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CODE OF BANK’S COMMITMENT TO MICRO AND SMALL ENTERPRISES - Amendments

	Code of Bank’s Commitment to Micro and

Small Enterprises, 2008
	Code of Bank’s Commitment to Micro and Small Enterprises, 2012
	Remarks

	Existing provision
	Amendment
	

	Introduction
	
	

	This is a voluntary Code, which sets minimum standards of banking practices for banks to follow when they are dealing with Micro and Small Enterprises (MSE) as defined in the Micro Small and Medium Enterprises Development (MSMED) Act, 2006.
	This is a Code, which sets minimum standards of banking practices for banks to follow when they are dealing with Micro and Small Enterprises (MSE) as defined in the Micro, Small and Medium Enterprises Development (MSMED) Act, 2006.
	The word ‘voluntary’ has been deleted.

	1.2 Application of the Code
	
	

	1.2 (b) Payment services such as payment orders, remittances by way of Demand Drafts and wire transfers or through electronic or any other mode.
	1.2 (b) Payment services such as payment orders, remittances by way of Demand Drafts and wire transfers, all electronic transactions such as RTGS, EFT, NEFT etc. or any other mode. 
	

	1.2 (f) Collection of cheques
	1.2 (f) Collection of cheques / instruments, safe custody . 
	

	1.2 (g) Loans and other credit facilities including off balance sheet products such as Letters of Credit, Bills, Bank Guarantee etc.


	1.2(g) Loans and other credit facilities  which include fund based such as cash credit, overdraft, cheque and bill purchase/discount (both inland and foreign), negotiation under reserve documents tendered under Letter of Credit (both inland and foreign) and non fund based such as  establishment of  inland and /or foreign  Letter of credit (D/P or D/A), issuing of Guarantee (both inland and foreign), Inland or foreign bill or cheque for collection, Co- acceptance and avalisation of bills, buyer’s credit etc.  
	‘Credit facilities’ have been elaborated.

	1.2 (h) Foreign exchange services including money changing.


	1.2 (h) Foreign Exchange Services as permitted under FEMA/ Reserve Bank of India’s guidelines including money changing.
	

	1.2 (i) Third party insurance and investment products sold by us.


	1.2 (i) Third party insurance and investment products marketed through our branches and/ or our authorized representatives or agents.
	

	1.2 (j) Card products like ATM/ Debit  /Credit cards and services. 


	1.2 (j) Card products like ATM / Debit/Credit cards, smart cards and services
	

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

	2.1.2 (b) Ensuring that our advertising and promotional literature is clear.
	2.1.2 (b) Ensuring that our advertising and promotional literature is clear and not misleading.
	

	2.1.2 (e) Giving you information on what are the facilities provided to you and how you can avail of these, what are their financial implications and whom you can contact for addressing your queries.
	2.1.2 (e) Giving you information on the facilities provided to you and how you can avail of these and whom you can contact for addressing your queries and how.
	 The words ‘what are their financial implications’ have been deleted.

	2.1.3 To Help You Use Your Account Or 

Service By
	
	

	a. Providing you regular appropriate updates.

b. Keeping you informed about changes in the interest rates, charges or terms and conditions.
	c. Displaying in our branches for your information 

i. Services we provide

ii. Minimum balance requirement for Current accounts and charges for non-maintenance thereof.

iii. Name of the official at the branch whom you may approach if you have a grievance.

iv. Name and address of the Zonal/ Regional Manager whom you can approach if your grievance is not redressed at the branch

v. Name and contact details of the Banking Ombudsman under whose jurisdiction the branch falls

vi. Information available in booklet form

d. We have displayed on our website our policies on 

i. Cheque collection

ii. Grievance Redressal

iii. Compensation

iv. Collection of Dues and Security repossession.
	Sub para  (c) & (d) added

	2.1.6 To Publicise the Code We Will 
	
	

	a. Provide you (existing customer) with a copy of the Code on request free of cost.

b. Provide you (new customer) with a copy of the Code when you open your account.


	a. Provide you (existing customer) with a copy of the Code, free of cost, on request, over the counter or by electronic communication or mail

b. Provide you (new customer) with a copy of the Code, free of cost, when you open your account.
	

	3.1 If You Want to Become Our  

Customer We Will
	3.1 We will
	The words ‘if you want to become our customer’ have been deleted.

	3.2 Interest Rates

Changes in interest rates 

We will inform you of the change in interest rates on our products within seven days of the decision by

a. Writing to you.

b. Notice at the branch.

c. Placing on website
	3.2 Interest Rates

Changes in interest rates

We will inform you of any change in interest rates on our products within seven days of the decision either by 

a. Letter;

b. SMS; or

c. e-mail

as appropriate to you.

We will also display this information on our website and make it available at our branches, for perusal.
	

	3.3 Tariff Schedule
	
	

	Fees & Charges
	3.3.1 Fees and Charges
b. We will ensure that fees and service charges for various services are approved by the bank’s Board or any competent authority, having jurisdiction on all branches and duly authorized by the Board to take decisions in this regard  and that they would be reasonable and non-discriminatory for similar class of customers.
	A new sub-para added and the existing sub paras (b) to (e) have been renumbered (c) to (f)

	Changes in Fees & Charges 

If we increase any of these fees or charges or introduce a new fee or charge, it will be notified through our website/ statements of accounts /email /SMS alerts / notice board at branches 30 days prior to the revised charges becoming effective.
	3.3.2 Changes in Fees and Charges

If we increase any of these fees or charges or introduce a new fee or charge, it will be notified through statements of accounts /email /SMS alerts / notice board at branches one month prior to the revised charges becoming effective. This information will also be made available on our website.
	

	3.4   Terms and Conditions 
	
	

	a. When you become a customer or avail of a product/ service for the first time, we will advise you the relevant terms and conditions for the service you have asked us to provide.
	(a) We will advise you the relevant terms and conditions for the service you have asked us to provide.


	 The words ‘When you become a customer or avail of a product/ service for the first time’ have been deleted.

	Changes to Terms and Conditions 

a. When you become a customer, you can get information of  changes to terms and conditions through any of the following channels :

i) Account statements

ii) ATMs

iii) Written communication

iv) Notice Board at each branch 

v) Email/ website/  SMS

c. If we have made a major change or a lot of minor changes in any one year, we will, on request give you a copy of the new terms and conditions or a summary of the changes.
	3.4.1 Changes to terms and conditions

a. We will inform you of the changes in terms and conditions by

i. Letter;

ii. SMS; or

iii. e-mail

as appropriate to you.

We will also display this information on our website and make it available at our branches, for perusal.

b. Normally, changes to terms and conditions will be made with prospective effect giving notice of one month.
d. If we have made a major change or a lot of minor changes in any one year, we will, on request give you a copy of the new terms and conditions.
	No.3.4.1 has been allotted to the sub head ‘Changes to terms and conditions’

New sub para (b) has been added

Existing sub-paras (b) & (c) renumbered (c) & (d).

The words ‘or a summary of the changes’ have been deleted.

	4. Privacy and Confidentiality
	
	

	We will treat all your personal and business information as private and confidential [even when you are no longer a customer], and shall be guided by the following principles and policies. We will not reveal information or data relating to your accounts, whether provided by you or otherwise, to anyone, including other companies entities in our group, other than in the following exceptional cases:

a. If we have to give the information by law.

b. If there is a duty towards the public to reveal the information. 

a. c.If our interests require us to give the information (for example, to  prevent fraud)  but we will not use this as a reason for giving information about you or your accounts [including your name and address] to anyone else, including other companies in our group, for marketing purposes.

d. If you ask us to reveal the information, or if we have your permission.
	a. We will treat all your personal and business information as private and confidential (even when you are no longer a customer), and shall be guided by the following principles and policies. We will not reveal any information or data relating to your accounts, whether provided by you or otherwise, to anyone, including other companies/entities in our group, other than in the following exceptional cases:

(i). If we have to disclose the information as required by law. 

(ii). If there is a duty towards the public to reveal the information
(iii) If our interests and /or any prudent risk mitigating strategy   require us to give the information (for example, to prevent fraud). However, we will not use this as a reason for giving information about you or your accounts [including your name and address] to anyone else, including other companies in our group, for marketing purposes.

(iv) If you ask us to reveal the information, or if we have your permission.
	Existing para has been numbered 4.(a)

Existing sub paras (a) to (d) have been renumbered as (i) to (iv)

Provision (a) in the existing Code has been rephrased. and renumbered (i)  



	Credit Reference Agencies


	4.1 Credit Information Companies
	‘Credit Reference Agencies’ replaced with ‘Credit Information Companies’

	a. When you open your account, we will pass your account details to credit reference agencies which include the business /personal debts you owe us as also the conduct of your account and the checks we may make with them from time to time.

b. We will explain to you the role of credit reference agencies and the effect the information they provide to their members can have on your ability to get credit.
	a. We will explain to you the role of Credit Information Companies ----- ability to get credit.

b. When you open your account, we will pass your account details to Credit Information Companies which include …..time to time.

c. Updated information about credit availed from us will be reported by us to the CIC on a monthly basis.

b. d. Information reported to CIC will also include personal debts you owe us even when 

i. You have fallen behind with your payments

ii. The amount owed is in dispute

iii. You have made any proposals to repay which we are not satisfied with.

 e. If your loan account has been in default, and thereafter regularised, we will take steps to update this information with the CIC in the next monthly report.

c. f. We shall keep the Credit Information Companies updated of your account details, on a monthly basis, especially when your account becomes ‘standard’ after a period of being ‘sub-standard’ and / or immediately after the account is regularized / closed to our satisfaction.

d. g. When you apply for credit facility from us, we will on request, and on payment of prescribed fee, furnish you a copy of the credit information obtained by us from the CIC
	Sub paras (a) and (b) in the existing Code have been interchanged. 

Sub paras (c) to (g) have been added

	5.  Lending
	
	

	Our loan policy dealing with your application for loan or any financial assistance will be reflective of the objectives and spirit of the national policy and the regulatory prescription. We shall place the policy relating to Micro and Small Enterprises on our website and also make it available to you at the branch for perusal. On request we will make available a copy at a nominal charge. We will endeavour to provide facilities through a Single Window Mechanism.
	a. Our loan policy will be reflective of the objectives and spirit of the National Policy and the Regulatory Prescription.  We will endeavour to provide facilities through a Single Window Mechanism. 

b. We shall place the policy relating to Micro and Small Enterprises on our website and also make it available to you at the branch for perusal. On request we will make available a copy at a nominal charge. 

c. We will display on our website and also make available at our branches a copy of our policy on

· Lending to the Micro and Small Sector

· Rehabilitation for the Micro and Small Sector

d. We will inform you about salient features including benefits available  and charges payable and terms  of Credit Guarantee Scheme of  CREDIT GUARANTEE FUND TRUST FOR MICRO AND SMALL ENTERPRISES  which is extended by eligible banks  and is popularly known as CGTSME guarantee scheme for MSEs and which is available at present to new as well as existing  Micro and Small  Enterprises including Service Enterprises with a  maximum credit cap of Rs. 100 lakh ( Rupees One hundred lakh) per borrower, excluding retail trade, educational institutions, training institutes and Self Help Groups (SHGs) as per the said Scheme.  

e. Where a loan is eligible to be covered under any subsidy scheme in force, we will explain to you the features of such scheme and any requirement you will need to fulfill.

f. We will endeavour to conduct programmes to enhance knowledge on financial management of prospective borrowers.

g. We shall endeavour to organize meetings of MSE borrowers at periodic intervals as a regular channel for exchange of ideas and suggestions.
	Existing introductory para in the existing Code has been split into sub paras (a) & (b).

Sub paras (c) to (g) have been added

	5.1 Application
	
	

	5.1 Application

We will

a. Make available, free of cost, simple standardized, easy to understand, application form for loans.

b. Provide you with a checklist (compliant with legal and regulatory requirements) along with the loan application form to enable you to submit the application complete in all respects. If required, we will assist you in filling up your loan application form.

c. At the time of making available application form also provide you information about the interest rates applicable, and the fees/charges, if any, payable for processing, pre-payment options and charges, if any, and any other matter which affects your interest, so that a meaningful comparison with those of other banks can be made and informed decision can be taken by you.

d. Acknowledge in writing the receipt of your loan application.

e. Normally collect all particulars required for processing the application for credit facility at the time of application. In case we need any additional information, we will contact you within seven working days from receipt of application.

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

g. Not charge any processing fee for loans up to Rs.5 lakh if the loan is not sanctioned.

e. h. Dispose of your application for a credit limit or enhancement in existing credit limit up to Rs 2 lakh within two weeks; and for credit limit up to Rs 5 lakh within 4 weeks from the date of receipt provided your application is complete in all respects and is accompanied by documents as per ‘check list’ provided and dispose of loan applications for amounts exceeding Rs 5 lakh, within a reasonable time frame.
	a. No change

b. Provide you with a checklist of documents to be submitted (compliant with legal and regulatory requirements) along with the loan application form to enable you to submit the application complete in all respects. If required, we will assist you in filling up your loan application form.
c. At the time of making available application form provide you information about the interest rates applicable along with the annualized rates of interest and the fees/charges, if any, payable for processing, pre-payment options and charges, if any, and any other matter which affects your interest, so that a meaningful comparison with those of other banks can be made and informed decision can be taken by you.

d. Acknowledge, in writing, the receipt of your loan application, whether submitted manually or online, indicating therein the time frame within which the application will be disposed of.

e. No change

f. f. At the time of renewal of an existing loan facility, which has been satisfactorily conducted, we will endeavour to obtain from you only those additional information which are already not in our possession.

g. g. We will give you the Most Important Terms and Conditions (MITC) governing the loan / credit facility approved by us and which may be availed by you.

h. Endeavour to enable you to know online the status of your application
h. i. Not charge any processing fee for loans up to Rs.5 lakh, whether sanctioned or not.

i. j Dispose of your application for a credit limit or enhancement in existing credit limit up to Rs.5 lakh within two weeks; and for credit limit above Rs.5 lakh and up to Rs.25 lakh within 4 weeks; and for credit limit above Rs.25 lakh within 8 weeks from the date of receipt provided your application is complete in all respects and is accompanied by documents as per ‘check list’ provided. 
	Sub paras (f) & (g) have been added.

Sub para (f) in existing MSE Code has been renumbered (h) 

Sub para (g) in the existing Code has been renumbered (i). the words ‘if the loan is not sanctioned’ have been deleted and ‘whether sanctioned or not’ have been added 

Sub para (h) in the existing Code has been renumbered as (j).The credit limits and time frame for disposal of loan applications / enhancement have been amended.




	5.2 Credit Assessment
	
	

	a. We will

(ii) Before lending you any money, or increasing your overdraft or borrowing limit/s, assess whether you will be able to repay it. We shall carry out proper assessment of your loan application by carrying out detailed due diligence and appraisal.


	5.2 a (ii)  Before lending you any money, or increasing your overdraft or borrowing limit/s, we shall carry out proper assessment of your loan application by carrying out detailed due diligence and appraisal.
(iv) While assessing your credit requirement, take into account the seasonality or cyclicality of your business and, where required, fix separate peak and non-peak credit limits.
	The words ‘assess whether you will be able to repay it’ have been deleted

Sub para (iv) added.

	b. This assessment may include looking at the following 

(i) to (ix)

.

(x) Any security provided
	5.2 b. We may require you to give us the following information to enable us to make a fair assessment

(i) to (ix)
(x) Any security provided or whether CGTSME guarantee cover is available if the credit requirement is within Rupees  one hundred lakh. 

xi. Any other relevant information.
	Coverage available under CGTSME guarantee has been included.

Sub para (xi) added.

	c.  We will

i) Not insist on collateral for credit limits upto Rs 5 lakh.
	5.2. c We will 

(i) Not insist on collateral for credit limits up to Rs.10 lakh or up to limits specified by Reserve Bank of India, from time to time.
	The words Rs.5 lakh have been replaced by ‘Rs.10 lakh or up to limits specified by Reserve Bank of India, from time to time’.

	
	(iii) Seek your consent to cover the credit facilities sanctioned to you within credit cap of Rs.100 lakh (Rupees One hundred lakh) under Credit Guarantee Scheme of CREDIT GUARANTEE FUND TRUST FOR MICRO AND SMALL ENTERPRISES and accordingly will not insist on collateral security and / or Third party Guarantee for facilities within a maximum limit of Rs.100 lakh (Rupees One hundred lakh) if the facility approved by us is an eligible facility and has been covered under the CGTSME scheme and for which you have agreed to.
	Sub para (iii) has been inserted.

(Sub paras (iii) and (iv) in the existing MSE Code have been renumbered (iv) & (v).

	5.2. d Guarantees
	
	

	If you want us to accept a guarantee or other security from someone else for your liabilities, we will ask you for your permission to give confidential information about your finances to them or to their legal adviser. We will also

i)

ii)
	iii. Give a copy of the terms and conditions of the loan sanctioned / loan agreement to the guarantor(s) of the credit facility availed by you.

iv. Send a copy of the annual statement of account of your term loans / demand loans to the guarantor(s) of the loan.
	Sub paras (iii) & (iv) have been added.

	Sanction / Rejection
	
	

	We will

a. Not insist on compulsory deposit as ‘quid pro-quo’ for sanctioning credit facility/ies.



	We will

a. Not insist on any Deposit as ‘quid pro-quo’ for sanctioning credit facility/ies.
	‘Compulsory deposit’ replaced by ‘any deposit’.

	d. Supply authenticated copies of all the loan documents executed with a copy each of all enclosures quoted in the loan document and the list thereof.
	d. Supply, at our cost, authenticated copies of all the loan documents executed by you, with a copy each of all enclosures quoted in the loan document and the list thereof.
	

	g. Permit pre-payment of loans up to Rs.5 lakh without levying any prepayment penalty.
	g. Permit pre-payment of fixed rate loans up to Rs.50 lakh without levying any pre-payment penalty.
	

	
	h. Permit prepayment of floating rate loans without levying any pre-payment penalty.
	Sub para (h) added.

Sub para (h) in the existing MSE Code has been renumbered (i). 

	
	j. We will provide you an amortization schedule (schedule of repayment of principal and interest for the duration of the loan).
	Sub para (j) has been added.

Sub para (i) in the existing MSE Code has been renumbered (k).

	
	5.4 Central Registry

When you avail of a loan facility, we will advise you the functioning of the Central Registry and the fact of availability of their records for search by any lender or any other person desirous of dealing with the property.
	Para 5.4 - Post Disbursement in the existing MSE Code  has been renumbered Para 5.5.

	 5.4  Post Disbursement

We will

a. Assure that we refrain from interference into your business affairs except on what is in terms of sanction of loan, loan agreement or when new information comes to bank’s knowledge.
	5.5 Post Disbursement 

We will

a. Refrain from interference into your business affairs except as may be required in terms of sanction of loan, loan agreement or when new / adverse information comes to our  knowledge.
	The words ‘assure that we’ have been deleted.

	
	(c) Require you to inform us of any subsequent credit facility you avail of from any other lending institution.
	New para 5.5 (c) added and existing sub paras (c) to (f) have been renumbered (d) to (g).

	g. Release all securities on receiving repayment of loan immediately and in any case not later than one week subject to any legitimate right or lien for any other claim we may have against you.

h. Give notice in case we exercise such right of set off, with full particulars of our remaining claims against you as also of the documents under which we are entitled to retain the securities till the relevant claim is settled/ paid by you.
	(h) Release all securities immediately on repayment of loan and in any case within fifteen days of the repayment of all dues agreed to or contracted. If any right to set off is to be exercised for any other claim, we will give due notice with full particulars about the other claims and retain the securities / documents/title to mortgaged property till the relevant claim is settled / paid.
	Existing sub paras (g) & (h) have been combined.

The time limit to return securities has been changed from ‘not later than one week’ to ‘within fifteen days’ of the repayment of all dues agreed to or contracted’.

	
	(l) In addition to providing periodical statements for operating accounts, we will provide you with an annual statement of account of your term loans / demand loans.
	New sub paras (l), (m), (o) & (p) added. 

Existing sub para (l) renumbered (n).

	
	(m) Provide you with the loan statement, more often, if required, at a cost which will be indicated in the Tariff Schedule.
	

	
	(o) Endeavour to send you a communication through letter / mail or SMS about the status of your account before it becomes an NPA.
	

	
	(p) Give you notice, sufficiently in advance, if we decide to recall / accelerate payment or performance under the agreement or seek additional securities.
	

	5.5 Non-Fund Based Facilities

We may offer non - fund based facilities for purchase of capital equipment or raw materials/consumables etc. through issuance, advising, confirmation, negotiation, discounting etc. of Letters of Credit (LCs).

We may stand as a guarantor for your financial obligations.

We may help you in collection of export bills and domestic outstation trade and service bills.
	5.6  Non-Fund Based Facilities

a. We may offer non - fund based facilities for purchase of capital equipment or raw materials/consumables etc. through issuance, advising, confirmation, negotiation, discounting of Letters of Credit (LCs).  Facilities such as Letter of Credit, Guarantees, Collections are governed, besides national laws, by relevant Rules and applicable Publications of International Chamber of Commerce (ICC) published from time to time and you agree to the same.

b. We may stand as a guarantor for your financial obligations.

c. We may help you in collection of export bills and domestic outstation trade and service bills.
	The existing para in the Code has been numbered (a) to (c) with additions in sub para (a) as shown in bold italics.

	
	5.7 Insurance

We will
a. Inform you if we, as agents of any insurance company, offer any type of insurance.

b. Ensure that we have your written consent to avail these insurance products.

c. In case of securities lodged with us for loans availed by you, we will not insist on your obtaining insurance cover from any particular provider.
	Para 5.7 has been added.

Subsequent paras have been renumbered.

	5.6 Financial Difficulties
	5.8 Financial Difficulties
	

	5.6.2 This list gives a few examples of what may concern us, particularly if you do not explain what is happening.

a
.

.

r
	5.8.2 This list gives a few examples of what may concern us, particularly if you do not explain what is happening.

(b) If there is inordinate delay in submission of periodic information like stock certificate, renewal data, etc.

(c) If there is high incidence of cheque returns in your Cash Credit / Current Accounts.
	Existing para 5.6 has been renumbered 5.8.

New sub paras (b) & (c) have been added and subsequent sub paras renumbered.

	5.7 Nursing Sick MSEs and Debt Restructuring
We will consider a nursing/ debt restructuring programme in case your borrowal account remains substandard for over six months, or your unit is considered to be sick
	5.9 Nursing Sick MSEs and Debt Restructuring
We will consider a nursing/ debt restructuring programme in case your borrowal account remains substandard for over six months, or your unit is considered to be sick as per the policies of our bank.
	Existing Para 5.7 has been renumbered 5.9.

	
	5.9.1 Settlement of dues

a. In case we offer you a One Time Settlement (OTS) for repayment of dues, we will explain to you the details of the offer.

b. We will spell out, in writing, the terms and conditions of the OTS offered to you.

c. If the dues are settled under OTS, we will explain to you the implications of such settlement on your credit history maintained by the CICs.
	Sub Para 5.9.1 has been added

	6.  Collection of dues
	6. Collection of Dues and Policy on Security Repossession
	

	Collection of Dues

We will investigate your complaints about unfair practices by our recovery agents.
	6.1 Collection of Dues

6.1 (e) We will investigate your complaints about unfair practices by our recovery agents. In the event of receipt of any complaint from you that the bank’s representative / recovery agent has engaged in any improper conduct or acted in violation of the Code, we will investigate the matter and communicate the findings to you within    30        working days from the date of receipt of complaint and wherever justified, compensate you for  losses, if any.
	Existing Para 6 ‘has been bifurcated as 6.1 (a) to (e) & 6.2 (a) & (b)



	
	6.2 Policy on Collection of Dues and Security Repossession
	

	We will provide you with all the information regarding dues and will endeavor to give sufficient notice for payment of dues. Our staff deputed for collection of dues or/and security repossession will identify himself/ herself. Any person authorised to represent us for these purposes will identify himself/herself and also display the authority letter issued by us.

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


	6.2 (a)
i. We will provide you with all the information regarding dues and will endeavour to give sufficient notice for payment of dues. 

ii. We will write to you when we initiate recovery proceedings against you.

iii. We will post details of the recovery agency firms / companies engaged by us on our website. 

iv. We will also make available, on request, details of the recovery agency firms/companies at our branches.

v. Our staff or any person authorized to represent us in collection of dues or/and security repossession will identify himself/herself and display the authority letter issued by us and upon request display(ing) to you his/ her identity card issued by the bank or under authority of the bank. 

vi. We will have a system of checks before passing on a default case to collection agencies so that you are not harassed on account of lapses on our part. 

b. All the members of the staff or any person authorised to represent our bank in collection ……………….guidelines set out below …………… (i) to (x)
	Sub paras (ii) to (iv) & (vi) have been added.

	6.1. Security Repossession Policy


	6.2 (c) 
	Existing para 6.1 is incorporated as 6.2 (c).

	7. Deposit accounts
	
	

	You may open different type of accounts with us such as current accounts, term deposits etc. 

The above may be opened by you with or without nomination facility, wherever it is permitted. We will explain the implications of the foregoing accounts as also the nomination facilities at the time of opening of the account.


	a. You may open different type of accounts with us such as current accounts, term deposits, etc.

b. The above may be opened by you with nomination facility, wherever it is permitted.  

c. We will explain the implications of the foregoing accounts as also the nomination facilities at the time of opening of the account.

d. We will also inform you about liquid deposit facility, sweep account and similar types of products offered by us and their implications and procedures involved at the time of opening of account wherever applicable/ admissible.
	Existing paras have been numbered (a) to (d) 

The words ‘or without’ have been deleted in sub para (b).

	7.1 Account Opening And Operation Of Deposit Accounts
	
	

	Before opening any deposit account, we will

(a) Carry out due diligence as required under “Know Your Customer” (KYC) guidelines of the bank.
	Before opening any deposit account, we will

a. Carry out due diligence as required under “Know Your Customer” (KYC) guidelines.
	The words ‘of the bank’ have been deleted.

	(c) Obtain only such information to meet with our KYC, Anti Money Laundering or any other statutory requirements. In case any additional information is asked for, it will be sought separately and we will specify the objective of obtaining such additional information. Providing such information will be voluntary.


	c. Obtain only such information to meet with KYC, Anti Money Laundering or any other statutory requirements. In case any additional information is asked for, it will be sought separately and we will specify the objective of obtaining such additional information. Providing such information will be voluntary unless required by law.
	


	----
	(f) Give you the Most Important Terms and Conditions (MITC) governing the deposit facility you have availed.
	Sub para 7.4 (f) has been added and sub para (f) in the existing Code has been renumbered (g).  

	7.2 Changing Your Account
	
	

	a. If you decide to close your current account we will close your account within two working days of receiving your instructions.


	7.2 a.If you decide to close your current account we will close your account within three working days of receiving your instructions 
	‘Two days’ has been changed to ‘three days’.

	c. We will cancel any bank charges you would have to pay as a result of any mistake or unnecessary delay by us when you transfer your current account to or from us.
	7.2 c We will cancel / refund any bank charges you would have to pay as a result of any mistake or unnecessary delay by us when you transfer your current account to or from us.
	

	7.4 Minimum Balance
	
	

	For deposit products like Current account or any other type of Deposit account, we will inform you

a. About minimum balances to be maintained as part of terms and conditions governing operation of such accounts.
	7.4 We will inform you 

c. Of  any change in minimum balance to be maintained 30 days in advance. During this notice period, we will not charge you for non-maintenance of higher minimum balance prescribed
	Sub para 7.4 (c) has been added.

	7.6 Term Deposits
	
	


	
	7.6.1 Renewal of Deposits

a. We will obtain instruction from you for disposal of your deposits at maturity in the application form.

b. Where there are no instructions on disposal of deposits at maturity, we will inform you in advance through letter / mail / SMS about impending date of maturity.

c. We will also tell you the interest rate applicable for the deposit to be renewed.
	Sub para 7.6.1 has been added.

Sub headings viz. Premature Withdrawal of Term Deposit, Renewal of Overdue Deposits and Advance against Deposits have been renumbered 7.6.2, 7.6.3 and 7.6.4 respectively.

	7.8 Dormant/Inoperative Accounts
	
	

	We will

a. Tell you when you open your account, what period of inoperation of the account would render your account being classified as dormant/ inoperative account. You will also be informed three months before your account is classified as dormant, inoperative or treated as unclaimed account and the consequences including the charges for reactivation thereof as per the Tariff Schedule.


	7.8

(a) Tell you when you open your account, the circumstances under which your account will be classified as inoperative / dormant. You will also be informed at least three months before your account is classified as inoperative / dormant or treated as unclaimed account and the consequences thereof.
(b) Tell you the procedure to be followed if you want to activate the account. 
(c) We will not charge you for reactivation of the inoperative account.
	Existing sub para 7.8 (a) has been bifurcated as 7.8 (a) & (c).

 Additions / changes have been highlighted.

	7.10 Clearing Cycle / Collection Services
	
	

	
	(b) Pay you compensation as per our cheque collection policy / compensation policy for any delay in collection of instruments, without waiting for a demand from you.
	Sub Para (b) has been added.

and existing paras (b) to (d) have been renumbered (c) to (e).

	7.12 Direct Debits And Standing Instructions
	
	

	c. Send a remittance advice to the recipient of the remittance.


	……
	Sub para deleted and existing sub para (d) has been renumbered (c).

	7.14 Cheques/Debit Instructions Issued by you

We will 

b. Give you the cheque /debit instruction or a copy thereof as evidence as long as records are available with us. If there is a dispute about a cheque paid/debit from your account, in case the request is made within a period of one year no charge will be levied and beyond a period of one year charges will be levied as per the Tariff Schedule.
	7.14 (b) We will give you the cheque /debit instruction or a copy thereof as evidence as long as records are available with us. If there is a dispute about a cheque paid/debit from your account, in case the request is made within a period of one year, no charge will be levied and beyond a period of one year from the date of cheque / debit instruction charges will be levied as per the Tariff Schedule.
	

	7.15 Branch Closure/Shifting
	
	

	If we plan to close our branch or if we move our branch, we will give you 

a. Notice of three months if there is no other branch of any bank functioning at your centre or if our branch is a specialized SME / MSE branch and inform you how we will continue to provide banking services to you.

b. Notice of two months, if there is a branch of any other bank functioning at your centre.
	If we plan to close our branch or if we move our branch, we will give you

a. Notice of two months if there is no other branch of any bank functioning at your centre or if we are not able to continue to provide banking services to you.

b. Notice of one month in all other cases.

c. In case we shift the branch, we will inform you of the address of the new location of our branch.

d. We will inform you of any change in the timings of the working of the branch.
	‘Three months’ changed to ‘two months.’

The word ‘our branch is a specialized SME / MSE branch and inform you how we will continue to provide banking services to you’ have been amended to  ‘or if we are not able to continue to provide banking services to you.’
‘Two months’ changed to ‘one month.’

Sub paras (c ) & (d) added.

	8.4 Taking Care
	
	

	(c)We will advise you what you can do to protect your cheque book and ATM/Debit /Credit Card from misuse.


	---

f. You may be liable for any misuse until the time that we have been notified.
	Para 8.4 (c) in the existing Code has been deleted and sub para (d), (e) & (f) have been renumbered (c), (d) & (e).

Sub para (f) has been added.

	8.7 Liability For Losses
	
	

	 (d) You may be liable for misuses on account of loss of your PIN or compromise of your password or of other secured information until the time that we have been notified and we have taken steps to prevent misuse.
	 (d) You may be liable for misuses on account of loss of your PIN or compromise of your password or of other secured information until the time that we have been notified. 
	The words ‘and we have taken steps to prevent misuse’ have been deleted.

	10. Complaints, Grievances and Feedback
	
	

	10.1 Internal Procedures

c. When you become a customer, we will tell you where to find details of our procedure for handling complaints fairly and quickly. We will also place on our website our Grievance Redressal Policy.


	10.1 Internal Procedures

c. We will tell you where to find details of our procedure for handling complaints fairly and quickly. We will also place on our website our Grievance Redressal Policy.


	The words ‘When you become a customer’ have been deleted,

	
	d. We will display the name of the official at the branch whom you may approach if you have a grievance. If your complaint is not resolved at the branch level, you may approach our Regional Manager / Zonal Manager at the address displayed at the branch.
	Sub para 10.1 (d) added and existing sub paras (d) & (e) have been renumbered (e) & (f).

	e. After examining the matter, we will send you our final response or explain why we need more time to respond and shall endeavour to do so within six weeks of receipt of your complaint and will tell you how to take your complaint further if you are still not satisfied.


	f. After examining the matter, we will send you our final response or explain why we need more time to respond and shall endeavour to do so within thirty days of receipt of your complaint and will tell you how to take your complaint further if you are still not satisfied.
	‘Six weeks’ has been changed to ‘thirty days’.

	…..
	10.3 We will put in place guidelines for a system of customer satisfaction audit to ascertain the level of implementation of the provisions of the Code and customer satisfaction.
	New sub para added

	11. Advertising, Marketing and Sales 
	
	

	a. We will make sure that all advertising and promotional material is clear.
	a. We will make sure that all advertising and promotional material is clear and not misleading.
	

	
	d. We will ensure that any third party or agent acting on our behalf or selling our product complies with the Code in respect of all products and services covered by the Code.
	New sub para 11 (d) has been added and sub paras (d), (e) & (f) in the existing Code have been renumbered (e), (f) & (g).



	11. f In the event of receipt of any complaint from you that our representative/courier or DSA has engaged in any improper conduct or acted in violation of this Code, we shall take appropriate steps to investigate and to handle the complaint and to make good the loss.
	11 g. In the event of receipt of any complaint from you that our representative/courier or DSA has engaged in any improper conduct or acted in violation of this Code, we shall take appropriate steps to investigate and to handle the complaint and to make good the loss, as per our compensation policy without waiting for a demand from you.
	

	14. Review of the Code
	
	

	This Code will be reviewed within a period of three years. The review will be undertaken in a transparent manner.
	This Code will be reviewed every two years. The review will be undertaken in a transparent manner.
	‘Three years’ changed to ‘every two years’.


CODE OF BANK’S COMMITMENT TO MICRO AND SMALL ENTERPRISES

GLOSSARY

(ADDITIONS / AMENDMENTS)

Banking Ombudsman

Banking Ombudsman is an independent dispute resolution authority set up by the Reserve Bank of India to redress customer complaints against deficiency in certain banking services.

Credit Information Companies (CIC)

Credit Information Companies are companies formed and registered under the Companies Act, 1956 and which have been granted a Certificate of Registration by the Reserve Bank. These companies are empowered to collect data on credit from credit institutions who are its members and disseminate the same after analysis, to its members and specified users.

Electronic Funds Transfer

Electronic Funds Transfer (EFT) is a scheme introduced by RBI to help banks to offer their customers facility of transfer of funds from account to account from one bank branch to another in places where EFT service is available. 

Improper conduct of account 

Issuing of cheque on the account without sufficient balance in the account; frequent returns of inward / outward cheques in the account; account has been overdrawn, or the account holder has exceeded its agreed credit limit; non compliance of KYC procedure; fraud/malfeasance or fraudulent intention exhibited by the customer; suspicious transactions/ engagement in money laundering activity under the scope of PMLA Act, 2002 etc.

National Electronic Funds Transfer

National Electronic Funds Transfer (NEFT) system is a nation-wide funds transfer system to facilitate transfer of funds from one bank branch to any other bank branch in the country.
‘Out of Order’ status

An account should be treated as 'out of order' if the outstanding balance remains continuously in excess of the sanctioned limit/drawing power. In cases where the outstanding balance in the principal operating account is less than the sanctioned limit/drawing power, but there are no credits continuously for 90 days as on the date of Balance Sheet or credits are not enough to cover the interest debited during the same period, these accounts should be treated as 'out of order'.

Overdue

Any amount due to the bank under any credit facility is ‘overdue’ if it is not paid on the due date fixed by the bank.

Real Time Gross Settlement 

The acronym 'RTGS' stands for Real Time Gross Settlement. RTGS system offers the fastest means of transfer of funds through banking channel. Settlement of transactions under RTGS takes place on one-to-one basis, which is termed as ‘Gross’ settlement and in ‘real time’ i.e. without any waiting period.

Reasonable

Governed by or being in accordance with reason and sound thinking; being within the bounds of common sense; not excessive or extreme.

Smart Cards 

A smart card is a plastic card about the size of a credit card, with an embedded microchip which can process data. It provides a secure way of identification, authentication and storage of data. It can be used for telephone calling, electronic cash payments, and other applications.  

Security

Represents assets used as support for a loan or other liability. In the event of the borrower defaulting on the loan, the lender bank can claim these assets in lieu of the sum owed.

Primary security is the asset created out of the credit facility extended to the borrower and / or which is directly associated with the business / project of the borrower for which the credit facility has been extended. 

Collateral security is any other security offered for the said credit facility. For example, hypothecation of jewellery, mortgage of house, etc.

Note: Additions / amendments have been indicated in bold italics
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