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BCSBI News
With the admission of the Nasik Merchants’ Co-operative Bank Ltd., 
Nashik and Madhya Bihar Gramin Bank, Patna as members of the 
BCSBI, the number of member banks of BCSBI stands at 130.
Awareness Events
BCSBI continued its efforts to spread awareness of the Codes amongst 
bank offi cials and customers –
BCSBI organized a meeting of “Controlling Heads of Banks” at 
Allahabad on September 26, 2014 to increase awareness of the 
provisions of the Codes among bank employees and customers to 
ensure transparency and fairness in banking transactions. Dr. (Smt.) 
Deepali Pant Joshi, Executive Director, RBI addressed participants 
from 37 member banks having their presence in and around Allahabad.  

Dr. (Smt.) Deepali Pant Joshi, ED, RBI (seated 3rd from left) addressing the 
audience at the meeting of Controlling Heads of Banks held at Allahabad. 
Shri A.C. Mahajan, Chairman, BCSBI is seen at 2nd from left.

In her keynote address, ED highlighted the draft Charter of Rights for 
which comments have been invited by RBI and called upon the senior 
bankers to look into awareness of the Codes among bank staff during 
their branch visits so as to ensure proper implementation of the 
provisions of the Codes. She also urged the bankers to undertake root-
cause analysis of complaints, including complaints of pensioners and 
also to look into complaints arising out of misbehavior of staff. Shri A.C. 
Mahajan, Chairman, BCSBI; Smt. Supriya Pattnaik, Regional Director, 
RBI; Shri A.K. Naskar, Banking Ombudsman for Uttar Pradesh and 
Uttarakhand and General Manager, Bank of Baroda also addressed 
the participants.

A section of the audience at the meeting of Controlling Heads of Banks held at 
Allahabad. 

A Senior offi cial of BCSBI extended faculty support to CAB, Pune and 
addressed the middle management offi cers of all banks on provisions 
of Codes on August 26, 2014.

A senior offi cial from BCSBI participated in the Customer Awareness 
Programme conducted by Banking Ombudsman at Chengalpattu in 
Tamil Nadu on September 19, 2014. 

Shri H.S. Shetty, SVP, BCSBI (seated 1st from left) participated at the Customer 
Meet organized at Chengalpattu, Tamil Nadu by Banking Ombudsman for Tamil 
Nadu and Puduchery.

BCSBI offi cials also participated in the Customer Awareness Meets 
organized by Canara Bank at Dindigul (Tamil Nadu) on September 12, 
2014 and by Bank of Baroda at Patna and Anand (Gujarat) on August 
26, 2014 and September 8, 2014 (respectively).
BCSBI organized a “Customer Meet” at Kolkata on September 3, 2014 
to familiarize the customers and bank offi cials about BCSBI, the Codes 
evolved by it and adopted by the banks, rights of bank customers as 
enshrined in the Codes etc. The Chairman and the Chief Executive 
Offi cer, BCSBI; Dr. (Smt.) S. Chattopadhyay, Banking Ombudsman 
as well as Shri B.K. Patnaik, General Manager, United Bank of India, 
Kolkata addressed the participants. About 250 customers and 100 
bank offi cials from different banks attended this meeting.

CUSTOMER SERVICE IN BANKS - GRIEVANCE 
REDRESSAL & COMPENSATION POLICIES

In banking institutions excellence in customer service is emerging as 
the valuable way to differentiate themselves from their competitors. 
For achieving excellence, banks need to clearly understand customer 
needs, expectations and values and based on these they need to 
develop processes and systems to deliver the service. Organizations 
that invest time, energy and resources required to achieve excellence 
in customer service will be the ones that will thrive and grow.
As a sequel to an in-depth study at the grass-root level by the Committee 
on Procedures and Performance Audit on Public Services (CPPAPS) 
which concluded that there was an institutional gap for measuring 

BCSBI invites suggestions for revising the MSE Code
The BCSBI which is an independent and autonomous body set up by 
Reserve Bank of India in association with Banks, had evolved and released 
the ‘Code of Bank’s Commitment to Micro and Small Enterprises’ 
(MSE Code) in the year 2008 and later reviewed the same in 2012.
The MSE Code refl ects the member bank’s positive commitment to their 
Micro and Small Enterprise customers to provide speedy and transparent 
access to banking services. This Code is not only a Charter of Rights of the 
MSE customers but also enshrines their obligations vis-à-vis their banks.
Since the Code is due for further review, the BCSBI invites feedback/ 
suggestions for improving the existing MSE Code. Suggestions may be 
mailed to ceo.bcsbi@rbi.org.in or posted to the following address :

The Chief Executive Offi cer
Banking Codes and Standards Board of India, C-7, Reserve Bank of India 
Building, Bandra-Kurla Complex, Bandra (East), Mumbai 400 051.
The MSE Code in Hindi, English and other languages may be accessed on the BCSBI 
website www.bcsbi.org.in
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The FSP must provide customers with product terms and conditions 
that are in simple language, easily understandable and with suffi cient 
information so that the customer could be reasonably expected 
to make an informed decision on choice of product. The products 
offered should be appropriate to the needs of the customer and based 
on an assessment of the customer’s fi nancial circumstances and 
understanding. The key risks associated with the product as well as 
any features should be made known to him / her. Most Important Terms 
and Conditions (MITC) should be clearly brought to the notice of the 
customer while offering the product. They should also communicate to 
the customers any changes in the terms and conditions, fees, service 
charges, relocation of provider offi ces, changes in working hours, 
change in telephone numbers etc. with reasonable advance notice. 
Disclosure of information should be on-going basis through the lifecycle 
of the product and must be diligently followed by the service provider.
As per the customers’ Right to Privacy, customers’ personal information 
should be kept confi dential unless they have offered specifi c consent 
to the FSP or such information is required to be provided under the 
law or it is provided for a mandated business purpose (for example, 
to credit information companies). The customer should be informed 
upfront about likely mandated business purposes. Customers have 
the right to protection from all kinds of communications, electronic or 
otherwise, which infringe upon their privacy.
The customer has a right to hold the FSP accountable for the products 
offered and to have a clear and easy way to have any valid grievances 
redressed. The provider should also facilitate the redress of grievances 
stemming from its sale of third party products. The FSP must 
communicate its policy for compensating mistakes, lapses in conduct, 
as well as non-performance or delays in performance, whether caused 
by the provider or otherwise. The policy must lay out the rights and 
duties of the customer when such events occur.
Customers should, however, approach the available internal resolution 
/ grievance redressal mechanism before approaching alternate fora.
Grievance Redressal
Banks are advised by RBI, vide Master Circular dated July 1, 2014, 
that they must have:
a.  A well documented Customer Grievance Redressal Policy duly 

approved by their Boards.
b. A well documented Customer Compensation Policy duly approved 

by their Boards.
c.  Comprehensive Notice Board displaying, inter-alia, information on 

public Grievance Redressal Mechanism.
d.  Upload on the bank’s web site Grievance Redressal Mechanism.
e.  A booklet containing, inter-alia, policy documents relating to 

Grievance Redressal Mechanism and Compensation.
Banks are also advised to ensure that there should be a suitable 
mechanism to receive and address complaints from the customers. 
Branches should prominently display at the branches, the names of 
the offi cials who can be contacted for redressal of complaints, together 
with their direct telephone number, fax number, complete address and 
e-mail id, etc., for proper and timely contact by the customers and for 
enhancing the effectiveness of the redressal machinery. Complaints / 
suggestions box should be provided at each offi ce of the bank. Further, 
at every offi ce of the bank a notice requesting the customers to meet 
the branch manager may be displayed regarding grievances which 
are not resolved. Complaint book with perforated copies in each set 
may be introduced, to instantly provide an acknowledgement to the 
customers and intimation to the Controlling Offi ce.
In terms of the Codes evolved by BCSBI, banks are committed to have 
internal procedures enumerating the grievance redressal procedure 
of the bank and tell the customer how / where / to whom to make a 
complaint, when to expect a reply, whom to approach for redressal, 
what to do if the customer is not satisfi ed about the outcome, where to 
fi nd details of the bank’s procedure for handling complaints fairly and 
quickly etc.

the performance of banks against a bench mark refl ecting the best 
practices (Code and Standards), the Banking Codes and Standards 
Board of India (BCSBI) was set up to ensure that the common person 
as a consumer of fi nancial services from the banking industry is in no 
way at a disadvantageous position and really gets what he / she has 
been promised. The main objectives of BCSBI are:
 To plan, evolve, prepare, develop, promote and publish 

comprehensive Codes and Standards for banks providing for fair 
treatment to their customers, and

 To function as an independent and autonomous body to monitor 
and to ensure that the Codes and Standards adopted by banks 
are adhered to, in letter and spirit, while delivering services to their 
customers.

BCSBI has, in collaboration with the Indian Banks’ Association (IBA), 
evolved two codes - Code of Bank’s Commitment to Customers and 
the Code of Bank’s Commitment to Micro and Small Enterprises - 
which set minimum standards of banking practices for member banks 
to follow when they are dealing with individual customers and micro 
and small enterprises. The Codes are in fact commitments of banks 
towards their customers to provide fair and transparent services. They 
provide protection to customers and explain how banks are expected to 
deal with customers in their day-to-day operations including redressal 
of grievances.
As per the Codes, banks are committed to deal quickly and 
sympathetically with things which may go wrong by:
a.  Correcting mistakes promptly and cancelling any bank charges 

that the banks apply by mistake and compensate their customer 
for any fi nancial loss that they may have incurred due to bank’s 
mistake, in terms of bank’s compensation policy.

b.  Handling customers’ complaints promptly.
c.  Telling customer how to take his / her complaint forward if he / she 

is still not satisfi ed.
d.  Providing suitable alternative avenues to alleviate problems 

arising out of technological failures.
Consumer Protection
Based on the First bi-monthly Monetary Policy Statement (2014 
– 15) announced by RBI which stated that “Consumer protection is 
an integral aspect of fi nancial inclusion” RBI has proposed to frame 
comprehensive consumer protection regulations based on domestic 
experience and global best practices”. Towards this end, during August 
2014 RBI has sought comments on its Draft Charter of Customer 
Rights which comprises, inter-alia,
i. Right to Fair Treatment
ii. Right to Transparency, Fair and Honest Dealing
iii. Right to Suitability
iv. Right to Privacy, and
v. Right to Grievance Redress and Compensation
Banks are governed by Fair Practices Code and the Codes evolved by 
BCSBI contain provisions relating to the banks’ commitment on these 
points as a preventive measure to avoid receipt of large number of 
complaints from their customers.
As per the right to fair treatment, both the customer and the bank which 
is the Financial Services Provider (FSP) have a right to be treated 
with courtesy. The FSP must ensure that staff members attend to 
customers promptly and courteously, not to discriminate any customer 
on any ground such as gender, age, religion, caste and physical ability. 
The FSP may, however, have certain products which are specifi cally 
designed for members of a target group. The service provider should 
be transparent and should ensure that customers are given clear 
information about their products and services, the terms and conditions 
and the interest rates / service charges, which apply to them. They 
should also ensure to reveal to the customer subsequent changes in 
the charges.
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Banks are also required to display the name of the offi cial at the branch 
whom the customers may approach if they have a grievance. If their 
complaint is unresolved at the branch level, whom they may approach 
at the bank’s Regional / Zonal Manager / Principal Nodal Offi cer (PNO) 
at the address displayed at the branch.
If the customer’s complaint has been received in writing, the bank 
should endeavour to send the customer an acknowledgement / a 
response within a week. If the complaint is relayed over phone at 
bank’s designated telephone helpdesk or customer service number, 
the bank shall provide the complainant a complaint reference number 
and keep him / her informed of the progress within a reasonable period 
of time.
After examining the matter, the bank will send him / her their fi nal 
response or explain why they need more time to respond and shall 
endeavour to do so within 30 days of receipt of the complaint and will 
tell him / her how to take his / her complaint further if he / she is still 
not satisfi ed.
If the complainant does not get a satisfactory response from the 
bank and he / she wishes to pursue other avenues for redressal of 
grievances, he / she may approach Banking Ombudsman appointed 
by Reserve Bank of India under the Banking Ombudsman Scheme.
The bank is required to display the Banking Ombudsman Scheme 
on their website and make available a copy thereof on request, at 
a nominal charge. The banks are also required to display at their 
branches the name and contact details of the Banking Ombudsman 
under whose jurisdiction the branch falls.
Non-implementation of the provisions of Codes by the banks is also a 
valid ground for complaint resolution under the Banking Ombudsman 
Scheme. BCSBI is not a forum for redressal of individual grievances. 
BCSBI, however, examines each complaint to identify any systemic 
issue that may exist and takes up the matter with the respective bank 
to ensure that systems and procedures are suitably amended so that 
such complaints do not recur.
In terms of extant guidelines issued by RBI on Customer Service, 
banks are advised to have a well documented Customer Compensation 
Policy, based on model policy formulated by the Indian Banks’ 
Association (IBA), duly approved by their Boards. Banks’ policy should, 
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 fi nancial loss 

to customer
All disputes regarding ATM failed transactions shall be settled by 
the issuing bank and the acquiring bank through the ATM System 
Provider only. No bilateral settlement arrangement outside the dispute 
resolution mechanism available with the system provider is permissible. 
This measure is intended to bring down the instances of disputes in 
payment of compensation between the issuing and acquiring banks.
The time limit for resolution of customer complaints relating to failed 
ATM transactions by the issuing banks stand reduced to 7 working 
days from the date of receipt of customer complaint. Accordingly, 
failure to recredit the customer’s account within 7 working days of 
receipt of the complaint shall entail payment of compensation to the 
customer @ `100/- per day by the issuing bank. This compensation 
shall be credited to the customer’s account automatically without any 
claim from the customer, on the same day when the bank affords the 
credit for the failed ATM transaction. A customer is entitled to receive 
such compensation for delay, only if a claim is lodged with the issuing 
bank within 30 days of the date of the transaction.
Banks should formulate a Board approved comprehensive and 
transparent Cheque Collection Policy (CCP) covering instructions on 
the following:
Immediate Credit for Local / Outstation cheques
Time frame for Collection of Local / Outstation Instruments
Interest payment for delayed collection

taking into account their technological capabilities, systems and 
processes adopted for clearing arrangements and other internal 
arrangements for collection through correspondents. Banks have 
been advised to reframe their CCP to include compensation payable 
for the delay in the collection of local cheques as well. In case, no 
rate is specifi ed in the CCP for delay in realisation of local cheques, 
compensation at savings bank interest rate should be paid for the 
corresponding period of delay. Compensation by way of interest 
payment, where necessary, should be made without any demand from 
the customer.

EXEMPLARY CASES
 ABC received an SMS intimating that two fraudulent transactions 
of `548.06 and `87,378.83 were made abroad against his Gold Card 
(International, Visa Card). He immediately lodged a complaint with the 
bank mentioning that he had been using the said card for withdrawal 
of money from ATM. He claimed that the card was in his possession 
at the time of the transaction. He informed the bank that he checked 
his account balance from one ATM outlet near his residence on the 
same day giving details of the ATM No. and other details regarding 
his balance enquiry (which could have been used by the bank to 
verify the authenticity of his claim). The complainant requested the 
bank to recover the lost money. 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 mentioned that the signature on the copies of 
the charge slips of the POS transactions provided to him by the bank 
has no similarity with his signature. Despite his constant follow-up with 
the bank, the problem remained unresolved and hence he approached 
Banking Ombudsman.
In its reply the bank stated that “it is a signed and authorized POS online 
transaction and card was present and swiped on the merchant/s EDC 
Machine. The charge slip / document was duly signed / authorized. 
As per Master Card / Visa charge rules, once a signed and authorized 
charge slip/document is provided by the merchant / acquiring bank, 
there is no further remedy against the merchant.” The bank also 
informed that “if password is not shared with anybody it is impossible 
to hack any card through NET”. The bank advised the complainant that 
they are unable to make good any loss allegedly suffered by him and 
suggested that he may fi le complaint with local police or cyber crime 
investigation authority.
It was observed by the Banking Ombudsman that the transaction 
was not online or made through internet. It was a card present POS 
transaction, the duly signed charge slips for which have been provided 
by the bank to the complainant. The complainant had informed the 
bank on the same day on which the transaction took place. The 
complainant’s email suggested that he was in his own place and the 
card was in his possession while the transaction was held at a foreign 
country as revealed from the copy of the charge slip provided by the 
bank. The bank did not submit any investigation report in the matter. 
As 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 do not tally 
with that on the disputed card, it was presumed that the bank had 
nothing to say in this regard. Therefore, the complainant cannot be 
held responsible for the transactions which appeared to have been 
made fraudulently at a different country while he was in India and 
the card was in his possession. Accordingly, the bank was instructed 
by the Banking Ombudsman to refund the disputed amounts to the 
complainant. As the bank did not comply with the said instruction but 
requested a further review of the matter citing the same grounds, an 
Award was issued by the BO directing the bank to refund the disputed 
amounts against a simple indemnity. [Source : Annual Report 2013-14, 
BO, Kolkata]
 XYZ received an e-mail message from the bank’s e-mail id and 
followed the instructions contained therein. Afterwards, `2,44,000 
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has been transferred from his account through two internet banking 
transactions though the same were not conducted by him. The bank 
replied that the complainant had compromised his personal details by 
responding to a phishing mail and hence, he was responsible for the 
said transactions.
When the matter was taken up, the Banking Ombudsman observed 
that the complainant had received the message from the bank’s offi cial 
e-mail id. As such, he cannot be held responsible for having responded 
to a phishing mail. The transactions took place around midnight 
immediately after new benefi ciary addition. The complainant noticed 
the SMS in his mobile phone next morning when the funds had already 
been transferred from his account. He could have taken action to stop 
the transaction had there been any cooling period after new benefi ciary 
addition. The benefi ciary account to which the funds were fraudulently 
transferred was also of the same bank. The account was newly opened 
maintaining a nominal balance all through. There were only fi ve small 
value transactions in the account and after a long time gap these two 
disputed amounts were credited to the account. The entire amount 
was thereafter promptly withdrawn by the account holder and the 
bank failed to recover the same. It is thus evident that the account 
was opened for perpetrating fraud. The locational details of Internet 
Protocol (IP) address of the disputed transactions was of Frankfurt 
Am Main, Germany as per available information. From the above, it 
is evident that the bank was yet to put in place fully the guidelines 
on prevention of internet banking fraud issued by Reserve Bank of 
India, particularly the guidelines on introduction of cooling period for 
new benefi ciary addition, carry out due diligence in the matter of KYC 
process of bank customers, capturing Internet Protocol (IP) address as 
an additional validation check, etc.
Accordingly, Banking Ombudsman instructed the bank to refund the 
disputed amount with applicable FD interest, after obtaining a letter 
of undertaking that the complainant will refund the amount if his 
responsibility is subsequently proved. [Source : Annual Report 2013-
14, BO, Kolkata]

READERS’ VOICE

 What are RBI’s recent instructions / guidelines on simplifi ed 
KYC measures for opening bank accounts?

 The RBI has been taking several measures to simplify KYC 
requirements to help the common man open bank accounts. It was, 
however, observed that despite such measures the general public was 
still facing problems in opening a bank account as these measures 
have not been given adequate publicity and the common man still 
lacks awareness on the basics of opening a bank account.
Measures taken for simplifi cation are as under:
1. Single document for proof of identity and proof of address
 There is now no requirement of submitting two separate 

documents for proof of identity and proof of address. If the offi cially 
valid document submitted for opening a bank account has both, 
identity and address of the person, there is no need for submitting 
any other documentary proof.

 Offi cially Valid Documents (OVDs) for KYC purpose include: 
Passport, driving licence, voters’ ID card, PAN card, Aadhaar letter 
issued by UIDAI and Job Card issued by NREGA signed by a 
State Government offi cial.

 To further ease the process, the information containing personal 
details like name, address, age, gender, etc., and photographs 
made available from UIDAI as a result of e-KYC process can also 
be treated as an ‘Offi cially Valid Document’.

2.  No separate proof of address is required for current address
 Since migrant workers, transferred employees, etc., often face 

diffi culties while submitting a proof of current address for opening 
a bank account, such customers can submit only one proof of 
address (either current or permanent) while opening a bank 
account or while undergoing periodic updation. If the current 
address is different from the address mentioned on the proof of 
address submitted by the customer, a simple declaration by her/
him about her/his current address would be suffi cient.

3.  No separate KYC documentation is required while transferring 
accounts from one branch to another of the same bank

 Once KYC is done by one branch of the bank, it is valid for transfer 
of the account to any other branch of the same bank. The customer 
would be allowed to transfer her/his account from one branch to 
another branch without restrictions and on the basis of declaration 
of his/her local address for communication.

4.  Small Accounts
 Those persons who do not have any of the ‘offi cially valid 

documents’ can open ‘small accounts’ with banks. A ‘small 
account’ can be opened on the basis of a self-attested photograph 
and putting her/his signature or thumb print in the presence of 
an offi cial of the bank. Such accounts have limitations regarding 
the aggregate credits (not more than Rupees one lakh in a year), 
aggregate withdrawals (not more than Rupees ten thousand in a 
month) and balance in the accounts (not more than Rupees fi fty 
thousand at any point in time). These small accounts would be valid 
normally for a period of twelve months. Thereafter, such accounts 
would be allowed to continue for a further period of twelve more 
months, if the account holder provides a document showing that 
she/he has applied for any of the offi cially valid document, within 
twelve months of opening the small account.

5.  Relaxation regarding offi cially valid documents (OVDs) for 
low risk customers

 If a person does not have any of the ‘offi cially valid documents’ 
mentioned above, but is categorised as ‘low risk’ by the banks, 
then she/he can open a bank account by submitting any one of the 
following documents:

 (a)  identity card with applicant’s photograph issued by Central 
State Government Departments, Statutory/Regulatory 
Authorities, Public Sector Undertakings, Scheduled 
Commercial Banks, and Public Financial Institutions;

 (b)   letter issued by a gazetted offi cer, with a duly attested 
photograph of the person.

6.  Periodic updation of KYC
 Time intervals for periodic updation of KYC for existing low/

medium and high risk customers have been increased from 5/2 
years to 10/8/2 years, respectively.

7.  Other relaxations
 (i) KYC verifi cation of all the members of Self Help Groups 

(SHGs) is not required while opening the savings bank 
account of the SHG and KYC verifi cation of only the offi cials 
of the SHGs would suffi ce. No separate KYC verifi cation is 
needed at the time of credit linking the SHG.

 (ii)  Foreign students have been allowed a time of one month for 
furnishing the proof of local address.

 (iii)  In case a customer categorised as low risk is unable to 
submit the KYC documents due to genuine reasons, she/he 
may submit the documents to the bank within a period of six 
months from the date of opening account.

Would you like to share any information/experience connected with 
customer service? If so, please feel free write to us at C-7, RBI Building, 
Bandra-Kurla Complex, Mumbai-400051 or mail us at ceo.bcsbi@rbi.org.in
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