Customer Service Committee of the Board (CSCB)

The committee would deal with the Customer Service and Grievances issues related
to Deposits and Advances. The committee would also examine any other issues
having a bearing on the quality of customer service rendered. This committee would
also review the functioning of standing committee on Customer Service. The CSCB
shall facilitate appointment of 1O (Internal Ombudsman) and place the Internal
Ombudsman at the Apex position of the Banks's Internal Grievance Redressal
machinery. The CSCB shall establish a system of auto escalation of complaints that
are partly or wholly rejected by the Internal Grievance Redressal Mechanism to the
Internal Ombudsman for a final decision and approve an SOP (Standard Operating
Procedure) to its effect. The CSCB shall have a system to discuss and deliberate upon
the cases where the decision of the IO has been rejected by the Bank, which is to be
done with the approval of ED. The CSCB shall approve implementation and usage of
cenftralised system for Internal Grievance Machinery for effectiveness.

9.3 Standing Committee on Customer Service

The Standing Committee may be chaired by the MD and CEO or the ED and includes
Senior executives of the bank and non-officials as its members to enable independent
feedback on the quality of customer service rendered by the bank. The function of
the committee will be as follows:

(a) Evaluate feed-back on quality of customer service received from various quarters.
The committee would also review comments/feed-back on customer service. The
committee will monitor implementation of RBI guidelines on customer service.

(b) The Committee would be responsible to ensure that all regulatory instructions
regarding customer service are followed by the bank. Towards this, the
committee  would  obtain necessary  feed-back  from Regional
Managers/functional heads.

(c) The committee also would consider unresolved complaints/grievances referred
to it by functional heads responsible for Redressal and offer their advice.

(d) The committee would submit report on its performance to the customer service
committee of the board at quarterly intervals.

9.4 Principal Nodal Officer (PNO) and other designated officials to handle complaints and

grievances

Bank would appoint a Principal Nodal Officer of the rank of General Manager (or its
equivalent) who will be responsible for the implementation and monitoring of
customer grievances redressal for the entire bank. The bank may also appoint other
designated officers (Assistant General Manager or Chief Manager) at specified
centres as Customer Relation Officer at Regional offices to handle customer
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grievances in respect of branches under their control. The name and contact details
of Principal Nodal Officer (s) will be displayed on branch notice boards.

The contact details including name, complete address, telephone number, email
address etc of the Principal Nodal Officer will also be displayed in the bank’s website.

10 Mandatory Display Requirements:

11

12

a. Appropriate arrangement for receiving complaints and suggestions.

b. The name, address and contact number of Nodal Officer at Regional

Office/Central office

Contact details of RBI Banking Ombudsman.

Toll free telephone number for lodging complaints.

Code of bank’s commitments to customers/Fair Practice code.

The name and address, direct contact number and email address of the official

to be contacted for redressal of the complaints

g. At every branch of the bank a notice requesting the customers to meet the
branch manager may be displayed regarding grievances, if the grievances
remain un-redressed

h. Branch will ensure that the complaint registers are kept at prominent place in their
branches which would make it possible for customers to enter their complaints.
Branches must attend the complaints entered in the complaint register and
update the same in SPGRS, as the case may be.

i. Bank will display in its official website, the names and other details of the officials
of the Head Office/Regional Office who can be contacted for redressal of
complaints including the names of the Nodal Officers /Principal Nodal Officer.

"0 00

Interaction with customers
The bank recognizes that customer’s expectation/requirement/grievances can be

better appreciated through personal interaction with customers by bank’s staff.
Structured customer meets, will give a message to the customers that the bank cares
for them and values their feedback/ suggestions forimprovement in customer service.
All branches therefore, will hold Customer Service Meeting (Customer’s Grievance
Day) on 15" of every month which is the Branch level customer committee meeting.
Such interactions will help the customers appreciate banking services and discuss their
grievances in depth. The feedback from customers obtained during such interaction
would be valuable input for revising Bank’s product and services to meet customer
requirements.

Sensitizing operating staff on handling complaints

Staff should be properly trained for handling complaints. We are dealing with people
and hence difference of opinion and areas of friction can arise. With an open mind
and a smile on the face, we should be able to win the customer’s confidence.
Customer service, public relations, imparting soft skills required for handling irate
agitated customers will be an integral part of the training programs. It would be the
responsibility of the Nodal Officer to ensure that internal machinery for handling
complaints/grievances operates smoothly and efficiently at all levels. He should give
feedback on training needs of staff at various level to the HR department.

Based upon quarterly analysis of complaints Educative series is published and findings
of analysis is shared with Staff college to include in Staff training programmes.
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13

14

Incentive for Complaints - free branches

Branches against which no complaint has been made from any channel, viz directly,
email, SPGRS, RBI, Banking Ombudsman, CPGRAMS (Govt of India) etc. for one whole
year will be considered as Complaint Free branches. For this, cases where complaints
received and resolved/closed within next working day, will not be considered as
complaints.

Staff member of those branches will be awarded onetime payment of Rs.500/- (Rupees
Five Hundred only) per staff as incentive for the branch being complaint - free, for the
previous financial year. Regional Offices to popularize this scheme and educate staff
members to ensure that more number of Branches are declared complaint free.
(RBI/2020-21/87 CEPD. CO. PRD. Cir. No.01/13.01.013/2020-21)

Monetary Disincentives in the form of recovery of cost of redressal of complaints:

To further strengthen the customer grievance Redressal mechanism in banks, RBI has
decided to put in place a comprehensive framework comprising of, inter-aliq,
enhanced disclosures by banks on customer complaints, recovery of cost of Redressal
from banks for the maintainable complaints received against them in OBOs in excess
of the peer group average, and undertaking intensive review of the Grievance
Redressal Mechanism and supervisory action against banks that fail fo improve their
Grievance Redressal Mechanism in a time bound manner.

Banks will be grouped into peer groups based upon asset size of the Banks as on March
31, of previous year. Peer group average of maintainable complaints would be
compiled on following parameters;
a) Average Number of Complaints per Branch.
b) Average Number of Complaints per 1000 accounts (Total of Deposit and Credit
accounts) held by the Bank; and
c) Average number of Digital complaints per 1000 Digital transactions executed
through the bank by its customers.

14.1 Recovery Cost of Redressal of Complaints: The cost of redressing complaints in excess

of the peer group average will be recovered from the banks as follows:

The cost of Redressal to be recovered in this respect will be the average cost of
handling a complaint at the OBOs during the year.

e excess in any one parameter - 30% of the cost of redressing a complaint (in the OBO)
for the number of complaints in excess of the peer group average

e excess in any two parameters - 60% of the cost of redressing a complaint for the
number of complaints exceeding the peer group average in the parameter with the
higher excess.

e excess in all the three parameters - 100% of the cost of redressing a complaint for
the number of complaints exceeding the peer group average in the parameter with
the highest excess.

e The cost of redress to be recovered in this respect will be the average cost of
handling a complaint at the OBOs during the year.
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15._ Enhanced Disclosure on Complaints:

As mandated

in the RBI circular,

Bank is publishing the Analysis and disclosures of

complaints/Awards/ Unimplemented awards of RBI Integrated Ombudsman along with bank’s

Annual Financial Result in the Annual Report.

received at Central Office, Controlling Office and the branches.

This statement will include all the complaints

SI. No.

Particulars

Previous

Current
Year

Complaints received by the Bank from its customers

Number of complaints pending at beginning of the year

Number of complaints received during the year

Number of complaints disposed during the year

3.1

Of which, number of complaints rejected by the Bank

Number of complaints Pending at the end of the year

Maintainable complaints received by the Bank from OFFICE OF OMBUDSMAN

Number of Maintainable complaints received by the Bank
from Office Of Ombudsman

5.1

Of 5, number of complaints resolved in favor of the Bank by
Office Of Ombudsman

5.2

Of 5, Number of complaints resolved through
conciliation/mediation/advisories issued by Office Of
Ombudsman

5.3

Of 5, Number of complaints resolved after passing of Awards
by Office Of Ombudsman against the Bank

6

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

Note: Maintainable complaints refer to complaints on the grounds specifically mentioned in
Integrated Ombudsman scheme 2021 (previously Banking Ombudsman Scheme 2006) and
covered within the ambit of the scheme.

Top Five grounds of complaints received by the bank from customers

Grounds of Number of | Number of | %Increase/decrease | Number of | of 5, number
Complaints, (i.e. complaints | complaints | in the number of complaints | of
Complaints relating | pending at | received complaints received | pending at | complaints
to the during the | over the previous the end of | pending
beginning | year year the year beyond 30
of the year days
1 2 3 4 5 6

Current Year

Internet/Mobile/
Electronic Banking

ATM/Debit cards

Credit Cards

Loans and
advances

Cheques/Draft/bills

Others

Total

Previous Year

Internet/Mobile/
Electronic Banking
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ATM/Debit cards

Credit Cards

Loans and
advances

Cheques/Draft/bills

Others

Total

16.Inclusion and Accessibility Framework for Divyangjan (Persons with Disabilities)
The Bank is committed to ensuring equitable access and inclusion of Divyangjan (Persons with
Disabilities - PwD) in all aspects of service delivery, grievance redressal, and employment.
This framework outlines the provisions for representation, accessibility, and accountability
mechanisms for addressing the challenges and needs of Divyangjan customers and
employees.

16.1 Representation in Committees:
The Bank shall ensure representation of Divyangjan in the following committees:
e (a) Customer Service Committee of the Board
e (b) Grievance Redressal Cell

Such representation shall be aimed at ensuring that the perspectives and requirements of
Divyangjan customers and employees are adequately addressed in decision-making and
policy formulation related to customer service and grievance handling.

16.1 (a) Constitution of the Divyangjan Accessibility Cell:
The Bank shall constitute a Divyangjan Accessibility Cell at the Head Office level to oversee
the implementation of accessibility and inclusion measures across all functional areas. The Cell
shall comprise the following members:
e Chairman - HOD — Banking Operation Department (BOD)
o Nodal Officer for PwDs (HO) - AGM, DBD- Digital Banking Department
e Members (Vertical Heads):
Sl. No Department
Law Department

Human Resource Department
General Administration Department
Digital Banking Department
Information Technology Department
Customer Service Department
Banking Operations Department
Financial Inclusion

Risk Management Department
Divyangjan Representative

O (O (NON[[DAWIN| —

o

16.1 (b): Key Responsibility Areas (KRAs) of Accessibility Cell Members
The members of the Accessibility Cell shall discharge the following functions:
e Review accessibility of banking premises, ATMs, and digital channels (website,
mobile app, etc.) to ensure barrier-free access.
e Examine grievances received from Divyangjan customers or employees and ensure
timely redressal.
¢ Recommend improvements in infrastructure, communication, and procedural
accessibility.
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Conduct or facilitate periodic training and sensitization programs for staff regarding

the needs of Divyangjan persons.

Submit a quarterly report of activities, challenges, and action taken to the Customer

Service Committee of the Board.

16.2 (a) Appointment of Nodal Officer for Accessibility at Branch Level: The Branch
Manager shall be designated as Nodal Officer for Accessibility at Branch level
responsible for addressing issues faced by Divyangjan employees and customers.

16.2 (b) Key Responsibility Areas (KRAs) of the Branch Nodal Officer
The Nodal Officer shall:
e Serve as the single point of contact for Divyangjan employees and customers

in the branch.

o Facilitate the prompt redressal of accessibility-related grievances and escalate
unresolved issues to the higher authority.
e Ensure that the branch premises, counters, signage, and service delivery

processes are accessible to persons with disabilities.

e Maintain a register of issues raised and actions taken, which shall be reviewed

during internal audits and inspections.

e Conduct periodic accessibility checks and recommend infrastructural or

procedural improvements.

17.Validity:
This Policy will be valid for a period of three years from the date of approval and will be
placed forreview every year. MD & CEO has the discretion to extend the validity of the policy
by 6 months. Any changes suggested by RBI / Other regulatory authorities during the
currency of the said Policy, will automatically form part of the Policy.

We confirm that all the relevant circulars/guidelines/directions issued by RBI and other
regulators with regard to the New Policy or Policy under review/renewal, during the review
period has been incorporated in the policy.

SI. No | RBI/Other regulators Ref No. Date Guidelines/Circulars/Direction

1 Master  Circular no Leg. B C.[01.07.2015 Customer Service
21/09.07.006/2015-16

2 RBI/2020-21/87 CEPD. CO. PRD. Cir. |27.01.2021 Customer Complaints
No.01/13.01.013/2020-21)

3 CEPD.PRD.N0.5873/13.01.001/2021-22 12.11.2021 Customer Complaints

4 RBI/CEPD/2023-24/108 CEPD. PRD. No. | 29.12.2023 Master Direction - Reserve
S1228/ 13.01.019/ 2023-24 dated Bank of India (Internal
29.12.2023 Ombudsman for Regulated

Entities) Directions,2023
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