
ueZnk >kcqvk xzkeh.k cSad  

xzkgd vf/kdkj uhfr  

xzkgd ds fgrksa dh j{kk foRrh; lekos”ku izfØ;k dk vfHkUu igyw gSA 

Hkkjrh; vuqHkoksa rFkk oSf”od Lrj ij viukbZ tkus okyh lokZsRre izFkkvksa 

ds vk/kkj ij ,d foLrr̀ xzkgd vf/kdkj uhfr rS;kj dh xbZ gS rkfd 

xzkgdksa ds fgrksa dk lao/kZu gks ldsA fjtoZ cSad ds funsZ”k ij cSad us 

Hkkjrh; cSad la?k }kjk rS;kj xzkgd vf/kdkj uhfr dks viuk;k gS rFkk 

;g uhfr cSad dh xzkgd lsok uhfr dk ,d Hkkx cukbZ xbZ gSA 

      xzkgd vf/kdkj uhfr fjtoZ cSad }kjk fofu;fer cSadksa ds xzkgdksa 

ds ewy vf/kdkjksa dks izfr’Bkfir djrh gSA mDr uhfr esa xzkgdksa ds 

vf/kdkj o cSad ds nkf;Roksa dk lekos”k gSA uhfr cSad }kjk ;k mlds 

izfrfuf/k;ksa }kjk iznku dh tk jgh lHkh lsokvksa o lHkh mRiknksa o ij 

ykxw gksrh gS Hkys gh mDr lsok,a dkmUVj ij] nwjHkk’k ij] Mkd }kjk] 

ijLij laokn esa iz;qDr bysfDVªkfud ek/;e ls] bUVjusV ij  ;k vU; 

fdlh ek/;e ls iznku dh tk jgh gksA uhfr esa of.kZr xzkgd vf/kdkj 

fuEukuqlkj gS %& 

01- vPNs O;ogkj dk vf/kdkj 

xzkgd rFkk foRrh; lsok iznkrk nksuks dks gh ;g vf/kdkj gS fd nksuksa 

ds lkFk lEekutud O;ogkj gksA foRrh; mRikn vkWQj djrs le; 

;k foi.ku ds le; xzkgd ds lkFk fyax] vk;q] /keZ] tkfr vkSj 

“kkfjfjd ;ksX;rk ds vk/kkj ij dksbZ nqO;Zogkj ugha gksuk pkfg,A  

 

mDr vf/kdkj ds vuqlj.k esa cSad %& 

i. xzkgd ds lkFk izR;sd laO;ogkj ds fy, U;wure ekud r; djrs 

gq, vPNh o mfpr cSafdax izFkk dks izksRlkfgr djsxkA  

ii. xzkgd o cSad ds e/; mfpr o lekurk ij vk/kkfjr fj”rs dks 

izksRlkfgr djsxkA  

iii. xzkgdksa dks rRijrk o mi;qDrrk ls lsok,a iznku djus ds fy, 

LVkQ lnL;ksa dks izf”kf{kr djsxkA  

iv. xzkgdx.k o muds O;olk; dks Rofjr o f”k’Vrkiw.kZ lsok, LVkQ 

lnL; iznku dj jgs gSa] ;g lqfuf”pr djsxkA 

v. lHkh xzkgdksa ls mfpr O;ogkj fd;k tk,xk rFkk muds lkFk fyax] 

vk;q] /keZ] tkfr] lk{kjrk] vkfFkZd gSfl;r vkSj “kkfjfjd {kerk 

vkfn ds vk/kkj ij dksbZ HksnHkko ugha fd;k tk,xkA agkykafd cSad 

dh ,slh dksbZ ;kstuk@mRikn gks ldrk gS tks fd cktkj ds fdlh 

yf{kr lewg dks /;ku esa j[kdj rS;kj fd;k x;k gks ;k ,sls 

HksnHkko ds ckjs esa Li’V vkfFkZd rdkZ/kkj miyC/k gksaA cSad ,slh 

;kstuk mRikn cuk ldrs gS tks fd efgykvksa ;k fiNM+soxZ ds 

mRFkku ds fy, gksaA gkykafd bu ;kstukvksa esa Hkh vokafNr HksnHkko 

ugha gksuk pkfg, rFkk tgka vko”;d gks] cSad }kjk ;kstuk dh 'krsZ 

o vkfZFkZd rdkZ/kkj Li’V fd, tk,xsaA  

vi. lqfuf”pr djsaxsa fd mRikn o lsok,a iznku djrs le; mDr 

fl)karksa dk ikyu gksrk gksA  

vii. lqfuf”pr djsaxsa fd cSad ds mRikn o lsok,a lEcaf/kr dkuwuh 

izko/kkuksa ds vuqw:i gksA  

 

tcfd cSad dk ;g iz;kl gksxk fd xzkgdksa ds lkFk vuojr vPNk 

O;ogkj fd;k tk, cSad dh xzkgdksa ls vis{kk gksxh fd os Hkh cSad ds 

lkFk vius O;ogkj esas lnHkkouk o bekunkjh j[ksaA  

cSad dk ;g iz;kl gksxk fd xzkgdksa dks izksRlkfgr fd;k tk, fd 

fdlh vlqfo/kk@f”kdk;r dh n”kk esa cSad ds vkarfjd f”kdk;r fuokj.k 

ra= rd igqap cuk lds vkSj vkarfjd mik;ksa ls lek/kku u gksus ij 

oSdfYid mik; dj ldsA  

 

Narmada Jhabua Gramin Bank 

Customer Rights Policy 
Customer protection is an integral aspect of financial 

inclusion. The following comprehensive Customer Rights Policy 

based on domestic experience and global best practices is brought 

out to enhance such protection. After receiving instructions from 

RBI, we obtained the policy from IBA website for adoption in the 

Bank. This policy will be a part of our customer service Policy.  

The Customer Rights Policy enshrines basic rights of the 

customers of the banks regulated by the Reserve Bank of India. It 

spells out the rights of the customer and also the responsibilities of 

the bank. The Policy applies to all products and services offered by 

the bank or its agents, whether provided across the counter, over 

phone, by post, through interactive electronic devices, on internet or 

by any other method. 

 

1. Right to Fair Treatment 

Both the customer and the financial services provider have a 

right to be treated with courtesy. The customer should not be 

unfairly discriminated against on grounds such as gender, age, 

religion, caste and physical ability when offering and 

delivering financial products.  

In pursuance of the above Right, bank will - 

i. Promote good and fair banking practices by setting minimum 

standards in all dealings with the customers; 

ii. Promote a fair and equitable relationship between the bank 

and the customer; 

iii. Train bank staff attending to the customers, adequately and 

appropriately; 

iv. Ensure that staff members attend to customers and their 

business promptly and courteously; 

v. Treat all customers fairly and not discriminate against any 

customer on grounds such as gender, age, religion, caste, 

literacy, economic status physical ability, etc. Bank may, 

however, have special schemes or products which are 

specifically designed for members of a target market group or 

may use defensible, commercially acceptable economic 

rationale for customer differentiation. Bank may also have 

schemes or products as part of an affirmative action such as 

for women or backward classes. Such schemes / products will 

not tantamount to unfair discrimination. The rationale for 

such special schemes or terms will be explained by bank 

wherever required; 

vi. Ensure that the above principle is applied while offering all 

products and services; 

vii. Ensure that the products and services offered are in 

accordance with relevant laws and regulations; 

While it shall be the endeavour of the bank to provide 

their customers with hassle free and fair treatment, bank would 

expect their customers to behave courteously and honestly in their 

dealings with the bank. 

It shall also be the bank’s endeavour to encourage their 

customers to approach the bank’s internal grievance redressal 

machinery and approach alternate for redressal after exhausting all 

their remedies under bank’s internal grievance mechanism. 

02- ikjnf”kZrk] mfpr o bekunkj O;ogkj dk vf/kdkj %& 

cSad@foRrh; lsok iznkrk gj lEHko iz;kl djsxk fd muds }kjk rS;kj fd, 

x;s lafonk ;k vuqca/k ikjn”khZ gksa] vklkuh ls le> esa vkus ;ksX; gksa rFkk 

vketu dks Hkyha Hkakfr le>k,@lwfpr fd, x;s gksaA mRiknksa dh dher 

muesa fufgr tksf[ke] mRikn ds thoupdz Ik;ZUr ykxw jgus okyh lsok “krsZ 

vkSj xzkgd rFkk lsok iznkrk dh tokcnkfj;kWa Li’V :i  ls izdV dh tkuh 

pkfg,A vokafNr O;olk; ;k cktkj xfrfof/k;kWa] izfrca/kkRed lafonk “krsZa o 

Hkzked lwpukvksa ls xzkgd dks cpkuk pkfg,A cSadj xzkgd lEca/k ds nkSjku 

foRrh; lsok iznkrk ¼cSad½ }kjk xzkgd dks “kkfjfjd {kfr dh /kedh ugh ns 

ldrs] vuqfpr ncko ugh Mky ldrs o mRihM+u ugha dj ldrsA  

mDr vf/kdkj ds vuqlj.k esa cSad %& 

i. Ikw.kZ ikjnf”kZrk lqfuf”pr djsxk rkfd xzkgd dh bl ckjs esa csgrj 

02. Right to Transparency, Fair and Honest Dealing 

The financial services provider should make every effort to 

ensure that the contracts or agreements it frames are transparent, easily 

understood by and well communicated to, the common person. The 

product’s price, the associated risks, the terms and conditions that 

govern use over the product’s life cycle and the responsibilities of the 

customer and financial service provider, should be clearly disclosed. 

The customer should not be subject to unfair business or marketing 

practices, coercive contractual terms or misleading representations. 

Over the course of their relationship, the financial services provider 

cannot threaten the customer with physical harm, exert undue influence, 

or engage in blatant harassment.  

In pursuance of the above Right, the bank will – 



le> fodflr gks lds fd og cSad ls ;Fkksfpr :Ik ls D;k izkIr dj 

ldrk @ldrh gSA  

ii. xzkgd ds lkFk cSad dk O;ogkj lekurk] bekunkjh o ikjnf”kZrk ds 

uSfrd fl)kUrksa ij vk/kkfjr gksuk lqfuf”pr djsxkA  

iii. xzkgd dks vius mRiknksa o lsokvksa] lsok “krksa vkSj C;ktnj@lsokizHkkjksa 

dh Li’V tkudkjh ljy o le>us ;ksX; Hkk’kk esa Ik;kZIr lwpukvksa ds 

lkFk  iznku djsxk rkfd xzkgd ls ;g vis{kk dh tk lds fd og vius 

fy, mi;qDr o tkus le>s gq, mRikn dk p;u djsxkA  

iv. lHkh lsok “krkSaZ dk mi;qDr gksuk lqfuf”pr djsxk vkSj muls lEcaf/kr 

vf/kdkjksa] nkf;Roksa rFkk drZO;ksa dks Li’V :Ik ls ;FkklEHko likV o 

ljy Hkk’kk esa fu/kkZfjr djsxkA 

v. xzkgd dks mRikn ds lkFk layXu egRoiw.kZ tksf[ke dh tkudkjh nsxk 

lkFk gh mRikn ds ,sls Qhpj tks fd xzzkgd dks fo”ks’k :i ls gkfudj 

gks ldrs gS mudh tkudkjh nsxkA mRikn@lsok vkQj djrs le; 

vfr egRoiw.kZ lsok “krsZ (Most Important Terms and Conditions -MITC) xzkgd ds 

laKku esa ykbZ tk,xhaA lekU;r;k ;g lqfuf”pr fd;k tk,xk fd ,slh 

“krsaZ xzkgd dh mRikn ds fo’k; esa ilUn dks ckf/kr u djsA  

vi. C;kt nj] “kYd o izHkkj dh tkudkjh “kk[kkvks ds uksfVl cksMZ ij ;k 

osclkbV ij ;k gsYi ykbu@gsYi MsLd ds ek/;e ls vkSj tgka xzkgd 

dks izR;{k o mi;qDr :Ik ls lwfpr fd;k tk lds] miyC/k djok,xkA  

vii. mRiknksa dh njsasa osclkbV ij  miyC/k djok,xk ,oa izR;sd “kk[kk esa 

njksa dh ,d izfr xzkgdksa ds voyksdukFkZ miyC/k gksxhA ;g lwpuk 

“kk[kk ds uksfVl cksMZ ij iznf”kZr dh tk,xh fd njksa dh vuqlwph “kk[kk 

esa miyC/k gSA  

viii. nj lwph esa xzkgd }kjk pqus x;s mRikn vkSj lsok ij ykxw lHkh izHkkjksa 

dh lwpuk,a iznku dh tk,xhA 

ix. xzkgd dks lsok “krksa esa gkus okys fdlh Hkh ifjorZu ds fy, i= ;k 

[kkrk fooj.k ;k ,l,e,l ;k besy ¼ftl ij xzkgd us lgefr nh gks½ 

ds ek/;e ls lwfpr fd;k tk,xk A ,slh lwpuk la”kksf/kr “krksaZ ds ykxw 

gksus ds de ls de ,d ekg iwoZ nh tk,xhA  

x. ;g lqfuf”pr fd;k tk, fd bl izdkj dk ifjorZu ,d ekg dh iwoZ 

lwpuk ds lkFk vkxkeh frfFk ls ykxw fd;k tk,A ;fn cSad dksbZ 

ifjorZu tks fd xzkgd fgr ds vuqdwy gksa fcuk lwpuk ds ykxw djrh 

gS rks ifjorZu ds 30 fnuksa ds Hkhrj lwfpr fd;k tk,xk ijUrq ;fn 

ifjorZu xzkgd ds izfrdwy gks rks xzkgd dks 30 fnu dk iwoZ uksfVl 

fn;k tk,xk vkSj ;g fodYi fn;k tk,xk fd 60 fnu ds vUnj fcuk 

iqujhf{kr “kqYd dk Hkqxrku djrs gq, xzkgd [kkrk can dj ys ;k fdlh 

vU; Ldhe esa [kkrk varfjr djok ys A 

xi. xzkgd }kjk pquh xbZ lsok@mRikn ls lEcaf/kr fdlh “krZ dk ikyu 

ugha@mYya?ku djus dh n”kk esa yxus okyh “kkfLr ds ckjs xzkgd dks 

vko”;d tkudkjh iznku dh tk,A  

xii. vke turk ds fy, osclkbZV ij cSad dh tek] psd laxzg.k] f”kdk;r 

fuokj.k o {kfriwfrZ uhfr dk izn”kZu fd;k tk,A  

xiii. ;g lqfuf”pr djus ds fy, gj lEHko iz;kl fd;k tkuk pkfg, fd 

fdlh mRikn ds lEca/k esa dk;Z djus okyk cSad lVkQ mi;qDr :Ik ls 

izf”kf{kr gks rkfd og xzkgdks dks lgh o iw.kZ izklafxd tkudkjh 

bekunkjh ls iznku dj ldsA  

xiv. vkosnd dks muds }kjk vkosfnr mRikn@lsok ds fy;s 

LohÑfr@vLohÑfr ds ckjs esa lwpuk cSad }kjk fu/kkZfjr le; lhek esa 

iznku dh tkuk lqfuf”pr djuk pkfg, rFkk vkosnd dks fyf[kr esa 

vLohÑfr ds dkj.kksa ds ckjs esa Hkh lwfpr fd;k tkuk pkfg,A le; 

lhek cSad dh osclkbV vkSj fof”k’V mRikn@lsok ds vkosnu ij ntZ 

djuk pkfg,A  

 

i. Ensure complete transparency so that the customer can have a 

better understanding of what he or she can reasonably / fairly 

expect from the bank; 

ii. Ensure that the bank’s dealings with the customer rest on ethical 

principles of equity, integrity and transparency; 

iii. Provide customers with clear information about its products and 

services, terms and conditions, and the interest rates / service 

charges in simple and easily understandable language, and with 

sufficient information so that the customer could be reasonably 

expected to make an appropriate and informed choice of product; 

iv. Ensure that all terms and conditions are fair and set out the 

respective rights, liabilities and obligations clearly and as far as 

possible in plain and simple language; 

v. Make known the key risks associated with the product as well as 

any features that may especially disadvantage the customer to 

him/her. Most Important Terms and Conditions (MITC) 

associated with the product or service will be clearly brought to 

the notice of the customer while offering the product. In general, 

it will be ensured that such terms will not inhibit a customer’s 

future choice. 

vi. Provide information on interest rates, fees and charges either on 

the Notice Board in the branches or website or through help-lines 

or help- desk  and where appropriate the customer will be 

informed directly; 

vii. Display the tariff Schedule on their website and a copy of it will 

be made available at every branch for customer’s perusal. Also 

will display in its branches a notice about the availability of the 

Tariff Schedule at the branch; 

viii. Give details ,in their Tariff Schedule, of all charges, if any, 

applicable to the products and services chosen by customer; 

ix. Inform the customer of any change in the terms and conditions 

through a letter or Statement of Account, SMS or email as agreed 

by the customer at least one month prior to the revised terms and 

conditions becoming effective; 

x. Ensure that such changes are made only with prospective effect 

after giving notice of one month. If the bank has made any 

change without giving such notice which is favorable to the 

customer, it will notify the change within 30 days of such change. 

If the change is adverse to the customer, prior notice of minimum 

30 days will be provided and the customer may be provided 

options, to close the account or switch to any other eligible 

account without having to pay the revised charge or interest 

within 60 days of such notice; 

xi. Provide information about the penalties leviable in case of non-

observance/breach of any of the terms and conditions governing 

the product/ services chosen by the customer; 

xii. Display on public domain the Banks’Policies on Deposits, 

Cheque Collection, Grievance Redressal, Compensation and 

Collection of Dues and Security Repossession; 

xiii. Make every effort to ensure that staff dealing in a particular 

product is properly trained to provide relevant information to 

customers fully, correctly and honestly; 

xiv. Ensure to communicate to the applicant within a reasonable time 

period as decided by the bank about the acceptance / non-

acceptance of applications submitted for availing a product / 

service and convey in writing the reasons for not accepting / 

declining the application. Such period will be notified in the 

bank’s website and also in the application of the particular 

product or service. 



 

xv. xzkgd dks fcuk vLi’Vrk ds fuEu tkudkjh nh tkuk gS %& 

a. fof”k’V mRikn  dk ifjpkyu cUn djuk 

b. dk;kZy;@”kk[kk dks LFkkukarfjr djuk 

c. dk;Z ds ?kaVksa esa ifjorZu 

d. VsyhQku uEcj cnyuk 

e. fdlh “kk[kk@dk;kZy; dk can gksuk 

   mDr tkudkjh yxHkx 30 fnu iwoZ xzkgd dks vfxze :Ik esa nh tkuk 

pkfg,A lkFk gh ;g lqfuf”pr djuk pkfg, fd lwpuk dk 

izdVhdj.k mRikn ds tkjh jgus ds nkSjku ;k xzkgd ls lEca/k jgus 

ds nkSjku “kk[kkvksa }kjk viukbZ tkus okyh ,d lrr izfØ;k gS A 

osclkbZV lfgr lapkj ds lHkh fodYiksa@psuy dk iz;ksx ;g 

lqfuf”pr djus ds fy, djuk pkfg, fd lHkh ifjorZuksa dh dh 

tkudkjh xzkgd dks vfxze :I ls nh xbZ gSA  

xvi. xzkgd dks mRikn dk foØ; djrs le; gh tkudkjh nh tkuk pkfg, 

fd dkuwuh :Ik ls ;k cSafdax fofu;eu ds rgr mRikn ds lkFk 

layXu vf/kdkj o drZO; D;k gSaa \ xzkgd dks mRikn ds ckjs “kadk ] 

Kkr gqbZ deh ;k ?kVuk dh fjiksfVax dh vko”;drk ds ckjs esa Hkh 

tkudkjh nh tkuk pkfg,A  

 

xvii. tc dksbZ xzkgd fdlh mRikn ;k lsok dks izkIr djus ds fy, cSad 

LVkQ ls lEidZ djrk gS rks mls mRikn@lsok ls lEcaf/kr lHkh 

tkudkjh miyC/k djokuk pkfg,A lkFk gh cktkj esa miyC/k leku 

mRiknksa ds ckjs esa vukSipkfjd lzksrksa dh lwpukvksa dks Hkh lk>k djuk 

pkfg, rkfd xzkgd }kjk tkuk le>k fu.kZ; fy;k tk ldsA  

 

xviii. xzkgd dks mi;qDr@vuqca/k vuqlkj iwoZ lwpuk fn;s fcuk mlds lkFk 

lEca/k lekIr ugha djuk pkfg,A  

 

xix. xzkgd dks mlds [kkrs ds izca/ku ds fy, lHkh miyC/k ek/;eksa ls 

lg;ksx iznku djuk pkfg,] bu lwpukvkasa esa mRiknksa ds ckjs esa 

fu;fer lwpuk@[kkrk fooj.k@iklcqqd] vyVZ] mRikn ds fu’iknu 

ij le; vkof/kd lwpuk] lkof/k tek dh ifjiDork dh tkudkjh 

vkfnA  

xx. lqfuf”pr djuk pkfg, fd foi.ku o izksRlkgu lkexzh esa nh xbZ 

lwpuk,a Li’V gks rFkk felfyfMax u gks] 

 

xxi. xzkgd ds lkFk “kkfjfjd {kfr] tcjnLrh izHkko ;k ,slk O;ogkj 

djuk ftlls voakfNr izrkM+uk dk vkHkkl gks] ugha djuk pkfg,A 

dsoy LoHkkfod mi;qDr O;olk; izFkkvksa dk ikyu fd;k tkuk 

pkfg,A  

 

xxii. ;g lqfuf”pr djuk pkfg, fd mRikn o lsokvksa ij izHkkj o “kqYd 

rFkk mldk <kapk xzkgd ds fy, vuqi;qDr u gksA 

xv. Communicate unambiguously the information about– 

a. Discontinuation of particular products, 

b. Relocation of their offices 

c. Changes in working hours 

d. Change in telephone numbers 

e. Closure of any office or branch 

-with advance notice of at least 30 days. Also affirms 

that disclosure of information is an on-going process 

through the life-cycle of the product/ relationship and 

will be diligently followed by them. Ensure to use all 

possible channels of communication, including web-

site, to ensure that information on all changes are 

made known to the customer upfront; 

xvi. Advise the customer at the time of selling the product 

of the rights and obligations embedded in law and/or 

banking regulation including the need to report any 

critical incidents that the customer suspect, discover or 

encounter; 

xvii. The bank’s staff members shall, when approached by 

the customer for availing a product or service, provide 

all relevant information related to the product / service 

and also provide direction to informational resources 

on similar products available in the market with a view 

to enable the customer to make an informed decision; 

xviii. Not terminate a customer relationship without giving 

reasonable or contractual prior notice to the customer; 

xix. Assist the customer in all available ways for managing 

his/her account, financial relationship by providing 

regular inputs in the bank’s realms such as account 

statements/pass books, alerts, timely information about 

the product’s performance, term deposits maturity etc.; 

xx. Ensure that all marketing and promotional material is 

clear and not misleading; 

xxi. Not threaten the customer with physical harm, exert 

influence or engage in behavior that would reasonably 

be construed as unwarranted harassment. Ensure 

adherence only to the normal appropriate business 

practices. 

xxii. Ensure that the fees and charges on products/services 

and its structure are not unreasonable to the customer 
 



 

03- mi;qDrrk dk vf/kdkj 

Ikznku fd;k tkus okyk mRikn xzkgd dh vko”;drkvksa dh iwfrZ ds 

fy, mi;qDr gksuk pkfg, rFkk xzkgd dh foRrh; ifjfLFkfr;ksa o 

le> dk vkdyu djrs gq, mlds vk/kkj ij rS;kj fd;k tkuk 

pkfg,A mDr ds vuqikyu esa cSad %& 

i. funs”kd e.My ls vuqeksfnr uhfr cuk,xk ftlesa fdlh mRikn 

ds foi.ku dss iwoZ mi;qDrrk dk vkdyu lqfuf”pr fd;k 

tk,xkA  

ii. bl gsrq iz;kl fd;k tk,xk fd csph xbZ ;k vkQj dh xbZ 

lsok@mRikn xzkgd dh vko”;drkvksa ds vuq:Ik gksA ;g Hkh 

ns[kk tk,xk fd mRikn cSad }kjk vkdfyr xzkgd dh gsfl;r o 

le> ds fglkc ls vuqi;qDr u gksA xzkgd dh gsfl;r dk 

vkdyu mi;qDr :Ik ls vfHkysf[kr fd;k tk,xkA  

iii. rr̀h; i{k mRikn ds foi.ku o forj.k ds fy, cksMZ vuqeksfnr 

uhfr gksus o “kk[kk bl gsrq vf/kdr̀ gksus ij gh r`rh; i{k 

mRikn dk foi.kUk djsaA  

 

iv. cSad ls dksbZ lsok izkIr djus ds ,ot esa xzkgd dks fdlh 

r`rh; i{k mRikn esa vfHknku gsrq ck/; u fd;k tk,A 
 

 

v. ;g lqfuf”pr fd;k tk, fd foØ; fd;s tkus okyk mRikn 

;k vkWQj dh tk jgh lsok ¼r`rh; i{k mRikn lfgr ½ 

fo|eku fu;eksa o vf/kfu;eksa ds vuqlkj gSA  

vi. xzkgd dks mldh tokcnsgh ds ckjs esa lwfpr djsas fd og 

cSad }kjk pkgh xbZ lHkh laxr ,oa mi;qDr  lwpuk,a 

rRijrk o bekunkjh ls iznku djs rkfd xzkgd ds fy, 

mi;qDr mRikn dk p;u fd;k tk ldsA 

3. Right to Suitability 

The products offered should be appropriate to the 

needs of the customer and based on an assessment of the 

customer’s financial circumstances and understanding. In 

pursuance of the above Right, the bank will - 

i. Ensure that it has a Board approved policy for 

assessing suitability of products for customers prior 

to sale ; 

ii. Endeavour to make sure that the product or service 

sold or offered is appropriate to the customer’s 

needs and not inappropriate to the customer’s 

financial standing and understanding based on the 

assessment made by it. Such assessment will be 

appropriately documented in the it’s records 

iii. Sell third party products only if it is authorized to do 

so, after putting in place a Board approved policy 

for marketing and distributing third party financial 

products; 

iv. Not compel a customer to subscribe to any third 

party products as a quid-pro-quo for any service 

availed from the bank; 

v. Ensure that the products being sold or service being 

offered, including third party products, are in 

accordance with extant rules and regulations; 

vi. Inform the customer about his responsibility to 

promptly and honestly provide all relevant and 

reasonable information that is sought by bank to 

enable them to determine the suitability of the 

product to the customer. 



 

04 futrk dk vf/kdkj  

xzkgd dh O;fDrxr tkudkjh xqIr j[kh tkuk pkfg, tc rd fd xzkgd us 

foRrh; lsok iznkrk dks tkudkjh lk>k djus dh fof”k’V lgefr u ns nh 

gks ;k ,slh tkudkjh dkuwu ds rgr nh tkuk t:jh gks ;k ;g izdVhdj.k 

vf/knsf”kr O;olk; ds rgr gks ¼mnkgj.kkFkZ lk[k lwpuk dEiuh dks½A 

lEHkkfor vf/knsf”kr O;olk; ds ckjs esa xzkgd dks izkjEHk esa gh tkudkjh 

iznku dj nsuk pkfg,A xzkgd dks ,sls lHkh izdkj ds lans”kksa pkgs os 

bysDVªkfud gks ;k vU;Fkk ls laj{k.k dk vf/kdkj gS] ftulsa xzkgd dh 

futrk Hkax gksrh gksA  

mDr vf/kdkjksa ds lEca/k esa cSad %& 

i. xzkgd dh O;fDrxr lqpukvksa dks futh o xksiuh; ekuk tk, ¼Hkys gh 

xzkgd vc cSad dk xzkgd u jgk gks½ vkSj ,d lkekU; fu;e ds rgr 

bu lwpukvksa dks fdlh Hkh O;fDr@laLFkkvksa ¼ftuesa lgk;d@,lksfl,V 

bdkbZ] VkbZvi dh gqbZ laLFkk vkfn “kkfey gS ½ ds lkFk fdlh Hkh 

iz;kstu ls lk>k ugha djuk pkfg,A ,slk izdVu lEHko gS c”krsaZ fd 

a. xzkgd }kjk ,sls izdVu ds fy, fyf[kr esa izkf/kdr̀ fd;k gks]  

b. ,slk izdVu dkuwu@fofu;eu ds rgr vko”;d gks] 

c. cSad dk vke turk ds izfr nkf;Ro gS fd og yksdfgr esa 

tkudkjh izdV djsaA  

d. cSad dks dqN izdVu ds ek/;e ls vius fgr lqjf{kr djuk gksrs 

gSA ;g ,d fu;ked dh vksj ls vf/knsf”kr O;olk; iz;kstu ekuk 

x;k gS fd  lk[k lwpuk dEifu;ksa ;k _.k olwyh ,tsfUl;ksa ds 

le{k LokHkkfod izdVu gksA  

ii. ;g lqfuf”pr fd;k tk, fd ,sls  vf/knsf”kr O;olk; iz;kstu okys 

izdVu rqjUr xzkgd dks fyf[kr esa lwfpr fd, tk,aA  

iii. xzkgd dh O;fDrxr lwpuk,a rc rd foi.ku iz;kstu ls iz;qDr ;k 

lk>k ugha dh tk,xh tc rd fd xzkgd }kjk ,slk djus ds fy, 

cSad dks fo”ks’k :Ik ls vf/kdr̀ u dj fn;k x;k gksA 

iv. xzkgdksa ls laokn dk;e djrs le; VªkbZ }kjk tkjh Vsfydke 

def”kZ;y dE;qfuds”kul ̀ dLVej fizQsjsal jsX;qyslu 2010 ¼us”kuy 

dLVej fizQjsUl jftLVªh ½ dk vuqikyu fd;k tk,A  

04. Right to Privacy  
Customers’ personal information should be kept confidential unless 

they have offered specific consent to the financial services provider 

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.  

In pursuance of the above Right, bank will -  

i) Treat customer's personal information as private and confidential 

(even when the customer is no longer banking with us), and, as a 

general rule, not disclose such information to any other 

individual/institutions including it’s subsidiaries / associates, tie-

up institutions etc. for any purpose unless :  

a. The customer has authorized such disclosure explicitly in 

writing  

b. Disclosure is compelled by law / regulation;  

c. Bank has a duty to the public to disclose i.e. in public 

interest  

d. Bank has to protect its interests through disclosure. It is 

for a regulatorily mandated business purpose such as 

disclosure of default to credit information companies or 

debt collection agencies  

ii) Ensure such likely mandated disclosures be communicated 

immediately to the customer in writing  

iii) Shall not use or share customer’s personal information for 

marketing purpose, unless the customer has specifically 

authorized it;  

iv) Shall adhere to Telecom Commercial Communications 

Customer Preference Regulations, 2010 (National Customer 

Preference Registry) issued by Telecom Regulatory Authority 

of India, while communicating with customers.  
05 f”kdk;r fuokj.k o eqvkots dk vf/kdkj 
 

xzkgd dks vf/kdkj gS fd og vkQj fd, x;s mRikn ds fy, foRrh; lsok 

iznkrk dks tokcnsg cuk lds vkSj fdlh oS/k f”kdk;r ds lek/kku gsrq Li’V 

o vklku rjhdk izkIr dj ldsA r`rh; i{k mRiknksa ds foi.ku ds dkj.k 

tfur f”kdk;rksa dk Hkh cSad dks lek/kku djuk pkfg,A foRrh; lsok iznkrk 

dks =qfV;ksa] lsok esa deh] dk;Z u gksuk ;k nsjh ls gksuk tSlh =qfV;ksa ¼pkgs 

,slh =qfV;ka lsok iznkrk ;k vU; ls gqbZ gks½ ds fy, {kfriwfrZ ds ckjs esa 

viuh uhfr dks izlkfjr djuk pkfg,A mDr uhfr esa ,slh ?kVukvksa dh n”kk 

esa xzkgd ds vf/kdkj o nkf;Roksa dks fu/kkZfjr djuk pkfg,A  

mDr vf/kdkjksa ds vuqlj.k esa cSad %& 

i. xyfr;ksa ds lUnHkZ esa lgkuqHkwfr iwoZd o rhozrk ls dk;Zokgh djsaxsaA 

ii. xyfr;ksa dks rRijrk ls Bhd djsxsaA 

iii. ,sls izHkkj dks rqjUr fujLr djsxsa tks fd xyr izHkkfjr gqvk gS ;k xyrh 

ls izHkkfjr gqvk gSA  

iv. xzkgd dks cSad dh xyrh ls gq, izR;{k foRrh; uqdlkku dh HkjikbZ 

djsaxsaA   

 

mDr ds vfrfjDr cSad %& 

i. viuh xzkgd f”kdk;r fuokj.k uhfr osclkbZV ij iznf”kZr djsaxsa A mDr 

uhfr esa xzkgd dks miyC/k f”kdk;r fuokj.k izfØ;k dk Hkh mYys[k 

gksxkA  

 

ii. nsjh@lsok esa deh@fu/kkZfjr le; esa o vuqca/k dh “krksa ds v/khu 

xzkgdksa ds laO;ogkjksa ds fuiVku ds ckjs esa cSad dh {kfriwfrZ uhfr dks 

osclkbZV ij iznf”kZr fd;k tk,xkA  

 

iii. cSad lqfuf”pr djsxsa fd muds ikl ,d lqn<̀ o mRrjnk;h f”kdk;r 

fuokj.k izfdz;k miyC/k gks vkSj xzkgd }kjk lh/ks lEidZ gsrq miyC/k 

f”kdk;r fuokj.k izkf/kdkjh dk Li’V :i ls mYys[k fd;k tk,xkA  
 

iv. f”kdk;r fuokj.k ra= xzkgdksa dks vklkuh ls miyC/k gks ,slh O;oLFkk 

dh tk,xhA  

05  Right to Grievance Redress and Compensation  
The customer has a right to hold the financial services provider 

accountable for the products offered and to have a clear and 

easy way to have any valid grievances redressed. The provider 

should also facilitate redress of grievances stemming from its 

sale of third party products. The financial services provider 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.  

In pursuance of the above Right, bank will –  

i. deal sympathetically and expeditiously with all things 

that go wrong;  

ii. correct mistakes promptly;  

iii. cancel any charge that has been applied wrongly and by 

mistake;  

iv. Compensate the customer for any direct financial loss 

that might have been incurred by the customer due to its 

lapses.  

 

The bank will also –  

i. Place in public domain its Customer Grievance Redressal 

Policy, including the grievance redressal procedure 

available for the customer;  

ii. Place in public domain the compensation policy for delays / 

lapses in conducting / settling customer transactions within 

the stipulated time and in accordance with the agreed terms 

of contract;  

iii. Ensure to have a robust and responsive grievance redressal 

procedure and clearly indicate the grievance resolution 

authority who shall be approached by the customer;  



 

 
 

v. xzkgd dks lykg nh tk,xh fd os dSls f”kdk;r dj ldrs gS] fdldks 

f”kdk;r dj ldrs gSa] tokc fdrus fnuksa esa izkIr gks ldrk gS vkSj 

lek/kku ls larq’V u gksus ij xzkgd D;k djsA 

 

vi. cSad f”kdk;r fuokj.k vf/kdkjh@uksMy vf/kdkjh dk uke] irk o 

lEidZ fooj.k uksfVl cksMZ ij iznf”kZr djsxsaA lHkh lsok LFkkuksa ij 

f”kdk;r fuokj.k esa yxus okys le; dh lwpuk iznf”kZr dh 

tk,xh@miyC/k djokbZ tk,xhA  

 

vii. f”kdk;rdrkZ dks lwfpr fd;k tk,xk fd ;fn iwoZ fu/kkZfjr le; lhek 

esa f”kdk;r dk lek/kku ugha gksrk gS rks cSafdax yksdiky esa f”kdk;r 

Hksatus ds fodYi dk mi;ksx fdl izdkj fd;k tk ldrk gSA  

viii. cSafdax yksdiky ;kstuk vke turk dks miyC/k djokbZ tk,xhA  

ix. vke turk ds fy, cSafdax yksdiky ftlds U;k;{ks= esa “kk[kk vofLFkr 

gks dk uke] irk o lEidZ fooj.k iznf”kZr fd;k tk,xkA  
 

mDr ds vfrfjDr cSad %& 

i. lHkh vkSipkfjd f”kdk;rksa ¼bysDVªkfud ek/;e ls izkIr f”kdk;rksa 

lfgr½dh ikorh rhu dk;Zfnol esa nh tk,xh rFkk mi;qDr le; lhek 

tks fd 60 fnuksa ls vf/kd ugha gksxh] esa funku gsrq dk;Z fd;k tk,xkA 

bl le; lhek esa f”kdk;r fuokj.k ds fy, cSad ds vkrafjd :i ls 

mPp inLFk vf/kdkjh }kjk f”kdk;r ds ijh{k.k esa yxus okyk le; 

“kkfey gksxkA ;g le; lhek xzkgd ls ekaxh xbZ lHkh vko”;d 

lwpuk,a izkIr gksus ds Ik”pkr izkjEHk gksxhA  

 

ii. ;fn xzkgd cSad }kjk izLrqr lek/kku ;k fookn lek/kku izfØ;k ds 

ifj.kke ls larq’V u gks rks ,sl ukjkt xzkgd dks f”kdk;r ds lek/kku 

ds lanHkZ esa cSafdax yksdiky ;kstuk dh tkudkjh nh tk,A  

 

mDr ds vfrfjDr cSad fuEu mik; Hkh djsxk%& 

 

a. mRikn ds vis{kkuq:Ik dk;Z u djus dh n”kk esa gkfu ds fy, nkf;Ro 

rFkk vf/kdkj o drZO;ksa ds ckjs esa cSad xzkgd lEca/k ds izkjEHk esa gh 

Li’V :Ik ls lHkh i{kksa dks tkudkjh nh tkuk pkfg,A gkykafd cSad 

mu gkfu;ksa ds fy, tokcnsg ugha jgsxk tks fd ftuds dkjd ckgjh 

gks rFkk tks cSad ds LokHkfod fu;a=.k ls ijs gksaA ¼;Fkk cktkj esa 

ifjorZu] cktkj ds ifjorZu”kkhy dkjdks ds dkj.k mRikn dk dk;Z 

fu’iknu  ij izHkko vkfn½ 

b. ;g lqfuf”pr fd;k tk, fd fdlh fookfnr laO;ogkj dh jkf”k ;fn 

cSad mls fdlh mi;qDr “kdka ls ijs u crk lds rks xzkgd dks 

vfoyEc rFkk fcuk dVkSrh dh okil dh xbZ gSA ¼C;kt @ izHkkj 

lfgr½ 

iv. Make grievance redressal mechanism easily accessible to 

customers;  

v. Advise the customer about how to make a complaint, to 

whom such a complaint is to be made, when to expect a 

reply and what to do if the customer is not satisfied with the 

outcome;  

vi. Display name, address and contact details of the Grievance 

Redressal Authority / Nodal Officer. The time limit for 

resolution of complaints will be clearly displayed / 

accessible at all service delivery locations;  

vii. Inform the complainant of the option to escalate his 

complaint to the Banking Ombudsman if the complaint is 

not redressed within the pre-set time;  

viii. Place in public domain information about Banking 

Ombudsman Scheme;  

ix. Display at customer contact points the name and contact 

details of the Banking Ombudsman under whose 

jurisdiction the bank’s branch falls.  

Further, the bank will -  

i. Acknowledge all formal complaints (including complaints 

lodged through electronic means) within three working days 

and work to resolve it within a reasonable period, not 

exceeding 60 days (including the time for escalation and 

examination of the complaint by the highest ranking 

internal official responsible for grievance redressal). The 60 

day period will be reckoned after all the necessary 

information sought from the customer is received;  

ii. Provide aggrieved customers with the details of the 

Banking Ombudsman Scheme for resolution of a 

complaint if the customer is not satisfied with the 

resolution of a dispute, or with the outcome of a dispute 

handling process;  

 

In addition, the bank will  

a. clearly spell out, at the time of establishing a customer 

relationship, the liability for losses, as well as the rights and 

responsibilities of all parties, in the event of products not 

performing as per specifications or things going wrong. 

However, the bank will not be liable for any losses caused 

by extraneous circumstances that are beyond its reasonable 

control (such as market changes, performance of the 

product due to market variables, etc.).  

b. Ensure the customer is refunded without delay and demur, 

if it cannot show beyond reasonable doubt to the customer 

on any disputed transaction (along with interest/charges) 

 


