Customer Grievance Redressal Policy

1. Introduction

In today’s competitive era, the banking industry has seen a diversified growth requiring constant upgradation and
excellence in its products and services to seek, ensure and sustain the customer satisfaction. With advanced and
complex services come customer doubts, at times resulting in to complaints. Being a part of the customer centric
service industry, customer satisfaction directly reflects on the business and profitability of the organization. The
ultimate goal of attaining the efficiency in services is crucial not only to retain the existing customers but also to
attract new ones.

In recent years, our bank has come up with various initiatives highlighting customer service as the prime focus of
The Bank. The provision for Customer Grievance Redressal Policy is just an addition to not only help our employees
understand and resolve customer queries but also to make our customers aware about their Redressal rights in

general.

CONSUMER COMPLAINTS LINK: - https://www.laturbank.co.in/ComplainBox/

2. Grievance Redressal:

Why Grievance Redressal Policy?

The complaints from the customers are crucial as it mirrors the deliverance of services by the Bank and its
employees. The complaint can either be a lacuna in the product/service or a confusion grown in to a
misunderstanding. The Customer Grievance Redressal Policy plays a vital role in enabling the bank and customers
to deal with such complaints and to direct them towards a satisfactory solution. This policy dictates the directives
that the bank should adhere to while dealing with and rendering to the customers. It also enables the customers
to know their Redressal rights/remedies and communicate with bank in an accurate way.

Principles of Banking Grievance Redressal Policy:

e Transparency- The policy enables and re-assures the transparency in bank’s day-to-day business to help
customers believe in security of their assets kept with our bank as well as safeguarding their interests in the
Bank of whatsoever nature.

e Accessibility- The policy provides ways of access to the customers to inform bank of their view on lacuna
in a particular product/service or query/misunderstanding with any of the employees/representatives of
the Bank.

e Customer Education- It enables and amours customers with an accurate knowledge of the available
remedies to redress their difficulty/misunderstanding/ doubts.

Scope of Policy:

To make the policy effective and pithy, the Bank has established a well-structured mechanism encompassing within
its scope all such queries/misunderstandings regarding products and services of the Bank, which may arise at any
given point of time. The employees are made well- aware of the complaint handling process and the Bank ensures

just and fair ways to redress such complaints.

3. Key Elements of Customer Grievance Redressal Policy: -

a. Three-Tier Internal Machinery to Redress the Grievance: -
The Bank has established a three-tier internal Customer Grievance Redressal Mechanism to help the customers

derive solution at earliest.

i. First Level: - (Branch Manager) Branch Manager of every Branch of our Bank is well aware of the rules and
provisions of Bank and Redressal policy. Hence it is easy for customers to approach the said manager and register

his/her grievance with our Branch Manager.
ii. Grievance Cell/Nodal Officers: - If the query/misunderstanding is not clarified at the first level or the first level
authority requires expert’s opinion in clarifying the same, the customer/Branch Manager can approach the

Grievance Cell of our Bank i.e. respective Area In charge /Heads. The Area In charge are designated as the Nodal



Officers to resolve the queries and provide solution to not only better the product/service but also attain customer

satisfaction to ensure customer retention.

iii. Principal Nodal Officer: - If the query/complaint/ misunderstanding still remains unresolved the same may be
referred to the Principal Nodal Officer of the Bank, who is presently the General Manager of the Bank. The details of
the Grievance Cell/Nodal Officers/Principal Nodal Officer are as follows:

ANNEXURE A

Principal Nodal Officer- Mr. Satyanarayan Khatod

Email ID- skhatod@laturbank.co.in

Tel No- +91 (02382) 259503
Head office: Late Ramgopalji Rathi Complex, Shivaji Nagar, Latur-413512

b. Banking Ombudsman: - Banking Ombudsman is the well-known quasi-judicial authority established with a aim to
address and resolve complaints of the Bank’s customers. On November 12th 2021, RBI integrated three
Ombudsman systems namely, (i) the Banking Ombudsman Scheme, 2006; (ii) the Ombudsman Scheme for Non-
Banking Financial Companies, 2018; and (iii) the Ombudsman Scheme for Digital Transactions, 2019 and introduced
- Integrated Ombudsman Scheme, 2021. The said Integrated Ombudsman Scheme, 2021 adopted the ‘One Nation,
One Ombudsman’ strategy for grievance redressal.

This is to make the dispute redressal process simple and more responsive.

Ombudsman is an appellate body where customers can escalate complaints if the Bank fails to address the
complaint within 30 days. The details of the complaint lodging portal and the said scheme is available on the RBI

website and on the CMS portal (https://cms.rbi.org.in).” Complaint can also be lodged in physical mode to CRPC,

Chandigarh. Office Address is as follows: -
Reserve Bank of India, 4th floor, Sector 17, Chandigarh, 160017.
RBI Contact Centre — 14448.

C. Mandatory display requirements:

It is mandatory for the bank to provide: Appropriate arrangements for receiving complaints and suggestions.
Customers to be made aware about the threshold redressal structure established by the Bank.

The name and contact details of Nodal Officer(s) Contact details of Banking Ombudsman of the area Code of bank's

commitments to customers / Fair Practice Code

4. Process of resolution of grievance:

e Resolution of Grievances: The First Level i.e. Branch Managers as per abovementioned established
mechanism would be responsible for resolving and closure of the customer grievances. It is the utmost
duty of the said officials to see that the said complaint is resolved to the customer’s satisfaction and that
the customer is provided with alternative avenues of seeking Redressal in otherwise cases.

e Time frame: The complaint / query shall be registered with appropriate authorities within 7 working days
from the date on which the said query / complaint was identified by the said customer. The said complaint
/ query shall be resolved within 15 working days from the receipt of the said complaint.

e Value-added Interaction: Our bank highly acknowledges that the best way of Redressal of a customer
grievance is proper communication and interaction by Bank’s staff with the said customer on individual
basis. It is observed that most of the complaints / queries are resolved at the very instant merely by a
proper communication. Such communication shows the customer that his / her suggestions and feedback
is valued and considered accurately for improvement in the overall performance of the Bank. By this
means, the customers can be easily educated about bank’s services etc. and the bank will gain a better
footing in the industry due to strengthened loyalty amongst its customers.

e Sensitizing operating staff on handling queries: The Bank affirms that its staff is well trained in handling
complaints or basic functional queries arising out of day-to-day transactions. The Bank provides training to
its staff from time to time to impart and hone the soft skills as well as functional knowledge. The respective
designated Managers and Nodal Officers are responsible for ensuring the smooth functioning of the
established internal Customer Grievance Redressal Machinery, efficiently at all such Branch Levels.

e The complainant is dis-satisfied with the decision given by Branch, he should submit the same in written



manner. If no response receives in written manner from the complainant within 90 days, the said
complaint will be closed at Head Office by considering that he is agree/satisfied with Bank's decision

e The customer will approach the respective Branch Manager and register his/her grievance with him / her.

The Branch Managers would be responsible for resolving and closure of the customer grievances. If the

grievance is not resolved by the respective Branch Manager within reasonable time, it can be escalated to

following levels-

e  Escalation Matrix for customer complaints, displayed in every Branch

S.N.

Level

Day of Lodging/escalation

Branch/ Department

5 working days from the date of complaint at
branch/department

Respective Area In charge

5 working days from the date of receipt of complaint at
branch/department

Nodal Officer

11 working days from the date of receipt of complain at
branch/department

Integrated Banking
Ombudsman

If the complainant is dissatisfied on the complaint handled by
Bank, he/she can contact to Banking Ombudsman. (Contact
Details of Integrated Ombudsman Scheme — 2021 are
displayed in all branches)

e The grievance so reported shall be resolved within the time of 21 working days from the date of receipt of

such grievance. The said grievance so reported shall, at all times, be duly updated on the Bank’s Complaint

Management System.




Policy on Banking Services for Senior Citizens

1. Preamble

This policy has been framed in accordance with the Reserve Bank of India (RBI) guidelines, Government of India
directives, and best practices to ensure customer-friendly, dignified, and priority banking services for senior citizens
(age 60 years and above).

2. Objective

e To provide special care, priority, and convenience in banking services to senior citizens.
e To ensure easy access, hassle-free transactions, and financial security for elderly customers.
e To sensitize staff in dealing with senior citizens with empathy and patience.

3. Scope

This policy is applicable to all branches, departments, digital channels, and customer service points of the Bank, and
covers services offered to senior citizens (including super senior citizens aged 80 years and above).

4. Policy Provisions
4.1 Priority & Preferential Treatment

e Dedicated senior citizen counters/queues shall be provided in all branches.
e Staff shall extend priority service to senior citizens in all banking transactions.

4.2 Account Services

e  Special Senior Citizen Savings Accounts and Fixed Deposit Schemes shall be offered with preferential interest
rates as per RBI/GOI guidelines.

e Standing Instructions/Mandates shall be facilitated to enable ease in recurring payments (pension, utilities,
etc.).

¢ Nomination facility shall be offered at the time of account opening.

4.3 KYC & Documentation

e Senior citizens shall be provided simplified KYC/CKYC processes wherever permissible.
e Home visits may be arranged for bedridden or differently-abled senior citizens for KYC revalidation.

4.4 Grievance Redressal & Helpline

e A dedicated grievance redressal mechanism shall be established for senior citizens.

e Aspecial helpline number/email ID shall be created for resolving senior citizen queries on priority.

o Escalation Matrix for Persons with Disabilities (PwDs)

e Mr.Soni Sachin Naryandas is Chief Nodal Officer for Banking Services for Senior
Citizens)

o Contact Details :- Mobile No. 8888889757 Email :- sachinsoni@laturbank.co.in

13; Employee Name Mobile No. | Designation | Branch E-Mail
HEAD OFFICE
1 | Sachin Narayandas Soni 8888889757 Dy. Chief sachinsoni@laturbank.co.in
Manager
KAMDAR ROAD LATUR
2 | Sidhling Panchappa Dhule 9921660623 Dy. Chief cnb@laturbank.co.in
Manager
AUSA ROAD LATUR




3 | Gajanan Padmakarrao Naik 8888889782 Dy. Chief arb@laturbank.co.in
Manager
AURAD SH.
4 | Kalidas Kashinath Kodre 8605006230 Dy. Chief asb@laturbank.co.in
Manager
UDGIR
5 | Poonam Ramankumar Randad | 9860723557 Dy. Chief 'ub@laturbank.co.in'
Manager
SHIVAJI NAGAR LATUR
6 | Mayur Ashishappa Kore 7588692188 Deputy snb@laturbank.co.in
Manager
NANDED
7 | Narsinh Pralhadrao Jagtap 9604556869 Deputy 'ndb@laturbank.co.in'
Manager
CHH.SAMBHAJINAGAR
8 | Raghunath Gangadharrao 9860706989 Dy. Chief ‘abd@laturbank.co.in'
Vattamwar Manager
LULLANAGAR
9 Bhagygshree Manmath 8788769018 Deputy Inb@laturbank.co.in
Nigadikar Manager
AMBE]JOGAI ROAD LATUR
10 | Amrapali Harishchandra 7020631987 Deputy amb@laturbank.co.in
Sarkate Manager
SOLAPUR
1 Sanket Shivratan Parik 7020741785 Deputy sol@laturbank.co.in
Manager
LONI KALBHRPUNE
12 | Dnynoba Laxmanrao Ghante 9623454923 Dy. Chief loni@laturbank.co.in
Manager
URULI KANCHANPUNE
13 o oo Chief . .
Yogesh Gopikishanji Bajaj 9421375210 Manager uruli@laturbank.co.in
LAXMI ROAD PUNE
14 | Mukhit Mohd.Yasin 9970689112 Dy. Chief .
Shaikh(Sakolkar) Manager Irb@laturbank.co.in
AHAMEDNAGAR
15 | KAMLESH PRAKASH HARBA 7972840620 Dy. Chief .
anb@laturbank.co.in
Manager
CHEMBUR (MUMBAI)
16 | UMAKANT PRADIP 8208107993 | Assistant .
DESHPANDE Manager lub.chembur@laturbank.co.in
PVR CHOWK LATUR
17 | Krishna Kantilal Sharma 8484060016 Deputy pvr@laturbank.co.in
Manager
SANGLI
18 | Rajaram Shriniwas Kulkarni 9028721675 Dy. Chief . .
sangli@laturbank.co.in
Manager

KOLHAPUR




19 | TUKARAM MARUTI GAIKWAD | 9890099746 Dy. Chief .
kolhapur@laturbank.co.in
Manager
NASHIK
20 Anita Uttamsing Thakur 8459363674 Dy. Chief nashik@laturbank.co.in
Manager
NAGPUR
21 | Minal Shatrughna Nagdevate 9423720302 Clerk nagpur@laturbank.co.in
AMRAWATI
22 Anupam Rajendra Mantri 9021178559 | Assistant amravati@laturbank.co.in
Manager

4.5 Staff Sensitization

e All employees shall undergo sensitization training for handling senior citizen customers with patience, dignity,
and care.

5. Implementation & Compliance
e All branches must immediately implement the provisions of this policy.
e The Bank’s Customer Service Department shall monitor compliance.
e Non-compliance will attract disciplinary and regulatory consequences.

6. Review of Policy

This policy shall be reviewed annually or as and when RBI/GOl issues fresh guidelines concerning senior citizens.



