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COMPENSATION POLICY

Introduction

We are committed to our mission of providing quyabervice to our customers, service
quality being our paramount importance. Howevaer,the event, for some reasons,
beyond our control or inadvertently, we are undbleneet the service levels committed
by us in our dealings with individual customersistitompensation policy will be
applicable.

The compensation policy of the bank is thereforsigieed to cover areas relating to
unauthorized debiting of account, payment of irdete customers for delayed collection
of cheque/ instruments, erroneous credit card esargpayment of cheque after
acknowledgement of stop payment instructions, deeayerrors in remittances due to
reasons attributable to the Bank, foreign exchaegeices, etc.

The policy is based on principles of transparenog &irness in the treatment of

customers. The objective of this policy is to comgade the customer for direct and actual
financial loss that the customer may incur in cagleh can be measured directly where
the bank does not meet the services levels comuniyeit due to reasons attributable to
the Bank to the extent as detailed in this poliBy. ensuring that the customer is

compensated without having to ask for it, the barkects instances of the customer
approaching the Banking Ombudsman or any otherrfdar redressal to come down

significantly. The commitments under this policy avithout prejudice to any right that

the bank will have in defending its position befargy forum/court/statutory or regulatory

authority.

1. Unauthorised / Erroneous Debit:

If the bank has raised an unauthorized/ erronewastdlebit to an account, the entry will

be reversed immediately on being informed in wgtiof the erroneous debit, after

verifying the position. In the event the unauthed/erroneous debit has resulted in a
reduction in the minimum balance applicable for mpapt of interest on savings bank

deposit or payment of additional interest to thakba a loan account, the bank will

reverse such additional interest charged or anyuatdebited to the customer’s account
due to such insufficiency of balance on accourthefunauthorized/erroneous debit.

In case verification of the entry reported to b@eeous by the customer does not involve
a third party, the bank shall arrange to compléi process of verification within a
maximum period of 7 working days from the date eparting of erroneous debit in
writing by the customer to the Bank. In case,\th#gfication involves a third party, the
bank shall complete the verification process witlimaximum period of one month from
the date of reporting of erroneous transactiormieycustomer.



With regard to erroneous transaction reported bstarners in respect of credit card
operations (which require reference to a merchstatbéishment) the bank shall provide
explanation along with necessary documentary eceleih any, to the customer within a
maximum period of sixty days.

The compensation is to the extent of interest é@sexplained above.

a) Debits due to frauds committed by the staff empdoye the Bank directly or
indirectly will be compensated to the customer raéistablishing nature of
fraud irrespective of the amount.

b) In case of debits due to fraud committed by thetaruser or due to the
customer’'s negligence, Bank shall not pay any amdiinthe issue is
decided.

c) In cases where neither the branch nor the custasrar fault, but the fault
lies elsewhere in the system, Bank would compernsa&teustomer up to a
limit of Rupees ten thousand only.

The vigilance department of the Bank would be atled entity to decide on the nature
of the fraudulent debit after a quick verificatiohthe facts of the case. Erroneous debits
of category a & ¢ above shall be reversed to cust@accounts within 10 days from the
date of the customer’s claim.

2. ECS direct debits/other debits to accounts

The bank will undertake to carry out direct deBi€S debit instructions of customers in
time. In the event the bank fails to meet such caments customer will be compensated
to the extent of interest loss and bank chargesyf that the customer would incur on
account of delay in carrying out the instructiorifiee to carry the instructions.

The bank would debit the customer’s account witi applicable service charge as per
the schedule of charges notified by the bank. éndahent the bank levies any charge in
violation of the arrangement, the bank will revetise charges when pointed out by the
customer subject to scrutiny of agreed terms anditons.

Any consequential financial loss to the customdt also be compensated subject to a
maximum of Rs.5000/-

3. Credit Cards

Where it is established that the bank had issuddhativated a credit card without written
consent of the recipient, the bank would not ordyerse the charges debited to the
account of the customer immediately but also payout demur to the recipient of the
card,a penalty being twice the value of charges reversed



Operation of the credit card account shall be toedance with the ING credit card terms
and conditions. In particular, the cardholder spansible for all the transaction approved
on his/her credit card prior to report of the lesshe bank as per the ING credit card
terms and conditions. The bank reserves the righhonour, refer or decline any
transaction on the credit card, at its sole dismmeaind without assigning any reason
whatsoever. Transactions reported as erroneousuBtoroer in respect credit card
operations, which requires specific reference toeschant establishment will be handled
as per charge back rules laid down by VISA/MastedQaternational. The bank will
provide explanation and if necessary, documentaigeace to the customer within a
maximum period of sixty days.

4. Payment of Cheques after Stop Payment Instruicins:

In case a cheque has been paid after stop paymstniidtion is acknowledged by the
bank in writing, the bank shall reverse the tratieacand give value-dated credit to
protect the interest of the customer. Such dehltde reversed within 2 working days of
the customer intimating the transaction to the bank

In the event the customer suffers any financiak los account of such Payment of
Cheques after Stop Payment Instructions, the bhak sompensate the customer to the
extent of direct financial loss, if any, by way loss of Savings account interest on
account of reduction in the minimum balance formawpt of interest on savings bank
deposit or payment of additional interest to thakban a loan account or any charges
levied for reason of balance falling below miniminalance requirement or any charges
levied for return of cheques due to shortfall itebae.

5. Foreign Exchange Services:

The Bank would not compensate the customer forydela collection of cheques
designated in foreign currencies, sent to foremumtries as the bank would not be able to
ensure timely credit from overseas bank. It is bank's experience that time for
collection of instruments drawn on banks in foreigguntries differ from country to
country and even within a country, from place tagel. The time norms for return of
instruments cleared provisionally also vary fronumoy to country. The Bank however,
would consider upfront credit against such instratee by purchasing the
cheque/instrument, provided the conduct of the aathas been satisfactory in the past.
However, the bank will compensate the customeruitdue delays in affording credit
once proceeds are credited to the Nostro Accouttteobank with its correspondent. Such
compensation will be given for delays beyond onekvieom the date of credit to Nostro
Account/due date after taking into account normabliag period (as applicable to
respective countries) notified from time to timéneTcompensation will be worked out as
under:
a) Interest for the delay in crediting proceeds agcated in the collection policy of
the bank. In case of extraordinary delay interetos paid at the rate of 2% over
the corresponding term deposit rate.



b) Compensation for any loss on account of adverseement in foreign exchange
rate during the delayed period
6. Payment of Interest for delayed Collection of Otstation Cheques

The compensation on account of delays by the Babliection of instruments would be
as indicated in the bank’s collection policy.

As part of the compensation policy of the bank,lihek will pay interest to its customer
on the amount of collection instruments in caseethe delay in giving credit beyond the
time period mentioned in the cheque collectiongoliSuch interest shall be paid without
any demand from customers in all types of accodritsre shall be no distinction between
instruments drawn on the bank’s own branches oother banks for the purpose of
payment of interest on delayed collection.

Interest for delayed collection shall be paid atfitllowing rates:

a) Savings Bank rate for the period of delay beyorid/d/4 days as the case may be
in collection of outstation cheques.

b) Where the delay is beyond 14 days interest wilph&l at the rate applicable to
term deposit for the corresponding period or Savdank rate, whichever is
higher.

c) In case of extraordinary delay, i.e. delays exaeg8D days interest will be paid at
the rate of 2% above the corresponding Term Depaisit

d) In the event the proceeds of cheque under collectiere to be credited to an
overdraft/loan account of the customer, intereditlvé paid at the rate applicable
to the loan account. For extraordinary delaysragt will be paid at the rate of
2% above the rate applicable to the loan account.

e) Only reasonable additional verifiable expenses rmech by a customer in this
regard will be compensated.

It may be noted that interest payment as given @bewuld be applicable only for
instruments sent for collection within India.

The bank’s compensation policy for financial loeffered by the customers due to loss of
instrument after it has been handed over to th& Bancollection by the customer would
also be as indicated in our collection policy. Baene is extracted below for information:

6.1 Cheques / Instruments lost in transit / in cle@ng process or at paying bank’s
branch:

In the event a cheque or an instrument accepteddiection is lost in transit or in the

clearing process or at the paying bank’s branahpink shall immediately on coming to
know of the loss, bring the same to the noticehefdccountholder in writing so that the
accountholder can inform the drawer to record gtagment and also take care that
cheques, if any, issued by him / her are not disbhmed due to non-credit of the amount of
the lost cheques / instruments. The bank wouldigeoall assistance to the customer to
obtain a duplicate instrument from the drawer o ttheque by providing necessary



certificate on loss of the cheque..

In line with the compensation policy of the bankge tbank will compensate the
accountholder in respect of instruments lost inditain the following way:

a) In case intimation regarding loss of instrumenis®ied to the customer beyond
the time limit stipulated for collection (7/10/14ys as the case may be) interest
will be paid for the period exceeding the stiputiat®llection period, at the rates
specified under Para No. 6 above under Paymemttefdst for delayed Collection
of Cheques.

b) In addition, bank will pay interest on the amouhthe cheque for a further period
of 15 days at Savings Bank rate to provide forljilkkeirther delay in obtaining
duplicate cheque/instrument and collection thereof.

c) The bank would also reimburse the actual chargeg#ed by the customer to the
bank/ institution for obtaining the duplicate chefinstrument upon production of
receipt.

Where a cheque is lost after it is discounted, dhek would bear reasonable cost for
obtaining duplicate instrument. However, the cusiomill assist in obtaining duplicate
instrument. His liability under Negotiable InstrumieAct will not be extinguished till
bank receives the proceeds of cheque.

7. Issue of Duplicate Demand Draft

1. The duplicate DD will be issued within 15 days frahme day all necessary
documents are received by the issuing branch. Hekyéer any reason if there is
delay in issuing duplicate DD, then the bank wahrgensate the purchaser for the
delay in the form of interest payment.

2. For the delay beyond the above stipulated periéyest at the rate applicable to
the term deposit for corresponding delayed periddbe paid as compensation to
the customer. Such interest is payable only wherrdéljuest for issue of duplicate
draft is received either from the purchaser or lteaeficiary and not from the
holder of the instrument.

3. Interest will be for the period at the rate prewgilon the date of submission of
complete documents.

8. Violation of the Code by banks agent

In the event of receipt of any complaint from thestomer that the bank’s employees/
representative / courier agency / service provateDSA has engaged in any improper
conduct or acted in violation of the Code of BanRsmmitment to Customers which the
bank has adopted voluntarily, the bank is committedinvestigate the matter and
endeavor to communicate the findings to the customithin 7 working days from the
date of receipt of complaint and wherever justifiedmpensate the customer for direct
financial loss if any, as contemplated under tloiscy.



9. Transaction of “at par instruments” of Co-operative Banks by Commercial Banks

The RBI has expressed concern over the lack okpamency in the arrangement for
payment of “at par” instruments of co-operative ksaby commercial banks resulting in
dishonour of such instruments when the remitterdiesady paid for the instruments. In
this connection it is clarified that the bank wibt honour cheques drawn on current
accounts maintained by other banks with it unlasangements are made for funding
cheques issued. Issuing bank should be resportsildlempensate the cheque holder for
non payment/delayed payment of cheques in the absai adequate funding
arrangement.

10. Lenders liability — commitment to borrowers

1. We will return to customers all the securities /caments / title deeds to
mortgaged property within 15 days of repayment bf dmes agreed to or
contracted. If any right to set off is to be exsed for any other claim, we will
give due notice with full particulars about theatlelaims and retain the securities
/ documents / title to mortgaged property till teéevant claim is settled / paid.

2. Where all the dues agreed to or contracted ared@péull and where there are no
other claims against which the bank is not exargishe right to set off, for any
delay in return of securities / documents / tigg®ds to mortgaged property beyond
15 days of the repayment of all the dues agreear toontracted, the bank will
compensate the borrower / security or property auméhe extent of 0.10% of the
valuation of the security / property as per theords of the bank or Rs.5000/-
whichever is lower. In the event of loss of titkeeds to mortgaged property at the
hands of bank, the compensation will cover out @fket expenses for obtaining
duplicate documents plus a lump sum amount as elédg the bank.

11. ATM Failure

It is mandatory for bank to reimburse the custontieg, amount wrongfully debited on

account of failed ATM transaction within a maximymriod of 12 working days from the

receipt of the complaint. For any failure to redit the customer's account within 12
working days from the date of receipt of the cormlabank shall pay compensation of
Rs.100/- per day to the aggrieved customer. Tompensation shall be credited to the
customer’s account automatically without any cldiom the customer, on the same day
when bank affords the credit for the failed ATMrnsaction.

12. Force Majeure

The bank shall not be liable to compensate cust®meder this policy for the delayed
credits if some unforeseen event (including butlmoited to civil commotion, sabotage,

accident, fires, natural disasters or other “ActsGmd”, war, damage to the bank’s
facilities or of its correspondent banks), abseofcthe usual means of communication or
all types of transportation, etc. beyond the cdrifahe bank prevents it from performing

its obligations within the specified service defiw@arameters.



Notwithstanding anything contained here above Baek shall not pay any compensation
in the following cases.

1. Any deficiency in regard to loans and advancewiiets of the Bank.

2. Credit Card operations where the Bank is only anagf other banks etc.

3. Debit Card/ATM Card, non-dispensation of cash despalance in the account,
double debit etc as they are subject to respeereements/terms with account
holder.

4. Dishonour of at par payment arrangement with otiaks, due to non-funding
and security compliances.

5. Delays on account of non-functioning of businesg do factors beyond the
control of the bank, the period of such eventsldimlremoved for calculation of
delays etc.

6. Where the issues are subject matter of a disputbéyBank or is sub-judice and
are placed under the disposal of statutory or edgny authorities, Courts,
Ombudsman, arbitration, Government bodies etc mapemsation will be payable
under this Policy.

13. Change/Modification

Bank reserves it right to change or to modify tleidy or any of its provisions from time
to time.

Limitation of liability

This Policy shall at all times be without prejudicethe Bank’s rights, defenses, claims
and remedies available under law. Under no circanc& shall the Bank be liable or

responsible for any indirect, special, punitiveemplary, consequential loss or damage
(including loss of profit, business opportunityssoof reputation etc.,) Acceptance of the
compensation under this policy shall be full amdfisettlement of all issues arising out of
grievances for which compensation is claimed.




