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Complaints Summary

Disclosure of complaints

i} Summary information on complaints received by the bank from customers and from the Offices of Ombudsman

#A Complaints received by the bank from its customers

i Number of compdaints pending at beginning of the year
2 Number of complaints received during the year
3 Number of compdaints disposed during the year
31  Of which, number of complainis rejected by the Bank
! Number of complaints pending at the end of the year
E. Maintainable complaints received by the bank from OBOs
1 Number of maintainable complaints recehed by the Bank from OBOs*

51 OFf 5 number of complaints resohved in favouwr of the bank by BOs

52 Of § number of complaints resohved through conciliabion/mediation’ /advisores issued
by BOs
53 OFf5 number of complaints resohved after passing of Awards by B0s against the bank

[ Number of Awards unimplemented within the stipulated time (other than those
appealed)

31 March 2023

56
3,239
3477
455
118

&8
32
ar

31 March 2022

a2
2039
2085
423

a%
a9

*  Hil complaints pending a=s at 31 March 2023 (Mil as at 31 Manch 2022)
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Complaints Summary

Top five grounds of complaints received :
Grounds of complaints, Number of Mumber of % increasal Mumber of of 5,
{i.e. complaints relating to) complaints complaints decrease in complaints number of

pending at the recaived the number pending at complaints

beginning of during the of complaints the end of pending
the year year received owver the the year beyond 30
previous year days*
31 March 2023
internet'Mobile/Electronic Banking 10 1,696 1E3% [ 14
ATM/Debit Cards ar 555 -18% 13 T
Account opening/difficulty in operation of 3 233 A8%% ] -
accounts
Loans and advances 1 191 3% ] -
Levy of charges without prior noticel - a7 26% 5 -
excessive charges/foreclosure charges
Others 5 546 Ti1% 16 -
Taotal 56 3,308 55% 118 21
31 March 2022

IinternetMobile/Electronic Banking 20 Te0 ST% i0 -
AT/ Drebit Cards 52 a0 -38% ar 14
Account opening/dificulty in operation of 5 156 1% 3 -
accounts
Loans and advances 5 145 -3% 1 -
Lewvy of charges without prior notice/excessie 3 i3] 0% - -
changes/foreclosure charges
Others 3 319 B5% 5 -
Total a4 2,138 2% 56 14
Based on Calendar days
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