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1. Preamble:
Technological progress in Payment and. Settlement Systems and qualitative changes inoperational systems and Processes undertaken by variouJiuy"., in the ,nurt 

"i 
have improveddeficiencies for providing better service to the users of the'system. It has been the endeavor ofthe Bank to offer services to its customers with the besi possible utilization of its technologyinfrastructure' Migration of all branches.to.core Banking sotution (cBS) platform is a great leapin this direction' Reserve Bank of India has also beeri i..uirg various'instru"tions/guidelinesfrom time to time' The recent instructions /guidelines include instructions on Harmonisation ofTAT and customer compensation for fail; transactions using authorized payment Systems(Notification no' DPSS' co' PD' no. 629 / o2.ol. ot4 /2irg-20 dated 20.og.2org,). with a viewto improving the level of customer Service available to customers of the Bank, thecompensation policy for the Bank has been formurated.

2.Objective:
The objective of the "Jogindra central cooperative Bank Ltd. compensation policy for BankingServices", hereinafter called. the Policy, is io establth ; ;;.r, whereby the Bank compensatesthe customer for the loss or inconvenience due to aencie#f in service on the part of the Bank ordny act of omission or commission directry attributabre to the Bank.By ensuring that the customer is compensated without having to ask for it, the bank expects thatinstances of customers 

. 
having to approach B;;d;'6.uuar*an or any other Forum forredressal would reduce significantly. '

It is reiterated that th-e policy .or... only compensation for financial losses which customersmight incur due to deficiency in the s.rui.Lr.offo.J;t;h. b'ank which can be measured directlyand as such the commitments under this policy u." *iilroriprejudice to any right the bank willhave in defending its position before anyforum arty.onstliuted to adjudicate banker-customerdisputes.
3.Scope:

o The Policy will be applicable for all banking services to the customers of the Bank andcovers all branches and extension counters.

' The Policy is based on principles of transparency and fairness in the treatment ofcustomers' It is designed to cover deficiency in service in areas relating tounauthorized/effoneous debit, non-execution/delayed execution of debit/credit
NEFTAIECS/ECS/i{ACH 'transactions including Unauthorized Electronic Banking
Transactions, issuance of ATR/Debit cards without written 

"or."* 

- 

of customers,
Payment of cheque after acknowledgement of Stop Payment Instructions/I.,tron-blocking
of lost ATR cardlUPl services/Mobile/Internet Banking services after acknowledgementof request for its blocking, delay in collection of local/outstation cheques, loss ofcheques/instruments in transit, delay in settlement of disputed ATM transactions andother electronic/digital transactions, transactions on Automated withdrawal Machines,
delay in pension payment, etc., as specified in the policy.

o Grant of compensation under this policy is without prejudice to the Bank,s rights indefending its position before any court of Law, Tribunal, or any other forum dulyconstituted to adjudicate Banker-Customer disputes and does not constitute admission of
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Iiability or any other issue of any nature whatsoever for the purposes of Adjudicatory
Proceedings.

r 'wherever number of days is mentioned, the number of days is considered as,,calendar
days", unless mentioned specifically as ,oworking 

days,,.

4. Deficiency and compensation: ,

4.I Unauth orized / Erroneous Debit:
a) If the Bank has made an unauthorized or erroneous debit to a customer's account, the entrywill be reversed with a value-dated credit to the customeris account immediately upon detectionor notification, after verification.
b) If the customer incurs any financial loss due to the return of a cheque or non-execution ofdirect debit instructions because of the unauthorized or erroneous debit, the Bank willcompensate the customer for the financial loss. Additionally, the gunk *Jll p;y interest on theunauthorized or erroneously debited amount at the applicable Savings Bank rate, with aminimum of Rs. 1OO/-, and reflund any cheque,",r." 

"fr".JJr.c) If the verification of the unauthorizedierroneous deb"it reported by the customer does notinvolve a third party, the Bank will complete the verification process wiihin 7 working days fromthe date of reporting. If it involves athird party,rrr. g;;[-*ill complete the verification withinone month from the date of reporting by the'cusiomer.
d) If any amount has been aiuitealul to fraudulent transactions and the Bank is at fault, theamount will be restored to the customer's account once the fraud is established.

e) In case of fraud committed by a staff member, the Bank will not only restore the amount butalso pay compensation at the applicable interest ;; i;,h; period on the amount involved.

4'2 Ecs/Direct Debits/NACH/other debits to accounts:
a) The Bank commits. to caffying out direct debit/ECSATACH debit instructions of customerswithin the prescribed time. tn case of non-compliance or delayed compliance leading to financialloss for the customer, compensation to the extent of financial loss will be provided.b) Such compensation wili, in addition to an amount equivalent to the interest calculated on theamount to be debited forthe delayed at applicable savinf iunk ,ut", with a minimum of Rs. 100/-subject to a maximum of Rs. l0d0/,.
c) The Bank may charge applicable service fees as per the schedule of charges. If any charges arelevied in violation of the agieement, they will be reversed, und th" customei witt u" compensatedyith 1n 

amount equal to thl reversed charges.
4'3 Penal interest payable for delays in credit/return of NEFT/I.{ECS/ECSIRTGStransactions:
In term of the NEFTAT.ECS/-ECS procedural guidelines of RBI, as also the relevantcirculars/instructions issued by RBI from time to tilme, irr. u"rt will afford .r.oit to beneficiaryaccount or return transactions (uncredited for whatever reason) to the o.iginaiinglsponser bankwithin the prescribed timeline . Ant delay in doing ro *itl ut ruct the following panel, provisions:4.3.1 NECS / ECS-Credit:
In case of delayed credit by the destination bank, the destination would be liable to pay panelinterest (at the prevailing LAF Repo rate +2Yo) from the dr.;;;";.r.i,iil,iiill ou," of acruat

il lll,jTi:::'.llY:t*T.rld te creditea t" tr" o.riinu,i", account holder,s account even irno claim is lodged to the effect by the destination u."ounit oio"..
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4.3.2 NEF'T:
If the NEFT transactions is not credited or returned within two hours after batch settlement or asper timeline fixed by the sponsor bank, then the Bank is liable to puv p"""1 interest to theaffected customer at the current RBI LAF Repo Rate plus two pe.cent foi the period of delayfrom the date of credit or refund. Such credit is afforded to the customer,s account withoutw^aiting for a specific cl11n to be rodged by the customer in ttris regard.If it is not possible to afford credit to the-account of the beneficilry for any reason, destinationbanks are required to return the transaction to the originating branch within two hours ofcompletion of the batch in which the transaction was proce"ssed.
In terms of the RBI ECS (credit clearing) procedurai guidelines, if a destination Bank branch isnot in a position to credit a particular transiction for re-asons like ,,Account 

Closed/Transferred,,,
"No such Accounts," "Account description discrepancy,' 

"t"., it should report the same andforward it to the Service Branch/plain Branch on the same settlement day. 
-r -

4.3.3 RTGS:
If it is not possible to credit the-funds to the beneficiary customer's account for any reason, thefunds received by the RTGS member bank will be returned to the originating bank within onehour of receipt of the payment at the Payment Interface (pI) or before the end of the RTGSBusiness day, whichever is earlier. once tie money is received back by the remitting bank, theoriginal debit entry in the customer's account needs to be reversed. In case of any delay inreturning the failed payment, the originating customer is eligible to receive 

"o-p"nrution 
at RBILAF Repo Rate plus 2%.

4'4 Payment of Cheque after acknowledgment of Stop Payment rnstructions/Non-blocking
of lost ATM Card-UPI Services-Mobile/Internet Banking services after acknowledgmentof request for its blocking:
4'4' 1' The instruction for Stop Payment of cheque/blocking of lost ATM cardn.,lon-Disabling ofUPI Services - Mobile/Internet Banking Services will "be 

accepted at any Branch/throughconcerned Redressed Cell.
4'4'2' In case a cheque has been paid after acknowledgment of its stop paymentinstruction/ATM Card has not been blockeafupt services/Mobile/I-nternet Banking Services havenot been disabled in the requested account after such a request tras ueln acknowledged by theBank, the Bank shall reverse the debit on account of stopped cheque/blocked ATM cardlUpltransaction/Mobile Banking/Internet Banking transaction'*itt, value-dated credit within twoworking days of the customer intimating the transaction to the Bank, and also compensate thecustomer with Rs. 100/-.
4'4'3' However, no compensation will be paid if cheque has been paid/ATM Cardtransaction/UPl transaction/Mobile Banking/Inteinet Banking Transaction has Lccurred prior toacknowledgment of instructions for stop payment of cheque/blocking of lost ATM Card/UpItransaction/Mobile Banking/Internet nant<ing-Services.
45 Limiting Liability of customers in Unauthorized Electronic Banking transactions:
The systems and procedures in the Bank have been a"rG""a to make customers feel safe aboutcarrying out Electronic Banking Transactions. on releipt of a report of an unauthorizedtransaction from the customsr, the Bank has to take immediate steps to prevent furtherunauthorized transactions in the account.
4.6.1 Reporting of unauthorized rransactions by customers to the Bank:
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a) customers will mandatorily register for sMs alerts and wherever available register for emailalerts' for electronic.banking trisactions. The SMs alerts shall mandatorily be sent to thecustomers, whire emair arerts may be sent, *n.r"uo."girt...a.
b) The customers will be advised io notiry the Bank";iury ,rurthorized electronic bankingtransaction at the earliest after the occu*ence of such transa"iior, ano also be-i'riro.*.d that, thelonger the time taken.to notify ttre gan[, tne higher *rri r" rrr" risk of loss to the Bank/customer.c)The bank shall enable customers to instantly"r.rponJ Ly;;n.ply,, to the SfrAi *a email alerts,
;li:fi.:l',ill,]}H;.n"''d 

not be required to searcir r"i ,"*.uprg" o. u, *uii Jia..r, to notiry
d) Further' a direct link 

.for- lodging complaints, with specific option to report unauthorized
;ff51ffiTffi:.t:".,X" 

sha, bel'6'io.o bv ttie il,[-;; the'home p"el""r the website
e) The loss/fi.aud reporting systenr
response) is sent to the customers
complaint number.

shall also ensure that immediate response (including autoacknowledging the complaint along with' tf.," ."g[t;r"J
f) The communication systems used by the Bank to send alerts and receive their responsesthereto will record the time and date or[e *.r*g.r-i"ni'"ra receipt of customer,s response, ifany' to the Bank' This shall be important in determTntr;;i;" extent oia cusromer,s liabliry.g) The Bank will not offer facility of electroni.,r.rrr8ti"is, other than ATM cash withdrawals,to customers who do not provide mobile numbers to the Bank.h) on receipt of reports of an unauthorizea trunsuction rrom the customer, the Bank will takeimmediate steps to prevent further unauthorizea trunru.iion, in tt e account.4.6.2 Limited Liability of a Customer:

a) Zero Liability of a Customer:

fiJffli#:l;:*'i[l*'to zero liabilitv shall arise where the unauthorized transaction occurs in
(i) contributory fraud/negligence/deficiency on the part of the Bank (i*espective of whether ornot the transaction is reported by the customer). 

urrv i-'d'r,\ u,Especrl\
(ii) Third party breach where th; defici;ncy lies neither with the Bank nor with the customer butlies elsewhere in the system, and the customer notifies the Bank within three working days of
;rHil:f,r:T,;:glH:ation from the Bank (by sMS 

-alert, 
email 

", l;;*) regarding the

b) Limited Liability of a Customer:

ffiHi;ffir:l,'" be liable for the loss occurring due to unauthorized transactions in the
(i) In cases where the.loss is due to negligence by a customer, such as where he has shared thepayment credentials, the customer will b-ear the .rtir. r"* until he reports the unauthorizedtransaction to the Bank' Any loss occurring ut.. irr. ,"poning of the unauthorized transactionshall be borne by the Bank. 

r,v rvvvrr

(ii) In cases where the responsibility for the unauthorized Electronic Banking Transaction liesneither with the Bank nor with the customer but lies .lr.*h.r. in the system and when there is adelay (of four to seven.working days after receiving commrnication ntn, trr" n"nk) on the partof the customer in n-otifying th'e gank of such 
" 

t*^t*iirn, trr. pei transaction tiuuitity of the
;ffffiX,'lill|| rimiied to the transacrr""lrrr";;';" amount mentioned in rabre r,

4lPege

Table 1-



Type ofaccount Maximum tiability (o/o)BSBDA & BSBDA (Small
All otherseacc@
of MSMEs
CDI CCI OD accounts of individuals with
annual. average balance (during 365 days
preceding the incidence of fraud/ limit up to
Rs 25 lakh
Allothe.Cureffi

Maximum liabili of the customer under above

of customer,s Iiabil

b) where it is unable to resolve the
within 90 days, the compensation as
custolner: and

4.6.3 Ou..u

::1fl1{aph.4'6',2"b(ii) ,q";;;-;;r"'tt" deficiency lies neirher with the Bank nor with tha
errs l,sr46rsP, -t'u'z'u(rr) aDove, wnere the deticiency lies neither with the gank nor with thecustomer but lies elsewhere in the system, is summariz.a i, trr.'iuui"';':." 

Lrrw u.rr

The number of working days mentionecl in Table 2 shall be countecl as per the working schecluleof the Home Branch of the customer excluding the date of receiving the communication.Further' if the delay. in repo-rting is beyond rir.n workinfdayr, t-h. customer liability shall befull' For such inordinate.delays-(beyond seven *orr.irf a-uys) the customer shall bear the fullliability/loss and the Bank wiil not bear any loss or tiaultity. However, the Bank may extend itssupport (by issuing required certificates / statements free oicost) to the Customer, if specificallyrequested by the customer, without incurring any liability in any manner, for his efforts forrecovering tlie lost amount frorn the miscreants.
4.6.4 Rq'crsal rimerirrc fbr Zcro Liabirity/Linritcd Liabirity olcustonrcro, beirlg notified by the custolrer. the Bani< willcreclit isnaJouu re'ersal) the anrou.t involvecj i,the unauthorized electrottic transaction to the custom.ri, u."u.-,,.,t rvithi, l0 *,clrlting cla's fiornthe date o1'sLtclt lrotillcatiolr by tlre custonrer.'l-he credit shalr bc valire-cl,tecl t. be as ol'tire cliiteo I' thc. ir n aLltlrorizc.cl transac t iolt.
4.6.5 Iiurthcr, Ilalrli n,ill crrsurc thirt:
zi) a conlpany is rc'solvccl aircl Iiabilitv of'rhe cusLorrrer'. il'an,v. establisheci r.r,ithin 90 clays Ir.onrthe clate of'receipt o['-the cornpltrint. and the cusro,er is c.rnrpersatecr zrs per provisions o[.thepara,rrraphs 4.6.2 to 4,6.4 above.

cornplaint. or determine the cLrstomer's liability, if arry,
prescribed in paragraphs 4.6.2 to 4.6.4 is paict to the

c) in case o1'debit carcl/Banl< accout'tt, tlre custonrer does not suflbr loss of i,terest.4.6.6. Burden of proof

Table 2

Time taken to report th; frauaul""t
transaction from the date of receiving
the communication

Customer,s Liabilify.

Within 3 working di Zero liabili
Within 4-Ttorking days The transaction value orlGirnount

mentioned in Table l, whichever is lower.Beyond 7 workinE da Full liabilit

t'S-tii:.:*Rr1(

'iiliyi
;.{,3y

\:.1. il:: l

4.^ -
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The burden of customer liability in case ol'unauthorized electronic banking transactions shall Iieon the barrk.
4.7. Collection of cheques payable in Inrlia
4.7.1. Payment of Interest for delayed Collection of outstation cheques:Maximum timefianre flor collection of cheques d;;;" on state capitals/maior cities/otherIocations are 7 /lOll4 days respectively.
If there is any delay in collection beyoncl this period, the customer is entitlecl to receivecotnpensatiot't' As part of tlre compensation Policy ol'the Banl<. the Banl< wili pay interest to itsctlstot-ners otl tlte anlount oIcollection instrurnenis in case ther"e is a dclay gi,.ing credit o, t'ctime periocl specifled i, Banl<'s crheque collection policy. r,vhich is as under:

4.7.2. rnterest lbr delayed collection shall be pri t ut ihe following rates:
a) Saving Bank rate forthe period of delay beyond itto-iuyr,as the case rnay be, in collectio,of outstation cheques drawn on otherbanl<s. i.e. (the interestwill be payable) fronr gth/l lth clay.b) where the period of delay is beyond l4 days, interest *itt u. paid at the rate applicable fbrterm deposit fblthe corresponding period or saving Banl< rate, whichever is higner.c) In case o1'extraordinary delay' i.". d"luyr."."Jding o0 days, interest will be paid at t6e rateabove the corresporrding Tenn Deposit rate.

d) In the event of the proceeds of a clteque under collection to be credited to an overdraft/loanaccount of. the custonler, interest will be paid at the rate applicable to the loan account. Forextraordinary delays, i.e. delays exceeding 90 days, interest will be paid at the rate of 2%oabovethe rate applicable to the loan account.
4'7'3' Interest as above sliall be payable with a minirnurn of Rs.25l-. Such interests shall be paidwithout any demand froln custorners in all types of accounts.
4'8. compensation for deray in crearance of Locar Chequcs:
4'8'l cheques deposited irr the clrop-box r.vithin branch pr.,r,ir.r. befor.e the specifiecl cLrt-off linewill be sent for clearance ort the same day. lbr which t'he clearance period will be.l.+l worl<ingdays. Cheques deposite<l after the cut-off iime will be sent for clearin-e on the next day, fbr whichthe clearance period will be T+2 working days.
4'8'2'The compensation to the customers is payable in case of delay in clearance of localcheqr-res beyond the above stipulated period in uitiyp., of accounts at Savings Bank interest rate.4.9.compensation for ross of cheques/Instrumenis in transit

a) In the event zr cheque or an instrirment accepted for collection is lost in trzrnsit or in clearingprocess' the Banl< sltall. imrnediately, on corning to know of the Ioss of instrument. bring thissame to the notice of the account holcler so that the account holcler can infbrm the drawer torecord stop payrnent and also tal<e care that cheques, if any. issuecl by hirn/her are not dishonoreddue to non-credit of the antount of the Iost cheqLre/insirirment. The Bank woLrld provide allassistance to obtain a dLrplicate instrument fr.om the clrawer of the cheqLre.
b) In case intilnation regarding loss of instrunrent is conveyed to the custorner beyoncl t6e timelirnits stipLrlated fbr collection" as per the cheqLre collection policy ol.the Barrk, (7ll0l14 days asthe case maybe) interest will be paicl fbrthe period beyond the stipLrlated collection periocl at therates specified in para 4.7 .2 above flor cheques payable in Inclia.
c)Bank will pay interest on the amount of:the chlque lbr a f'urther period o1. l5 clays at SavingsBank to provide for possible further delay in'obtaining duplicate cheqLre/ilstrurnent andcollection tlrereof.
d) The Bank would also conrpensate the customer for any reasonable charges rvhich 6e/sheincurs in gettirrg dLrplicate cheqLre/instnrment upon production of receipt. in the event tlre
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instrument is to be obtained fiom Banl</institution who woulcl charge a lbe fbr issuance of.dLrplicate Instrument. sub.iect to a maximunr of Rs. 250/-.4'I0'Delavecl collc'ctio,n. of tsills: Payment of interest for Delay in collection of tsills:The lodger's balll< shoLrlci pay interest to the lociger ro. trr.',r"ruyed period in respect o[.collectionof' bills at the rate of 2o/o^ p"a. abou" tl',e rate. o? interest fuyubt. on barance, fr sorings Bankaccounts' The delayed period should be recl<onecl after'r',rt ing alrowance fbr nornrar transitperiod based upon atimeframe of 2 days,eagh.for ril oirpri.r, of bills; (ii) presenration of bills ofj::lr[j"'' Remittance of proceeds ,o tn. toctge.f 
'uu,,,riii"l 

crecriting rhe proceecrs to drawer,s

l;ll;r}ffi. 
Faiture: compensation to customer for sertrement of disputecr ATM

4'll'l A'l'ailed transactiotr'is a transaction which has n.t been.fLrrly cornpreted crue to anyreaso'l ttot attributable to the Cr-rstomer such as ftrilure in lon.,r.,rnication Iinr!,'non-uvailabilityof cash in an ATM' time-out of ses.ions, etc. Failed transactions shall also include the creditswhich could not be effected to the berieficiary u..orrio,r'u."orn, of lacl< of lull infbrrnation orlack of proper intbrrnatio, and delay i, iritiaiing 
" 

;.;.;;"i;ransacrion. As per RBI insrrLrcrio.sissLred vide circLrlar 67DPSS.co'PoNo 629/02.-0l.otq b0t9-20 dared 20th Seprenrber 20r9 ifan ATM tt'ansactiotl is failed or not co,rpletecl 
!ye to onf i.rro,-, not attribLrtabre to trre cLrsto,rersttch as lailLrre in conrntunication links. non-availability o1'cash in an ATM, tin.,.-ort of sessions,etc' it should be pro-activelS'reversed/auto-reversecl iricustorner's accollnt *itt.',i,i a rnaximum or.T+5 days (where T is the day of transu.iion and relbrs'to trr.'.ur.n.rar date). Accordingly. failLrreto re-credit the customer's account.within T+5 clays, the ia,l< shoulcl pay compensation @ Rs.

;:t!,Tj:l 
of delav bevond T+5 davs sLro-moto, withoLrt waiting for a compraint or crairn from

compensation as pcr RBI circurar wi, be appricabre for the rbilowing:

Its I0o/-perday@

In case of dispLrte with regard to unsuccesslll tralrsactiotrs in Upl, Mobile/ Internet Banking
*il::,:*:J;f ilff.T:,xJ.:[1:,,' 

addition to auto ,e,ersar ol.sLrch e,tr.ies by trre systeni

Description tf I"cldert
A.lM inclLrcli
account debited but cash not di

Rs 100/-perctayo@
the credit of the account holder.Card Transaction

Card to card transfer Carcl account debiteci but
lhe beneflciary carcl account not creditecl.

Rsloo/-per@

Point of' S

Cash at PoS Account debited brrt conflrmation
not received at rnerchant location i.e charge_
slip not generatecl.

atrnerchant's systeln.

Card Not
Account debited but confirmation not received

ion o['lncident
CompensaLin,,t payaL,l.Immediate Paym"rt Ststem [IMp Rs. loo^ffi

l;i,l,i,ftill;'i:;l:,,H|"'i cn'nnc,tsario, t. crst.,crs rirr. Vrorrirc/r.rcrrrm Barr<ing a,cr
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Account debited t rt tn T +l da1,s. 1o * 
",redit-ol 

tt .
account holder.Unified Paynr

Account debited but the beneficiary accot"trrt is not
cred ited(transfbr of f u nds) accoLlnt holder.

Rs. 100/- pe, aay ofTelfi bqvonO
T +l days, to the ueclit oi.th.

Accou,t debited but t.a
nrerchant location (paynrent to merchant)

Rs.too/-pe@
T +5 days, to the creclit oi the

Aadhaar Enabled fay-
Pav)
a. Accor.rnt Debited but transaction conlirmation not
received at Merchant location.
b. Account Debited, but beneficiary account

not credited.

Rs I00/- p.r. Auj of O.Lu1, b.y.,,r.t
T+5 days.

Aadhaarrayme@
Delay in crediting beneficiary,s account

Rs I00/- per day;f""lay-6qvo,rd
T+l day.National Autornated Cl

a' Dcla' i' crediting bcnc{iciary's acc.,rrtr or. rc'ersar .r.
amotrnt.
b' Account debited despite revocation of debit rna,date with
the Bank by the custonter.

Rs I00/- per day of O.tuy t .yona
T+ I days

lrenaid Payme
Off us transactions :

l-he Transa"tior, *ill ridE o, Upl.
Card Netrvork, IMpS etc. as the
case may be. Tlre conrpensation
rule oI respective system shall

Rs I00/- per day of deliy beyond
T+1 days.

Prepaid Payment Instirme.,ts (PPIs) Cards o. Wuffet
On-us transaction:
a. Beneficiary's ppl not creclited.
b' PPI debited but transactio, initiation not received at

Merchant location.
4.12 Compensation {br clclay in pension payment:
A l'\ t a ^r\r 

.4'12'l As per RBI instructions" pension (,oirnal pension) oI State covt. pensioners shoLrld becredited to their accourlt on any of the last lbur workirgJrv, oreach nronth. except the pe,siorrfbr March every year whicrr wilt oe creciited on rhe n.rriuo,.i.i,ri'.r"i."r.ii,:,i. '^'
4'12'2 As regards disbursing revised pension/a,'ears. pe,-,sione.s shoLrld get t6e revisedpension/arrears the last day oflhe ,u..."di,rg month, utt., it,. nro,th in which the Governrnenrallnollnces the revisiolr and date for implernentation. tn other words, Banl< is getting aclequatereaction tirne ranging liorn 30 to 60 davs to obtairr the revised paranreters fror-n the respectiveGovernment departr.nents and irnplernenitlte sante in tinre.
4'12'3l-he collcerned pensiorters shoulcl lre compensatecl fbr cleray beyo,d tlre dLre clate (last clateol'the sLrcceeding tnonth subsequent to the month ol'issue c'rf orcrer by the concerned covernmeutDepartnrent) at the rate of 8% (fixed rate) on tlre revisecl-p.r.ion o.."u., fbr the detay periocl.This conrpensation shall be .r"dit"d to the pensioner's account autonratically without a,y claimfrom the pensioner in respect of all clelayed pension p"y;.;,r made since october I, 200g.

8 I i' ;, :.r ,,'

accoLutt holcler.



4'12'4 In case of very co,rplicated pension c,ases requiring ref'erence back to the respectiveGoverntnent/Department, the due date would.o,r,r.r,.. from the aut. orouiaining of the f.inalclarification fiom the Governrnent concerned.
4.l3.Payment of o,at par" Cheques issued by other Banhs .4'1,3'1 Bank will n9t pay r,.,y 

"o,rp"nsatioq to the "n"lr" holder, tbr ciishonour of ,,at par,,cheques issued by other banl<s. In the a.bsence o1'aclequui" jt,n.r, in the accoL,ni'on *rri.h cheqLresare issued even tlloltgh thc arnouttt ol the cheque ,,.;; Ir*" been paicl to the Banl<, which .aclissLred the "at par,' cheque.
4'13'2 RBI instructions stipulate that banks will not honour cheques drawn on currert accountsmai,tained by other banl<i with it unless u..ung"r"ni, u...,roae for funding cheques chequelrolder for arrangement. issued. Issuing.bank shalT u" ,"rprr.ible to conrpensate the non-paymentof cheques in the absence of adeqLtate"lirnding I' ---

4.14 Lenders' liability: commitments to borrowers:
The Banl< woLrld return to the borrovvers all tlre secLrrities/documents/title cleeds ol. tlreMortgaged property rvithin l5 days of repayrnent ol'all dLres agreed to or.contractecl, sub.ject toany other rightilien/claim by the dank till the relevant ctaim is settled/paid. If any right to set offis to be exercised fbr any oiher clairn, Banl< shall give aLre noti"e with full particr_rlars aboLrt theother clainrs and retain these securities/docurnentl/title to mortgaged property till the relevantclairn is settled/paid,' In the event of loss of title deeds to mortgagecl property attSe hancls of t'eBank' the compensatiott rvill cover out of pocl<.t.*p.nr., for obtaining duplicate clocunrents o,actual basis sLrb-iect to a ceilirtg of,Rs.5000/- plus a iu,rp r.-r, arnour.rt, as clecided by the Ba,k inthe fbl lor,i,ing rranner:
"The Banl< woLrld pay the compensation for delay in return of securities/documents/title deecls ofthe mortgaged proper-tylevo1d l5 clays of repayment of alr dues agreed to o..rrtrocted, subjectto above conditions, @ $- I00/- per iuy in',u*irr,., soool-l ro the borrower,,.

4,.15 Violations by bank's Agents
In the event of receipt of any-cornplaint aboLrt.any improper actlcondlrct on the part olan agent.in violation ol'the code of ihe Banl<'s corn,nitmlnt to cirstorners which the Banl< has acloptedvolu,tarily' the Bank shall tal<e appropriate steps to i,',u.stl-eate and reclress the cornplai,t arrdendeavour to comnlunicate to the'cLrstomer within 7 rvorl<ing days from the date of receipt o1.complaint and a. where.jLrstified, may compensate the clrstor-ner suitably fbr fi,ancial Ioss asdecided by the Banl<' Also. necessary steps will be tal<en, if required as per Bank,s decisio,. toprevent recu rrence of s irn i I ar. corrrp lai nts.

4'16 Liability of Bank for any loss/damage to the contents of Lockers (ef cti,e from01.01.2022)
The Ba,k rvill tal<e all steps lor the safety ancl security of the premises in which the safb clepositvaults are hoLrsed' It has the responsibility to eusLrre ttrat inciclents lil<e l,ire.theft/bur-slary/robbery, dacoity, and builciing collapse,ro not occur in t6e ba,k,s premises clue toshortcornings' neglige''ttt, an.l by any act olomission / commissiorr. In instances where loss o{.contents of locker are due to incidents mentioned above or attributable to lraud committed by itsetnployee(s)' the Banl<'s liability shall be for an ,rorni .qrivalent to one 6undred tirnes thatprevailing anrrual rent of the safe deposit locker.
4_.I7 Timeline ibr payment of compensation
l'he atnoultt o['compettsation l'ol del''icierrcies irr various categories ol. Banking Services asrnentioned in this P.olicy will be paid to the cLrstomers witrrirr l5 ({rl.teen) days after thedeficiency i s acloowled-qecl.
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5. Customers' Responsi bility:
5' l' Banl< will not be responiible tbr the Ioss to the custonrers clue to custorrer,s carelessness inkeeping the cheque trool<. passbook, cards. PIN, or other-security informatio, and not fbllowing"Do's arld Don'ts" issued by the Bank Lrntil the Bank tru, tra.,l notitred by the customer.5'2' The Ba,k will not be respo,sible 1br the lo.; t; the custorner if the customer actsfi'aLrdulently andl or acts withotrt ieasonable care which has resulted in loss to him/her. Bank willalso not be responsible for the losses arising out o1'misuse of lost plN, compromise of passrvordsor corrfidential infbrmation until the time Ihe Banl< rr^ Lr..n notified of such loss/conrpromiseand the Bank has taken steps to prevent its misuse.app"o.i
6. Disclaimer clause:
Notwithsta,ding anything contained hereinabove, the Bank shall not pay any compensation inthe following cases: -
a) Any alleged deflciency irr regard to loans and advances activities of the Banl<.

|l,iJ;i:::ur 
of at pu' puv',*t agreement rvith otlrer banks due to non-r*rJing ancr security

c) In case of delay on account of non-functioning of business dLre to factors beyond the control ofthe banl<' tlre period covered by such events shali be ornitted fbr calculation ofielay etc.d) where the issues are sub-.iuclice and pending u"ior. courts. ornbuclsman, arbitrator,Government and rnatter put on nolO due to stay.
7. Force Ma.ieure:
The Bank shall not be.liable to compensate custome.s under this policy il.some Lrrfbreseen eventincluding bLrt not Iirnitecl to civil conrnrotion. sabotage, IockoLrt. stril<e or other labordistul'bartces, acciclent, fire, natural clisasters. pandeniic or other..Acts of God", war. clamage tothe Bank's or irs correspondent banr<[s] systems. .o,r,rrniruri;;';;;;]lr'.r., beyond thecontrol of the Bank, prevents it from perforrning its obligations within the specified servicedelivery parameters.
8' Amendment/Modification/operational gf the Policy: The bank reserves tlie right to ame,dor modify this policy at its sole cliscretion. The barrl< rrillul* review tlre policy periodically orwlren there are changes in the regulatory guidelines prori,t..i by the Reserve Bank of Inclia(RBr).
Irurt'er' the Ma,agi,g Direotor Ba,r< has bee, grarrted the aLrthoritS, to make any necessarychanges to the policy subject to ratiflcation by irr. gourd of Directors (BoD) of the banl<.Additionally' the Managing Di.ector of the bank will be aLrthorized to clete,nine the operationaland conseqLrential guidelirres for this policy. This means that the Managing Director has the

iffi,,t"rlttablish 
the specific procedu.es ancl actions rhar shoLrrd be fbllo"we7 in implementing

9. Interpretation of the policy Clauses:
'l'he Managilrg Director would be the competent aLrthority to i,terpr.et tlie nrearir-9 ol various
clauses/sub-iect matter contained in this policy and his interpretation woLrld be final.
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