Model Customer Service Policy
&

Model Customer Rights Policy
of

UTTARBANGA KSHETRIYA GRAMIN BANE

_

o o

‘R
.,

UTTARBANGA KSHETRIYA GRAMIN BAKK

: Head Office :
Sunity Road, Cooch Behar - 736101




&
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Circular No. C/40/72/2015-16/OPRS/586 Date : 28-10-2015
To

All Branches / Regional Offices
Reg. Customer Service Policy of the Bank.

Customer Services has great significance in the banking industry. The banking
system in India today has perhaps the largest outreach for delivery of financial
services and is also as an important conduit for delivery of financial services. While
the coverage has been expanding day by day, the quality and content of dispensation
of customer service has come under tremendous pressure mainly owing to the failure
to handle the soaring demands and expectations of the customers.

For the customer’s interest the Bank Board has formulated a Customer Service
Policy at their 220™ Board Meeting held on 24-09-2015.

—

Please be guided accordingly.

(S.K. Sarkar)
General Manager

Enclosed : State above Policy.
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UTTATBANGA KSHETRIYA GRAMIN BANK Telephone No. : 03582229301
Head Office : Sunity Road 229302, 229303, 229304 & 229305

Cooch Behar — 736101 (West Bangal)
Sopnsored by Central Bank of India Fax No, 03582229306

Circular No. C/40/73/2015-16/OPRS/587 Date : 28-10-2015

To
All Branches / Regional Offices

Reg. Customer Rights Policy of the Bank.

In terms of lataest guideline from the Reserve Bank of India the Bank Board has
formulated a Customer Rights Policy of the Bank. The policy depends on Charter of
Customer Rights. These are 1) Right to Fair Treatment; 2) Right t0 Transparency;
Fair and Honest Dealing 3) Right to Suitability 4) Right to Privacy and 5) Right to
Grievance Redress and Compensation.

Ensure proper implementation of the policy.

(S.K. Sarkar)
General Manager

Enclosed : State above Policy.
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Customer Service Policy in Uttar Banga Kshetriya Gramin Bank.

Broadly, a customer can be defined as a user or a potential user of bank services. So

defined, a ‘Customer’ may include:

* a person or entity that maintains an account and/or has a business relationship
with the bank;

» one on whose behalf the account is maintained (i.e. the beneficial owner);

« beneficiaries of transactions conducted by professional intermediaries, such as
Stock Brokers, Chartered Accountants, Solicitors, etc., as permitted under the
law; and

* any person or entity connected with a financial transaction which can pose

significant reputational or other risks to the bank, say, a wire transfer or issue
of a high value demand draft as a single transaction.

1.1 General
Policy for general management of the branches

Bank’s systems shall be oriented towards providing better customer service and
periodically study the systems and its impact on customer service. Banks shall
introduce a Board approved policy for gen-eral management of the branches which
may include the following aspects:-

(a) providing infrastructure facilities by branches by bestowing particular attention to
providing adequate space, proper furniture, drinking water facilities, with specific
emphasis on pensioners, senior citizens, disabled persons, etc.

(b) providing entirely separate enquiry counters at their large / bigger branches in
addition to a regular reception counter.

(c) displaying indicator boards at all the counters in English, Hindi as well as in the
concerned regional language. Business posters at semi-urban and rural branches of
banks shall also be in the concerned regional languages.

(d) posting roving officials to ensure employees' response to customers and for
helping out customers in putting in their transactions.

(e) providing customers with booklets consisting of all details of service and facilities
available at the bank in Hindi, English and the concerned regional languages.

(f) use of Hindi and regional languages in transacting business by banks with
customers, including communications to customers.
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o ) m in branches so as to
(g) reviewing and improving upon the existing security syste

instil confidence amongst the employees and the public.

' i d name thereon b
(h) wearing on person an identification badge displaying photo an y

the employees. . bs
sory Jobs.
(1) periodic change of desk and entrustment of elementary supervisory J
i i ion.
(j) suitable training of staff to inculcate customer service orientat

(k) visit by senior officials from Regional Offices an'd Head O-fﬁce tod:rr:gct}: est}i:
periodical intervals for on the spot study of the quality of service ren ’
branches.

(1) rewarding the best branches from customer service point of view by annual
awards/running shield.

(m) Customer service audit, Customer surveys.

(n) holding Customer relation programmes and periodical meetings to interact with

different cross sections of customers for identifying action points to upgrade the
customer service with customers.

(0) clearly establishing a New Product and Services Approval Process which shall

require approval by the Board especially on issues which compromise the rights of
the Common Person.

(p) appointing Quality Assurance Officers who will ensure that the intent of policy is
translated into the content and its eventual translation into proper procedures.

2. Customer Service: Institl_ltional Framework

Need for Board's involvement

Matters relating to customer service shall be deliberated by the Board to ensure that
the instructions are implemented meaningfully. Commitment to hassle-free service to
the customer at large and the Common Person in particular under the oversight of the
Board shall be the major responsibility of the Board.

2.1 Customer Service Committee of the Board

AN

Constitute a Customer Service Committee of the Board and include experts and
representatives of customers as invitees to enable the bank to formulate policies and
assess the compliance thereof internally with a view to strengthening the corporate
governance structure in the banking system and also to bring about ongoing
improvements in the quality of customer service provided by the RRBs.
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2.1.1 Role of the Customer Service Committee
Customer Service Committee of the Board, illustratively, could address the
following;:-

« formulation of a Comprehensive Deposit Policy;

« issues such as the treatment of death of a depositor for operations of his account;
» product approval process with a view to suitability and appropriateness;
« annual survey of depositor satisfaction;

« tri-enniel audit of such services.

Besides, the Committee could also examine any other issues having a bearing on the
quality of customer service rendered.

2.1.2 Monitoring the implementation of awards under the Banking Ombudsman

Scheme

The Committee shall also play a more pro-active role with regard to complaints /
grievances resolved by Banking Ombudsmen.

The Scheme of Banking Ombudsman was introduced with the object of enabling
resolution of complaints relating to provision of banking services and resolving
disputes between a bank and its constituent through the process of conciliation,
mediation and arbitration in respect of deficiencies in customer service. After
detailed examination of the complaints / grievances of customers of banks and after
perusal of the comments of banks, the Banking Ombudsmen issue their awards in
respect of individual complaints to redress the grievances. Banks shall ensure that the
Awards of the Banking Ombudsmen are implemented expeditiously and with active
involvement of Top Management.

Further, with a view to enhancing the effectiveness of the Customer Service
Committee, banks shall also :

a) place all the awards given by the Banking Ombudsman before the Customer
Service Committee to enable them to address issues of systemic deficiencies existing

in RRBs, if any, brought out by the awards; and

b) place all the awards remaining unimplemented for more than three months with
the reasons therefor before the Customer Service Committee to enable the Customer
Service Committee to report to the Board such delays in implementation without

valid reasons and for initiating necessary remedial action.

Page | 5



‘ rvice
2.1.3 Board Meeting to Review and Deliberate on Customer Se

To review customer service / customer care aspects in the Bank and SI;:))I(n;; :n(:::alizj
memorandum in this regard to the Board of Directors, c.mce eve‘:;'ly T
initiate prompt corrective action wherever service quality / skill gap

noticed.

2.2 Standing Committee on Customer Service

The Committee on Procedures and Performance Audit of Public Servicefs (('IPPAPS)
observed that there shall be a dedicated focal point for customer s'ervwe in banks,
which shall have sufficient powers to evaluate the functioning in various de?artments
and recommended the setting up Standing Committees on Customer Service. Bank
shall constitute a Standing Committee on customer service.

The Standing Committee cutting across various departments can serve as the micro
level executive committee driving the implementation process and providing relevant
feedback while the Customer Service Committee of the Board would oversee and
review / modify the initiatives. Thus the two Committees would be mutually
reinforcing with one feeding into the other.

The standing committee shall function as:

(i) The Standing Committee may be chaired by the Chairman and include non-

officials as its members to enable an independent feedback on the quality of customer
service rendered by the bank.

(ii) The Standing Committee may be entrusted not only with the task of ensuring
timely and effective compliance of the RBI instructions on customer service, but also
that of receiving the necessary feedback to determine that the action taken by various
departments of the Bank is in tune with the spirit and intent of such instructions.

(iii) The Standing Committee may review the practice and procedures prevalent in
the bank and take necessary corrective action, on an ongoing basis as the intent is
translated into action only through procedures and practices.

(iv) A brief report on the performance of the Standing Committee during its tenure
indicating, inter alia, the areas reviewed, procedures / practices identified and

simplified / introduced may be submitted periodically to the Customer Service
Committee of the Board.

The Standing Committee will act as the bridge between the various departments of
the Bank and the Board / Customer Service Committee of the Board.

2.3 Branch Level Customer Service Committees
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To establish Customer Service Committees at branch level. In order to encourage a
formal channel of communication between the customers and the bank at the branch
level, Bank shall take necessary steps for strengthening the branch level committees
with greater involvement of customers. It is desirable that branch level committees
include their customers too. Further, as senior citizens usually form an important
constituent in banks, a senior citizen may preferably be included therein. The Branch
Level Customer Service Committee may meet at least once a month 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 branch level committees may also submit quarterly reports giving 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.

2.4 Nodal department / official for customer service

To have a nodal department / official for customer service in the HO and each
Regional Office, with whom customers with grievances can approach in the first
instance and with whom the Banking Ombudsman and RBI can liaise.

3. Board approved policies on Customer Service

Customer service shall be projected as a priority objective of banks along with profit,
growth and fulfillment of social obligations. Bank shall have a Board approved
policy for the following:

1.1Comprehensive Deposit Policy

Bank shall formulate a transparent and comprehensive policy setting out the rights of
the depositors in general and small depositors in particular. The policy would also be
required to cover all aspects of operations of deposit accounts, charges leviable and
other related issues to facilitate interaction of depositors at branch levels. Such a
policy shall also be explicit in regard to secrecy and confidentiality of the customers.
Providing other facilities by "tying-up" with placement of deposits is clearly a
restrictive practice.

3.2 Cheque Collection Policy

Bank shall formulate a comprehensive and transparent Cheque Collection Policy
based on the principles given in para. 3.2.1. Broadly the policy shall cover the
following three aspects:
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* Immediate Credit for Local / Outstation cheques
* Time frame for Collection of Local / Outstation instruments

* Interest payment for delayed collection

3.2.1 Broad Principles on cheque collection policy

(i) Bank shall formulate a comprehensive and transparent pollcc)ll takl(rilg fl o alcco}lm
their technological capabilities, systems and processes a opted for cdearmg
arrangements and other internal arrangements for collection through correspondents,

(ii) Further, they may also review their existing arrangements and capabilities and
work out a scheme for reduction in collection period.

(ii1) Adequate care also may be taken to ensure that the interests of the small
depositors are fully protected.

(iv) The policy framed in this regard shall be integrated wi?h the deposit policy
formulated by the bank in line with the IBA's model deposit policy.

(V) The policy shall clearly lay down the liability of the bank by way of interest

payments due to delays for non-compliance with the standards set by the banks
themselves.

(vi) Compensation by way of interest payment, where necessary, shall be made
without any claim from the customer.

The policy shall be placed before the Board of the bank and the Board's specific
approval shall be.obtained on the reasonableness of the policy and the ¢

ompliance
with the spirit of bank’s guidelines.

3.3 Customer Compensation Policy

Bank must have a well documented Customer Compensation Policy duly approved
by their Boards. The policy shall, at a minimum, incorporate the following aspects:-

(a) Erroneous debits arising on fraudulent or other transactions;

(b) Payment of interest for delays in collection;

(c) Payment of interest for delay in issue of duplicate draft;

(d) Other unauthorised actions of the bank leading to a financial loss to the customer.
3.4 Customer Grievance Redressal Policy

Bank must have a well documented Customer Griev
approved by their Boards. The Policy shall be framed
enumerated in paragraph 13 of this Circular.

ance Redressal Policy duly
based on the broad principles

3.5 Giving publicity to the policies

(i) Bank shall ensure that wide publicity is given to the above policies formulated by
them by placing them prominently on the web-site and also otherwise widely
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disseminating the policies such as, displaying them on the notice board in their
branches.

(1) The customers shall be clearly apprised of the assurances of the bank on the
services on these aspects at the time of establishment of the initial relationship be it
as a depositor, borrower or otherwise.

(ii1) Further, they may also take necessary steps to keep the customers duly informed
of the changes in the policies formulated by them from time to time.

4. Opening / Operation of Deposit Accounts
4.1 Customer Identification Procedure for individual accounts

Bank shall be generally guided by RBI instructions on KYC / AML for opening of
accounts.

4.2 Savings Bank Rules

If Bank are issuing statement of accounts in lieu of pass books, the Savings Bank
Rules must be annexed as a tear-off portion to the account opening form so that the
account holder can retain the rules.

4.3 Photographs of depositors

Bank shall obtain and keep on record photographs of all depositors / account holders
in respect of accounts opened by them subject to the following clarifications:

(1) The instructions cover all types of deposits including fixed, recurring, cumulative,
etc.

(ii) Instructions apply to all categories of depositors, whether resident or non-
resident. Only banks, Local Authorities and Government Departments (excluding
public sector undertakings or quasi-Government bodies) will be exempt from the
requirement of photographs.

(iii) Bank_may not insist on photographs in case of accounts of staff members only
(Single / Joint).

(iv) Bank shall obtain photographs of all persons authorised to operate the accounts
viz., Savings Bank and Current Accounts without exception.

(v) Bank shall also obtain photographs of the ' Pardanishin' women.

(vi) Bank_may obtain two copies of photographs and obtaining photocopies of
driving licence/passport containing photographs in place of photographs would not
suffice.
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account holder for making
nless the circumstances g
| precautions.

ii : e of
(vii) Bank_shall not ordinarily insist on the presenc °
1 '
cash withdrawals in case of 'self or 'bearer cheq}le usua
warrant. banks shall pay 'self' or 'bearer’ cheques taking

- i ignatures.
(viii) Photographs cannot be a substitute for specimen SIEN

i h
(iX) Only one set of photographs need be obtained and. sep‘aratefp}rlo(’;(i)ggfzzn: i;]aESHO;
be obtained for each category of deposit. The applications 10 pes o

deposit accounts shall be properly referenced.

(X) Fresh photographs need not be obtained when an additional account is desired to
be opened by the account holder.

(xi) In the case of operative accounts, viz. Savings Bank an.d Current accounts,
photographs of persons authorised to operate them shall be obtained. In case c?f other
deposits, viz., Fixed, Recurring, Cumulative, etc., photographs of al} depositors in
whose names the deposit receipt stands may be obtained except in the case of
deposits in the name of minors where guardians' photographs shall be obtained.

4.4 Minimum balance in savings bank accounts

At the time of opening the accounts, Bank shall inform their customers in a
transparent manner the requirement of maintaining minimum balance and levying of
charges, etc., if the minimum balance is not maintained. Any charge levied
subsequently shall be transparently made known to all depositors in advance with
one month’s notice. Bank shall inform, at least one month in advance, the existing
account holders of any change in the prescribed minimum balance and the charges
that may be levied if the prescribed minimum balance is not maintained.

4.5 Purchase of Local Cheques, Drafts, etc., during suspension of Clearing

There may be occasions when Clearing House operations may have to be temporarily
suspended for reasons beyond the control of the authorities concerned. Such
suspension entails hardship to the constituents of the Bank’s because of their inability
to realize promptly the proceeds of cheques, drafts, etc., drawn on the local banks
other than those with whom they maintain accounts. Some remedial action has to be
taken during such contingencies to minimise, as far as possible, the inconvenience
and hardship to Banks' constituents as also to maintain good customer service. Thus,
whenever clearing is suspended and it is apprehended that the suspension may be

prolonged, Banks may temporarily accommodate their constituents, both borrowers
and depositors, to the extent possible by purchasing the loca

deposited in their accounts for collection, special consider
respect of cheques drawn by Government departments/comp

1 cheques, drafts, etc.,
ation being shown in
anies of good standing
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