Citizen Charter of SBM Bank 'l' SBM bank

I. SBM Bank India strongly believes that a satisfied customer is the most important factor
for growth of its business.

Il. In February 2006, Reserve Bank of India set up the Banking Codes and Standards Board
of India (BCSBI) as an independent autonomous watchdog to ensure that customers get
fair treatment in their dealings with Banks. The BCSBI has published the Code of Banks
Commitments to Customers (the Code) in January 2018, which sets minimum standards
of banking practice and benchmarks in customer service for banks to follow. SBM is a
member of the BCSBI and has therefore voluntarily adopted the Code as its Fair Practice
Code in dealings with its customers. The complete copy of the Code is available in
branches.

[ll. This document called the Citizens Charter of SBM Bank India provides key information
on various facilities/services provided to customers in branches of SBM Bank. The Code
together with the Citizens Charter will thus ensure high standards of accountability,
responsibility, and transparency in the Banks dealings with customers. The Charter also
provides comprehensive information on Banks Grievance redressal mechanism. It also
specifies the obligations on the part of the customers for healthy banker-customer
relationship.

IV. This is not a legal document creating rights and liabilities (The information on services
provided by the branches can be obtained from the branches). Loans and advances may
also have specific terms and conditions not mentioned in the Charter. However, all terms
and conditions will comply with the principles and commitments undertaken by the Bank
in the Code.

V. Copies of the Code and Citizens Charter will be available on request to all our customers
at our branches, administrative offices and at our web site. We will ensure that all our
staff members are aware of the commitments contained in these documents and
faithfully implement them.

VI. The Charter provides essential information on transactions relating to savings, current
and fixed deposit accounts, collections and remittances, grievance redressal etc. For
further details and complete information on terms and conditions of service visit our
branches.

VII. Information given is subject to change / revision. SBM Bank will endeavour to update
the information on the website when changes are made but please contact the nearest
branch for the latest changes, if any.

VIIl. We request all our customers to keep us informed of their experiences about the
customer services rendered at our branches and feel free to comment on the Code and
Citizens Charter. Your feedback will help us evaluate, improve, and widen our range of
services.


https://ind01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fsecure-web.cisco.com%2F1OFgqTDm9AZbDLcnZr0KcQ6o7i90jZviD5v3KLdSfbg0r-0TJuZVo7G8gmRD3IeIwUC1_bGDJkiO0uPc-u8xyDpC4peutBDcpsq1NoLn5TdwVTsDq8zwjpR-mlTswJVfeZ_tIVRAslq19RoqMBx8lU3DuBSjD2g0Lp_SBFFX3-1jxQ4BPef-1H0lApcyfVU37EP_bS015dozPWbscrf-72y_JJX7yudYWMVLnUFSzCaiVN4FgT-mYhUOa_Iisec0w1ccV014Kh53eE53KePspOYb82wV_XUU4lXEz3NG-x7Y%2Fhttps%253A%252F%252Find01.safelinks.protection.outlook.com%252F%253Furl%253Dhttps%25253A%25252F%25252Fsecure-web.cisco.com%25252F1yUB4hgN3i_RG_0hUyPUw16KMoJ0tLCeynZsYV0SNTvyo6ORmqWt-6NoftNB5d_jhcnl8zgFi8bope86wctjcmnRzGjwA4f0bVOXTAlDQqs1TnANsNSaIv0YcAe6e3TK4mQZ09vQ2K3EEuAuokdEjefCOIBM5Pz_4wgnKL2wgfnlKZJ9OemUuS5pfhZuArOrxAec-hQrqLPB7XMAxcQj0lt5tDtgVgHvfBg1ztHtf-P3XWKFsHL4JVf-AIeUPgCmqkBTo-G0OTEmwXTCHfqMmg9vEGpL0O8g9vKqUcF8Cc9kkXvkM0tM0JFWKbbCrvehA%25252Fhttps%2525253A%2525252F%2525252Find01.safelinks.protection.outlook.com%2525252F%2525253Furl%2525253Dhttps%252525253A%252525252F%252525252Furldefense.proofpoint.com%252525252Fv2%252525252Furl%252525253Fu%252525253Dhttp-3A__www.sbmbank.co.in_%2525252526d%252525253DDwMFAg%2525252526c%252525253DeuGZstcaTDllvimEN8b7jXrwqOf-v5A_CdpgnVfiiMM%2525252526r%252525253DRu9OTnuZI0JGj6lf81zGrpXktKCzc6JLkCeABhHU38c%2525252526m%252525253DLdwzua59UtSpvy_qvLZlTszquSC_hLmD3DamSA4U-mQ%2525252526s%252525253DQWbuP2H9XdQ32UanH7cQmishXE1BY4b5yl5frCPCXGs%2525252526e%252525253D%25252526data%2525253D04%252525257C01%252525257C%252525257C293980fa66164874076a08d9cffd6906%252525257C6bd8a93104434d5685b64fc11bd8d1b5%252525257C0%252525257C0%252525257C637769509563595920%252525257CUnknown%252525257CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%252525253D%252525257C3000%25252526sdata%2525253Dv0azdgZ5GXgQdSJY%252525252FNYrEBwss4abwDGWymPHP1PouJU%252525253D%25252526reserved%2525253D0%2526data%253D05%25257C01%25257C%25257Cdb89ada1e4c847f0a3d608da290c05c5%25257C6bd8a93104434d5685b64fc11bd8d1b5%25257C0%25257C0%25257C637867428852432712%25257CUnknown%25257CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0

Citizen Charter of SBM Bank 'l' SBM bank

Key Commitments
Our Key Commitments to Customers:
e We promise that we will act courteously, fairly, and reasonably in all our dealings with
you.

e We will make sure that our documents and procedures are clear and not misleading
and that you are given clear information about our products and services.

e When you have chosen an account or service, we will give you clear information about
how it works, the terms and conditions and the interest rates which apply to it.

e We will help you use your account or service by sending you regular statements
(where appropriate) and we will keep you informed about changes to the interest
rates, charges or terms and conditions.

o We will deal quickly and sympathetically with things that go wrong by correcting
mistakes quickly, handling complaints quickly and reversing any bank charges applied
in error.

e We will treat all your personal information as private and confidential and operate
secure and reliable banking and payment systems.

e We will publicise our Citizens Charter, have copies available and make sure that our
staff are trained to put it into practice.

WE EXPECT OUR CUSTOMERS TO:

e To help us meet the Know Your Customer (KYC) guidelines at the time of opening the
account.

o Take precautions that are indicated for protection of their accounts.

e Avail services like Automated Teller Machine (ATM), Online banking, Electronic
Clearing System (ECS), Electronic Fund Transfer (EFT) etc. offered by the branch.

e Avail nomination facility for their accounts and safe deposit lockers.

e Not to introduce any person not known personally for the purpose of opening
account.

e Pay service charges for non-maintenance of minimum balances, return of cheques,
remittances, collections etc (if any). The details of charges are available on the Banks
web site and also with our branches.

e Provide valuable feedback on our services so as to enable us to correct our mistakes
and improve our customer service.
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