COMPARATIVE ANALYSIS OF TOTAL COMPLAINTS

	Sl No
	Nature of complaints
	June 2009
	September 2009
	December 2009
	March 2010
	Total

	1
	Misbehaviour of staff
	-
	-
	2
	8
	10

	2
	Denial in sanctioning of loan
	26
	58
	64
	52
	200

	3
	Delay in sanctioning of loan
	41
	49
	55
	39
	184

	4
	Agricultural loan/ Other loans/ irregularities/ excess interest charged 
	26
	27
	32
	48
	133

	5
	Delay in putting through transaction
	11
	11
	6
	5
	33

	6
	Non-crediting/delay in transfer of funds/delay in remittance of the proceeds of collection instrument
	24
	25
	23
	19
	91

	7
	Charging of excess/high service charges and less payment of interest
	50
	42
	36
	37
	165

	8
	Delay in transfer of accounts
	-
	2
	2
	3
	7

	9
	Non-crediting/delay in crediting arrears of pension/Dearness Allowance in time.
	39
	26
	23
	7
	95

	10
	Difficulties experienced by NRE customers (excluding complaints received by NRI Help Desk)
	6
	1
	2
	3
	12

	11
	Delay in completion of Pass Book/Statement of accounts/discrepancies
	2
	5
	3
	2
	12

	12
	Loss of instruments/denial of duplicates
	1
	1
	-
	2
	4

	13
	Non-compliance of standing instruction
	2
	2
	2
	1
	7

	14
	Delay in settlement of claim cases
	-
	-
	7
	4
	11

	15
	Non-exchanging of soiled/mutilated notes
	-
	1
	-
	-
	1

	16
	Unauthorised transaction
	3
	-
	-
	4
	7

	17
	Shifting Branch Premises
	-
	1
	-
	-
	1

	18
	Non-receipt of payment/non-payment of advises for instruments sent for collection
	-
	36
	6
	3
	45

	19
	ATM related 
	61
	66
	101
	151
	379

	20
	Internet Banking Complaints
	43
	22
	20
	1
	86

	
	TOTAL
	335
	375
	384
	389
	1483
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INFORMATION REGARDING CUSTOMER COMPLAINTS / UNIMPLEMENTED AWARDS OF BANKING OMBUDSMAN
CUSTOMER COMPLAINTS 2009 - 2010
	a)
	Number of complaints pending at the beginning of the year
	   33

	b)
	Number of complaints received during the year
	1483

	c)
	Number of complaints redressed during the year
	1480

	d)
	Number of complaints pending at the end of the year
	   36


AWARDS PASSED BY THE BANKING OMBUDSMAN 2009 - 10
	a)
	Number of Un-implemented Awards pending at the beginning of the year
	NIL

	b)
	Number of Awards passed by the Banking Ombudsman during the year
	NIL

	c)
	Number of Awards implemented during the year
	NIL

	d)
	Number of Un-implemented Awards at the end of the year
	NIL
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