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Branch Level Customer Service Committees

Banks were advised to establish Customer Service Committees at branch level. In order to
encourage a formal channel of communication between the customers and the bank at the
branch level, banks should take necessary steps for strengthening the branch Ilevel
committees with greater involvement of customers. It is desirable that branch level
committees include their customers too. Further, as senior citizens usually form an
important constituent in banks, a senior citizen may preferably be included therein. The
Branch Level Customer Service Committee may meet at least once a month to

studycomplaints/ 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 committees may also submit quarterly reports giving inputs / suggestions
to the Standing Committee on Customer Service thus enabling the Standing Committee to

examine them and provide relevant feedback to the Customer Service Committee of the

Board for necessary policy / procedural action.
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Z.ero Balance Account — Basic Savings Bank Deposit Account (BSBDA

Basic Savings Bank Deposit Account (BSBDA)

Banks are advised to offer a 'Basic Savings Bank Deposit Account’ which will offer

following minimum common facilities to all their customers:

i. The 'Basic Savings Bank Deposit Account' should be considered a normal banking

service available to all.
ii. This account shall not have the requirement of any minimum balance.

i The services available in the account will include deposit and withdrawal of cash at
bank branch as well as ATMs; receipt / credit of money through electronic payment

channels or by means of deposit / collection of cheques drawn by Central / State

Government agencies and departments.

v While there will be no limit on the number of deposits that can be made in a month,

account holders will be allowed a maximum of four withdrawals in a month, including ATM

withdrawals.
v. Facility of ATM card or ATM-cum-Debit Card.

vi The above facilities will be provided without any charges. Further, no charge will beg




levied for non-operation / activation of in-operative 'Basic Savings Bank Deposit Account.
vii Banks would be free to evolve other requirements including pricing structure for
additional value-added services beyond the stipulated basic minimum services on reasonable

and transparent basis and applied in a non-discriminatory manner.

viii. The 'Basic Savings Bank Deposit Account' would be subject to RBI Instructions on
Know Your Customer (KYC) / Anti-Money Laundering (AML) for opening of bank accounts
issued from time to time. If such account is opened on the basis of simpliied KYC
norms, the account would additionally be treated as a 'Small Account' and would be
subject to conditions stipulated for such accounts as indicated in paragraph 3.2.2(l)(A)(vi) of
Master Circular dated July 01, 2015 on 'KYC norms / AML standards / Combating of
Financing of Terrorism (CFT) / Obligation of banks under PMLA, 2002.

iX. Holders of 'Basic Savings Bank Deposit Account' will- not be eligible for opening any
other savings bank deposit account in that bank. If a customer has any other existing
savings bank deposit account in that bank, he / she will be required to close it within 30
days from the date of opening a 'Basic Savings Bank Deposit Account'

X. The existing basic banking 'no-frills' accounts should be converted to 'Basic Savings

Bank Deposit Account' as per the instructions contained above.
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Dormant Accounts

a) A savings as well as current account should be treated as inoperative / dormant if
there are no transactions in the account for over a period of two years.

b) In case any reply is given by the account holder giving the reasons for not
operating the account, banks should continue classifying the same as an operative

account for one more vyear within which period the account holder may be




d)

requested to operate the account. However, in case the account holder still does
not operate the same during the extended period, banks should classify the same

as inoperative account after the expiry of the extended period.
For the purpose of classifying an account as ‘inoperative’ both the type of
transactions i.e., debit as well as credit transactions induced at the instance of

customers as well as third party should be considered. However, the service

charges levied by the bank or iInterest credited by the bank should not be

considered.

There may be instances where the customer has given a mandate for crediting the
interest on Fixed Deposit account and/or crediting dividend on shares to the
Savings Bank account and there are no other operations in the Savings Bank
account. Since the interest on Fixed Deposit account and/or dividend on shares is
credited to the Savings Bank accounts as per the mandate of the customer, the
same should be treated as a customer induced transaction. As such, the account
should be treated as operative account as long as the interest on Fixed Deposit
account and/or dividend on shares is credited to the Savings Bank account. The
Savings Bank account can be treated as inoperative account only after two years
from the date of the last credit entry of the interest on Fixed Deposit account
and/or dividend on shares, whichever is later, provided there is no other customer
Induced transaction.

Further, the segregation of the inoperative accounts is from the point of view of
reducing risk of frauds etc. However, the customer should not be inconvenienced in
any way, just because his account has been rendered inoperative. The classification
is there only to bring to the attention of dealing staff, the increased risk in the
account. The transaction may be monitored at a higher level both fromthe point of
view of preventing fraud and making a Suspicious Transactions Report. However.
the entire process should remain un-noticeable by the customer.

Operation in such accounts may be allowed after due diligence as per risk categon
of the customer. Due diligence would mean ensuring genuineness of the transaction
verification of the signature and identity etc. However, it has to be ensured that the

customer is not inconvenienced as a result of extra care taken by the bank.

g) There should not be any charge for activation of inoperative account.
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h) Banks are also advised to ensure that the amounts lying in inoperative accounts
ledger are properly éudited by the internal auditors / statutory auditors of the bank.
i) Interest on savings bank accounts should be credited on regular basis whether the
account is operative or not. If a Fixed Deposit Receipt matures and proceeds are

unpaid, the amount left unclaimed with the bank will attract savings bank rate of

Interest.
j) Banks may also consider launching a special drive for finding the whereabouts of

the customers / legal heirs in respect of existing accounts which have already been

transferred to the separate ledger of ‘inoperative accounts’.
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ATM Usage - Number of .Free'Tra'ns_actions

(Refer RBI Circular DPSS.CO.PD.N0.659/02.10.002/2014-2015 dated October 10, 2014)

The number of mandatory free ATM transactions (inclusive of both financial and non-financial
transactions) for savings bank account customers at other banks’ ATMs is reduced from the

present five to three transactions per month for transactions carried out at the ATMs located in
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six metro centres. viz. Mumbai, New Delhi, Chennai, Kolkata, Bengaluru and Hyderabad.

If transactions are carried out at both the six metro centres and other locations, the tote

number of transactions (inclusive of both financial and non-financial) free of charge at othe

bank ATMs would continue to remain at FIVE.

Banks are advised that at least five free transactions (inclusive of financial and non financic
transactions) per month should be permitted to the savings bank account customers for use

own bank ATMs at all locations. Beyond this, banks may put in place appropriate Boar

approved policy relating to charges for customers for use of own bank ATMs.

The ceiling / cap on customer charges of Rs.20/- per transaction (plus service tax, if any) wi

be applicable.
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Charges for Sending SMS Alerts

Banks are required to put in place a system of online alerts for all types of transactions
irrespective of the amounts involving usage of cards at various channels.

Accordingly, with a view to ensuring reasonableness and equity in the charges levied by
banks for sending SMS alerts to customers, banks are advised to leverage the technology
available with them and the telecom service providers to ensure that such charges are

levied on all customers on actual usage basis.
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Fixing of Service Charges -bgjban'ks

Fixin;g service charges by banks

The practice of IBA fixing the benchmark service charges on behalf of member bank
has been done away with and the decision to prescribe service charges has been lef
to individual banks. While fixing service charges for various types of services lik
charges for cheque collection, etc.,, banks should ensure that the charges ar
reasonable and are not out of line with the average cost of providing these services

Banks should also take care to ensure that customers with low volume of activities ar

not penalised.
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Banks should make arrangements for working out charges with prior approval of their

Boards of Directors as recommended above and operationalise them in their branches

as early as possible.
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