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BCSBI News
During the quarter there has been no change in the 
membership of Banking Codes and Standards Board of 
India (BCSBI) which continues to be at 130.

Awareness Activities

Ongoing efforts to increase awareness about the Codes and 
Standards developed by BCSBI and adopted by member 
banks were continued.

BCSBI organized a “Customer Meet” at Nagpur on 12th 
January 2015 for Retail and MSE customers. The Meet was 
aimed at increasing awareness of the Banks’ Commitment to 
Customers as contained in the Codes. The Chief Executive 
Officer of BCSBI and other senior bankers addressed the 
gathering of around 400 customers and officials of various 
banks located in Nagpur city.

Shri N Raja, CEO, BCSBI is seen addressing the audience at the Customer Meet 
at Nagpur

BCSBI organized a meeting of “Controlling Heads of Banks” 
at Bhubaneswar on 10th February 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 participants of around 35 member 
banks having their presence in and around Bhubaneswar. 
Shri B K Mishra, Banking Ombudsman for Odisha and other 
senior bank officials also participated in the meeting.

Shri A C Mahajan, Chairman, BCSBI (second from left) is seen addressing the 
meeting of Controlling Heads of Banks at Bhubaneswar. Also seen on the dais are 
Shri N Raja, CEO, BCSBI (second from right), Shri B K Mishra, B O (extreme left) 
and a senior official (extreme right) from one of the participating banks.

BCSBI organized another “Customer Meet” at Jammu on 9th 
March 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 the customers. 
Shri A K Razdan, Secretary, BO’s Office, New Delhi as also 
another senior official from State Bank of India, Jammu 
addressed the gathering. A large number of customers and 
officials from 32 banks situated in Jammu region participated 
in the Meet. The interactions with customers were meaningful 
and fruitful.

Shri A C Mahajan, Chairman, BCSBI drives home a valid point at the Customer 
Meet at Jammu.

The Chief Executive Officer, BCSBI, Shri N Raja participated 
in a Customer Awareness Programme organised by Lakshmi 
Vilas Bank Ltd. at Chennai on 28th February 2015. In his 
address, the CEO highlighted important customer rights 
contained in the Codes which was then followed by fruitful 
exchange of questions and answers.

Shri N Raja, CEO, BCSBI speaks at the Customer Awareness Programme 
organized by Lakshmi Vilas Bank at Chennai
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consultation. Members of public, banks, academia, industry 
and other stakeholders were invited to send their comments 
on the Scheme. Based on the comments and suggestions 
received, the Depositor Education and Awareness Scheme, 
2014 was formulated and notified in the Official Gazette on 
May 24, 2014.

What does it involve?

All banks have been advised by RBI to transfer inoperative 
deposit accounts which have not been claimed or operated 
upon for a period of ten years or more or any deposit or any 
amount remaining unclaimed for more than ten years to the 
Depositor Education and Awareness Fund.

For the above purpose, the amounts to be credited to the 
Fund shall be the credit balance in any deposit account 
maintained with banks which have not been operated for ten 
years or more, or any amount remaining unclaimed for ten 
years or more. These accounts include savings bank deposit 
accounts, term deposits, recurring deposit accounts, current 
deposit accounts, outstanding transfers such as telegraphic 
or mail, demand drafts, pay orders, bankers’ cheques, 
unadjusted National Electronic Fund Transfer (NEFT) 
balances, among others as may be specified by the Reserve 
Bank from time to time.

What is its Purpose and Role?

 The Fund shall be utilized for the promotion of the depositors’ 
interest and for such other purposes which may be necessary 
for the promotion of depositors’ interests as specified by RBI 
from time to time. The depositor would, however be entitled 
to claim from the bank his/ her deposit or operate his/ her 
account after the expiry of ten years, even after the unclaimed 
deposit funds have been transferred to the Fund. The bank 
would be liable to pay the deposit amount to the depositor 
and claim refund of such amount from the Fund.

The Depositor Education and Awareness Fund will be 
managed by a Committee headed by a Deputy Governor of 
the RBI and will have six members. The Committee’s role 
will be to administer and manage the Fund. It may from time 
to time lay down a list of activities, the criteria and procedure, 
etc. for incurring expenditure and achieving the objectives of 
the Fund. Towards this, the Committee may register/ 
recognize from time to time various institutions, organizations 
or associations engaged in activities relating to depositor 
awareness and education, including those proposing to 
conduct programmes for depositors of banks, organizing 
seminars and symposia for depositors and undertaking 
projects and research activities relating to these areas.

The Committee shall determine and lay down the criteria for 
grant of financial assistance to institutions, organizations 

Other officials of BCSBI participated in Awareness 
Programmes organized by Bank of Baroda (BoB) at Godhra 
on 8th January 2015 and Bharuch & Rajpipla on 4th February 
2015. The officials also participated in Awareness 
Programmes organized by Canara Bank at Madurai and 
Theni on 8th and 9th January 2015 as also at Chennarayapatna, 
Shikharipura (both in Karnataka) and Thiruvananthapuram 
on 12th, 13th and 19th March 2015, respectively. The role and 
purpose of BCSBI as also important provisions of the Codes 
which empower the customers with certain rights were 
highlighted during the above Programmes. This was followed 
by an open house session for clarifying the queries raised by 
customers. A large number of customers participated in 
these Programmes.

Shri Arun Shiravadekar (second from right), Sr. V P, BCSBI is seen participating 
in a Customer Awareness Programme organized by Bank of Baroda at Bharuch.

BCSBI also provided faculty support to the Indian Institute of 
Bank Management, Guwahati on 20th January 2015, in their 
Programme on Customer Service and Banking Ombudsman 
Scheme and to Zonal Training Centre, RBI, New Delhi on 4th 
February 2015.

Depositor Education and Awareness Fund

Matters concerning Depositors’ interests have always been 
of prime importance to RBI as the financial regulator of the 
country. Accordingly, the central bank has been taking 
initiatives from time to time to safeguard and protect the 
depositors’ interests.

What is the Fund?

Steps to set up the Depositor Education and Awareness 
Fund were taken by RBI pursuant to the amendment to the 
Banking Regulation Act, 1949. With the insertion of section 
26A in the Act, Reserve Bank of India was empowered to 
establish a Fund called the Depositor Education and 
Awareness Fund. Accordingly, the Reserve Bank of India 
placed on its website on January 21, 2014, the draft Depositor 
Education and Awareness Fund Scheme for public 
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and associations. Accordingly, the criteria for registering 
institutions, organizations and associations for grant of 
financial assistance from the Fund have been devised by 
RBI as under:

Institutions/ organizations/ associations already engaged in 
activities relating to bank depositors’ education and 
awareness or proposing to take up depositors’ education 
programmes, organizing seminars, symposia, etc. including 
research activities would be considered for assistance. They 
would have to make an application in the format prescribed 
by RBI. After gaining experience in dealing with registration, 
applications will be received by RBI on a continuous basis.

What must banks do?

Banks have been asked by RBI to play a more proactive role 
in finding the whereabouts of the account holders of 
unclaimed deposits/ inoperative accounts. Banks having 
websites are advised that they should display the list of 
unclaimed deposits/ inoperative accounts which are inactive/ 
inoperative for ten years or more on their respective websites. 
Those banks which do not have their websites should make 
available the list in their respective branches.

EXEMPLARY CASES

•	 A customer had deposited a cheque of `24 lakh in his 
account. The amount was duly transferred to his account 
and he withdrew `80,000/- on the same day. He claimed 
that he did not make any further transactions in his 
account. However, on the next day somebody apparently 
in collusion with some employee of the bank credited `1 
lakh to his account and thereafter, the entire amount of 
`24 lakh was credited back to the account of the drawer 
of the cheque. The bank did not take any action on his 
complaint. In its reply to Banking Ombudsman (BO), the 
bank stated that there was an internal family dispute 
between the complainant and his wife, who had issued 
the said cheque. The bank enclosed a representation 
from the drawer of the cheque wherein she claimed that 
the cheque had been fraudulently got signed by the 
beneficiary/ complainant. BO observed that the bank 
had not offered any comment as to how the disputed 
transactions in the account had been carried out at the 
bank’s end irrespective of the underlying dispute between 
the drawer and the drawee. In a meeting with the bank 
officials, the BO asked them to explain whether the 
reversal of transaction was in conformity with existing 
banking law and practices. The bank officials had no 
valid justification. The bank was asked to immediately 
refund the entire amount along with interest at fixed 
deposit rate for the delayed period to the complainant.

•	 The Proprietor of a firm lodged a complaint with the BO 
office that five cheques issued in the name of his firm 
were deposited by his supervisor in his savings account 
by writing his savings account number in the pay-in slip 
and the proceeds of these cheques were wrongly 
credited to his personal savings account. The BO called 
for original documents and the action taken on the earlier 
complaint received by the bank from the complainant. 
After due examination of all the documents including the 
internal investigation report, it was observed that the 
bank was negligent in collecting and crediting the 
cheques drawn in the name of the firm to the personal 
account of the supervisor. As the protection of Section 
131 of Negotiable Instruments Act was not available to 
the bank, an advisory was issued directing the bank to 
credit the amount of the cheques to the firm’s account.

•	 The complainant received a telephone call demanding 
the OTP which he had just received by SMS although, 
according to him, he had not conducted any net banking 
transaction at that point of time. He reportedly did not 
disclose the information sought by the unknown caller. 
But immediately thereafter, he received an SMS for debit 
of `1,30,000/- from his account. Although the bank 
claimed that the complainant might have responded to 
the call and passed on confidential information, it did not 
submit any proof in support. The bank further informed 
that the fund had been transferred to the account of a 
different bank from which they had claimed the amount. 
It was observed by BO that the transaction took place 
without any cooling period for new beneficiary addition 
and actual transfer of funds to beneficiary account, as 
required under extant RBI instruction. The complainant 
noticed the SMS in his mobile phone when transfer of 
funds from his account had already been effected. On 
receipt of the complaint, the bank had blocked the 
complainant’s debit card on the same day. However, the 
bank had informed the other bank to recover the amount 
almost after 24 hours. During this time, the beneficiary 
had withdrawn the entire amount. Further, as revealed 
from correspondence with the beneficiary’s bank, one 
more fraudulent transfer of `60,000/- to the same 
account had taken place at that time. It was thus evident 
that the account was opened with the ulterior objective of 
perpetrating fraud and the beneficiary’s bank had failed 
to follow due diligence in KYC compliance as per RBI 
guidelines. BO observed that owing to the above 
deficiencies on the part of both the banks, the perpetration 
of fraud was possible and, therefore, the complainant’s 
bank should refund the entire amount with applicable FD 
interest to the complainant against a simple indemnity 
and half of this amount should, thereafter, be shared by 
the beneficiary’s bank.

[Source: Banking Ombudsman Scheme 2006 - Annual 
Report 2013-14]
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DID YOU KNOW?

Display of information

In order to further enhance transparency in pricing of credit 
as well as to facilitate informed decision making by 
customers, banks are advised to adhere to the following 
additional instructions with effect from April 1, 2015:

i. Banks should display on their website the interest rate 
range of contracted loans for the past quarter for different 
categories of advances granted to individual borrowers 
along with mean interest rates for such loans.

ii. The total fees and charges applicable on various types 
of loans to individual borrower should be disclosed at the 
time of processing the loan as well as displayed on the 
website of banks.

iii. Banks should publish Annual Percentage Rate (APR) or 
such similar other arrangement of representing the total 
cost of credit on a loan to an individual borrower, on their 
websites so as to allow customers to compare the costs 
associated with borrowing across products and/or 
lenders.

iv. Banks should provide a clear, concise, one page key fact 
statement/ fact sheet, to all individual borrowers at every 
stage of the loan processing as well as in case of any 
change in any terms and conditions. The same may also 
be included as a summary box to be displayed in the 
credit agreement.

Dispensing with ‘No Due Certificate’

In order to ensure hassle free credit to all borrowers, 
especially in rural and semi-urban areas and keeping in view 
the technological developments and the different ways 
available with banks to avoid multiple financing, banks are 
advised to dispense with obtaining ‘No Due Certificate’ from 
the individual borrowers (including SHGs & JLGs) in rural 
and semi-urban areas for all types of loans including loans 
under Government Sponsored Schemes, irrespective of the 
amount involved unless the Government Sponsored Scheme 
itself provided for obtention of ‘No Dues Certificate’. Banks 
are encouraged to use an alternative framework of due 
diligence on part of credit appraisal exercise other than the 
‘No Due Certificate’. These may include credit history check 
through credit information companies, information sharing 
among lenders, etc.

While Service Area Approach continues to be applicable for 
Government Sponsored Schemes, the borrower is free to 

approach any bank branch in his service area for obtaining 
credit under Government Sponsored Schemes.

Revised Know Your Customer (KYC) guidelines for 
proprietary concerns

As per instructions, a proprietary concern is required to 
furnish any two documents mentioned in the list provided in 
the Master Circular on KYC norms, as activity proof while 
opening accounts. Considering the difficulties in procuring 
two such documents in case of some type of activities, it has 
now been decided that in cases where the banks are satisfied 
that it is not possible to furnish two such documents, they 
would have the discretion to accept only one of those 
documents as activity proof. In such cases, the banks, 
however, would have to undertake contact point verification, 
collect such information as would be required to establish 
the existence of such firm, confirm, clarify and satisfy 
themselves that the business activity has been verified from 
the address of the proprietary concern.

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-400051 or mail us at  
ceo.bcsbi@rbi.org.in
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