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his is a voluntary Code, reflecting the

bank's positive commitment to its Micro and
Small Enterprise (MSE) customers to provide
easy, speedy and transparent access to
banking services in their day-do-day operations
and in times of financial difficulty. This Code
is not only a Charter of Rights of the MSE but

also enshrines his obligations vis-a-vis his bank.
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INTRODUCTION

This is a voluntary Code, which sets m inim um standards of banking
practices for banks to follow when they are dealingw ith M icro and Sm all
Enterprises (M SEs) as defined in the M icro Sm all and M edium

Enterprises Developm ent M SMED ) Act, 2006 . It provides protection to
you and explains how banks are expected to dealw ith you for your day-
to-day operations and in tim es of financial d ifficu lty.

The Code does not replace or supersede regulatory or supervisory
Instructions issued by the Reserve Bank of India RBI) and wew illcom ply
w ith such instructions Mirections issued by the RBI from tim e to tim e.
Theprovisions ofthe Codem ay sethigher standards than whatis indicated
in the regulatory or supervisory instructions and such higher standards
w i1l prevail, as the Code represents best practices agreed by us as our
com m im ent to you.

In the Code, ¥ou’denotes the M SE in India and #%we’, the bank that you
dealw ith.

1.1 ObJjctives OfThe Code

The Code has been developed to

a. G ive a positive thrustto the M SE sector by providing easy access to
efficient bank ing services.

b. Prom ote good and fair banking practices by setting m inim um
standards in dealing w ith you.

c. Increase transparency so that you can have a better understanding
of what you can reasonably expect of the services.

d. Im prove our understanding of your business through effective
com m unication.

e. Encourage m arket forces, through com petition, to achieve higher
operating standards.

f. Prom ote a fair and cordialrelationship between you and us and also
ensure tim ely and quick response to your banking needs.

g. Foster confidence in the banking system .
The standards ofthe Code are covered by the key com m itm ents in Section 2.
1.2 Application O f The Code

As defined in the MSMED Act, 2006, M SEs cover M icro and Sm all
Enterprises engaged in the m anufacturing or production or processing



or preservation of goods and those engaged in providing or rendering of
services.

Unless it says otherw ise, all parts of this Code apply to all the products
and services listed below, under currentregulatory instructions, w hether
they are provided by branches, subsidiaries, pint ventures or agents,
across the counter, over the phone, by post, through interactive electron ic
devices, on the internet or by any other m ode. How ever, all products
discussed herem ay or m ay not be offered by us.

a. Current accounts, term deposits, recurring deposits, and all other
deposit accounts.

b. Paym entservices such aspaym entorders, rem ittances byway ofD em and
Drafts and w ire transfers or through electronic or any other m ode.

c. Banking services related to G overnm ent transactions.
d. Dem at accounts, equity, governm ent bonds.

e. Indian currency notes exchange facility.

f. Collection of cheques.

g. Loansand other credit facilities including offbalance sheetproducts
such as Letters of Credit, Bills, Bank Guarantees etc.

h. Foreign exchange services including m oney changing.

i.  Third party insurance and investm ent products sold by us.
j. Card products like ATM /D ebit/Lredit cards and services.
k. Factoring services.

1. Merchant Services.

The m eanings of words in bold black have been given in the G lossary.

2.KEY COMMITMENTS

2.1 Our Key Comm itm ents To You
2.1.1 To ActFairly And Reasonably In A11 Our Dealings W ith You By

a. Providingm inim um banking facilities ofreceiptand paym entofcash/
cheques at the bank s counter.

b. Providing speedy and efficient credit and service delivery.

c. Meeting the com m itm ents and standards in this Code, for the
products and services we offer, and in the procedures and practices
our staff follow .



d. Making sure our products and services m eet relevant laws and
regulations in letter and spirit.

e. Ensuring that our dealings with you rest on ethical principles of
integrity and transparency.

f. Operating secure and reliable banking and paym ent and settlem ent
system s.

g. Considering cases of financial difficulty sym pathetically (see
paragraph 5.6 below).

2.1.2 To Help You Understand How Our Financial Products And
Services Work By

a. Givingyou inform ation aboutthem in anyoneorm ore ofthe follow ing
languages: H indi, English or the appropriate local language.
b. Ensuring that our advertising and prom otional literature is clear.

c. Ensuring that you are given clear inform ation about our products
and services, the term s and conditions and the interestrates/service
charges, which apply to them .

d. Ensuring that there is no m is-selling of our products.

e. Giving you inform ation on what are the facilities provided to you
and how you can availofthese, whatare their financial im plications
and whom you can contact for addressing your queries.

2.1.3 To Help You Use Your Account Or Service By

a. Providing you regular appropriate updates.
Keeping you inform ed about changes in the interest rates, charges
or term s and conditions.

2.1 .4 ToDealQuickly And Sym pathetically W hen Things Go W rong By

a. Correctingm istakes prom ptly and cancelling any bank charges thatwe
apply due to our m istake.

b. Handling your com plaints prom ptly.

c. Telling you how to take your com plaint forw ard if you are still not
satisfied (see paragraph No.10 below).

d. Providing suitable alternative avenues to alleviate problem s arising
out of technological failures in the bank.

2.1.5 To TreatAllYour PersonalAnd Business Inform ation A s Private

And Confidential

We will treat all your personal and business inform ation as private and

confidential subfct to m atters m entioned in paragraph No. 4 below.
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2.1 .6 To Publicise The Code

We W ill

a. Provide you (existing custom er) w ith a copy of the Code on request
free of cost.

b. Provide you (new custom er) w ith a copy ofthe Code when you open
your account.

M ake available this Code for perusalatevery branch and on our website.

Ensure that our staff are trained to provide relevant inform ation
about the Code and to put the Code into practice.

2.1.7 To Adopt And Practice A Non D iscrim ination Policy

Wewillnotdiscrin inate on the basis of age, race, gender, m arital status,
religion or disability, if any, of the prom oterproprietorpartmer/s of the
enterprise.

3. NFORMATION

You can get inform ation on interest rates, com m on fees and charges
through any of the follow ing

Phoning our branches or help-line.

a.
b. Looking at our website.

Q

Asking our designated staffhelp desk.

[oF

Referring to the Tariff Schedule (see paragraph 3.3 below ) which is
available at the branch and on our website.

3.1 IfYou Want To Becom e Our Custom er
We W ill

a. Giveyou inform ation on allschem es offered by us specifically forM SE s.

b. Give you inform ation to explain the key features of our loan and
products viz cash credit, term loans, guarantees, billdiscounting/
purchase, off balance sheet items including applicable interest rate,
m ethodology of calculation of interest and fees and charges.

c. Endeavour to custom ize the product and service that you choose, to
suit your needs.

d. Tellyou ifwe offer products and services in m ore than one way [for
exam ple, through ATM s, on the Internet, over the phone, in branches

and so on] and tell you how to find outm ore about them .



e. Tellyou what inform ation we need from you to prove your identity
and address, for us to com ply with legal, requlatory and internal
policy requirem ents.

3.2 Interest Rates

Changes in interest rates

Wewillinform you ofthe change in interestrates on our products w ithin
seven days of the decision by

a. Writing to you.

b. Notice at the branch.

c. Placing on website.

3.3 Tariff Schedule
Fees & Charges

a. Wewillm ake known to you all charges applicable to the products and
services chosen by you likke charges leviable for non m aintenance of
m Inim um balance, collection of outstation cheques, issue of Dem and
Drafts and cheque books, account statem ent, account closure and
charges for deposittv thdrawalat ATM locations.

b. We will place our Tariff schedule on our website and m ake a copy
available at every branch for your perusal, free of cost.

c. Wewilldisplay on our website and in our branches a list of services
which are rendered free of charge.

d. Wewillalso provide you inform ation aboutthe penalties leviable in case
ofnon-observanceAriolation ofany ofthe term s and conditions governing
the product/ervices chosen by you.

e. Wewillnotincrease charges on accountofthe branch beingupgraded
to Core Banking Solutions (CBS).

Changes in Fees & Charges

If we increase any of these fees or charges or introduce a new fee or
charge, it w ill be notified through our website/statem ents of accounts/
em ail /SM S alerts/hotice board at branches 30 days prior to the revised
charges becom ing effective.

3.4 Term s And Conditions

a. When you becom e a custom er or avail of a product/ service for the
first tim e, we w ill advise you the relevant term s and conditions for
the service you have asked us to provide.



b.

o

Allterm s and conditions w illbe fair and w ill set out respective rights
especially w ith regard to nom ination facility, wherever app licable
and labilities and obligations clearly and as far as possible in plain
and sim ple language.

Changes to Term s and Conditions

a.

b.

C.

W hen you becom e a custom er, you can get inform ation ofchanges to
term s and conditions through any of the follow ing channels

i) Account statem ents

i) ATM s

iii) W ritten com m unication

iv) Notice Board at each branch

v) Em ail/website/SM S

Ifwe havem ade any change w ithout notice we w ill notify the change
within 30 days. If such change is to your disadvantage, you m ay
within 60 days and w ithout notice close your account or sw itch it
w ithout having to pay any extra charges or interest.

Ifwe havem ade am ajpr change or a lotofm inor changes in any one
year, we will, on request give you a copy of the new term s and
conditions or a sum m ary of the changes.

4. PRIVACY AND CONFIDENTIALITY

We will treat all your personal and business inform ation as private and
confidential [even when you are no longer a custom er], and shallbe guided
by the follow ing principles and policies.W e w illnot reveal in form ation or
data relating to your accounts, w hether provided by you or otherw ise, to
anyone, including other com panies/ntities in our group, other than in

the follow ing exceptional cases

a.

b.

Ifwe have to give the inform ation by law .
If there is a duty tow ards the public to reveal the inform ation.

If our interests require us to give the inform ation (for exam ple, to
prevent fraud) but we will not use this as a reason for giving
inform ation about you or your accounts [incliding your nam e and
address] to anyone else, including other com panies in our group, for
m arketing purposes.

Ifyou ask us to revealthe inform ation, or ifwe have your perm ission.



e. Ifwe are asked to give a banker’s reference about you, we w ill need
your written perm ission before we give it.

We willexplain to you the extent of your rights under the existing legal
fram ew ork for accessing the personalrecords thatwe hold about you.

We will not use your personal and business inform ation for m arketing
purposes by anyone including ourselves unless you specifically authorize
us to do so.

4.1 Credit Reference Agencies

a. W hen you open your account, we w illpass your accountdetails to cred it
reference agencies which include the business fersonaldebts you owe
us as also the conduct of your account and the checks we m ay m ake
w ith them from tim e to tim e.

b. We willexplain to you the role of credit reference agencies and the
effect the Inform ation they provide to their m em bers can have on
your ability to get credit.

5.LEND ING

Our loan policy dealing w ith your application for loan or any financial
assistance w ill be reflective of the objctives and spirit of the national
policy and the regulatory prescription. W e shall place the policy relating
to M icro and Sm allEnterprises on our w ebsite and alsom ake itavailable
to you at the branch for perusal. On request we will m ake available a
copy ata nom inalcharge.W e w illendeavour to provide facilities through
a Single W indow M echanism .

5.1 Application
We will

a. M akeavailable, free ofcost, sim ple standardized, easy to understand,
app lication form for loans.

b. Provide you with a checklist (com pliant with legal and regulatory
requirem ents) along w ith the loan application form to enable you to
subm it the application com plete in all respects. If required, we w ill
assist you in filling up your loan application form .

c. Atthe tim e of m aking available application form also provide you
inform ation aboutthe interestrates applicable, and the fees/charges,
if any, payable for processing, pre-paym ent options and charges, if



o

any, and any other m atter which affects your interest, so that a
m eaningful com parison with those of other banks can be m ade and
inform ed decision can be taken by you.

d. Acknowledge in writing the receipt of your loan app lication.

e. Norm ally collect all particulars required for processing the
application for credit facility at the tim e of application. In case we
need any additional inform ation, we w ill contact you w ithin seven
working days from receipt of app lication.

f. Endeavour to enable you to know online the status of your
app lication .

g. Notcharge any processing fee for loans up to Rs.5 lakh ifthe loan is
not sanctioned.

h. Dispose of your application for a credit lim it or enhancem ent in
existing credit Iim itup to Rs 2 lakh within two weeks; and for credit
lim itup toRs 5 lakh within 4 weeks from the date ofreceiptprovided
your app lication is com plete in all respects and is accom panied by
docum ents as per ‘check list’ provided and dispose of loan
applications for am ounts exceeding Rs 5 lakh, within a reasonable
tim e fram e.

5.2 Credit Assessm ent

a. Wewill

i) Verify the details m entioned by you in your application by
contacting you through our staff /agencies appointed by us for
this purpose at your business address/residence.

ii) Before lending you any m oney, or increasing your overdraft or
borrow ing lim it/s, assess whether you w illbe able to repay it.W e
shall carry out proper assessm ent of your loan application by
carrying out detailed due diligence and appraisal.

iil) Satisfy ourselves about the reasonableness of the projpctions
m ade by you.

b. This assessm entm ay include looking at the follow ing
i) Inform ation you give us, including the purpose of borrow ing.
i) Your business plan.

iii) Your business’s cash flow, profitability and existing financial
com m itm ents supplem ented, ifnecessary, by accountstatem ents.

iv) Your personal financial com m itm ents.



v) How you have handled your finances in the past.

vi) Inform ation we get from credit reference agencies.

vii) Ratings assigned by reputed credit rating agencies, if any.
viiil) mhform ation from others, such as other lenders /freditors.
ix) M arket reports.

x) Any security provided.

We will

i) Notinsist on collateral for credit lim its upto Rs 5 lakh.

ii) Consider providing collateral free credit lim its upto Rs 25
lakh if we are satisfied about your track record and financial

position being good and sound.

iii) Provide m icro and sm all enterprises m anufacturing) working

capital 1im its com puted on the basis ofa m inim um of 20 per

cent of your projcted annual turnover.

iv) Consider your request for suitable enhancem ent in the working

capital lim its in cases where the output exceeds the propctions or

where the initialassessm entofw orking capital is found inadequate

and you have provided necessary evidence.

Guarantees

Ifyou wantus to accepta guarantee or other security from som eone

else for your liabilities, we w ill ask you for your perm ission to give
confidentialinform ation aboutyour finances to them or to their legal

adviser.We will also

i) Encourage them to take independent legal advice to m ake sure
that they understand their com m itm ent and the possible
consequences of their decision (where appropriate, the

docum ents we ask them to sign w illcontain this recom m endation

as a clear and obvious notice).

ii) Tellthem thatby giving the quarantee or other security they m ay

becom e liable as well as you.

5.3 Sanction Rejection
We will

a.

Not insist on com pulsory deposit as fuid pro—quo’ for sanctioning

cred it facility /fes.

W hile offering you an overdraft, or an increase in your existing overdraft

lim it tell you if your overdraft is repayable on dem and or otherw ise.
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c. Putdown in writingterm s and conditions and other caveats governing
cred it facilities agreed to and duly certify the sam e and give you a
copy thereof.

d. Supply authenticated copies ofallthe loan docum ents executed w ith
a copy each of all enclosures quoted in the loan docum ent and the
list thereof.

e. Convey in writing the reasons for not acceding to your request for a
loan or credit facility.

f. Follow a rating system , the param eters ofw hich w illbe shared w ith you.

g. Perm it prepaym ent of loans up to Rs.5 lakh without levying any pre—
paym ent penalty.

h. Ensure disbursal of the loan sanctioned within two working days
from the date of com pliance w ith allterm s and conditions governing
such sanction.

i. Ensure periodic review and renewal of facility as per term s and
conditions in the sanction letter given to you.

5.4 Post D isbursem ent

We will

a. Assure thatwe refrain from interference into your business affairs
except on what is in term s of sanction of loan, loan agreem ent or
when new inform ation com es to bank’s know ledge.

b. Endeavour to be constructive in our m onitoring process and
sym pathetically deal w ith genuine difficulties that you m ay face in
your dealings w ith us.

c. Obtain follow ing inform ation from you on an ongoing basis

i) A com parison of the forecasts in your business plan with the
actual results.

i) Progress on im portant aspects of your business plan.

iii) Annual accounts such as Balance Sheet and Profit and Loss
Account and other supporting docum ents.

iv) Age-w ise break up ofyour creditors and debtors and the am ounts
involved.

d. Allow drawals against your lim its as per usual safequards.

e. Ifyour circum stances change, talk to you aboutany new inform ation

we willneed from you.



f. Convey our consent or otherw ise within two weeks of receipt of a
request for transfer ofthe borrow alaccount, either from you or from
the bank /financialinstitution thatproposes to take over the account.

g. Release all securities on receiving repaym ent of loan im m ediately
and in any case not later than one week subjct to any legitim ate
right or lien for any other clain we m ay have against you.

h. Give notice in case we exercise such right of set off, with full
particulars of our rem aining claim s against you as also of the
docum ents under which we are entitled to retain the securities till
the relevant clain is settled/paid by you.

i. Effect pledges/Mdeliveries on the sam e day of receiving your request.

j.  Grantyou increase in thedraw ingpower w ithin 24 hours oflodgm ent
of security.

k. Inform vyou of debits to your account arising out of interest
app lication, fees and charges.

1. Monitor the progress m ade by you through any or m ore of the
follow ing m odes

i)  Scrutinising periodic statem ents of stocks you hold.
i) Watching the transactions in your accountw ith us.

iii) Visits by either our staff or authorised representative to your
prem ises for verification of the stocks and /or assets financed.

iv) Obtain wherever necessarym arketreports on how your business
is going on.
5.5 Non-Fund Based Facilities

Wem ay offernon —fund based facilities for purchase ofcapitalequipm ent
or raw m aterials/consum ables etc. through issuance, advising,
confirm ation, negotiation, discounting etc. of Letters of Credit (LCs).

Wem ay stand as a guarantor for your financial obligations.

We m ay help you in collection of export bills and dom estic outstation
trade and service bills.

5.6 Financial D ifficulties
How we can help

5.6.1 We will consider cases of financial difficulty sym pathetically and
positively. You w illusually identify problem s firstand should letus know
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as soon as possible. If we becom e aware of problem s, we will let you

know in writing. If speed seem s to be im portant, we m ay try to contact

you by phone, fax or e-m ail.

5.6 .2 This listgives a few exam ples of whatm ay concern us, particularly

if you do notexplain what is happening.

a.

o

K .

If there is a delay in com m encem ent of com m ercial production and
there is cost overrun etc.

If you exceed your agreed sanctioned lim its frequently.

If there are large increases or decreases in your business turnover
w ithout proper clarification from you.

If there is a stoppage/suspension ofwork for an unreasonably long
tim e.
If you are incurring loss.

If you suddenly lose a business parther or co —prom oter or a key
custom er or em ployee.

If you sella large part of your business.

If you use credit facility/ies for purposes other than those agreed
w ith us or divertthe fiinds for purposes other than intended business.

If you do not service interest at prescribed intervals.

If you fail to adhere to the agreed loan repaym ent schedule.

Ifthe billsdrawn by you on your custom ers retuirn unpaid frequently.
Ifyou do nothonour bills drawn on you by your supp liers frequently.

If guarantees issued by us on your behalf are not honoured by you
when invoked.

If your book debts/Mdebtors size is increasing not in consonance w ith
turnover in your account.

If all sales are not routed through your account.
If you do not com ply w ith conditions set out in the loan agreem ent.
If you do not furnish agreed inform ation on tim e.

If another creditor brings a w inding-up petition or other legalaction
against your business.

563 Wewilldo allwe can to help you overcom e your difficulties. W ith
your active co-operation, we will develop a plan for dealing with your
financialdifficulties and we w illtell you, in w riting, whatw e have agreed.

13



5.6 .4 Wewillendeavour to provide you w ith cred it counseling services so
thatwe can be ofhelp to you in dealing w ith your financialproblem s.

56.5

a. Ifyou are in difficulties, we w illwork w ith your advisers, if you ask
us to. It is im portant that you act in good faith, keep us inform ed
about developm ents, keep to your agreem ent with us and are
prepared to m ake necessary changes early enough.

b. We may ask you for m ore financial inform ation /com m itm ents to
help us work together to understand your problem s.

5.7 Nursing Sick M SEs And Debt Restructuring

We will consider a nursing/debt restructuring program m e in case your
borrow alaccountrem ains substandard for over six m onths, or your unit is
considered to be sick.

For exam ining your request for rehabilitation Mdebt restructuring we w ill
First see whether you are viablefotentially viable.

b. Ifyou are found to be viablefotentially viable in itiate corrective action
for your revival.

c. In case your unit is potentially viable and is under consortium /
m ultiple banking arrangem ent, and if we have m axim um share of
outstanding, work out the restructuring package.

d. Work out a rehabilitation package which will also include your
contribution in accordance w ith RBIstipulations and im plem ent the
sam e w ithin a m axim um period 0f60 days from the date of receipt
of your request.

If we do not think that the rehabilitation plan will succeed, we will

explain the reasons why and help you and your advisors consider other

options.

Ifwe cannotreach an agreem ent,we w illm ake itclearwhywe feelunable

to continue to support you and tell you when we will withdraw our

support.

6.COLLECTION OF DUES

W henever we give loans, we w illexplain to you the repaym entprocess by w ay
ofam ount, tenure and periodicity ofrepaym ent.H ow ever ifyou do notadhere
to repaym ent schedule, a defined process in accordance w ith the law s of the
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land w ill be follow ed for recovery of dues which will be given to you at the
tim e of sanction of loan. The process w ill involve rem inding you by sending
you notice or by m aking personalvisits and/or repossession of security, if
any. In case of default, we m ay refer the case to the recovery agent. We will
inform you that recovery proceedings have been initiated.

On initiating recovery proceedings we w ill also tell you that in case you
have a com plaint to m ake in this regard you m ay contact our helpline
num ber. We will investigate your com plaints about unfair practices by
our recovery agents.

Our collection policy is built on courtesy, fair treatm ent and persuasion.
W e believe in fostering custom er confidence and longterm relationship.

We will provide you with all the inform ation regarding dues and will
endeavor to give sufficient notice for paym ent ofdues. Our staff deputed
for collection of dues or/and security repossession w ill identify him self/
herself. Any person authorised to represent us for these purposes will
dentify him selfherselfand also display the authority letter issued by us.

All the m em bers of the staff or any person authorised to represent our
bank in collection or/and security repossession would be subjpcted to
due diligence and they would follow the guidelines set out below

a. Youwould be contacted ordinarily atthe place ofbusiness/occupation
and if unavailable at the place of your business/ occupation at the
place of your residence or in the absence of any specified place at
the place of your authorised representative’s choice.

b. Identity and authority to representwould bem ade known to you at the
first instance.

Your privacy and dignity would be respected.
d. Interaction with you would be in a civilm anner.

e. Nom ally our representatives w ill contact you between 0700 hrs and
1900 hrs, unless the special circum stances of your business or
occupation require otherw ise.

f.  Your requests to avoid calls at a particular tim e or at a particular
place would be honored as far as possible.

g. Tim e and num ber of calls and contents of conversation would be
docum ented .

h. Al assistance would be given to resolve disputes or differences
regarding dues in a m utually acceptable and in an orderly m anner.



i.  During visits to your place for dues collection, decency and decorum
would bem aintained.

. Tnappropriate occasions such as bereavem ent in the fam ily or such
other calam itous occasions would be avoided for m ak ing calls Aisits
to collect dues.

6.1 Security Repossession Policy

Wewill follow a Security Repossession Policy in consonance w ith the law .
A copy of the policy w illbe displayed on the website and m ade available
on request.

7.DEPOSIT ACCOUNTS

You m ay open different type of accounts w ith us such as current accounts,
term deposits etc.

The above m ay be opened by you with or without nom ination facility,
wherever it is perm itted .W e w illexplain the im plications ofthe foregoing
accounts as also the nom ination facilities at the tim e of opening of the
account.

We willalso inform you about liquid deposit facility, sweep account and
sim ilar types of products offered by us and their im plications and
procedures involved atthe tin e ofopening ofaccountw herever app licable/
adm issible.

7.1 Account Opening And Operation O £Deposit Accounts
Before opening any deposit account, we w ill

a. Carry out due diligence as required under “Know Your Custom er”
(KYC) guidelines of the bank.

b. Ask you to subm it or provide necessary docum ents or proofs to do so.

c. Obtain only such inform ation to m eet with our KYC, Anti M oney
Laundering or any other statutory requirem ents. In case any
additional inform ation is asked for, it w ill be sought separately and
w e w ill specify the objctive ofobtaining such additionalinform ation.
Providing such inform ation w ill be voluntary.

d. Provide the account opening form s and other m aterial to you. The
sam e will contain details of essential inform ation required to be
furnished and docum ents to be produced for verification and /or for
record for m eeting the KYC requirem ents.



7.2

7.3
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Explain the procedural form alities and provide necessary
clarifications sought by you while opening a deposit account.

At the tim e of opening of the account, m ake available to you the
details of the insurance cover in force under the insurance schem e,
subject to certain lim its and conditions offered by the Deposit
Insurance and Credit Guarantee Corporation of India O ICGC).

Changing Your Account

Ifyou decide to close your currentaccountwe w illclose your account
w ithin two working days of receiving your instructions.

If you want to transfer your account to another branch of our bank
wewilldo so.Your accountatthe new branch w illbe operationalised
w ithin one week ofreceiving your request, subjct to your com plying
w ith the required KYC form alities atthe new branch.W e w ill intim ate
you as soon as the account is operationalised. The new branch will
be provided w ith inform ation on your standing instructions/direct
debits, if any.

Wewillcancelany bank charges you would have to pay as a resultof
any m istake or unnecessary delay by us when you transfer your
current account to or from us.

W hen You Open A Deposit Account

We will

a.

7.4

Inform you about num ber of transactions, cash withdrawals etc.,
that can be done free of charge w ithin a given period.

Inform you about the kind of charges, if any, In case of exceeding such
lim its.Details of the charges w illbe included in the Tariff Schedule.

Inform you of the rate at which interest is paid on your deposits,
how it is calculated and its periodicity.

M inim um Balance

For deposit products like Current account or any other type of Deposit

account, we will inform you

a.

About m inim um balances to be m aintained as part of term s and
conditions governing operation of such accounts.

About charges which will be levied in case of failure to m aintain
m inim um balance in the accountby you.D etails ofthe other charges
to be levied will be included in the Tariff Schedule.



7.5 Charges

Specific charges for issue ofcheque book s, add itional/dup licate statem ent
of accounts, duplicate pass book, copies of paid cheques, folio charges,
debit card, ATM card, verification of signature, return of cheque for
insufficientbalance, change in m andate or style ofaccount, stop paym ent,
standing instructions/cancellations thereof etc., will be included in our
Tariff Schedule.Concessions or reliefgiven w illnot be w ithdrawn during
the original validity period of the concession felief.

7.6 Term Deposits

Prem ature W ithdraw alof Term Deposit

We will

a. Inform you theprocedure forw ithdrawalofTerm D epositbeforem aturity.

b. disclosethe interestrates policy for prem aturew ithdraw alofterm deposit.

Renew alof Overdue Term D eposits

Wewilltellyou the interestrate applicable in case you renew the deposits
after the date ofm aturity.

Advances against D eposits

We will explain facility of loan overdraft available against term deposits.

7.7 Statem ents

a. To help you m anage your account and check entries in if, we willm ail
you a m onthly statem ent of account, unless this is not appropriate for
the type ofaccountyou have [like an accountw here you have a passbook ].
We m ay provide statem ent by e ail, or through our secure Internet
bank ing service, if you so desire, provided we have such facility w ith us.

b. You can ask us to provide you w ith account statem ents m ore often
than is norm ally available on your type ofaccount, ata charge. This
charge w ill be indicated in the Tariff Schedule.

c. You willbe able to see your last few transactions at the counter. You
w ill also be able to see the transactions on ATM or through your
Internet account w herever such facilities are available w ith us.

7.8 Dorm ant/noperative Accounts

We will

a. Tellyou when you open your account, what period of inoperation of
the accountwould render your accountbeing classified as dorm ant/
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inoperative account. You w ill also be inform ed three m onths before
your account is classified as dorm ant, inoperative or treated as
unclaim ed account and the consequences including the charges for
reactivation thereof as per the Tariff Schedule.

b. Tell you the procedure to be followed if you want to activate the
account.

7.9 Closing Your Account

Under norm alcircum stances, wew illnotclose your accountw ithoutgiving
you at least 30 days notice. E xam ples of circum stances, which are not
frorm al’/, include in proper conduct ofaccountetc. In all such cases, you
w ill be required to m ake alternate arrangem ents for cheques already
issued by you and desist from issuingany fresh cheques on such account.

7.10 Clearing Cycle /Collection Services
We will

a. Tell you about the clearing cycle for local instrum ents and the
outstation instrum ents including details such as when you can
w ithdraw m oney after lodging collection instrum ents and when you
w illbe entitled to earn delayed interestas per our Cheque Collection
Policy which is available on our w ebsite and also available for perusal
at the branch.

b. Provide details, if we offer Im m ediate credit for outstation cheques
including the applicable term s and conditions, such as the lim it up
to which instrum ents tendered by you can be credited, operating
accounts satisfactorily etc.

c. Proceed asperour cheque collection policy and provide allassistance
to you to obtain a duplicate cheque/instrum ent in case a cheque/
instrum ent tendered by you is lost in transit.

d. Give the above inform ation when you open your account and
whenever you ask us. Ifthere is any change in our policy, the revised
policy will be displayed on our website and at all our branches.

7.11 Cash Transactions

We will accept cheques/ cash and dispense cash at counters wherever
your accountism aintained .W e w illexchange soiled /n utilated notes and/
or sm all coins at such of our branches as per RBID irectives.

For transactions above a specified am ountwem ay require you to furnish

your PAN .



7.12 Direct Debits And Standing Instructions

We will

a. Atthetim eofopeningthe accounttellyou how directdebits/standing
instructions work and how you m ay record/cancel them and the
charges connected w ith them .Charges w illbe levied as per the Tariff
Schedule as am ended from tim e to tim e.

b. Actupon m andates given by you for direct debits [say E lectronic
Clearing Service (ECS)] and other standing instructions. In case of
any delay or failure in executing the m andate resulting in financial
loss or additionalcost, we w illcom pensate as per the Com pensation
Policy ofthe bank which is available on our website. Ifthem andate
cannot be executed due to insufficient balance in your account, we
w i1l levy charges as per the Tariff Schedule as am ended from tim e
to tim e.

c. Send a rem ittance advice to the recipient of the rem ittance.

d. Refund your accountw ith interestas soon as it is determ ined that it
is unauthorisedly /frroneously debited from your account and
com pensate you as per the com pensation policy of the bank .

7.13 Stop Paym ent Facility
We will

a. Accept stop paym ent instructions from you in respect of cheques
issued by you. Im m ediately on receipt of your instructions we w ill
give acknow ledgem ent and take action provided these cheques have
not already been cleared by us.

b. Include in the Tariff Schedule any charges that m ay be levied for
action on stop paym ent instructions.

c. Com pensate you as per the com pensation policy of the bank if a
cheque has been paid after stop paym ent instructions are
acknow ledged .

7.14 Cheques/D ebit Instructions Issued By You
We will

a. Keep original cheques/debit instructions paid from your account
or copies or im ages of the sam e, for such periods as required by
law .

b. G ive you the cheque Mdebit instruction or a copy thereofas evidence
as long as records are available w ith us. If there is a dispute about
a cheque paid debit from your account, in case the request ism ade
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w ithin a period of one year, no charge w ill be levied and beyond a
period ofone year charges w illbe levied as per the Tariff Schedule.

c. Tellyou how wewilldealw ith unpaid cheques and out-ofdate [stale]
cheques.Wew illcharge for the cheques returned unpaid.The details
of charges to be levied will be included in the Tariff Schedule as
am ended from tim e to tim e.

7.15 Branch Closure/Shifting

Ifwe plan to close our branch or ifwe m ove our branch, we w ill give you

a. Notice of three m onths if there is no other branch of any bank
functioning at your centre or if our branch is a specialized SME /
M SE branch and inform you how we w illcontinue to provide banking
services to you.

b. Notice oftwo m onths , ifthere is a branch ofany other bank functioning
at your centre.
7.16 Settlem ent O £Claim s In Respect O £ D eceased Account Holders

We will follow a sim plified procedure for settlem ent of accounts of
deceased accountholders and to the extentasm ay be applicable toM SE s,
we will abide by the provisions of Code of Bank’s Com m itm ent to
Custom ers, 2006 .

8.PROTECTING YOUR ACCOUNTS

8.1 Secure And Reliable Banking And Paym ent System s

We will co-operate as a banking system so that you enjpy secure and
reliable bank ing and paym entsystem s you can trust.Wew illinstallCCTV,
where necessary, for close surveillance as part of security arrangem ents.
8.2 Keeping Us Up To D ate

Pleasem ake sure you letus know as soon as possible when you change your
a. Nam e, constitution (including change in Partners/D irectors).

b. Address.

c. Phone num ber.

d. E-m ailaddress (if this is how we com m unicate w ith you).

8.3 Checking Your Account

a. Werecom m end thatyou check your statem entor passbook reqgularly.
If there is an entry, which seem s to be wrong, you should tellus as



soon as possible so thatwe can investigate the sam e.Regular checks
on direct debits and standing instructions w ill help you be sure the
m oney is going where you want it to.

b. Ifwe need to investigate a transaction on your account, you should
co-operate w ith us and w ith the police/other investigative agencies
ifwe need to involve them .

8.4 Taking Care

The care of your cheques, passbook, cards, PINs, passwords and other
security inform ation by you, is essentialto help prevent fraud and protect
your accounts. Please m ake sure that you follow the advice given below .

a. Donot
i) Keep your cheque book and ATM Mdebit fredit cards together.
i) Sign and keep blank cheque leaves.

iii) W rite down or record your PIN, password or other security
inform ation.

iv) G ive your accountdetails, password, card, PIN or other security
inform ation to anyone.

b. Always

i) W rite clearly the nam e of the person you are paying the cheque
to, if you send cheque through the post, it will help to prevent
fraud. We will recom m end that you write such cheques for
instance w ith carbon paper on the reverse to avoid chem ical
alterations.

ii) Choose your new PIN carefully, if you change your PIN .

iil) M em orize your PIN, password and other security inform ation
and destroy the written com m unication, if any, of the sam e as
soon as you receive it.

iv) Take reasonable steps to keep your card safe in your personal
custody and your PIN, passw ord and other security inform ation
secret at all tim es.

v) Keep your card receipts safe and dispose them off carefully.

vi) W rite on the cheque the nam e of the account holder @BC Bank
Account -XYZ) if you are paying a cheque into a bank account.
You should draw a line through unused space on the cheque so

unauthorized person cannot add extra num bers or nam es.
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c. Wewilladvise you whatyou can do to protect your cheque book and
ATM /Debit/Credit Card from m isuse.

d. In the eventyour cheque book, or ATM D ebit £ redit card has been lost
or stolen, or that som eone else knows your PIN or other security
inform ation, we w ill, on your notifyingus, take in m ediate steps to try to
prevent these from beingm isused.

e. It is essential that you tell us as soon as you can if you suspect or
discover that your cheque book, card has been lost or stolen or
som eone else knows your PIN, password or other security
inform ation.

f. You could tell us about the loss by phone at our 24 hour toll free
num ber given to you and send us a w ritten confirm ation to thateffect
In m ediately. A lternatively, you m ay advise us by em ailto the address
we have given you for this purpose.

8.5 Internet Banking

Online banking is safe and convenient as long as you take a num ber of
sim ple precautions.

Please m ake sure you follow the advice given below.

a. Visitour Internetbanking site directly. Avoid accessing the site through
a link from another site or an em ailand verify the dom ain nam e displayed
to avoid spoofwebsites.

b. Ignore any e ailasking for your password or PIN and inform us ofthe
sam e for us to Investigate the sam e. Neither the police nor we w ill ever
contact you to ask you to reveal your online banking or paym ent card
PINs, or your passw ord inform ation.

c. We advise you notto use cyber cafés /shared PCs to access our Internet
banking site.

d. We advise you to update your PC with latest antiwvirus and spy ware
softw are requ larly. You m ay installsecurity program m es to protectagainst
hackers, virus attacks or m alicious Trojn Horse’ program m es. A
suitable firew all installed in a com puter to protect your PC and its
contents from outsiders on the Internet is recom m ended.

e. Disable the ¥ile and Printing Sharing’ feature on your operating
system .

f. Logoffyour PC when not in use.

g. Do notstore your D PIN in the Internet E xp lorer Brow ser.



h. Check your account and transaction history regularly.
i. Follow our advice — our websites are usually a good place to get help

and guidance on how to stay safe online.

8 .6 Cancelling Paym ents

Ifyou wantto cancela paym entor series ofpaym ents you have authorised,
you should do the follow ing

a. To stop paym entofa cheque or cancelstanding instruction given, or
a direct debit you m ust tellus in writing.

b. To cancel a direct debit, you inform us. We recom m end that you
inform the originator of the direct debit also.

c. Ttmaynotbepossible to cancelpaym ents if you do notgive notice of

your decision to cancel.

8.7 Liability For Losses

a. Ifyou act fraudulently, you w ill be responsible for all losses on your
account.

b. Ifyou actw ithout reasonable care, and this causes losses, you m ay be
responsible for them .

c. Unless you have acted fraudulently or w ithout reasonable care, your
liability for the m isuse of your card will be lim ited to the am ount
stipulated in the term s and conditions governing the issue of the card.

d. You m ay be liable for m isuses on account of loss of your PIN or
com prom ise ofyour password or ofother secured inform ation until
the tim e that we have been notified and we have taken steps to
prevent m isuse.

9. SERVICES

9.1 Foreign Exchange Services

a. When you buy or sell foreign exchange, we w ill give you inform ation
on the services, details ofthe exchange rate and other charges which
apply to foreign exchange transactions. If this is not possible, we
w ill tell you how these willbe worked out.

b. Ifyou wantto transfer m oney abroad, we w ill tell you how to do this
and will

i) Guide you about regulatory requirem ents or conditions as and

when requested by you.
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ii) G ive you a description of the services and how to use them .

iil) G ive details ofwhen the m oney you have sent abroad should get
there and the reasons for delays, if any.

iv) G ive the exchange rate applied when converting to the foreign
currency (ifthis is notpossible atthe tim e ofthe transaction, we
w ill let you know later what the rate is).

v) G ive details of any com m ission or charges, which you will have
to pay and a warning that the person receiving the m oney m ay
also, have to pay the foreign bank s charges.

vi) Tellyou ifthe inform ation provided by you form akinga paym ent
abroad is adequate or not. In case of any discrepancies or
incom plete docum entation, we w ill advise you Im m ediately and
assist you to rectify/com plete the sam e.

c. For any inward rem ittances we w ill

i) Tellyou the original am ount received and charges, if any, levied
ifm oney is transferred to your bank account from abroad. Ifthe
sender has agreed to pay allcharges, we w illnottake any charges
when we pay the m oney into your account.

ii) In case of delay beyond the day when the am ount is due for
credit, com pensate you (a) for any loss on account of interest
for due period beyond the due date and (o) also for adverse
m ovem ent of forex rate as per the com pensation policy of the
bank which is available on our website.

d. We willIssue all certificates required to be issued under regulatory/
statutory instructions free of charge.

9.2 Rem ittances W ithin India

Ifyou wantto rem itm oney within India we will inform you how to effect
and will

a. G ive description of services and how to use them .
b. Suggestto you the bestway to send the m oney to suit your needs.

c. Disclose the details of all charges including com m ission that you
w illhave to pay for the service as per the Tariff Schedule as am ended
from tim e to tim e.

d. In case of any delay, com pensate you as per the com pensation
policy of the bank for the loss/additional expenses incurred by

you.



10.COMPLAINTS, GRIEVANCES AND FEEDBACK

10.1 Internal Procedures

a.

Ifyou wantto m ake a com plaint, we w ill tell you

i) How to do this.

ii) W here a com plaint can be m ade.

iil) W hen to expecta reply.

iv) Whom to approach for redressal.

v) Whatto do if you are not happy about the outcom e.
Our staffwillhelp you with any questions you have.

W hen you becom e a custom er, we w ill tell you where to find details
ofour procedure for handling com plaints fairly and quickly. We w ill
also place on our website our G rievance RedressalPolicy.

If your com plaint has been received in writing, we w illendeavour to
send you an acknow ledgem ent/ a response within a week. If your
com plaintis relayed over phone atour designated telephone helpdesk
or custom er service num ber we shall provide you a com plaint
reference num ber and keep you inform ed of the progress w ithin a
reasonable period of tim e.

After exam ining the m atter, we w ill send you our final response or
explain why we need m ore tim e to respond and shall endeavour to
do so within six weeks of receipt of your com plaint and w ill tell you
how to take your com plaint further if you are still not satisfied .

10.2 Banking Om budsm an Schem e

a.

We will display on our website and in all our branches a notice
explaining thatw e are covered by the Banking Om budsm an Schem e,
2006 of the Reserve Bank of India. Copy w ill be m ade available on
request at a nom inalcharge.

W ithin 30 days of lodging a com plaint w ith us, if you do not get a
satisfactory response from us and you w ish to pursue other avenues
for redressalofgrievances, you m ay approach Banking Om budsm an
appointed by Reserve Bank of India under Banking Om budsm an
Schem e,2006.Salient features ofthe BankingOm budsm an Schem e
are displayed in the branch notice boards and the schem e itself is
displayed on our website.Our staff would explain the procedure in

this regard.
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11.ADVERTISING, MARKETING AND SALES

a. We willm ake sure that all advertising and prom otionalm aterial is
clear.

b. In anyadvertisingin anym edia and prom otionalliterature thatdraw s
attention to a bank ing service or productand includes a reference to
an interestrate, we willalso indicate w hether other fees and charges
w ill apply and that full details of the relevant term s and conditions
are available on request.

c. If we avail of the services of third parties for providing support
services, we w illrequire that such third parties handle your personal
and business inform ation (ifany available to such third parties) w ith
the sam e degree of confidentiality and security as we would.

d. Wemay from tim e to tim e, com m unicate to you new features of
our products availed by you.Inform ation aboutour other products
or prom otional offers in respect of our products/services, w ill be
conveyed to you only if you have given your consent to receive
such inform ation/ service either by m ail or by registering for the
sam e on our website or on our phone banking/custom er service
num ber.

e. Wehaveprescribed a code ofconduct for our D irect Selling Agencies
(D SAs)whose serviceswem ay availto m arket our products/services
which am ongst other m atters requires them to identify them selves
when they approach you for selling our products personally or
through phone.

f. In the event of receipt of any com plaint from you that our
representative/courier or D SA has engaged in any Im proper conduct
or acted in violation ofthis Code, we shall take appropriate steps to
investigate and to handle the com plaint and to m ake good the loss.

12.MONITORING

The Banking Codes and Standards Board of India m onitors the Code.
The contact details are as follow s:

The Banking Codes and Standards Board of India, Reserve Bank of India
Building, C-7, 4th Floor, Bandra Kurla Com plex, M um bai400051

Telephone: 02226573715 ; Fax:022-26573719
Em ail : help bcsbid rbiorg.in W ebsite : www bcsbiorg.in




13.GETTING HELP

If you have any enquiries about the Code, you should contact us at our
designated telephone helpdesk or custom er service num ber or contact
the Indian Banks’Association at the follow ing address.

Indian Banks’Association

Centre 1 , World Trade Centre , Cuffe Parade, M um bai400 005
Tel.No.022-22182217

Fax:022-22835638

Em ail: dbastadium @ vsnlnet W ebsite: www .iba.org.in

Or, contact the Banking Codes and Standards Board of India at the
address given atpara 12 on page 27.

13.1 Wewillhave notices in allour branches and on our w ebsite explaining
thatcopies ofthe Code are available and how you can getone and thatwe
willm ake a copy available to you on request.

14.REVIEW OF THE CODE

This Code willbe review ed w ithin a period ofthree years.The review w ill
be undertaken in a transparentm anner.
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Annex: G lossary
ATM

An autom ated teller m achine @ATM ) is a m achine in which a custom er
can use his card alongw ith PIN to getcash, inform ation and other services.

Bank Guarantee

Bank guarantee is a prom ise by a bank on behalf of its custom er to a
third party to pay an am ount specified in the guarantee deed in case the
custom er fails to perform the obligation as stipulated in the deed.

Banking Om budsm an

Banking Om budsm an is an independentdispute resolution authority set
up by the Reserve Bank to deal with disputes between the bank and
individual / sm all businesses.

B ills

Bills are financial negotiable instrum ents such as Bills of Exchange or
Prom issory Notes. Bill of Exchange is issued by a seller to his buyer
directinghin tom ake paym ent for the goods supp lied /services rendered .
Bill in the form of a prom issory note is issued by a buyer to his seller
undertaking to m ake paym ent for the goods received/ services rendered .

Bill D iscounting

In case ofdiscounting ofa bill, a bank buys the bill (ie.BillofE xchange
or Prom issory Note) before it is due and credits the value of the bill after
discountcharges to the custom er’s account. The transaction is practically
an advance against the security of the bill and the discount represents
the intereston the advance from the date ofpurchase ofthe billuntil it is
due for paym ent. Only usance bills are discounted.

Card

Card is a generalterm for any plastic card, which a custom erm ay use to
pay for goods and services or to w ithdraw cash.In this Code, it includes
ATM D ebitLredit cards.

Cash Creditf0 verdraft

Cash creditfoverdraft is a form of credit facility in which a borrower is
sanctioned a pre—arranged lim it w ith the freedom to borrow as m uch
m oney as he requires. In case of flow of credit to the account, he can
w ithdraw afresh subjpctto the lim it sanctioned .As such, the lim itworks



as a revolving line of credit. Bank charges interest on the outstanding
balances.

Cash losses

Cash losses m ean net losses m inus depreciation.

Cheque Collection Policy

Cheqgue Collection Policy refers to the policy follow ed by a bank in respect
ofvarious localand outstation cheques and instrum ents deposited w ith the
bank for credit to an account. The policy inter alia deals w ith

> Cheqgue purchase requests
Tim e fram e for credit of cheques
Paym ent of interest in case ofdelay in collection of cheques

Instant credit of local and outstation cheques

Y V VY

Cheque instrum ents lost in transit

Collateral Security/ Security

Collaterals are assets pledged hypothecated/m ortgaged by a borrower
as a security for a credit facility. In the event of the borrow er defaulting
on the loan, the lender bank can claim these assets in lieu of the sum
owed.

Com pensation Policy

Com pensation Policy refers to the policy followed by a bank for
com pensating its custom ers for the financial losses incurred by them

(the custom ers) due to the acts ofom ission or com m ission on the partof
the bank.

Credit facilities/Bank Loan

Credit facilities from the bank m ay be in the form ofa term loan or in the
form ofoverdraftor cash credit thatis extended by a bank to its custom er
for a specified period and he is charged interest on the outstanding
balances.

Credit reference agencies

Creditreference agency m eans a cred it inform ation com pany form ed and
registered under the Com panies Act, 1956 that has been granted a
Certificate of Registration under the Credit Inform ation Com panies
(Regulation) Act, 2005.
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Current Account

A form ofdem and depositwherefrom w ithdraw als are allowed any num ber
of tim es depending upon the balance in the accountor up to a particular
agreed am ount.

Custom er

An M SE or its authorised representative who has an accountw ith a bank
or who avails of other products/ services from a bank.

D eceased account

A Deceased account is a deposit account in which case either the single
account holder has deceased or in case of pint accounts one or m ore of
Jint account holders has/have deceased.

Dem at accounts

A Dem at account refers to dem aterialised account and is an account in
which the stocks of investors are held in electronic form .

D eposit Accounts

. “Savings deposits” m eans a form of dem and deposit which is
subect to restrictions as to the num ber of withdrawals as also
the am ounts of withdrawals perm itted by the bank during any
specified period.

. “Term deposit” m eans a deposit received by the bank for a fixed
period withdrawable only after the expiry of the fixed period and
includes deposits such as Recurring/Short D eposits/fF ixed D eposits/
M onthly Incom e Certificate/Q uarterly Incom e Certificate etc.

. “Notice Deposit” m eans term deposit for specific period but
w ithdraw able on giving at least one com plete banking day’s notice.

E lectronic Clearing Service

The E lectronic C learing Service (ECS) is an online transm ission system
which perm its the electronic transm ission of paym ent inform ation by
the banks/branches to the Autom ated Clearing House (ACH) via a
com m unication network.

E quity

Equitym eans a partofcapitalofa corporate entity that is represented by the
shares of the com pany whether in physical or dem aterialised form .



Factoring
Factoring is a financial option for the m anagem ent of receivables. It is
the conversion of credit sales into cash.

G overnm ent bond

Governm entbond m eans a security, created and issued by the Centralor
State Governm ent for raising a public loan.

Guarantee
A prom ise given by a person.
Letter of Credit

A letter ofcredit is a docum ent issued by a bank, which usually provides
an irrevocable undertaking for paym ent to a beneficiary against
subm ission of docum ents as stated in the Letter of Credit.

M ail
M ail is a letter in a physicalor electronic form .

M erchant Services

M erchant services generally refer to m erchant accounts allowed to trading
and service establishm ents for acceptance ofpaym ents through credit/debit
cards. The cards m ay be accepted over the counter through card term inals
ie.PointofSale POS)m achines or over phone or through internet.

M icro and Sm all Enterprises

M icro and Sm all Enterprises are those enterprises engaged in
m anufacturing or rendering services.

A m icro enterprise is defined as:

An enterprise engaged in the m anufacture or production ofgoods pertaining
to any industry w here the investm entin plantand m achinery does notexceed
Rs.25 lakh

or
An enterprise engaged in rendering services where investm ent in
equipm ent does not exceed Rs.10 lakh.

A sm all enterprise is defined as :

An enterprise engaged in m anufacture or production of goods pertaining
to any industry where the investm ent in plant and m achinery is m ore
than Rs.25 lakh butdoes not exceed Rs.5 crore
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or
An enterprise engaged in rendering services where investm ent in
equipm ent is m ore than Rs.10 lakh but does not exceed Rs. 2 crore.
Net worth

Net worth m eans sum of Capital and free reserves m inus accum ulated
losses.

Nom ination Facility

Thenom ination facility enables the bank to:m akepaym entto thenom inee
of a deceased depositor, of the am ount standing to the credit of the
depositor, return to the nom inee, the articles left by a deceased person in
the bank s safe custody, release to the nom inee of the hirer, the contents
of a safety locker, in the event ofdeath of the hirer.

Non-Ffund based facility

Non-fund based facilities are such facilities extended by banks which do
not involve outgo of funds from the bank when the custom er avails the
facilities butm ay at a later date crystallise into financial liability if the
custom er fails to honour the com m itm entm ade by availing these facilities.
Non-fund based facilities are generally extended in the form of Bank
Guarantees, Acceptances and Letters of Credit.

Non Perform ing A sset

A Non Perform ing Asset NPA) is a loan or an advance where

i) interestand/or installm entofprincipalrem ain overdue for a period
ofm ore than 90 days in respect ofa term Iloan.

il) the account rem ains ut of order’ in respect of an O verdraftC ash
Credit ©D L£C).

iil) the bill rem ains overdue for a period ofm ore than 90 days in the
case of bills purchased or discounted .

O riginator

An organisation which collects paym ents from a custom er’s account in line

w ith custom er’s instructions.

O ther Security Inform ation

A selection ofpersonalfacts and inform ation (in an order which the custom er
know s), which m ay be used for identification when using accounts.



Outofdate (stale) cheque

A cheque, which has notbeen paid because the date w ritten on the cheque is
a date exceeding six m onths from the tim e of its presentation.

PAN

The Perm anent Account Num ber (PAN) is an all India unigue Num ber
having ten alphanum eric characters allotted by the Incom e Tax
Departm ent, Governm ent of India. It is issued in the form ofa lam inated
card. It is perm anent and w ill not change w ith change of address of the
assessee or change of Assessing O fficer.

Passw ord

A word or a setofnum bersor an alphanum eric com bination for an access
code, which the custom er has chosen, to allow him to use a phone or
Internet bank ing service. It is also used for identification.

Paym ent and Settlem ent System

Paym ent and Settlem ent System m eans financial system creating the
m eans for transferringm oney betw een supp liers and user offunds usually
by exchanging debits or credits am ong financial institutions.

PIN

A confidential num ber, use ofwhich along with a card allow s custom ers
to pay for articles/services, w ithdraw cash and use other electron ic services
offered by the bank.

Repossession

Repossession is the process by which a creditor with a loan secured on
house or goods (e.g. car) takes possession of the security, if the debtor
does not repay as per the term s of the loan agreem ent.

Rehabilitation Package

Rehabilitation package is the package drawn for the rehabilitation of a

sick unit. The package has to be drawn in accordance with the RBI

stipulations and it usually consists of

i) Working Capital with relaxation in the rate of interest in term s of
regulatory guidelines

il) Funded Interest Term Loan

i) Working Capital Term Loan

iv) Term Loan

v) Contingency Loan Assistance



0

Security

Represents assets used as support for a loan or other liability.

Services

1) In respect of sm all and m icro service enterprises, services refer to
sm allroad and w ater transport operators, sm allbusiness, professional
and selfem ployed persons, and all other service enterprises.

i) Services rendered by the banks include various facilities like
rem ittance (issueofDDs,M Ts, TTs etc), receiptand paym entofcash,
exchange of notes and foreign exchange etc. provided by the banks
to the custom ers.

Sick Unit

Sick unit refers to a unit whose account has rem ained substandard for
m ore than six m onths or there has been erosion in net worth due to
accum ulated cash losses to the extent0of50% ofthe networth during the
previous accounting year and theunithas been in com m ercialproduction
for at least two years.

Substandard

A substandard assetwould be one, which has rem ained NPA for a period
less than or equalto 12 m onths.

Tariff Schedule

The charges levied by a bank on the products and services offered by it
to its custom ers.

Unpaid Cheque

This is a cheque, which is returned “fnpaid’ (bounced) by the drawee
bank.
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