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INTRODUCTION

. ks have been pullfed
Banks are Hable for deficiency i services for which a large number of cases . ii::: a5 mmp;gﬁ:::z
compensation has been awarded to complainants by the consumer f:aurts, ent f lower rate dmm
bank draft, noncredit of cheque colfected, non-issuance of proper re ceipt, paym of P .

= e ialations of PPF rules, Char
default by banks apeet, interest not paid on ount deposited in violations sules, Charging
y agent, interest not paid on excess amou p oroblems), Incorrect interest (ROY) /

High Interest than decided for foans ,ATM discrepancies (ATM related Lt PR
Excess Billing in Credit cards, Not providing NOC for Auto/ Home Loans, Insurance pdfw given on credit
cards without consent, Delay in Housing Loan and Auto Loan, Misbehaviour of ‘DSA’S / Call antres /
Recovery Agents, Delay in sanction of loans, Unsatisfactory redressal. For deficiencies Wmm can
approach consumer forums and can avail compensation under Consumer rights protection Act, 1986.
Similarly, RBI as an apex regulating authority of banking sector is also issuing the directions to al} banking
companies for the safeguard and stability and to protect the interest of bank consumers. The present paper
focus on the significance of consumer protection in banking sector, banking ombudsman system, role of RBI

in protecting the consumers, and the redressal methods for protecting the interest of consumers in india.
The paperis based on the data collected from secondary sources, it is in descriptive nature.

SIGNIFICANCE OF CUSTOMER PROTECTION

The Reserve bank of India is an apex financial institution of the country, entrusted with the responsibility of
supervision of commercial banks. Under banking regulation Act 194, RBI vested with a wide range of powers
of supervision and control over banking system. One of the objectives of RBI is safeguarding stability and
protecting customers, for which it can give directions to entire banking mechanism in the country and all
banking companies shall be bound to comply with such directions, it will prevent the transactions of any
bank against the interest of bank customers. Banking is a trust-based relationship and the banking license
from the regulator provides an assurance of trust to the public at large to the banks, the banking license
provides the privilege of accepting uncollateralized deposits from the public. However, the acts of stealth
banking, negative option marketing, misleading advertisements, and information gathering from customers
for cross selling of products and services, and tie-up arrangements are inconsistent with the concept of a
trust-based relationship. The lack of transparency, coupled with the difficulty of consumers in identifying key
information from the large volume of material and communication In fine print, leads to an inféﬁnation
asymmetry, which renders the banker-customer relationship one of unequal. N

RBI bringing fair competition in the hanking sector through reforms and allowing the banking sector for
private sector for ensuring high quality service to bank customers and to meet the long pending as> irations
of the bank customers as competition ensure fair treatment or adequate quality in-sefvices to the p'to ' fs
at a justifiable price, transparency in affairs (Narasimham, 1991). Core work of central bank is t Cus mf.;‘

interest of customers, is has highest priority work of RBI (Talwar Committee 199Q) :pLOteCt the
transparency of products in the banking system it is necessary to regulate the SVSt‘em tim. t0 ‘r!ng t ‘e
became the important function of RBI. RBI has started nationwide financial literacy pra e to time, as it
several steps by building a strong baaking system which enable; access to financial seﬁ?“mf‘ FOF s
enhance and expand the reach of the banking system to need people bath in qualitativ:esdor all ?:nd‘. .
terms. RBI initiating measures to increasing customer awareness through miero level obse e quantntattve
root level assessments for ensuring the customer protection in India. Financial Crisis ay Mmﬁon_amd .8riss
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e extensive changes. Since 2006 the administration of BOS vests anrerded
to enable appeal against Award, to th 165

e appellate Authority, the De Governor in charge
Department. And its ambit also extended to deficienties in internet b'ank‘m:?ﬁd non adherence toa:;cg
Codes and Code of banks commitment to the customners. With the introduction of ombutsman & became
necessary to all banks for establishing institutional arrangement for banking services and grievances
redressal in place, rules objective, timely and fair implementation of standards and codes promised to
Fustomers. (}onsumer protection and concerns in the new economic order are even more pressing its
mPOrta‘nte in developing countries to formulate principle on consumer protection perticularly in banking
{ﬁnano‘al sector. Tarapore committee pointed out the on the provisions of banks for public services are a5
enhancing the timeliness and quality in the services, benchmark the current level of services, rationdiize the
processes taking into account technological developments, review of the perfodical progress in the qlrafity of
services 1o customers, suggest appropriate incentives to facilitate change on an ongoing basis. The reserve
bank of India has warned all the state governments about entities indulging in multi-level mérketing
activities. 1t has asked the state governments to stay vigilant and take appropriate actions against suth firms
particularly the chit fund companies are operating under the banner of multi-level marketing companies as
that RBI did not regulate those entities for the violation of law only state governments can prosecute them.

RBI1 CHARTER- CUSTOMERS RIGHTS

Reserve Bank of india has been announced a draft of charter of customer rights after extensive consultations
with all stakeholders bystudying the global best practices and domestic experience

Right to Transparency, fair and honest dealing,

Right to Fair treatment,

Right to Privacy

Right to suitability,

Right to Grievance Redress and Compensation Right to Fair Treatment.

CUSTOMER PROTECTION MEASURES

Bank customers generally expects professionalism, quick and efficient services, transparent, fair and non -
discriminatory dealings, clear communication about charges, safety of their deposits in the account and
pe listened to with courtesy and respect, considering these all aspects Reserve Bank of lndta has taken
several initiatives by formulating directions and instructions to all banking companies.

Reserve Bank of India has given instructions by liberalizing the procedure in the 9;0;::0“ :"; "n‘:"
Your Customer (KYC).A single document as proof of identity and address for whic :‘hv o s
voters, card, UNIC Aadhar card, Job card of NREGA, are made officlally valid docu:nm # 'w.m
A simple declaration by customer about thelr current address would be st.‘fﬂ-cm\:‘»t ;:::! !m :; .
e ot reloation regardng ot vl docaris oA T S, G

. ‘ @ A
idemty “”f‘ Wl;.h phzt;?;:p;} I':;téle?ht;memdafm updating of KYC tor existing low/medivm and high
%ﬁrs}:;ﬁdh:vreugm increased from 5/2 years to 10/8/2 years, respectively.
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R directod tive afl Banks to ensure that the bank customers are treated fairly and reasonably
witherot amy discrimination and In a transparent manner 2t all branches of banks and its service
wnters wnder CBS environment and which are expected to foflow a uniform, fair and transparent
kg oy without any discrimination between the customers. No discrimination as regards
Intersol chvarges between the customers at home and ron heme branches. ,

To emsure reasonalleness and equity In the charges levied by the banks for sending SMS alerts to
cusvomets, banks are advised to advanced technology and sepport of telecom services to ensure
that the tharges are levied on actual usage basls to aft bank costomers.

Bamtks awe directed to not levy penal charges for non matntemance of minfmum batance for non
operating account and which are not permitted to charge foreclosure charges or repayment
Wm&m floating rate term loans sanctioned to Individual borrowers. Premature withdrawals
wontd moA attract any penalties.

R8I issued guidelines for opening and operating banks of persans with autism, cerebral paisy, mental
retardation, mental Hiness and mental disabilities and afso to made accessibifity of bank branches
FATURs Yo prersons with disabilities.

Banks are advised to take appropriate steps in providing of ramps for the persons with disabilittes at
tie entrance of bank branches. All banks should make alt new ATMs installed as talking ATMs with
Braille keyboards and also to provide magnifying glasses for the use of persons with low vision.

 FOR CUSTOMER PROTECTION

The first is to approach the nodal officers of the banks concesned or the zonal heads Howeverina
number of banks; the internal redressal mechanisms of the banks are inadequate.
Approach in the Banking Ombudsman Scheme covering the entire country.

in case tive above steps do not provide respite, the consumer canapproach the Reserve Bank of

Cm o

Consurmer voluntary organizations and money life consumer activities, complainants, customers vigilantes,
all india bank depositors association all play a significant role in providing valuable inputs to Reserve Bank
of India for formmsiation of guidelines and further initiatives for the protection bank consumer. RBt should
make mandatory for all banks to appoint a Grievance Manager/Executive sitting at front desk next to
customer executive. Our Prime Minister Sri NarendraModi vision cf the JanDhanYojana extended the highest

degree of comswamer protection to all users of financial services particutarly for those vulnerable poor in rural

1. “Mamaging and Marketing of Financial services”, Indian Imstitute of Banking and Finance, Taxman.

2. Susesh &Pand,"Management of banking and financial services”, Pearson Publications.
3. S Meheshwari, " Banking Law and Practice”, Kalyani Pyl

4, Comsurmver protection Act, 1986.
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