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BCSBI News
With the merger of ING Vysya Bank with Kotak Mahindra Bank 
and HSBC Bank Oman, SAOG with Doha Bank QSC, and Doha 
Bank becoming a member of Banking Codes and Standards 
Board of India (BCSBI), the membership of BCSBI stands at 
129.

The 9th Annual General Meeting (AGM) of the BCSBI was 
conducted on June 19, 2015 at the Reserve Bank of India, 
Central Offi ce Building, Mumbai. Shri A C Mahajan, Chairman 
hosted the meeting along with Members of the reconstituted 
Governing Council comprising Smt. Rama Bijapurkar, Sarvashri 
C Krishnan, Nalin M Shah, Ms. Shubhalakshmi Panse and 
Chief Executive Offi cer, Shri N Raja. The member banks were 
well represented by senior offi cials/ Principal Code Compliance 
Offi cers.

Members of the Governing Council (from left) Ms. Shubhalakshmi Panse, Sarvashri 
C Krishnan, A C Mahajan, Chairman, N Raja, CEO, Smt. Rama Bijapurkar and 
Shri Nalin M Shah immersed in deep deliberations.

In his inaugural address, the Chairman touched upon the role 
of BCSBI in monitoring implementation of the Code provisions 
by member banks. This, he said was done in two modes – i), 
by obtaining an Annual Statement of Compliance (ASC) from 
banks and ii), by visiting a sample of branches selected at 
random to look into grass-root level implementation. The branch 
visits are undertaken by authorized representatives, who 
record their observations and also interview a few customers 
to obtain feedback. The data of the branch visits and customer 
responses are analysed for arriving at a Rating of Banks on 
Code implementation.

The Chairman, then enumerated the various activities 
undertaken by the BCSBI during the year which included among 
other things, conducting certain studies around select themes 
relating to Code provisions and also other important customer 
service related areas. He also stated that a review of the Code 
of Bank’s Commitment to Micro and Small Enterprises has been 
taken on hand and that the revised MSE Code  is proposed to 
be brought out in August 2015. The CEO and members of the 
Governing Council later interacted with the participants who 
attended the AGM.

A cross section of the participants at the packed Annual General Meeting of BCSBI.

Awareness Activities

Efforts to increase awareness of the Codes and Standards 
developed by BCSBI and adopted by member banks, were 
continued.

Offi cials of BCSBI participated in Town Hall Meets organized by 
Banking Ombudsman, Ahmedabad at Padri, Daman, Palanpur 
and Himatnagar in Gujarat on April 28, 29, June 9 & 10, 2015, 
respectively. These Meets were aimed at enhancing awareness 
of customers and bank offi cials about the Banking Ombudsman 
Scheme and the Code of Bank’s Commitment to Customers. 
The role and purpose of BCSBI as well as important provisions 
of the Codes which empower the customers with certain 
rights were explained in these Programmes. The interactive 
sessions with the customers that followed were meaningful and 
purposeful.

BCSBI organized a “Customer Meet” at Amritsar on May 18, 
2015 for Retail and MSE customers. The Meet was aimed at 
increasing awareness of customers of banks about commitments 
contained in the Codes. Shri A C Mahajan, Chairman and Shri N 
Raja, CEO of BCSBI, Banking Ombudsman for Chandigarh and 
other senior bankers addressed the gathering of around 400 
customers and offi cials of various banks having major presence 
in Amritsar.

At the Customer Meet at Amritsar are (from right) Sarvashri N Raja, CEO; A C 
Mahajan, Chairman, Sanjay Bhatia, Banking Ombudsman, Chandigarh and a 
senior bank offi cial

BCSBI organized a meeting of “Controlling Heads of Banks” 
at Bengaluru on June 10, 2015 for discussing strategies for 
improving code compliance in their banks. Shri A C Mahajan, 
Chairman, BCSBI and Shri N Raja, CEO, BCSBI addressed the 
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exports from the country and employed nearly 6 crore people 
which is next only to the agricultural sector. It is, therefore, only 
appropriate that the MSE Sector be accorded high priority to 
achieve balanced, sustainable, equitable and inclusive growth 
in the country. Advances extended to the MSE sector are treated 
as priority sector advances and as per the extant Reserve Bank 
guidelines, advances to MSE sector are reckoned in computing 
achievement under the overall Priority Sector target.

Access to Credit

However, notwithstanding various measures taken by the 
Government of India and RBI for facilitating timely and adequate 
fl ow of credit to MSEs, there have been complaints from the 
MSE sector of not being able to access credit from the banking 
sector for various reasons. In such a scenario, the importance 
of providing easy, speedy and transparent access to banking 
services to MSE customers in their day-to-day operations and 
in times of fi nancial diffi culty cannot be over emphasized. 

MSE Code

The initiative taken by the Banking Codes and Standards Board 
of India (BCSBI) in bringing out a “Code of Bank’s Commitment 
to Micro and Small Enterprises” in 2008 was specifi cally aimed 
at meeting the needs of MSEs and detailed their rights and 
obligations vis-à-vis their banks. This Code was thereafter 
revised in 2012 and is now being further reviewed and revised.

Objectives

The MSE Code lays down the following objectives:

a. To give a positive thrust to the MSE sector by providing 
easy access to effi cient banking services.

b. To promote good and fair banking practices by setting 
minimum standards in dealing with the MSEs

c. To increase transparency so that the MSEs can have a 
better understanding of what they can reasonably expect 
from the bank.

d. To improve the bank’s understanding of the MSE’s business 
through effective communication.

e. To encourage market forces, through competition, to 
achieve higher operating standards.

f. To promote a fair and cordial relationship between the MSEs 
and the bank and also ensure timely and quick response to 
their banking needs.

g. To foster confi dence in the banking system.

Key Commitments

The Code also outlines the bank’s Key Commitments to their 
MSE Customers in the following areas:

a. In all the bank’s dealings with the MSE Customer – to be 
fair and reasonable.

b. The bank’s Financial Products and Services – to help the 
MSE customer understand them.

c. The MSE customer’s Account or Service – to help them use 
it appropriately.

d. When things go wrong – to help the MSE customer by 
dealing with him/her sympathetically and quickly.

participants of around 35 member banks having their presence 
in and around Bengaluru.

Shri P K Agrawal, Senior VP, BCSBI, welcomes the gathering at the Meeting of 
Controlling Heads of Banks at Bengaluru. Seen on the dais from right are Sarvashri 
N Raja, CEO, A C Mahajan, Chairman and Shri V K Shukla, CGM, Canara Bank.

BCSBI organized one more “Customer Meet” at Bhopal on 
June 25, 2015. Shri A C Mahajan, Chairman and Shri N Raja, 
CEO of BCSBI highlighted the salient features of the Codes 
and responded to various issues raised by customers. A large 
number of customers and offi cials from around 35 banks 
situated in Bhopal city participated in the Meet. A meaningful 
and lively exchange of questions and answers followed.

Shri N Raja, CEO stresses upon an important point at the Customer Meet at 
Bhopal. Seated on the dais are Shri A C Mahajan, Chairman (centre), Ms. Harshala 
Chandorkar, Senior VP, CIBIL and Shri M N Sahay, CGM, SBI.

Apart from the above, the CEO, BCSBI participated in a “Seminar 
on Customer Education, Awareness and Empowerment” 
organized by the Indian Institute of Banking and Finance on 
March 20, 2015 at Hyderabad. The objective of the seminar 
was to create awareness about depositor education, customer 
service, BCSBI Codes and customer satisfaction. Besides this, 
the Chairman participated in a “Bankers-Borrowers Business 
Meet” organized by ASSOCHAM on March 23, 2015 at New 
Delhi where he delivered the Key Note Address. The Inaugural 
Address at the Meet was delivered by Shri S S Mundra, Deputy 
Governor, Reserve Bank of India.

BCSBI also provided Faculty support to Indian Institute of 
Banking and Finance, Indian Institute of Bank Management and 
Central Bank of India in their programmes related to Codes and 
Customer Service.

Micro and Small Enterprises (MSE) – The Need for Advance

The MSE sector takes prime position in the Indian economy. 
It is known as the Engine Driver for employment generation, 
exports and economic empowerment of a vast section of the 
population. As per data released by the Ministry of Micro, Small 
and Medium Enterprises (MSME), there are about 2.6 crore 
enterprises in this sector. The sector accounts for 45 per cent 
of manufactured output and 8 per cent of the Gross Domestic 
Product (GDP). MSMEs contributed close to 40 per cent of all 
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e. Personal and business information of the MSE customer – 
to treat them as private and confi dential

f. Publicizing the Code

g. Adopting and Practising a Non Discrimination Policy

Lending

As per the MSE Code requirement, banks are committed 
to display on their website and also make available at their 
branches a copy of their policy on

 Lending to the Micro and Small Enterprises

 Rehabilitation for the Micro and Small Enterprises.

The MSE customer can avail free of cost, simple, standardized, 
easy to understand, application(s) for loans. Banks are required 
to give a checklist along with the application form so that the 
MSE customer knows what information/ documents he must 
submit. If required, the banks should also assist the customer 
in fi lling up their loan application form. Banks are committed 
to dispose of application for a credit limit or enhancement in 
existing credit limit up to `5 lakh within two weeks; and for 
credit limit above `5 lakh and up to `25 lakh within 4 weeks; 
and for credit limit above 25 lakh within 8 weeks from the date 
of receipt, provided the application is complete in all respects 
and is accompanied by documents as per ‘check list’ provided.

As availability of timely and adequate bank credit without the 
hassles of collateral and third party guarantees is of essence 
to MSEs, the Reserve Bank of India has enjoined upon banks 
not to take collateral from MSE units with credit limits up to 
`10 lakh.

Financial Diffi culties and Sick Units

Banks are committed to help MSEs in case of fi nancial diffi culties 
and will consider such cases sympathetically and positively. 
In terms of the MSE Code, banks have committed to their 
customers to initiate corrective action for revival of sick units 
if found to be potentially viable. Banks are committed to work 
out a rehabilitation package which will include the customer’s 
contribution and implement the same within 60 days from the 
date of receipt of the request.

Role of BCSBI

The MSE Code has been formulated by the BSCBI on the 
basis of discussions with Industry Associations, banks, SIDBI, 
Government Agencies and RBI to set minimum standards of 
banking practices for banks to follow when they are dealing 
with Micro and Small Enterprises (MSEs). This is a Code 
adopted by member banks and BCSBI oversees the overall 
implementation of these Codes by obtaining confi rmation 
from the banks and through random visits to their branches 
and Central Processing Centres. The results of these surveys 
indicate marked improvements in areas such as providing 
the borrowers authenticated copies of the loan documents, 
advising the applicant in writing the reasons for rejection of the 
loan application, etc. among other things.

EXEMPLARY CASES
 The complainant alleged that an amount of `2,35,000/- was 

transferred from his SB-NRO account to a fi rm’s account 
with another bank on the basis of an e-mail request made by 
a fraudster. The bank contended that there was no reason 

to doubt the veracity of the said e-mail request especially 
when the signature in the scanned copy of the letter was 
tallying with the specimen signature of the complainant. The 
bank further stated that they had taken all care and caution 
while effecting such transfer and there was no defi ciency of 
service on the part of the bank. However, it was observed 
that as per the instructions of the bank, transfer of funds 
on e-mail request should not be effected without confi rming 
the same directly with the customer. Since the bank had 
not confi rmed the authenticity of the e-mail request with the 
customer before effecting the transfer, nor followed its own 
internal policy guidelines, the Banking Ombudsman (BO) 
directed the bank to compensate the loss suffered by the 
complainant.

 The complainant received an SMS intimating that two 
transactions of `548.06 and `87,378.83 were made abroad 
through his Credit Card. He lodged a complaint with the bank 
immediately, stating that the card was in his possession at 
the time of the transaction. He also informed the bank that 
he had checked his account balance from an ATM outlet 
near his residence on the same day giving details of the ATM 
number. The complainant requested the bank to refund the 
disputed amount. He, thereafter, received a letter from the 
bank along with copies of POS transaction slip which stated 
that ‘once a signed and authorized charge slip/ document is 
provided by the merchant/ acquiring bank, it has no further 
remedy against the merchant by way of chargeback’. The 
complainant further informed that the signature on the 
copies of the charge slips of the POS transactions provided 
to him by the bank had no similarity with his signature. On 
taking up the matter, the bank informed BO that it was an 
authorized POS transaction where the Card was swiped 
on the merchant’s EDC machine. The charge slip was duly 
signed. The bank had informed the complainant that they 
were unable to make good any loss allegedly suffered by 
him and suggested that he may fi le a complaint with local 
police or cyber-crime investigation authority.

 BO observed that the transaction was a card present 
POS transaction. The complainant had informed the 
bank on the same day on which the transaction took 
place. The complainant’s e-mail suggested that at the 
time of the transaction he was in India and the Card was 
in his possession while the transaction was done in a 
foreign country as revealed from the copy of the charge 
slip provided by the bank. The bank had not denied the 
complainant’s contention that (i) he was in India at the 
time of the transactions, (ii) the disputed Card was in his 
possession and (iii) the signatures on charge slips did not 
tally with that on the disputed Card. The complainant cannot 
be responsible for transactions which appeared to have 
been made fraudulently in a different country while he was 
in India and the Card was in his possession. Accordingly, 
the bank was instructed by the BO to refund the disputed 
amounts to the complainant against simple indemnity.

 The complainant availed a vehicle loan of `5 lakh from the 
bank. He had remitted `4,83,230/- on various dates to the 
loan account but the bank, instead of accounting these 
repayments, parked the amount in his savings account. 
Only on taking up by the complainant did the bank credit his 
loan account. The complainant approached the BO seeking 
credit of interest for the amount remitted by him to the bank. 
The bank clarifi ed that the total amount of `3.37 lakh and 
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small amounts on various dates repaid by the complainant 
had been credited as advance payments instead of partial 
pay-off and the interest benefi t was not passed on to him 
as there was no specifi c direction from the complainant. 
However, as he had sought refund of excess interest 
charged, bank had credited `2,235.74 only to the loan 
account. It was observed from the working sheet enclosed 
by the bank that the bank had debited `6,754.34 towards 
prepayment charges out of interest benefi t of `8,990.08 
and credited a sum of `2,235.74 only. However, there was 
no mention about prepayment charges in the terms and 
conditions of the loan. The bank was directed by the Offi ce 
of the Banking Ombudsman to reverse the debit towards 
prepayment charges.

 [Source: Banking Ombudsman Scheme 2006 - Annual 
Report 2013-14]

DID YOU KNOW?

RBI Cautions on ‘All Bank Balance Enquiry’ App

The Reserve Bank of India (RBI) has issued an alert to the 
public cautioning them against an app (application) that is 
doing rounds on ‘Whatsapp’ purportedly to facilitate checking 
of balance in customers’ bank accounts. The application has 
an RBI logo with the title ’All Bank Balance Enquiry No.’ and 
has listed several banks with either a mobile number or call 
centre number. The Reserve Bank has clarifi ed that it has not 
developed any such application.

Rights of Transgender Persons – Changes in Bank Forms/ 
Applications, etc.

Considering the diffi culties faced by transgender persons 
in opening accounts as there is no provision for them in the 
account opening and other forms, banks have been directed to 
include ‘third gender’ in all forms/ applications etc. prescribed 
by the Reserve Bank or the banks themselves, wherein any 
gender classifi cation is envisaged.

This is based on the Supreme Court judgement dated April 15, 
2014 in the case of National Legal Services Authority vs. Union 
of India and others, on treating all transgender persons as ‘third 
gender’. The Supreme Court, in that case, upheld transgender 
persons’ right to decide their self-identifi ed gender and directed 
the Central and State Government to grant legal recognition of 
their gender identity such as male, female or as third gender.

Mandatory issue of acknowledgement to pensioners on 
submission of life certifi cates

In terms of extant instructions, all pensioners are required to 
furnish a life certifi cate to the pension disbursing bank every 
year in November for continuance of pension. This certifi cate 
can be submitted at any branch of the pension paying bank. 
The Government of India has also launched from September 
2014, a scheme for introduction of Aadhaar based digital life 
certifi cate known as Jeevan Pramaan.

Notwithstanding the above, there have been complaints 
from central/ state government pensioners/ pensioners’ 

associations regarding pensioners being deprived of regular 
pension payments due to misplacement of life certifi cates at 
the branches concerned. In order to alleviate the hardships 
faced by pensioners on this account, all agency banks 
handling government pension payments have been advised, to 
henceforth issue a duly signed acknowledgement to pensioners 
on receipt of the life certifi cate submitted in physical form. Banks 
have also been told to consider entering the same in their 
CBS immediately on receipt and issuing a system generated 
receipt to the pensioners. This would serve the twin purpose 
of acknowledgement to the pensioners as well as real-time 
updation of records.

RBI extends the Date for Withdrawal of Pre-2005 Series 
Banknotes

The Reserve Bank of India has extended the date for the public 
to exchange their pre-2005 banknotes till December 31, 2015. It 
had, in December 2014, set the last date for public to exchange 
these notes as June 30, 2015.

Soliciting co-operation from members of public in withdrawing 
these banknotes from circulation, the Reserve Bank of India 
has urged them to deposit the old design notes in their bank 
accounts or exchange them at a bank branch convenient to 
them. The Reserve Bank has stated that the notes can be 
exchanged for their full value. It has also clarifi ed that all such 
notes continue to remain legal tender.

New `100 Notes to come with Numerals in Ascending Size 
in Number Panels

The Reserve Bank of India has issued `100 denomination 
banknotes in the Mahatma Gandhi Series – 2005 with a new 
numbering pattern. Now the numerals in both the number 
panels of these banknotes will be in ascending size from left to 
right, while the fi rst three alphanumeric characters (prefi x) will 
remain constant in size.

The design of banknotes with numerals in ascending size is 
similar in all other respects to the current design of `100 
banknotes in Mahatma Gandhi Series – 2005 except for the 
new numbering pattern. The banknotes will continue to have ` 
symbol on the obverse and reverse, an inset letter ‘R’ in both 
the numbering panels, bear the signature of Dr. Raghuram 
G Rajan, Governor, Reserve Bank of India, and the year of 
printing ’2015’ printed on the reverse of the banknotes. All the 
banknotes in the denomination of `100 issued by the Reserve 
Bank in the past will continue to be legal tender.

The new numbering pattern will be introduced in a phased 
manner in all other denominations.

Would you like to share any information/ experience connected with 
customer service? If so, please feel free to write to us at C-7, RBI 
Building, Bandra-Kurla Complex, Mumbai – 400 051 or mail us at  
ceo.bcsbi@rbi.org.in


