
Vol. 7 Issue: 2 January – March 2016

BCSBI News
New Members

During the quarter ended December 2015, three banks viz. 
Gopinath Patil Parsik Janata Sahakari Bank Ltd., Thane, 
Surat People’s Co-operative Bank Ltd., Surat and Dombivli 
Nagari Sahakari Bank Ltd., Dombivli became members of 
Banking Codes and Standards Board of India (BCSBI). With 
these additions, the membership of BCSBI now stands at 
134.

Conference of Chairmen of RRBs

The College of Agricultural Banking (CAB), RBI, Pune held 
the Annual Meeting of Chairmen of Regional Rural Banks 
(RRBs) during December 21-22, 2015. The Chairman and 
Chief Executive Officer of BCSBI were given an opportunity 
to address the 46 participants. 

During their address, the Chairman and CEO impressed 
on the Chairmen of RRBs the specific steps to be taken 
by them to ensure grass-root level implementation of the 
commitments contained in the Codes. Further, salient 
features of the BCSBI Code Compliance Rating done in 
respect of major banks, were also shared.

In the course of interactions, it was clarified that all customers 
should be provided with a copy of the Code, including supply 
of Micro and Small Enterprise Code to MSE customers, 
when they avail credit facilities from the bank. It was also 
indicated to them that so far, for the purpose of monitoring 
of Code compliance by RRB members, BCSBI was relying 
on the Annual Statement of Compliance (ASC) submitted 
by them. It was likely that BCSBI might undertake visits to a 
sample of branches of RRBs during the year 2017 and rate 
them on Code compliance, as is being done in the case of 
major scheduled commercial banks.

AWARENESS ACTIVITIES
Efforts to increase awareness of the Codes and Standards 
developed by BCSBI and adopted by member banks 
continued during the past quarter.

BCSBI organized a Customer Meet at Ranchi on November 
4, 2015. The purpose of the Meet was to spread awareness 
of the MSE Code among MSE customers and bank officials. 
A detailed presentation on CIBIL Reporting Procedures 
was also part of the Agenda. Shri A C Mahajan, Chairman; 
Shri Anand Aras, CEO; Shri Patric Barla, GM, RBI; and 
Smt. Harshala Chandorkar, COO, CIBIL addressed the 
participants. 

The role of BCSBI, essential features of the MSE Code and 
customer rights were explained through presentations. The 
Meeting was attended by about 280 MSE customers and 
about 50 bank officials of 36 banks operating in Ranchi and 
ended with a question-answer session for customers.

Shri A C Mahajan, Chairman, BCSBI addressing the participants of the Customer 
Meet at Ranchi

BCSBI organized a Customer Meet comprising Retail and 
MSE customers at Coimbatore on December 18, 2015. 

Shri A C Mahajan, Chairman, BCSBI (left) addresses the participants along with 
Shri Anand Aras, CEO - BCSBI at the Conference of the Chairmen of Regional 
Rural Banks.

Shri Anand Aras, CEO addressing the bankers, Retail and MSE customers at the 
Meet at Coimbatore
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Chairman, BCSBI, CEO, BCSBI, Shri R Sathish, DGM, 
CEPD, CO, RBI and Smt. Harshala Chandorkar, COO, CIBIL 
addressed the participants of the Meet. Matters pertaining to 
awareness of the BCSBI Codes, Customer Rights Policy of 
Banks, Banking Ombudsman Scheme, Grievance Redressal 
mechanism and details about CIBIL scoring, besides the 
recent rating exercise of Banks carried out by BCSBI were 
discussed during the Meeting. The deliberations concluded 
with an interactive session. 

BCSBI organized a Meeting of Controlling Heads of Banks 
in Kolkata on November 23, 2015. On this occasion, the 
Chairman, BCSBI highlighted the need for dissemination of 
Code provisions amongst bank officials besides discussing 
the rating awarded to banks in the recent exercise. Shri C 
Krishnan, Member, Governing Council, while addressing 
the participants stressed upon the need for extra efforts 
to increase public awareness of the Codes. CEO - BCSBI 
cited typical examples of complaints which were systemic in 
nature and which he said should be taken up through Core 
Banking. About 80 Controlling Heads from 35 major banks 
in Kolkata attended the Meet. The participants expressed 
their commitment towards fair dealing with the customers 
and quick resolution of customer grievances besides 
providing special treatment to senior citizens and physically 
challenged customers. They expressed their commitment to 
work towards a better rating by improving customer service 
and Code compliance.

Seen at the meeting of the Controlling Heads of Banks at Kolkata are from right 
Sarvashri C Krishnan, Member, Governing Council; A C Mahajan, Chairman; and 
Anand Aras, CEO

Officials of BCSBI participated in the following:

- Town Hall Meeting organized by Reserve Bank of India at 
Ratnagiri on October 16, 2015. The importance of MSE 
sector in our national economy and various opportunities 
and Government Schemes available for MSE Sector 
was deliberated upon during the meeting. Around 200 
MSE customers and 20 bank officials participated in the 
Meet which concluded with an interactive session. 

- Customer Awareness Meet organized by the Banking 
Ombudsman, Ahmedabad at Surat on December 
17, 2015. About 300 customers and 20 bank officials 
participated in the Meet during which awareness of 
the Banking Ombudsman Scheme 2006 and Code 
provisions were deliberated upon.

Shri R K Mahyavanshi, Sr. VP, BCSBI addressing the Customer Awareness Meet 
(Town Hall Event) at Surat.

BCSBI provided faculty support to Indian Institute of Bank 
Management, Guwahati at their Workshop on Banking 
Ombudsman Scheme and Grievance Redressal Mechanism 
as also to Indian Institute of Banking and Finance, Mumbai 
on Customer Service related compliance under BCSBI and 
Banking Ombudsman Scheme.

THEME OF THE QUARTER
Credit Information Companies: Credit Matters

With the rise in loan applicants, banks were increasingly 
finding it difficult to carry out intensive background checks 
regarding the credit-worthiness of the applicant. It was 
against this backdrop that Credit Information Companies 
(CICs) were established. A CIC collects and maintains 
records of both individuals’ and non-individuals’ (Partnership 
firms, Companies etc.) payments pertaining to loans and 
credit cards. These records are submitted to CICs by banks 
and other lenders on a monthly basis. This information is 
then used to create Credit Information Reports (CIRs) which 
is provided to lenders in order to help evaluate and approve 
loan applications.

Legal Mandate and Purpose

A Credit Information Company (CIC) is a company registered 
under the Companies Act and governed by The Credit 
Information Companies (Regulation) Act, 2005. The CIC Act 
was passed with a view to regulating CICs and facilitating 
efficient distribution of credit and for matters concerned 
or incidental to it. The core purpose of establishing CICs 
is to promote healthy credit penetration while boosting 
sustainable retail credit growth in the economy. The lenders 
benefit by taking informed credit decisions leading to 
effective risk management.

In India, there are four CICs, viz. Credit Information Bureau 
Ltd. (CIBIL), Equifax Credit Information Services Pvt. Ltd., 
Experian Credit Information Co. of India Pvt. Ltd., and 
CRIF High Mark Credit Information Services Pvt. Ltd. which 
have been granted Certificate of Registration by RBI. The 
Siddiqui Committee Report tabled in November 1999 set the 
ball rolling for setting up the first CIC in India. Accordingly, 
CIBIL was incorporated in August 2000 on the basis of 
the recommendations of the Report and commenced its 
commercial operations by May 2006. 
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All Credit Institutions in India including banks, financial 
institutions, NBFCs, credit card companies, etc. are 
supposed to be members of CICs and are required to comply 
with the stipulations laid down by Reserve Bank of India with 
regard to membership of CICs.

Role of CICs

CICs collate information regarding the credit behavior of loan 
applicants from banks. This would mean that if you have 
taken a bank loan or are a credit card holder, your name 
would figure in the database of the CIC. The borrower’s 
payment pattern on loan EMIs and credit card dues would 
also be reflected in their records. However, any information 
that is not relevant to credit behavior of the individual like 
salary, savings accounts, fixed deposits, other investments, 
etc. are not shared by the members to the CICs. It is also 
beyond the purview of CICs to recommend whether a loan 
can be granted or not. This decision is taken by the lender 
on the basis of the credit information provided by the CICs.

CICs, therefore are merely a repository of credit information 
data and have no role in rejecting a customer’s loan/ credit 
card. The credit decision is solely taken by the bank which 
relies on information provided by CICs.

Credit Information Report

A Credit Information Report (CIR) provided by the CIC 
enables a bank to decide whether to grant the credit facility 
to the applicant. The CIR would provide the following 
information about the borrower in a nutshell, to the lender:

a. Credit Behaviour – Have payments been made by the 
applicant on previously taken loans/ credit cards?

b. Credit Leverage – How many loans/ credit cards does 
the borrower have? What type of credit – secured/ 
unsecured? How much is the total amount of debt 
availed?

c. Credit Appetite – How much credit is the borrower already 
using? Will the borrower be able to repay another loan if 
it were granted?

An individual who is looking to borrow can also request for 
a credit report which can be obtained at prescribed charges. 
The Credit Information Report and Credit Score help in 
keeping a tab on one’s credit worthiness and repayment 
track record.

What is a Credit Score?

A credit score is usually a three digit numeric summary of 
an individual’s credit history ranging from 300 (low score) to 
900 (high score) and indicates the borrower’s “probability of 
default”. A low score would then indicate that the individual 
will very likely default on payments and a high score will 
likely mean that the individual will repay all loans on time. 

Discrepancies in CIR

Banks or financial institutions which have denied credit to 
a borrower or customer on the basis of credit information 

report need to intimate the customer within thirty days of 
making such a decision. Once the customer receives the 
intimation from the credit granting institution, he can ask for 
a copy of the CIR which has been relied upon for the said 
decision. In case the individual finds errors in his report, 
he can approach the respective financial institution or CIC 
to update the credit report. Appropriate steps need to be 
taken by the financial institution after being requested to 
do so. The CIC can make changes in the individual’s credit 
information only after such changes have been authorized 
by the concerned financial institution.

Code Commitments

As per the “Code of Bank’s Commitment to Customers” 
developed by the Banking Codes and Standards Board of 
India and accepted by Member Banks, banks are committed 
to protect the interests of its customers. Therefore, when a 
customer applies for a credit facility, the banks have to:

a. Explain to the customer, the role of CICs as also the 
checks, the banks may make with them and the effect 
that the information provided by the CICs can have on 
the customer’s ability to get credit.

b. Furnish the customer, on request and payment of a 
prescribed fee, a copy of the credit information obtained 
by the bank from the CIC.

c. Provide information about credit availed from the bank 
to the CIC at periodic intervals.

d. Report information to the CIC. This information will also 
include personal debts owed to the bank by the customer 
when (i) the customer has fallen behind in his payments; 
(ii) the amount owed is in dispute.

e. Update information with the CIC if the customer’s loan 
account has been in default, but thereafter regularised.

f. Inform the customer on request, the details of the CICs to 
which the banks submit information regarding the credit/ 
loan facility that has been availed by the customer from 
the bank.

g. Explain to the customer the implications of OTS (if the 
dues are settled under OTS) on the customer’s credit 
history maintained by the CICs.

Conclusion

The legal framework governing the CICs offers great 
credence to the sensitivity of credit information. It contains 
elaborate provisions relating to accuracy, completeness and 
protection of credit information collected by CICs and credit 
institutions, privacy directives for CICs and members alike, 
and access to and security of credit information.

In the final analysis, credit information provided by CICs 
is vital for banks and credit institutions to make objective, 
information oriented and educated decisions.
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EXEMPLARY CASE RELATED TO CUSTOMERS
	 An account holder of a bank was issued a gold debit card 

by his bank which gave him the benefit of insurance of ` 
Five lakh in case of accidental death. The account holder 
died in an accident in December 2006 but no claim was 
preferred within 30 days as required under the terms and 
conditions of the policy. The wife of the account holder 
claimed that she was unaware of any such policy even 
when she proceeded to close the account with the bank 
in July 2008. Later, she came to know about this Policy 
from a third party and then she submitted the claim form 
in December 2008 for insurance amount to the bank. 
The bank forwarded the same to the Insurance Company 
which rejected the claim as it was not submitted within 30 
days of the death of the account holder. The wife of the 
account holder then filed a complaint before the District 
Consumer Disputes Redressal Forum which passed an 
Order in December 2009 directing the bank to make the 
payment of ` Five lakh on account of the death claim 
of the deceased account holder with compensation of 
`5000/- on account of mental agony, harassment and 
litigation expenses suffered by the complainant.

 Against this order, the bank filed an appeal before the 
State Commission which was dismissed in March 2011. 
A revision petition was filed by the bank before the 
National Commission which found the bank deficient in 
not informing the wife of the account holder to submit 
the claim at the time of the closure of the bank account. 
Since the bank was not responsible for paying the 
insurance amount to the nominee of the insured, the 
National Commission directed the bank to pay a lesser 
amount along with interest to mitigate the deficiency in 
service.

{Source: National Consumer Disputes Redressal Commission}

DID YOU KNOW?
Central KYC Records Registry (CKYCR)

The Government has amended the Prevention of Money 
Laundering (Maintenance of Records) Rules, 2005, for 
setting up of a Central KYC Records Registry (CKYCR). 
The proposed CKYCR would receive, store, safeguard and 
retrieve the KYC records in digital form of a client, for which 
necessary amendments to the Rules have been made. The 
KYC records received and stored by the CKYCR could be 
retrieved online by any reporting entity across the financial 
sector for the purpose of establishing an account based 
relationship. A formal announcement by the Government 
naming the entity which will function as the CKYCR is 
expected shortly. 

Internet Banking Facility for Customers of Regional 
Rural Banks

Presently, Regional Rural Banks (RRBs) are not permitted to 

provide internet banking facilities to their customers. With a 
view to enhancing customer service and taking into account 
demand for such services, Reserve Bank of India (RBI) vide 
its circular dated November 19, 2015 have now allowed 
RRBs to extend the facility of internet banking on non-
transaction services to their customers, and transactional 
facility with prior approval of RBI. 

The RRBs offering Internet Banking (View only) facility to 
their customers should ensure that the facility is strictly for 
non-transactional services such as balance enquiry, balance 
viewing, account statement download, request for supply of 
cheque books, etc. and no online fund-based transactions 
are allowed.

All RRBs which have implemented Core Banking Solution 
(CBS) and have also migrated to Internet Protocol Version 
6 (IPv6) and fulfill the required criteria may offer Internet 
Banking with transactional facility to their customers with 
prior approval of RBI.

Roadmap for opening brick and mortar branches in 
villages with population more than 5000 without a bank 
branch of a scheduled commercial bank

SLBC Convenor banks were advised in June 2012 to 
prepare a roadmap to provide banking services in all 
unbanked villages with population less than 2000 through 
a combination of business correspondents (BCs) and 
branches. Banks were also advised to ensure that there is 
a brick and mortar branch to provide support to a cluster of 
BC units at a reasonable distance of 3-4 kilometers. SLBC 
Convenor banks were advised to review the roadmap in 
February 2013 and increase the proportion of branches for 
covering the unbanked villages allotted to them such that 
about 5 percent of the unbanked villages identified in a State 
is covered through branch mode. Further, in January 2015 
they were advised to complete the process of providing 
banking services in unbanked villages with population below 
2000 by August 14, 2015.

On a review of the roadmap, it was observed that coverage 
of banking services in unbanked villages is skewed towards 
the BC model and the ratio of branches to BC is very low. 
For increasing banking penetration and financial inclusion, 
brick and mortar branches are an integral component. 
Accordingly, SLBC Convenor banks are advised to identify 
villages with population above 5000 without a bank branch 
of a scheduled commercial bank in their State. The identified 
villages are to be allotted among scheduled commercial 
banks (including Regional Rural Banks) for opening of 
branches. The opening of bank branches under this 
Roadmap is required to be completed by March 31, 2017.

Would you like to share any information/ experience connected with customer 
service? If so, please feel free to write to us at C-7, RBI Building, Bandra-Kurla 
Complex, Mumbai – 400 051 or mail us at ceo.bcsbi@rbi.org.in


