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1. Introduction:

In the present scenario of competitive banking, excellence in customer service is
one of the key aspects for sustained business growth. The timely handling of complaints
and Customer delight is fundamental to the Bank’s mission and its commitment to treat
Customer fairly at all times. This policy document aims at providing prompt and efficient
redressal of customer grievances and minimizing instances of customer complaints
through proper service delivery and review mechanism. The review mechanism is aimed
to identify shortcomings in product/service delivery and towards quality enhancement in
services across the Bank.

2. Objective of the Complaint Redressal Policy:
The Bank'’s policy on complaint redressal follows the under noted principles:
a. All customers be treated efficiently and fairly at all times;
b. Complaints raised by customers are dealt with courtesy and on time;
c. Customers are fully informed of avenues to escalate their complaints / grievances
within the Bank and their rights to alternative channel, if they are not satisfied with

the response of the Bank to their complaints;

d. The Bank's employees must work in good faith and without prejudice to the

interests of the customer;

e. Grievance of differently abled customers, pensioners and senior citizens and
customers who are illiterate are dealt on priority.
This policy document would be made available at all branches/ business units. All
employees of the Bank would be made aware of the complaint handling process.

3 Why do customers complain:
Customer complaints arise due to:
a. Inadequacy of the business and technological processes/functions
b. Gaps in standards of services expected and actual services rendered
c. Attitudinal aspects in dealing with customers
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4. Scope & extent of Policy:

The Policy is applicable across all the branches/Customer touch points, business
segments of the Bank and the outsourced agencies of the Bank for the redressal of
complaints & grievances. The Policy is to be read in with changes/ modifications that may
be advised by RBI and/ or any regulator and/ or by the Bahk from time to time.

5. Definition of a complaint:

"Complaint” means a representation in writing or through other modes
alleging deficiency in service on the part of the regulated entity and seeking relief
thereon.

a. Customers may approach the Bank for various reasons which inter-alia include,
enquiry/ clarifications regarding the services, process or products of the Bank,

request to avail a service/ product, and to raise a grievance regarding deficiency in
service of the Bank

b. An alleged violation of law, regulation, or policy
C. An allegation of unacceptable employee behaviour
d. Unauthorized Electronic Banking Transaction (UEBT) dispute for investigation

e. Any deficiency or gap in service delivery towards the commitment provided to
the customer (e.g., Complaints on account of breach in committed turnaround
time or non-fulfilment of the request customer has placed with the bank).
Complaint and Query:

A complaint has to be addressed as per the laid down mechanism whereas query
has to be satisfied/ addressed by the concerned branch/section/office.

a. Complaint is any Customer dissatisfaction expressed through any of the Bank’s
Channels/modes, with respect to product/services of the Bank/Offered by the Bank,
employee or Outsourced service provider

b. Any doubt/ enquiry/clarification/seeking status/request processing which is placed
with Bank may be categorized as Query
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6. Exclusions from the definition of complaint:

a. Complaints/concerns raised by customers with the Bank, where the Bank is part of
the transactional eco-system, but where the underlying cause for grievance/concern
is attributable to deficiency elsewhere in the overall transaction eco-system, beyond
the scope of influence of the Bank, would fall outside the scope of the aforesaid
definition. Notwithstanding, the Bank as part of its commitment to its customers
shall be bound to provide all support to its customers, within the ambit of larger
regulatory and internal policies to ensure that the concern raised is logically
concluded.

b. Complaints/concerns raised by customers with the Bank, for reversal of charges/
levies/fees applied to his account(s) as part of the previously agreed and accepted
terms and conditions, or restoration of charges/fees paid by the customers as part
of his application for loan/credit/borrower facilities, notwithstanding the fact that the
same has not been sanctioned/acceded to by the Bank in accordance with the
Bank’s lending norms or assessment practices or restoration of credit limits which
stand reduced on account of usage, terms of lending, diminished value of
underlying collaterals, or Credit score would fall outside the scope of the aforesaid
definition.

c. Complaints/concerns raised by customers with the Bank, on action taken by the
Bank in accordance with regulatory directions, with due notification (s) to the
relevant customers, through appropriate channels (as per the information available
to the Bank on its records), and where the customers have failed to act in
accordance to comply with the directions notified by the Bank shall fall outside the
purview of the aforesaid definition. Non-receipt of communication (s), in this regard
from the Bank, for reasons where the contact details of the customer have
undergone change and the customer has not updated the same on the Banks
records, shall not be considered as grounds for grievance.

d. Customer Queries, Doubts, Inquiries, Status, request, anonymous compliants and
clarifications.
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7 Complaint Redressal Mechanism:

7.1. Registration of Complaint (Internal Machinery)

It is the Bank’s endeavour to provide all the Customers with the best Customer
service. However, for any issues faced by the Customers, the Bank has facilitated various
channels through which Customer may lodge their complaint, such as branch/Zonal
Office/Head Office, letters, Email and digital forms or any other available modes, the
details of which are available at the Bank's website. All grievances received through any
channel to be lodged into a common platform to have an integrated monitoring and
resolution system for customer grievance where a unique reference number is generated.

The Bank will adopt the following escalation matrix for the resolution of all complaints:

Sr. | Level of Complaint Lodgement/ | Day of Days Available

No. | Escalation and Official lodgingl/escalating for Redressal
complaint

1 First Level: Branch/DBDC team Day 1 6 Working Days

at HO/Compliant Cell at HO

2 Second Level: Zone AGM of the Day 7 4 Working Days
concerned Zone for branches and
Principal Nodal officer for DBDC

3 Third Level: Head Office Day 11 4 Working Days
Principal Nodal Officer (PNO)

7.2.  For complaints related to failed transactions
7.2.1 ATM FAILED TRANSACTIONS:

The complaints regarding ATM transactions can be grouped as under:

a. Our Debit Cards used at our ATMs attached to the branch of issue.
b. Our Debit Cards used at our ATMs not attached to the branch of issue.
C. Another Bank cardholder using his card at our ATM.

d. Our Debit Cards used at other Bank ATMs.

e. Our Debit Cards used on E-commerce Sites.
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f. Out Debit Cards used on POS machines.

In terms of Reserve Bank of India guidelines, the wrongful debit in the customer’s

account on account of ATM failed transactions shall be reversed within 07 working days
from the date of receipt of complaint from the customer, failing which a penalty at ¥ 100/-
for each day of delay shall be credited to the customer's account along with the disputed
amount. Any customer is entitled to receive such compensation for delay, if a claim is
lodged with the issuing bank within 30 days of the date of the transaction. If the customer
prefers the complaint after 30 days but within 60 days the claim will be settled without
compensation through Dispute Management System of the Bank. The claim preferred after
60 days but within 120 days, known as good faith claim, is settled through NPCI. All
disputes regarding ATM failed transactions shall be settled by the issuing bank and the
acquiring bank through National Payment Corporation of India only. No bilateral settlement
arrangement outside the dispute resolution mechanism available with the system provider
iS permissible.

7.2.2 Exception handling:

Exception transactions are those that cannot be reconciled or reported as
erroneous by a card holder. Al Members should collaboratively endeavour to settle
discrepancies in settlement, if raised by other member banks, and all such discrepancies
should be resolved amicably as per settlement procedure of NPCI.

7.2.3 Charge Backs:

It is obligatory on the part of the card issuer member to resolve and settle all
adjustments pertaining to the cardholder transaction arising out of error, within 120 days
after date of original transaction provided if a claim is lodged with the issuing bank within
30 days of the date of the transaction. The card issuer member shall furnish all documents
in support of cardholder transaction dispute. If the acquirer member bank, does not honour
the cardholder dispute, the acquirer member bank shall submit a representation within 60
working days after the charge back initiated date. A charge back form may be submitted by
an issuer to NFS in response to a cardholder dispute using the appropriate form. NFS will
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in turn forward the charge back form to the concerned member bank after making
necessary adjustments in the daily settlement report.
7.2.4 Credit/Debit Adjustments:

Acquirer Member Bank should take appropriate measures to adjust cardholder
balance arising out of error, identified during EOD balancing. However, it is obligatory on
the part of all acquirer Member Banks to submit adjustment details along with appropriate
documents to NPCI, within 30 working days after the settlement date of the original
transaction. An issuer bank may at its discretion accept an adjustment beyond the
specified period. NFS will in turn forward the adjustment form to the concerned member
bank after making necessary adjustments in the daily settlement report.

7.2.5 Representment:

An acquirer member bank shall submit a representment in order to reverse a
cardholder dispute. The representment shall be submitted within 60 working days after the
settlement date of cardholder dispute along with all relevant documents. The document
should be sent to the card issuer member bank and in case the card issuer member bank
does not respond the same within O5working days from the date of dispatch, NPCI
reserves the right to reverse the representation. Al day-to-day accounting, reconciliation
part in respect of ATM Transactions will be looked after by the DBDC section of the Bank.
7.2.6 Net Banking:

Grievances related to the following shall be redressed by the DBDC/IT section of
the Bank:

a. For availing Net Banking facility (User creation)

b. Reset of Login password (In such cases where the customer is not able to reset the
login password online using the option available in Net Banking home page)

¢. Unlock login and transaction password

d. Reset of Login and Transaction password (In such cases where the customer is not

able to reset the login/transaction password online using the option available in Net
Banking home page)
€. Activation of Net Banking facility
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