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This Customer Grievances Redressal policy

Bank Ltd. is framed and duly approved by the
dated 04.07.2023 vide Resolution No. 101_

of Thodupuzha Urban Co-op

Board of Directors in its Meeting

The Co-operatlve Banks are set up for satisfying the ,lnancial needs of masses
in the society. These banks are set up for local people by the local people.
Banking is the service industry and customer is the centre of business of these
banks. In the competilive age, survival of co_operative banks is much dependent
on degree of qualily of customer service rendered by co_operative banks. High
degree of customer satisfaction will enable the banks to mainlain its image, creare
confidence and attract funds at low cosl consequen y to achieve the business
goals and reputation. The Goiporia Commjttee on customer service recommended
the guidelines for the customer service. A satisfied customer will spreaq gooo
word about the bank with two customers, but a dis_salisfied cuslomer will soread
word with ten customers resulting harmful to lhe image of the bank The bank
should have mechanism io resolve consumer grievance, if arose during the course
of business of the banks. The Reserve Bank ot India (RBl) has also 6sued
guidelines through circulars on customer seryrces on vanous occasions.

OBJECTIVES:

1 To observe the guiderines issued by RBI on customer service and render the
qualitative customer service

To address the grievance of the customer of the bank.
To evaluate the grievance withor..l! prejudice

To provide remedy / solution to lhe grievance to the best possible extent.
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SCOPE:

a) The Policy covers resolution of all complaints ra

, account of system intricacies, banking procedures, gaps in customer

service, seryice charges elc. Redressal machinery is also applicable to
complainls raised on account of credit informalion of cuslomers.

b) The Policy is based on principles of lransparency and fairness in lhe
lreatment of cuslomers. lt is designed to cover dellciency in service by the
employees and the bank will ensure that customeis grievances will be addressed

and resotued properly, expeditiously and effectively.

BANK'S INTERNAL MECHANISM :

Branch Level:

. , The customers are dealing with the bank first through its branches. The

customers will lodge lhe complainls with the branch managers. He will be
primarily responsible to attend resolve and satisfactory closure of all lhe
grievances in respect of the customer services rendered at the branch level.

The Branch Manager will resolve lhe customer grievance within a period of

. seven days from the date of receipt of lhe complaint. lf more time is

required to examine / investigate Ihe ma er in respect of complaint of
customer, then the Branch manager lvill infoim the customer aDour

approximate lime to resolve his complaint. A register of all complaints
received will be maintained.

. lf the Branch Manager is not in a position to resolve the complaint within
'given time frame to the satisfaction of lhe customer, then the Branch

manager will facilitate the bustomer lo escalale his complaint and make him
available following:

. The Branch manager will make appropriate arrangement to submit the
complaint suggestion jn a specifiecj iormai as per AIEMe_L

. The Branch Manager will give the customer an acknowledgement of his
complaint suggestion.
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The Branch Manager will make him available the name,
address of Nodal Officer and also Banking Ombudsman of

. It the Branch Manager feels that it is not possible to solve th;
his/her level then he/she will refer the complaint to the Nodal
guidance and necessary action under aovtce to the customer.

problem at

Officer for

The General Manager shall act as the Nodal Officer of the Bank to resclve the
customer grievances who wirr receive the unresorved compraints from the
oranches, complaints / suggestions direc y received from the customers,
general public about the customer service, any procedure or improvement in
working of the branch / bank. He/She will examine and evaluate the comDtiant.
suggestion received as above and will resolve the same within one month from
the receipt of such complaint / suggestion and will send reply to the customer
about disposal of his complaint / suggestion. lf the complainl is direc y received
at Head Office by Nodal officer, he/she should first acknowledge the same Dy
sending SMS to the complainant and inform complainant the time requtred lo
send the detailed reDlv.

It is mandatory on the part of banks to provde:
. Appropriate arrangement for recejving complatnts and suggestions.
. The name, address and contact number of Nodal Office(s)
. Contact details of Banking Ombudsman of the area
. Code of bank's commitments lo customers/Fair practice code
. Complaint mail id of the bank where customeis can send their complaints /

suggestions.



INTERACTION WITH CUSTOMERS:

The Bank will provide comprehensive training lo
programmes spectfically meant for handling
gnevances the guidelines gjven by BCSBt.

REPORTING:

Approved by Board
Board Resolution No:1 O 1 lO4.O7.2OZ3

Place:Thodupuzha
Date: 07.07.2023

Signature of Reviewi\hg /Designated Authority

The bank recognizes that customer,s expectatton/requil
be befter appreciated through personat lnteraclion with
staff. Slructured customer meels, will gjve a message to the customers that lhe
bank cares for them and values their feed back / sugg"U,onJ f"t. ,rn*u"aln, ,ncuslomer seryice. l\rany of the complaints arise on account of lack of awareness
among customers about bank servicel
cusromers apprec'ate o"nr,ins,",i"e" l# ;:1,,in::ff l;"111: jL,"
customers wourd be varuabre input for revsrng rrs product and services to meelcustomer requiremenls.

committee.

A[4ENDMENT/MODIFTCATION OF THE POLICY:

The Bank reserves the right to amend/modify this policy,
oeemed flt and proper, at its sole dtscretton. Bank shall also
revtew the policy at annual intervals.
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