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1. INTRODUCTION

Customer service has great significance in the banking industry. The banking system in India today has
perhaps the largest outreach for delivery of financial services and serves as an important service
channel for meeting financial needs of individuals and entities.

Depositors' interest forms the focal point of the regulatory framework for banking in India. There is
widespread feeling that the banking system requires significant enhancement on customer service levels
and there does exist a level of disenfranchisement of the depositor. There is, therefore, a need to correct
this trend and start a process of empowering the depositor.

Primary Urban Co-operative Banks are established primarily to fill the existing gaps in banking and
credit needs in urban and semi-urban areas Citizen Credit Co-operative Bank LTD (CCBL), over the
years has been supported by well-meaning customers enabling it to grow from strength to strength. The
Bank aims at uplifting the standard of living of its customers and giving them opportunities to create
wealth. In light of the above, it is very essential that the Bank improves the quality of its customer
service in order to maintain its image, create confidence and build a good relationship with its
customers.

At the same time, it is important to provide all our customers the best of services within the regulatory
provisions and guidelines of the Reserve Bank of India. The endeavour of the Bank will be to ensure
and protect the interest of the community it serves.

2. OBJECTIVE

Customer Service is an important factor for survival for the retail banking sector. It is the responsibility
of the Bank to provide best service to our customers and any kind of inefficiency is not acceptable. The
quality of customer service in the Bank has to be high, meeting the legitimate aspirations of its
customers to enable the Bank to maintain its image, create confidence and build a good relationship
with its customers.

The policy on Customer Service is established to achieve the following:

® To care for and provide complete satisfaction to customers.

® To gain and sustain customer confidence by ensuring high ethical standards of service to suit all
levels of our customer base.

® To establish prudent and acceptable practices in line with the Banking law under the Negotiable
Instruments Act, 1881 and Banking Regulation Act 1949

® To motivate and enhance customer relationship management skills amongst the staff of the Bank

The Policy document on Customer Service is to be read in conjunction with other policies of the Bank:
Customer Grievance Redressal Policy

Customer Rights Policy

Cash & Currency Management Policy

Cheque Collection Policy

Compensation Policy

Safe Deposit Locker Policy
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Key service attributes.

Reliability- Customers rely on Bank to keep its promises, do things right and on time with an on
going performance.

Credibility / Accountability - Customers rely on Bank to provide them with consistent, high
quality, error free & efficient service.

Responsiveness - Customers — desire that their concerns and problems are attended to promptly
and that educate about procedures, policies and systems.

Privacy & Security - Customers intent that their affairs are treated with utmost discretion,
respecting their need for privacy at all times

Personal Relationship - Customers desire that the Bank provides them with knowledgeable,
trained, responsible and trustworthy staff that will attend to them )
Brand / Goodwill — Banks assurance to customers that its ~ credentials are genuine and sense of
social responsibility.

3. GENERAL MANAGEMENT OF BRANCHES

Customer shall mean user or potential user of Bank’s services, and 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,

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.

The Banks' operating systems is to be oriented towards providing consistent and quality customer
service and should periodically be assessed to study its impact on customer service. These need to
be adopted for every Branch roll out :

Providing infrastructure facilities for bestowing particular attention to providing adequate space,
proper furniture, drinking water facilities, with specific emphasis on pensioners, senior citizens,
disabled persons, etc. and reviewing and improving upon the existing security system in branches
in line with CCCBL standards so as to instill confidence amongst the employees and the public as
per Annexure L.

Displaying indicator boards at all the counters in English, Hindi as well as in the relevant regional
language.

Providing customers with booklets consisting of all details of service and facilities available at the
bank in Hindi, English and the concerned regional languages, if required by customers.

Use of Hindi and regional languages in transacting business by banks with customers, including
communications to customers.

Identity Card displaying photo and name to be worn by the employees during Business hours.
Periodic change of desk and entrustment of elementary supervisory jobs.

Training of staff in line with customer service orientation. Training in Technical areas of banking to
the staff at delivery points. Adopting innovative ways of training / delivery ranging from job cards
to roving faculty to video conferencing as given in Annexure II.

Visit by senior officials from Group offices and Head Office to branches at periodical intervals for
on-the-spot study of the quality of service rendered by the branches.

Rewarding the best branches from customer service point of view by annual awards/running shield.
Customer service audit, customer surveys.

Holding customer relation programs and periodical meetings to interact with different cross

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

4
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4. INSTITUTIONAL FRAMEWORK

Pursuant to guidelines, commitment to hassle-free service to the customer at large and the Common
Person in particular under the oversight of the Board should be the responsibility of the Board.

i Customer Service at Board level
The Board shall have oversight on formulation of policies and in strengthening the corporate
governance structure and also to bring about ongoing improvements in the quality of customer
service provided by the banks.

ii Procedure tc be followed by Branches/Group Offices towards submission of Customer Serv1ce

Review Report
Branch Heads will be required to submit the half yearly Review of customer service in the required

format as attached (TABLE I) to their respective Group Offices.

Group Heads will be required to verify/justify the reviews sent by their respective Group Branch
Heads and forward a consolidated Customer Service Review Report of their branches in the format
as attached (TABLE II) to Operations Department.

iii Customer Service Committees (Branch and Bank Level)

The Branch Level Customer Service Committee is to be formed to 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
Service Committees should include at least one customer, preferably a senior citizen. The Terms of
the Reference of the Branch Level Service Committees will be approved by the Customer Service
Committee of the Bank. As and when new branches are opened for operations, the Branch Level
Customer Service Committees need to be formed to ensure active participation by the customers
from the respective locations. The feedback / suggestions if any, received from the customers will be
discussed in the Customer Service Committee of the Bank, held once in every quarter. The Customer
Service Committee of the Bank should also ensures that the Bank is compliant with all RBI
regulations with regard to customer service and complaints.

iv Nodal Department/ Official for Customer Service
The Bank will have a Nodal department / official for customer service in the Corporate Office with
whom customers with grievances can approach in the first instance and with whom the Banking

Ombudsman and RBI can liaise.

v Customer Service-Periodical Review and Monitoring
With a view to constantly upgrading the quality of customer satisfaction and also identifying more
avenues for customer service, banks need to undertake periodical evaluation of the position in regard
to the extent of actual implementation at the grass root level of the various recommendations of the
Goiporia Committee, the Committee on Procedures and Performance Audit of Public Services

(CPPAPS) and instructions issued by the Reserve Bank.

Banks also need to evolve an appropriate monitoring system in respect of 15 core recommendations
of the Goiporia Committee. The banks are free to include more items for such monitoring and
evaluation by their Board of Directors.

Banks should introduce a system of periodical evaluation on customer serwce on half yearly basis,
with a view to ensuring their implementation at all offices of the bank as also upgradlng the quality
of services to achieve higher satisfaction among the bank's customers. - e
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The analysis of customer complaints shall include
®  Types of customer complaints

®  Turnaround Times of complaints resolution

®  Top reasons/ areas of complaints

®  Root cause analysis.

S. DETAILS OF SERVICE AT THE COUNTERS

1. Business and Working hours:
Branch Managers should ensure that the shutters are open and all staff are at their seats 15 minutes
prior to commencement of business hours to attend to all the customers who are in the branch prior
to the close of business hours. Branch Managers should also ensure that Day-open procedures are
undertaken before the start of business hours so as to enable smooth functioning of banking
operations and no delay is caused to any customer.

2. Display of Time Norms:
Branch Manager should ensure that time norms for specified business transactions is displayed
prominently in the banking hall so that it attracts the customers’ attention as well as that of the
employees for adherence. Branches should ensure that all customers who enter the banking hall
before the close of business hours should be attended to.

3. Changes in Banking hours
No particular banking hours have been prescribed by law and the Bank may fix, after due
notice to its customers, whatever business hours are convenient to it i.e., to work in double
shifts, to observe weekly holiday on a day other than Sunday or to function on Sundays in
addition to the normal working days, subject to observing normal working hours for public
transactions.

The Bank shall give sufficient notice to the public / its customers of its intention of closing any
of its branches / offices on a day other than a public holiday. The Bank shall note to avoid
infringement of any other relevant local laws such as Shops and Establishment Act, etc.

The provisions, if any, regarding the Bank’s obligations to its staff under Industrial Awards /
Settlements, shall be complied with. Clearing House authority of the place shall also be
consulted in this regard. ‘

4. Extension of business hours for Non-Cash transaction:
Staff at Branch counters may undertake the following transactions during the extended business
hours (branches to indicate the timings):

A) Non-voucher generating transactions:

Issue of passbook/statement of accounts

Issue of cheque book

Delivery of term deposit receipts/drafts
Acceptance of share application form; and
Acceptance of clearing cheques/bills for collection

DN

B) Voucher generating transactions:

Issue of term deposit receipts (TDR)

Acceptance of cheques for locker rent due

- Issue of gift cheques

... Acceptance of individual cheques for transfer credit.

Vel ad e

giW&TQMﬁksmaHCEpeucvz&m




€
CUSTOMER SERVICE POLICY 2026 ‘
5. Uninterrupted Service:

Branch Managers should ensure that no counter remains unattended during business hours and
uninterrupted service is rendered to the customers by making adequate relief arrangements as may be
necessary. Also all equipments needed for effective customer service such as computers, pass book
printers, term deposit receipt printers, cash binding machine, cash counting machine, ultra violet
lamp, surveillance systems, UPS, etc. are in working condition.

Branch Managers should ensure that all required stationery is available at any point of time and no
inconvenience is caused to any customer due to lack of adequate stationery. Stationery would include
account opening forms, pay-in-slip books, pass books, cheque books, payorder books, withdrawal
slips, requisition slips, term deposit receipts, debit & credit vouchers, advices, loan applications and
related security documents, etc.

6. Guidance to Customers:

Branch Managers should ensure that all staff members are well trained on the job and should be
aware of all the Bank’s products and services. Staff members should be able to attend to customer
queries and should guide them accordingly. In case a staff member is unable to satisfy the customer,
he /she should direct the customer to a senior official. Branch Managers should be available to attend
to all customers during business hours. All Branches of large size (business mix) with adequate space
arrangements may have "Enquiry" or "May I help you" counters. Such counters may exclusively
attend to enquiries or may be combined with other functions depending upon the requirement. As far
as possible, such counters should be near the entry point to the banking hall.

7. Rights of Transgender Persons-Changes in Bank Forms/Applications:
The Bank has include 'third gender' in all forms / applications etc., wherein any gender classification
is envisaged.

8. Service at Cash Counters:
Cashiers should see that the cash from the vault to the counter is carried observing due security
measures before the start of business hours. Cashier’s drawers and cabins should be closed and
locked at all times. Branch Managers should ensure that there is always a dual custody of cash keys.
Cashiers / Cash Officers should exercise due caution in carrying out their responsibilities and any
laxity on their part could cause customers to lose confidence in the Bank.

Appropriate notices should be displayed at prominent places in each branch and at the cash counter
advising the customers:

To count and verify cash at the Cash counter itself before leaving the Bank premises

Not to take assistance from any person in the banking hall for counting cash

To hand over cash only to the cashier / teller and not to any other person

To deposit mutilated currency notes by filling separate pay-in-slip.

Not to mix the mutilated currency notes in regular bundles or with other currency notes.

The proceeds of the mutilated currency notes would be credited to the depositor’s account only
after their fate is known from RBI.

Branch Managers should ensure that the Security Guards posted at the Branch are positioned and are
alert at all times. The Security alarm system should be kept in working condition at all times and
should be activated in the event of a robbery attempt.
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The Branch should take care that no queues are allowed to be formed in front of the teller and that cash
dispensing / receipt should be done quickly and customers are not made to wait. Branches should take
the following measures:

1. If the branch finds that there is a rush of customers on account of preceding holiday or Sunday,
then the Branch should set up another teller / cashier for accepting cash and ensure that there are
no queues of customers in the banking hall. Bunching of customers in the banking hall
facilitates unscrupulous elements mingling in the crowd and unsuspecting customers fall prey to
them. '

2. Branch Managers should move into the Banking hall and talk to customers. Apart from showing
attention to customers, this will enable them to find out if there are any strangers who have
mingled with the customers with the ulterior motive of snatching cash.

3. The Security Guard at the branch should be instructed to keep a watch on people in the Banking
hall, who are waiting for a long time doing nothing.

4. Cashiers and the Cash Officer should attend to customers promptly and undertake the following
precautions to avoid mesmerism of customers as well as cashiers at the time of cash
withdrawals: '

5. Cashiers should attend to only one customer at a time and avoid overcrowding at the Cash
Counters

6. Cashier after making each payment must orally advise the customer to count the cash personally
before leaving the counter and not to take assistance from any other person

7. Special attention should be given in assisting elderly customers

8. Exchange of cash should be avoided during rush hours

9. Pay outs should be made only after due authorization

10. All denominations paid out / received should be immediately entered into the system with
utmost care

11. Pay in slips / cheques / withdrawal slips should be stamped correctly with the right date and
authentication of the cashier and cash officer "

12. Customers can withdraw cash across the counter using a withdrawal slip or cheque:

Withdrawal Slip

A customer without a cheque book facility can withdraw cash using a withdrawal slip. He has to be
present in person and will be given a withdrawal slip on producing his passbook. The withdrawal slip
cannot be taken out of the branch premises but has to be filled up in the branch itself.

Cheque

A customer availing of a cheque-book facility can withdraw cash only with the use of a cheque.
Customers should be made aware of the use of a bearer or order cheque, a crossed or uncrossed
cheque and when a cheque becomes post dated or stale.

Staff members should avoid payment of a cheque after banking hours as it is not ‘payment in due
course’ and is not eligible for protection under section 10 of the Negotiable Instruments Act.

Cash payments/receipts under ABB

Under Any Branch Banking customer/s can withdraw and deposit cash through other branch. (Refer
internal Circular guidelines 2015-16/12 dated 27.04.2015- Cash Withdrawal limit Any Branch
Banking.)

Cash handling
Cashiers should sort notes of each denomination in bundles of 100 each and should band them using
 paper bands instead of stapling the notes as it tends to damage the notes. Scribbling on the notes
should be discontinued as it not only damages the note but makes it difficult to recognize the
_/watermark on it. Issuable and non-issuable currency notes should be sorted.
: 8
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