Enhanced Disclosures to be made by the Banks on Complaints and Grievance Redress

Previous Year

Current Year

SI No. Particulars (2023-24) (2024-25)
Complaints received by the Bank from its customers
1 Numbgr of complaints pending at 135112 131423
beginning of the year
2 Number of complaints received during the 3233561 2850520
year
3 Number of complaints disposed during the 3237250 2861823
year
31 Of which, number of complaints rejected 69877 92586
by the Bank
4 Number of complaints pending at the end 131423 120120
of the year
Maintainable complaints received by the Bank from OBOs
5 s e 27338 #
Number of maintainable complaints
received by the bank from OBOs
51 Of 5, number of complaints resolved in 12681 10169
favour of the bank by BOs
52 Of 5, number of complaints resolved 17456 14448
through conciliation/mediation/advisories
issued by BOs
Of 5, number of complaints resolved after
53 passing of Awards by BOs against the 6 1
Bank.
6 Number of Awards unimplemented within 0 0

the stipulated time (other than those
appealed)

@ Including complaints which were pending as at the end of the FY 2022-23 and carried over to

FY 2023-24.

# Including complaints which were pending as at the end of the FY 2023-24 and carried over to

FY 2024-25.




Top five grounds of complaints received by the Bank from customers

Number

of Number of % increase/decrease Number of
Grounds of . . . . Number of

. complaints | complaints in the number of complaints .
complaints . . . . . complaints
. . pending at | received complaints received pending at .
(ie complaints . . pending
. the during the over the previous the end of

relating to) _— beyond 30 days

beginning | year year the year

of the year

Current Year - 2024-25
INB/ MB /EB 101483 1757070 (-) 19.79 92927 14672
ATM / Debit Cards 25680 706788 (-) 26.17 21696 96
Operation of 474 44631 141.88 479 0
accounts
Advances 146 15539 120.35 214 0
Levy of Charges / 144 11694 69.33 176 0
Excessive charges
Others 3496 314798 490.08 4628 0
Total 131423 2850520 (-) 11.85 120120 14768
Previous Year — 2023-24

INB / MB /EB 83450 2190461 4.39 101483 37233
ATM / Debit Cards 49435 957342 (-) 35.95 25680 5240
Operation of 92 18452 (-) 21.03 474
accounts 0
Advances 7 7052 (-) 52.95 146 0
Levy of Charges / 38 6906 (-) 77.62 144
Excessive charges 0
Others 2090 53348 (-)72.41 3496 0
Total 135112 3233561 (-) 16.30 131423 42473




