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PERSPECTIVE

Dear Unionites,

FEREEE

The Indian Banking industry has been undergoing significant
changes in recent years, especially with regards to branchs
banking operations. The advent of new technologies, changes ..
in customer behaviour and increasing competition have led*
to a transformation in the way Indian banks operate their=
branches. -

Banks are investing heavily in digital infrastructure and offering *
a wide range of digital banking services to their customers. =
With the increasing popularity of digital banking, Video KYC is «
set to become the preferred method of customer onboarding ;
and make customer onboarding faster and more efficient.*
Besides, the Banks are now striving to provide a better branch
experience for their customers by offering personalized -

services. This has led to a shift from traditional transactional 2
banking to a more consultative approach, where banks aim to =
build long-term relationships with their customers. .

These changes in Indian branch banking have had a;
significant impact on the industry. Firstly, they have led to*
increased competition, as new players enter the market with «
innovative digital solutions. Secondly, they have resulted in.
increased efficiency and cost savings for banks, as digital?
channels require fewer resources than traditional branches.

The Bank has taken important steps for the improvement in the .
branch operations and conduct of good customer service. At’
the same time our initiatives on the automation and digitisation *
front will help the Bank to become more efficient, customer
centric and inclusive. With the introduction of Union Sahaj - .
online account opening, Video KYC, Door Step Banking etc., *
the Bank will not only add value to the customer but will have =
an enduring influence on the Bank's cost structure. Initiatives «
like Document management System (DMS) have reduced the
load on branches and also fortified the compliance culture. =

| am happy to note that the present edition of Union Dhara«
is dedicated to the Operations Vertical, covering various .
operational aspects in the Bank that is required to protect*
the interest of the customers and employees. | hope that it is =
going to be informative and provide good reference material
on various aspects of operational issues. | commend the team *
Union Dhara for bringing such vibrant issues every time.

With best regards, =
x} -

TP e -

(A. Manimekhalai) .
Managmg Director & CEO
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From the Desk of Chief Operations Officer

Dear Friends,

I am delighted to present this special edition of our quarterly
in-house magazine 'Union Dhara' dedicated to Operations
vertical.

Banking operations primarily take care of procedures and
practices that the bank uses to ensure that all kinds of
Customers' transactions, be it monetary or non-monetary are
completed accurately and appropriately through various sets
of delivery channels in compliance with regulatory framework.

Proactive offering of products and services in line with rapidly
changing customers. needs, preferences, technological
disruptions, changing regulatory framework, the operations
activities as a backbone of all activities

Banks, in future need to act more like tech companies,
prepared to offer mass level customization. In the present day
many of the banking operational activities are still anchored
in the products and process with less focus on customer'
detailing. Now it's time to reverse the dynamics and make
customers experience and journey as a focal point of any
product and process.

Automation and digitalization of processes will not only add
value to the customers fulfilment experience but will also have
a lasting impact on bank's cost structure.

Extensive use of predictive analytics will dramatically improve
efficiency of operations vertical. It will help us in demand
predictions of specific products and services in different
geographies and through different delivery channels.

Applying analytics to large amount of customer data can
transform resolution process and address an errors or customer
problems and when it reaches a certain scale customers can
be alerted about the mistake proactively with an information
that it has been already corrected. This kind of preemptive
support will dramatically boost customer satisfaction.

The future of Operations vertical Team will require going
beyond just a "Call of Duty".

We need to develop an aggressive and tactical roadmap for
digitization and automation so that we can have fully digitalized
operations within a decade from now to meet changing
customer's expectations

We have a unique opportunity to lay down the ground work to
provide personalized, distinctive and advice focused value to
the customers leading the Operations as a driver of profitability

With Best Wishes

Shailesh Kumar Singh
Chief General Manager (Operations)

Sera-fagaT, 2022
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/ Dr. Sulabha Kore

Dear friends,

Operations means business practices to achieve a
high level of efficiency within an organization. It is
a mammoth task for a Bank of our size which has
75000 + employees and a widespread customer
base. Especially given the many essential aspects
of Operations, such as branch working, competitive
rate of interests, HR, strategy, objectives, resource
allocation, inventory etc.

Our Bank is very progressive in its Operations
Management. It has always been a front runner
in the space, with the introduction of various new
products & services to suit its customers. We have
also been considerably assertive in the development
of digitization and automation, by using innovation to
maintain a high calibre in the industry.

As bankers, we have always strived hard to satisfy
our customers. It is especially challenging to live up to
customer’s expectations which are ever growing and
changing with times. In today's day and age, young
customers are tech-savvy and want everything on
their fingertips and at their doorstep. But there also
exists a senior demographic of customers who still
prefer visiting the branch for their banking needs.

Needless to say, it is a challenge for banks to satisfy
both customer bases effectively.

We tried to cover all aspects of Operations with help
of Mr. Shailesh Singh, CGM, Operations and his
team. Hope you like this issue, and, as always, your
feedback would definitely help us do better.

This my last address to you all as Editor of 'Union
Dhara'. It was a 20 year association and | am very
thankful to each one of you for your love, affection,
respect and response. My best wishes to all of you,
and do keep 'Union Dhara' as your communication
tool and brand ambassador in the Banking Industry at
the highest level.

Thanking you with warm regards,

Yours truly,
A

/




ustainable development is not only an arraying principle

for fulfilling human development goals but also succouring
the ability of natural systems to make available the natural
resources and ecosystem services on which human
economies and society depend. In simple words it means
development that fulfils the requirements of the present
without compromising the ability of future generations
to meet their own needs. The core elements of sustainable
development are economic growth, social inclusion and
environmental protection.

There are four types of responsibilities for sustainable
development of any business.

Environmental Responsibility: Environment plays a crucial
role in living a healthy life as well as the existence of life on
earth. Therefore, it is the utmost duty of each individual/
entity to save and protect it.

Companies that seek to adopt environmental responsibility
can take the following steps.

¢ Reducing harmful practices, such as diminishing pollution,
greenhouse gas emissions, avoid usage of single-use
plastics, consumption of water and general waste.

e Controlling energy consumption by increasing
dependency on renewables, sustainable resources, and
recycled or partially recycled materials.

¢ Countervailing negative environmental impact; for
example, by planting trees, funding research, and donating
to related causes.

Ethical Responsibility: Ethical responsibility is nothing but
a watchdog in an organization, which keeps an eye on fair
operation and ethical practices. Organizations whichfollow
ethical responsibility always focuson ethical behaviourby
means of fair treatment to all stakeholders.

PhilanthropicResponsibility: It refers to business’s
objectives to actively make the world and society a better
and peaceful place to live in. In addition to act as an ethical
and environmentally friendly organization. Entities driven
by philanthropic responsibility often give away a certain
part of their earnings. While many organizations donate to
charity that align with their guiding missions, others donate
to worthy causes that are not proportionately/directly linked
to their business activities.

Economic Responsibility: Itis the practice of an organization
backing all its financial decisions in its commitment to do

good. The end goal is not to simply maximize profits, but
make sure the business operation has a positive impact on
the environment, people and society.

The financial sector is one which is in a constant state of
flux, necessitating change and transformation as and when
required. Banks should make sincere efforts to adapt and
operate efficiently in an environment filled with risks and
opportunities. It should identify environmental and social
focus areas and outline the general principles on which its
sustainability initiatives will be designed and implemented.
Bank should take the initiative to reduce its carbon footprint
and focus on designing several products and services to be
environmentally and socially friendly.

Banks should be more actively involved in playing a multi-
faceted role in driving this transformation by means of the
following: Environmental, social and governance (ESG)
advisory:

Global banks are way ahead in this as they are closely working
in tandem with their clients to create “decarbonisation
pathways” which shall be a transition towards a low-carbon
business model.

Some of the core environmental and social areas that banks
will concentrate on.

Environmental Aspects:

= Lendingatdiscounted rates for renewable energy projects
with a clear focus on boosting investment.

= Promoting Digital Banking platforms.

= Focus on implementing Energy Conservation &Energy
Efficiency initiatives.

= Reduction in Greenhouse Gas (GHG) emissions.

= Reduction in paper consumption and promotion of digital
platforms.

= Reduction in Water consumption and focus on projects
for recycling of waste water.

= Adopting Environmental best practices, such as,
establishment of robust environmental management
system, installation of mechanisms to harvest rainwater,
commissioning of Solar ATMs across India, usage of
natural lights and LED lights across all the office building,
composting waste etc. wherever possible.

The Securities and Exchange Board of India (SEBI) has made
it mandatory for submission of Business Responsibility

Srerqe-fawsr, 2022
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Report (BRR) in the prescribed format with details of Director
responsible for Business Responsibility in the organization.

At present the Banking Sector are performing their banking
activities more effectively in comparison with the past
and have started working towards social banking Social
Responsibility.

Some of the indicative areas where banks can show interest
in CSR:

Energy Conservation: Reducing the environmental footprint
of their business operations throush widespread use of
paperless statements, electronic payments, as well as carbon
neutral buildings and tele-presence.

Environment: The financial services sector is facilitating
the transition to a low-carbon economy. by funding green
innovation and eco-friendly infrastructure development.

Education: Partnering with non- governmental organizations
(NGOs) that work in the areas of educating underprivileged
children. They also provide vocational training and essential
money management skills to the youth.

Healthcare: Supporting healthcare of the underprivileged
by providing finance and insurance solutions. Banks partner
with NGOs to conduct healthcare awareness programs and
free medical service camps.

Emerging Markets: Western and domestic banks are
discovering new linkages between society and corporates by
means of facilitating economic development through credit
provisioning and microfinance initiatives.

Donation and Sponsorship: Promotion of sports and
educational events, exhibitions of art and culture, disaster
relief programs, etc., however there are certain budgetary
constraints linked with the same.

Sustainable CSR: Call of the Hour: Financial Institutions
can implement sustainable CSR initiatives by keeping them
in line with the business strategy through a well-defined
business process. A few suggestions may be considered:

Recognition: A reward and recognition (R&R) system can be
inculcated to recognize employees who actively participate
in CSR activities.

Benefits: Employees can earn redeemable points for CSR
activities - these points can be redeemed for financial
products such as discounts on home loan interest rate,
insurance premiums, etc.

B . EKGIIED

Policies: Employee-friendly policies such as telecommuting/
work from home policies for physically challenged employees
and environment-friendly transport policies such as
carpooling ets.

Inter-relationship: Fls can identify new revenue streams and
create business verticals within the organisation to develop
sustainable business solutions. The collaboration between
units in an organization to offer new/effective services in
agricultural /rural banking, microfinance organisations,
sustainable investment banking and social banking.

Dedicated Products: Customised lending to low-income
families, minorities, women, small businesses, communities
as non-profit agencies.

Customised Products: Discounted mortgages or attractive
mortgage rates can be offered as an incentive to install energy
saving technologies in home and office.

Integrated Products: Fls can combine CSR areas and offer
integrated products rather than contributing to one cause.
For example, a customer of an environment-friendly product
cangain adiscount on health insurance for parents, Banks can
explore carbon finance in emerging markets, Fls can partially
finance the carbon emission reductions (CERs) model for
energy conservation through carbon credits. Each CER
amounts to the reduction of one ton of CO2 emission.

Conclusively, there are three
suggestive measures whichare
\ advisable for a better CSR in the
{ las, banking industry. 1) to enhance
Y N~ and  accelerate Government’s
. " involvement in CSR activities, 2)
utmost importance to be given
towards formation of independent
teams for the growth of CSR, 3)
Media should increase its interest and play a vital role in the
era of CSR.

FIs must realize that CSR is an intrinsic part of a sustainable
business. and needs to be embedded into every aspect of
business, including product design, innovation, operations,
supply chain, and marketing. Financial institutions must
integrate CSR with their core strategy, product design,
mission, and company policy. An effective CSR strategy should
be well- formulated, articulated, and aligned with business
objectives. It must also have the unstinting support of key
stakeholders to become a long-term sustainability agenda.

Nibedita Dash
STC, Bhubaneswar
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n recent times, digital banking has emerged as the preferred

banking service delivery channel in the country along
with ‘brick and mortar’ banking outlets. Finance minister
Nirmala Sitharaman during the Union Budget presentation
2022-23 had announced the setting up of 75 digital banking
units in 75 districts to commemorate the 75 years of India's
independence (Azadi ka Amrit Mahotsav) with an objective
to ensure benefits of digital banking reach every nook and
corner of the country and everyone to be part of Inclusive
Banking. In recent years, digital banking, digital payments
and fintech innovations have grown at a rapid pace in the
country. Our respective Prime Minister inaugurated the 75
DBUs on 16th October 2022.

The structure of setting up of Digital Banking Units seems
to be a step for making traditional banks move to a Digital
setup banks so to be future ready. The design and location
of the DBU’s was properly planned by the Bank setting up
since “Customer Centricity” should be the mindset used by
the bank’s during its functionality, since the DBU’s are having
different machines available inside its premises so as to
simplify things for the customers.

Let’s understand what exactly a Digital Banking Unit is :
A specialized fixed point business unit / hub having certain
minimum digital infrastructure for delivering digital banking
products & services as well as servicing existing financial
products & services digitally, in both self-service and assisted
mode, to enable customers to have cost effective/ convenient
access and enhanced digital experience to/ of such products
and services in an efficient, paperless, secured and connected
environment with most services being available in self-
service mode 24/7.

Commercial Banks (other RRB’s, Payment Banks and Local
Cooperative Banks) with past digital banking experience are
permitted to open DBUs in tier 1 to tier 6 centers, without
having the need to take permission from Reserve Bank of
India. Each DBU must offer 15 certain minimum digital
banking products and services out of 26 services which have
been mentioned by RBI.

Products should be on both liabilities and assets side of the
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balance sheet of the digital banking segment. Digitally value-
added services to conventional products would also qualify.

Services Offered

* The services include savings bank accounts under various
schemes, current accounts, fixed deposits and recurring
deposit accounts

* Digital kit for customers - Mobile banking, Internet
banking, debit cards, credit cards, and mass transit system
cards

* Digital kits for merchants - UPI QR code, BHIM Aadhaar
and point of sale (PoS)

* Making applications and onboarding of customers for
identified retail, MSME or schematic loans (end-to-end
digital processing of loans starting from online application
to disbursal)

* Identified Government sponsored schemes which are
covered under the National Portal

* (Cash withdrawal and Cash Deposit only through ATM and
Cash Deposit Machines respectively- no physical cash
acceptance/disbursal across counters. Transfer of funds
(NEFT/IMPS support)

* Passbook printing / Statement Generation

* Internet Banking Kiosk which may also include facilities
to provide all/majority of services available on internet
banking including indent and issuance/processing of
Cheque Book request, receipt and online processing of
various standing instructions of clients.

* Lodging of grievance digitally and acknowledgement
thereof and also tracking of resolution status

* Account Opening Kiosk, Kiosk with e-KYC/ Video KYC,
Updation of KYC / other personal details, etc.

Digital on boarding of customers for Social Security schemes
such as Atal Pension Yojana (APY) Insurance, Pradhan Mantri
Jeevan Jyoti Bima Yojana (PMJJBY) and Pradhan Mantri
Suraksha Bima Yojana (PMSBY).

Infrastructure : Digital Banking Units are equipped with
smart equipment such as Interactive Teller Machines,
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Interactive Help Desk, Service Terminals, Teller and Cash
Recyclers, Interactive Digital Walls, Document uploading, self
-service card issuance devices, Video KYC Apparatus, secured
and connected environment for use of own device for digital
banking, Video Call / Conferencing facilities, to set up an DBU.

Customer’s banking journey - PHYGITAL WAY : Buzzword
rapidly making its way into every segment and customer
experience. The objective is to bring the best parts of the
physical customer experience into the digital realm and
vice versa. For a phygital strategy to be successful, it needs
to be I.C.E: Instant, Connected, and Engaging. Banks to make
their customer journeys across retail and MSME products
across assets and liabilities end to end digital through either
self-service or assisted mode as this is a key requirement
provided within the DBU. Customer journey encompasses
all phases of the customer decision for a product or service.
It captures all the processes, systems, and channels used in
exploring various buying, selling, and investment options. It
involves analyzing, evaluating, and creating list of products
and services that interest customers. All stages of interaction
are through phygital route, throughout the acquisition cycle
and post account opening. From person-to-person payments,
to automated savings tools, to consumer loan and mortgage
loan options, new digital services are available that can
improve the experience for anyone with a computer or a
mobile device. If a seamless digital experience is provided,
customers become promoters of the organization.

Digital Move: Customers will no longer base their experience
perceptions solely on price, product or convenience. Instead,
expectations will be based on digital speed, simplicity and
contextuality.

Uniformity: More than ever, consumers will expect a
consistent experience across all channels and platforms, in
real-time.

Customer User Experience: Consumers will decide whether a
website or mobile app is right for them in milliseconds based
on the design alone.

Customized Product: The importance of personalization and
proactive recommendations has increased significantly as
consumers have become used to the experiences of digital
tech firms like Amazon, Netflix, Google, and numerous new
fintech players.

Technology as an Enabler: While consumers want the impact
of what advanced digital technology can provide, they will
mostly want things to work quickly and without friction.

Customer Grievance Impact: The impact of a poor customer
experience will be faster and more dramatic than ever and
often undetectable initially.

Metrics for measuring performance of DBU : Different
metrics have been given based on which the performance
will be assessed and for each metrics certain marks have
been allotted

1) Availability and operationality of digital infrastructure

B - EKGLEED

2) Business Development (New CASA, Term deposits,)
3) Digital awareness camps conducted

4) Grievances/complaints/Cyber security incidents received
and resolved

5) Location of DBU

6) Timely processing of loan application and account
opening through digital mode

7) Timely reporting of MIS to controlling office of DBU/IBA/
RBI/Govt.

Consumer Financial Literacy : DBU has put in place
appropriate digital tools for customer education for buying
of financial products and services digitally especially through
self-service mode. This is critical to further increase digital
penetration.: In addition to on boarding of customers in a
fully digital environment, various tools and methods are
being used by DBUs to offer hands-on customer education
on safe digital banking products and practices for inducting
customers to self-service digital banking services.

DBUs are headed by a sufficiently senior and experienced
executive of the bank, preferably Scale III or above for PSBs
or equivalent grades for other banks who will be designated
as the Chief Operating Officer (COO) of the DBU in order to
accelerate digital banking initiatives.

Pros and Cons of DBUs : DBUs can enable last-mile financial
inclusion as a lender can reach a wider customer base in a
more cost-effective manner.

On the other hand, the limitations of DBU include low public
awareness and internet penetration in lower-tier cities.

Further, challenges such as cyber security, data privacy and
social engineering issues need to be resolved if DBUs are to
reach their full potential.

Conclusion : In Consultation with RBI our Bank has
established 7 DBUs: East Godavari, Machilipatnam, Palakkad,
Bhopal, Nagpur, West Tripura, Patiala.

DBUs can be a game changing means for speedy
transformation of digital economy. Digital Banking Unit
intends to bring financial inclusion in the country. DBUs
are expected to migrate to delivering more structured and
custom-made products from standard offerings by use of
their hybrid and high-quality interactive capabilities. The
aim of DBU is to enable customers to have cost effective and
convenient access and enhanced digital experience of such
products and services in “an efficient, paperless, secured and
connected environment.

Chetan Saraogi
ULA — Digital Transformation, Powai
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Introduction: Door step banking is an initiative taken by
our honourable Finance Minister for Public Sector Banks to
provide convenience in banking services to the customers at
their Door step through universal touch points of Call Centre,
Web portal or Mobile app. Recently public sector banks
have gone through many challenges in terms of customer
convenience and services. To revamp public sector banks
and provide better experiences to customers of Public sector
banks, EASE (Enhanced Access and Service Excellence)
reform program has been launched and as a part of EASE
agenda Door Step Banking comes into existence in a new way
on 09-09-2020, inaugurated by honourable Finance Minister,
through Video Conferencing for all public sector banks at
hundred centres across the country.

Background of Door Step Banking: When we see the
background of Door Step Banking we find that it is an old
concept which was issued by RBI in the year 1983, 2005,
2007 and 2017. At first it was started at the request of
various Government Departments Like Railways and others
for making available banking services including collection of
cash from the premises. After representations from banks,
RBI in April 30th 2005, advised banks a scheme for providing
services atthe premises of the customer within the framework
of section 23 of Banking Regulation Act, 1949. In February,
2007, in order to ensure transparency in respect of rights and
obligation of customers and to provide uniformity in approach
RBI laid down general principles and broad parameters
to be followed by member banks while offering Door Step
banking services to their corporate customers/ Government
Departments/ PSUs etc. Later; based on suggestions received
by IBA and other member banks, RBI included the individual
customers also under the purview of Door Step Banking for
delivery of Cash/Draft in May 2007. Since then the Door Step
Banking Service is in force but the response of the customers
was very weak and patchy especially in individual customer
segment. RBI observed that there are occasions when banks
discourage or turn away the senior citizens and differently
abled persons from availing banking facilities in branches
and they face a lot of problem while transacting in branch. In
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view of that in November 9, 2017 RBI advised all the banks
to put in place appropriate mechanism for meeting the needs
of such customers, so that they are able to avail the banking
services without difficulties.

Doorstep banking services has already been mandated by the
Reserve Bank of India (RBI) which gave banks two separate
deadlines that is 31st December 2017 and again 30th April
2020, but the awareness among the customers across
India was not up to the mark. The success of Atmanirbhar
Bharat Package and Pradhan Mantri Gareeb Kalyan Yojna
in seamless and hassle free transfer of amount to the
beneficiaries has given an another scope to the Department
of Financial Services to relook Door Step Banking services
operating procedure, and make it more robust to improve the
acceptability of the services among the customers. Now the
government through a fresh notification wants to make these
services mandatory with strict instructions for time-bound
implementation. The Finance Minister, Government of India
has launched it in a new way on 09-09-2020 through video
conferencing for all PSBs and advised the banks to create a
mass awareness among the customers. Customers can avail
the Door Step Banking through the following uniform ways:-

* Door Step Banking app available in app store and Google
play store

*  Web portal: WWW.psbdsb.in
* Toll free numbers: 1800 121 37 21/ 1800 103 71 88

Doorstep banking scheme offers a host of banking services
including financial and non financial transactions for the
customers. The services under DSB have been launched in a
phased manner. In a focused new way of door step banking,
all 12 public sector banks are offering the services under the
same Standard Operating Procedure with the help of PSB
alliance PVT Ltd., an umbrella set up for delivering Door step
banking services by engaging two corporate selling agent
M/s Atyati Technologies Pvt. Ltd. & M/s Integra Microsystem.
Imitially DSB services had been launched for Non Financial
Transactions and the services provided are:-
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S.N. | Detail of Services | Non Financial services

1 Pick up Services | Pick up of:

a. Cheque/Demand
order

draft/Pay

b. New Cheque book requisition
slip
c. 15G/15H forms

d. IT CHALLAN/Govt. Business/
GST

e. Issuing Standing Instruction

2 Delivery services | Delivery of:
a. A/cStatement

b. Non personalize chq book/ DD
/Pay order

c. Prepaid instrument/Gift Card
d. TDS/Form 16

e. Term Deposit
Acknowledgement

receipt/

After the successful launch of Non financial transactions
under DSB services, financial services such as Cash
withdrawal for individual with a minimum limit of 1000.00
and maximum limit of 10000.00 are also included in Door
Step Banking. Digital life certificate for pensioner under Non
financial transaction are also added to provide ease to the
senior citizens.

Different Channels for availing Door Step Banking Services in
our bank:

Union Bank of India is always forefront in the implementation
of Government initiatives and schemes. To provide Door Step
Banking services to its customers through universal touch
points like Call centres, web portals and mobile app our bank
has taken the initiative and below given channels are made
accessible to our bank’s customers for availing seamless and
hassle free services:-

* Detailed information on door step banking with URLSs for
DSB application are provided on bank’s website for the
customers

* To redirect customers to the common web link for DSB
a tab for DSB application is made available on Bank’s
Internet Banking home page.

* A sub tab named with “Door Step Banking” is provided
on bank’s mobile application to redirect the customer for
common link of DSB.

* A facility for SMS banking is made available for the
customers through which the customer will get a web link
on his registered mobile number which redirects them for
DSB Services.
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Needs of Door Step Banking: Door Step Banking is an
initiative taken at the request of its stake holders. The Banking
scenario is changing. Door step banking gives a better service
experience through which a customer can avail services at
his door. Apart from enhanced customer experience there
are some other factors which generate the need of Door Step
Banking as below:-

1. Sizeable old aged and disabled customers:- Over 50
million senior citizens above 70 years of age and an
equally large number of differently abled customers are
present in the banking system. To provide them seamless
and hassle free banking experience there is a need of Door
Step Banking

2. Change in customer Behaviour:- In the present day
behaviour of customers are changing at a fast pace.
New age customers want services at their door step for
convenience which gives scope for Door Step Banking

3. Competition with Peer Private and Foreign Banks:- There
is a tough competition among PSBs, Private and Foreign
banks. To make PSBs relevant and provide better service
experience to customer Door Step Banking services are
needed.

4. To change Customer Perception:- Customers especially
young age customer understand that the services given
by private and foreign banks are better than Public sector
banks. Door Step Banking will play an important role in
changing this perception of customers.

5. Increasing Nuclear Family:- Increasing nuclear family
in our country gives scope for Door Step Banking as the
customer finds convenience in getting important banking
services at the door step.

Challenges of Door Step Banking:

* Awareness of door step banking and its modus operandi
among customers, as they show reluctance in availing
services.

* Door step banking services are generally delivered by
corporate agents and hence customers face a trust issue.

* Young age customers who are also on the target group of
Door Step Banking Services finds themselves comfortable
in banking with the help of mobile banking and internet
banking.

* 0ld aged customers especially pensioners and others are
very particular about the charges of door step banking.
As the charge in door step banking is to be borne by
customers, it acts as a roadblock are sometimes.

* Increasing online fraud also a challenge for door step
banking as customers fear frauds in availing services.

Importance of Door Step Banking:



Door step banking is important for customers who want
to avail banking services at their door step. They opt for
the services and save their valuable time.

Door step banking is a preferred way of banking for old

aged customer and differently abled customers who find
it difficult to go to the bank.

It gives an opportunity to the bank and its staff to
extend good customer services as well as good customer
convenience.

Door step banking provides ease at the branch as the foot
fall in branches can be reduced.

Door step banking helps the bank to provide personalized
services to customers which increases the level of
satisfaction.

he Death Claim Policy covers the claim settlement
function of all the Domestic Branches/Offices. For Foreign
Branches/Offices the rule of the land exists, hence, claims
received abroad will be governed as per the laws of that land.

1. Methods of Settlement -A claim on the credit balance or
the assets of a customer can be settled in any one of the
following ways:

1.1. Payment to Nominee: Bank is fully discharged by
making payment to the Nominee who is considered
as a trustee of the legal heirs. Payment to nominee
can only be stopped by producing a valid Court
order.

1.2. Payment to Legal Heirs on production of Legal
Representation:

1.2.1. Probated Will: It is a copy of the will certified
under the seal of the Court of competent
jurisdiction confirming that the will has been
duly executed and has the force to be acted
upon.

1.2.2. Letter of Administration: Where there is no will
or when a person dies leaving a Will without
appointing an Executor or if an executor
appointed is legally incapable or refused to act
or died, an administrator can be appointed by
a Competent Court.

Claim/settlement!

aR=aras Adaress

Conclusion: Itis clear that Door Step Banking is reintroduced
in a new way in public sector banks to improve customer
satisfaction and align the PSBs services at par or better than
peer private and foreign banks. It has created a greater value
for psbs and It has given a new hope and energy to Public
sector banks to make them competitive and retain their
market share.

Md Nasim Anwer
STC Visakhapatnam
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1.2.3.Succession Certificate: It is a Certificate/order
issued by a Court of competent jurisdiction
declaring the names of legal heirs of a deceased
person and percentage of their share in the
property of the deceased.

When a Legal Representation/court order is produced, Bank
is bound to make payment to the persons mentioned therein
according to their share.

Payment to Legal Heirs in the absence of Legal Representation

It involves making payment to the legal heirs when: The
depositor dies intestate (not leaving behind any will), There
is no nomination, there is no Legal Representation/Court
order.

2. Procedure for payment

2.1. Paymentto Nominee: Documents- Application form
(Annexure - I), death Certificate , Verify whether
any loan is outstanding, verify the name of nominee
and deceased account holder as per records.

2.2. Payment to Legal Heirs on production of
Legal Representation: Verify the original legal
representation/court order where details
of deposit/other properties are mentioned,
Identification of the legal heirs mentioned in the
legal representation and Payment through “Account
Payee only” Pay Order/Demand Draft or as per

Srerqe-fawsr, 2022
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court order, No sanction of higher authorities be
sought only if there is any doubt to be got clarified,
No Indemnity Bond or surety is required.

2.3. Payment to Legal Heirs in the absence of Legal
Representation-

2.3.1.For claim up to Rs 5000- if BH is fully satisfied
he/she can settle the claim on obtaining
declaration without insisting for legal heir
certificate, affidavit and Indemnity Bond.

232.For Claim above 5000 and up to
50000-Documents:-Estate Claim form, Original
death Certificate Legal Heir Certificate (not
mandatory), affidavit stating that the deceased
died intestate and there are no other legal heirs
other than the one mentioned and if claim is
less than Rs.25000, letter of indemnity has to
be obtained with two sureties and if claim is
above Rs 25000 then indemnity bond has to be
obtained with 2 sureties. Means of the sureties
should not be less than the claim amount.

233.Claim above Rs. 50,000/-(Documents)-
Documents as required for claim of Rs 25000 to
Rs 50000 and in absence oflegal heir certificate
from revenue authority, a declaration from a
respectable person well known to the deceased
family and bank preferably an existing
depositor of bank should be obtained.

Settlement of claims in respect of Missing Persons
(Section 108, Indian Evidence Act, 1872) :

3.1. For claim amount Up to Rs.50000/- Claimant
should lodge an FIR in respect of missing person,
Copy of FIR from the concerned police authorities,
On completion of 7 years from the date of filing of
FIR, obtain a non-traceability certificate from the
concerned police authorities where FIR was filed,
To obtain a copy of Newspaper publication made
in respect of the missing person in the local daily, if
any, Affidavit and declaration as per the provisions
of settlement of death claim.

3.2. For amount exceeding Rs. 50,000/-, such claim is
to be referred to respective delegated authority

there is any dispute between surviving partners
and legal heirs then it is advisable to get court order.

4.2. When the partnership is not dissolved upon death
of the partner: Surviving partners can continue to
operate the account.

4.3. Ifthere is any dispute among the surviving partners
and the legal heirs of the deceased partner, they
should be advised to get a court order.

4.4. Generally, It is advisable to stop operations in
partnership account when fact of death of a partner
is known till documents/proof are produced and
legal position is clear. Remaining partners can open
a new account and operate this new account.

4.5. It is suggested to take opinion of the local advocate
on the matter.

Pipeline flows: remittances received after the death
of the depositor, are known as pipeline flows. In such
cases branches are advised to suggest to the survivors/
nominees to give an authorization letter in favour of the
branch, for adopting any one of the following options:

5.1. Authorizing bank to open an account styled as
“Estate of Shri ... , the deceased” where all the
pipeline flows in the name of the deceased account
holder could be allowed to be credited subject to
the condition that no withdrawal should be allowed
OR

5.2. Authorizing bank to return the pipeline flows to
the remitter, with the remark “Account holder
deceased” and to intimate the survivors or nominee
accordingly.

Turnaround Time: if the claim is within the delegated
power of BH then claim has to be settled within 2
working days and if sanctioning authority is other than
BH, maximum time for settlement of claim is 15 days.

Online application: Death claim application can be
lodged online by visiting our bank’s website www.
unionbankofindia.co.in- apply online.

DCFE Menu: all death claims after settlement have to be
entered using DCFE menu in finacle.

For Detailed Guideline kindly refer the Bank’s IC no. 03164-
2022 dated 30.03.2022.

covering the above details along with antecedent of
missing person for its disposal on case to case basis.

4. Claim settlement in Partnership Account:

4.1. When the partnership is dissolved upon death of a
partner: The account operations to be stopped and
balance to be paid to the surviving partners along
with the legal heirs of the deceased partner and if

Anoop Kumar Payasi
Operations Department, CO, Mumbai
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VYO M

When we work together, with a goal of
Customer Centricity,
Believe me we are reaching towards
Serendipity.

In order to create comfort,
for you at your Home,
We have invested in technology and
created a wonderful app for you which is
VYOM.

You wish to send money,
don't wait for Long,
Just open your phone and download
VYOM.

You wish to see, your balance don't Ask,
Just open the VYOM app, and go to Quick
Task.

You want to save money but how, that
you are not Sure,
Not a problem just open the VYOM app,
and go to Ok Invest and Insure.

When you have to do your further
studies, but you are financially alone,
Don’t worry just open the VYOM APP

and apply for an Education Loan.

When the season is of crops,
but time is Hard,
You should not worry, open the VYOM APP
and apply for Kisan Credit Card.

When it's about something,
your eyes are upon,

Please don't forget your VYOM APP
which offers Loan Against Deposit.

When it's too cold outside, and your
account needs a Look,

Please don't forget your VYOM APP,
which offers m-passbook.

It's your place, it's your world dear
Customer,
We are happy to help you.

Sparsh
R.O. Bareli
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Mother - A portrait

When at midnight she tucks You in
even in snoozy mood and makes sure
You are well, suddenly You open Your

eyes.
At midnight when darkness about to
coming of age,
Each hand couldn't see its edge,

I wanted to observe something there,
For a while, [ flogged a dead horse
everywhere,
suddenly I heard about a melodious
voice,

That looked after my emotion for her
choice,

Descending rhythm met with sleep in
a shake,

I was astonished how she found me,
without opening her eyes as of my
ones fake,

Concepts which You call conscious,
subconscious and numerous all,
Comes from that sacred soul,

A philosopher and a psychologist,
Since ages, both in her womb exist,

[ was curious enough to know,

a Mother doesn't need a poem
though....

"Dedicated to all Reverend Mothers"

Kailash Sharma
Treasury Department
C.O. Mumbai

Sera-fagaT, 2022
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OVERVIEW OF ANCIENT PAYMENT SYSTEM

Traditionally payment transactions use to happen through
exchange of Goods and Services popularly called as Barter
System. Since money or currency was not in existence in
ancient times, goods were exchanged after evaluation of
worth or value of the goods required by the other party
in exchange. Therefore, barter system was a classical
arrangement through which individuals got what they
desired by giving out other commodities they do not require
or have in surplus. Hence mutual benefit was estimated out of
these exchanges. As value of exchange was totally dependent
on demand of the commodity, sometimes it was hard to get a
commodity exchanged.

In all such situations, fulfilling the exchange requirement
as well as right valuation of the commodity used to be a
challenge. Hence, money or currency was introduced in
ancient times and economies started developing thereafter.

As economies evolved, the currencies were minted officially
in the form of silver, gold, bronze, and coins made from
different metals. Value was added to it. The paper currency
was first introduced in 7th century, in Tang Dynasty in China.
Currency and its trading measures evolved over the centuries
across the globe.

In today’s era, Govt. and regulated entities are responsible
for managing and maintaining the money which are used
for financial transactions in any form viz. in paper, plastic,
or electronic form. Banking systems are in place for money
valuation, trade, money circulation, lending, fund transfers
etc.

EVOLUTION OF CURRENCY MODES IN INDIAN ECONOMY

Brick-and-mortar Banking is in-person banking wherein

@y e

customer visits a branch of his bank/financial institution
for all his banking needs. Therefore, Banking and payments
was done using instruments like cheque clearing, cash
withdrawals through pink slips, DD’s, Pay Order/Banker’s
cheque, ATM Cards for cash withdrawal using ATM machine
etc.

The most popular paper-based instruments used in India
are cheques and DDs which still holds 60% of non-cash
transaction volume in the country. For smooth functioning
of paper-based payments and their settlement. Reserve Bank
had introduced MICR (Magnetic Ink Character Recognition)
technology for speeding up the process with greater
efficiency. Further Cheque Truncation System was introduced
for automation of process electronically.

Electronic money is what we know as Credit Card or Debit
Card which is also known as plastic money.

During early 2005, Payment system line Real Time Gross
settlement (RTGS)/ National Electronic Fund Transfer
(NEFT) were introduced into the economy as an electronic
mode of fund transfer.

In 2008, bitcoin was introduced as first cryptocurrency.
Systems like NACH, IMPS and UPI were introduced around
the same time for a more safe, effective, and efficient mode
of electronic payments. The evolution of money indicates
technological and economic development of the country.

While keeping the objective of sustainable economic growth,
innovation and customer centricity, RBI and government
entities have been consistently working on evolution of its
policy framework from time to time to meet the challenges of
its increasingly complex economy.

PAYMENT AND SETTLEMENT ACT & DIGITAL PAYMENT



STRUCTURE IN INDIA

As a central bank, Reserve Bank of India (RBI) has been
playing a key role in overall economic development of the
country and has taken several initiatives for Safe, Secure,
Sound, Efficient, Accessible and Authorized payment systems
in the country.

As the means and ways of payments increased from physical
mode to digital mode, there were more alternatives for
domestic payments which were introduced over a period.
Delivery channels like Mobile, internet banking were
introduced besides branch, POS and atm banking for
increasing the width and breadth of the payment alternatives.
As the alternatives increased sporadically, the security risk
and settlement risk also increased.

As electronic fund transfers are increasing, it is essential that
all payments and related transactions be handled securely and
are fenced with regulated guidelines. Therefore, to have a safe
and robust payment process, RBI introduced the Payment and
Settlement Act in 2007. This act is applicable to all payment
systems such as credit card/debit card/smart card operations,
money transfer operations or ther similar operations in India.
It broadly covers authorization rules in payment system,
regulatory and supervisory controls by RBI, right and duties
of system provider offenses and penalties to be imposed,
settlement and dispute resolution mechanism etc.

RBI'S PAYMENT VISION FOR INDIAN ECONOMY:

As a Payment System is vital for the economic development,
financial stability and financial inclusion of any country,
RBI has a key objective of having safe, secure, reliable,
accessible, affordable, and an efficient payment system. RBI
has been taking a lot of initiative and has been releasing its
Payment Vision documents periodically since 2001. The
Government of India, RBI and all financial institutions have
been relentlessly working on strategic direction and an
implementation plan for payment and settlement systems in
India. The most popular payment systems in India are UP],
IMPS, NEFT/RTGS, Adhar enabled payments (AePS), NACH,
Rupay Debit and Credit Cards, CTS, e-RUPI, NETC Fastag, QR
Code based payments, payments through Point of Sale (POS)
terminals etc.

The journey of Payment system in India has been phenomenal
in recent years. While RBI has already leveraged the SFMS
(Structured Financial Massaging System) platform for
various payment systems like NEFT, RTGS, LCBG etc, with
[SO2022 message format adoption has a vision to expand it
for seamless usage of cross border payments. With usage of
mobiles many smart payment options are popular. The most

afR=gras fAdais

popular and loved payment mode is UPI (Unified Payment
System) which allows users to transfer money from their
account to beneficiaries’ bank account in real time with
single two-click factor authentication process. During the
pandemic, UPI Payment volume increased to 1200% over the
previous year. With its increasing popularity, NPCI (National
Payment Corporation of India) is in the process of deployment
of Rupay (domestic card scheme) and UPI (mobile payment
solution) at international level.

Covid lockdown has completely changed people's mindset
on digital payment adoption. During the lockdown, as a
part of governments digital initiatives, honorable Prime
Minister Modiji had launched QR Based voucher for covid-19
vaccination through identified banks for promoting cashless
payment solution. Union Bank also actively participated in
this initiative.

RBI has now announced to introduce CBDC (Central Bank
Digital Currency) which is an electronic or digital form of cash
which will be used as an alternative to fiat currency. India
launched this digital currency called “e-rupee” in December
22 which will be primarily used for retail transaction.
Initially it will be rolled out in cities like Mumbai, New Delhi,
Bengaluru and Bhubaneshwar.

As a part of its vision document RBI which has set 5 goalposts
of Integrity, Inclusion, Innovation, Institutionalization and
Internationalization for achieving desired growth in Indian
economy by 2025. RBI aims to register average annualized
growth of 50% in UPI and IMPS/NEFT at 20%.

CONCLUSION

We have come a long way and achieved measurable
transformation in terms of usage, access, and quality of
financial and banking services. In this journey, the Govt. and
RBI aim to do lot of technological innovation in payments for
inclusive & sustainable economic growth of the country, it is
important that every system that processes the transaction
is secure and simple in use. While customer awareness and
education should be the focus area for embracing new changes
in the digital arena, Banks have a greater responsibility for
adoption of RBI's payment vision and the implementation of
necessary technology and infrastructure to roll out payment
related initiatives in a timely manner.

Priya V. Choudhari
ULA — Digital Transformation, Powai

Sera-fagaT, 2022
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I

Management;of(©)

ntroduction: Operating risk is one of the most important
risks that financial institutions face. It is defined as the risk

of loss resulting from inadequate or failed internal processes,
people and systems, or external events. Our Bank is one of the
largest public sector bank in India and like any other bank, it
faces a number of operating risks. It is imperative to handle
operating risks in order to protect its assets and reputation.

While undergoing daily activities, branches are not complying
with standard norms which losses generat operating risk
and are converted into to the Bank. Below are a few pointers,
which if adhered to, operation risk the can be mitigated. Let
us understand this mechanism in the following manner.

1.

ii.

The first step in handling operating risks is to identify
them in time, and their address, mitigate & company.

Security Aspect:

® Has an emergency alarm system been installed at the
Branch?

e [sit working satisfactorily?

® Are the gun licenses valid and all retainers' names
entered?

e Are all the important keys (such as those of strong
Room, FBR safe for keeping security forms etc.) handled
by authorized officials and a register maintained?

® Are the Routers, network cables etc. properly covered
and locked in switch boxes?

® Are the ATM power and network cables properly
concealed? Is power switch of ATM machine inside?

® s the ATM machine properly grouted?

® [s CCTV & camera functional? are periodical backups
available?

Handling of Cash, Gold Ornaments, etc.:

® [s the Cash Department enclosure security system
bolted from within at all times?

e Have effective arrangements been made to prevent the
entry of strangers/intruders in the cash Department
at all times?

® Are the cashiers seated in enclosures which can be
locked from inside? Have they been provided with
locks for their drawers containing cash?

® Do they invariably check their enclosures when they
are at their desks and lock the drawers containing
cash and cabins when they leave their seats?

® Does the Head Cashier and the Joint Custodian closely

supervise the counting or packing of currency notes
within the strong room?

B - BECD

iil.

yeration Risk:

v

® Are proper arrangements being made for segregation
and safe keeping of safe deposit articles/gold
ornaments pledged to the Bank?

e Whether surprise check of cash, gold is made? Whether
there is significant amount of coins held in the branch?

e Whether Gold is keptin gold pouches & sealed properly
and numbers recorded in Finacle? After every use the
different pocket or pouch to be used?

e Have mutilated/cut notes been verified by the
Branch Manager periodically? Whether guidelines
are followed for accepting certain types of cut notes/
slightly mutilated/soiled notes.

® Whether figures of cash receipts and cash payments
are checked daily with reports generated by computer
system?

® Are the counterfoils in respect of cash issued only after
they are countersigned by Head Cashier and entered
in Finacle?

o Are all the late receipts and payments of cash,
authorized by Branch Manager and shown separately
in Cash Balance Book?

Customer Accounts:

Are the New Accounts which are not more than 6 months
old monitored?

Are letters of thanks being sent to account holders the
very next day when new accounts are opened? Whether
accounts have been frozen in case of return of letter of
thanks?

Do the staff members exercise caution while handling
transactions for large amounts which are not
commensurate with earlier transactions in old accounts?

Are photographs of illiterate depositors held on record
and scanned in the system?

Do the passing officials satisfy themselves about the
signatures on instruments before these are passed in the
system?

Are all accounts periodically scrutinized to avoid
becoming inactive/ dormant?

Is close monitoring of cash withdrawals for large amounts
made? Presentation of third-party cheques, drafts etc.,
followed by cash withdrawals to be thoroughly checked/
probed.

Are signatures of dormant/ inoperative accounts being
available in the system while making them active and on
cheques/withdrawal slips being compared with at the
time of first drawing?



iv.

Are notional transactions happening after changing the
status of accounts from dormant to active?

Are AOF, Signature cards, other documents kept under
proper custody as per laid down procedure & only
authorized person given authority to handle these
documents? These must be kept in FBR safe/strong room.

Is the complete address along with Pin code available
in Finacle? Invalid Pin code the pin code can be an
operational risk as articles will not be delivered at the
right place.

[s proper care taken to verify the identity and signature of
depositor for issue a duplicate Passbook?

Are 'KYC' guidelines issued by the bank followed for
opening of new accounts?

In case of deposit accounts not operated for 10 years,
there can be a loss if these accounts are transferred in
DEAF Accounts.

Are customers staff being aware of recent simplification
process of ReKYC? Pending ReKYC is fraught with risk.

Keeping CKYC pending bears risk.

Availability of mobile number and email address in the
account will mitigate the risk and open the channel for
communication.

Has income range/ turnover properly entered in the
account? Are transaction within the income range or
turnover?

General:

Has the Branch been provided with an ultraviolet detector
lamp (path finder)? and used regularly? Is it in working
condition?

What action has being taken with regard to circulars
issued from time to time cautioning branch staff to be
on guard to prevent occurrence of frauds/irregularities
attempted at other branches?

Are these being discussed at periodical meetings with the
branch staff?

Are the arrangements for systematic and safe keep of
records/vouchers satisfactory?

Are old records sent to record keeping agency
(enforcement agencies) at regular intervals? and
maintained both in physical and digital mode and can be
easily accessed at the time of need. List of records can be
seen in the My Diary Portal also.

Is there proper control over the custody of security
forms? Are all security items maintained in inventory
management system in Finacle?

[s utilization of security forms (like DD, Deposit Receipts)
verified? Are blank security forms allowed to remain in
the dual custody of authorized persons?

Vi.

aR=aras Adaress

Are undelivered cheque books kept under lock & key? Is a
follow up made for delivery?

Are unused security items destroyed or not?

Whether mandatory & exceptional reports are generated
and duly vouched by the BH & DBH.

Is scrutiny of daily vouchers done by Branch Manager/
Officer-in Charge on regular basis and entered in voucher
register?

Whether Bank's special crossing stamp is branded
immediately on receipt of all the instruments received for
clearing/collection?

Whether cheques of ¥50000.00 & above duly scanned in
the ultraviolet machine?

Whether every complaint is attended immediately and
closed after reference to the Controlling Authority? Any
delay may cause complaint to ombudsman and advisory/
award can occurred.

Whether impersonal accounts like Sundry/ Suspense/
POB are reconciled daily? Please note that outstanding
entry older than 6 months invites 100% provision and it
impact the profitability of the Bank.

Cash-in-Hand and balances with other bank should be
hold minimum, the surpluses being remitted to near-by
chest branches/ authorized designated branch for credit
to Principal Account with RBI. The cash retention limit
should be adhered to, it will not only mitigate risk; but
also increase the profitability of the branch.

Whether customers drawing cheques of 32.00 lakhs and
above in CTS clearing are using Positive Pay System of the
Bank.

What are the manual processes in the branch? More
manual process, more risk.

Whwther reconciliation happening daily? Are pointing
entries of office accounts maintained? Are there any
adverse nature of entries in office account like sundry
accounts in debit and suspense account in credit?

Is OTMS, EFRMS alerts responded within TAT? Any delay
is prone to high risk.

Staff
Whether Rotation of dutiesis carried outas per guidelines?
Whether regular scrutiny is made the staff accounts?

Whether lifestyle of the staff is within their means?

How is the behavior of frontline staff to the customers?
What is their knowledge/ awareness level? What is level
of soft skills?

What is the commitment level of staff to TAT?
Advances:

Whether advances are not granted beyond discretionary
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il.

iil.

iv.

powers of Branch Managers.

Whether discretionary powers exercised are reported
to Controlling Authority through Control Returns within
prescribed time.

Compliance certificates to be submitted before releasing
sanctioned limits.

The drawings in the loans/advance’s accounts should be
permitted strictly within the drawing power which must
be duly authenticated by the Branch Manager authorized
officer. Excess drawings should be permitted with proper
permission of Controlling Authority and should be
recorded.

The stocks/articles pledged/hypothecated/charged to
the bank must be inspected periodically.

All loan accounts must be reviewed well before (at least
two months) expiry of the limits. Any unhealthy feature
noticed should be brought to the notice of the Controlling
Authority.

Sanctions within discretion are not made to grant any
loan to self or near relatives of branch manager.

Branch Manager should extend credit facilities based on
proper appraisal of financial statements etc.

Caution should exercised against attempts by borrowers
floating various companies in order to facilitate sanction
of larger limit ostensibly within the discretionary powers
of the sanctioning authority obviating the need to put up
the proposal to higher authorities for sanction.

Managing Operation Risks: Once operating risks have
been identified, the branch must develop and implement
strategies to manage them. The key strategies that can be
used to manage its operating risks are:

Implementing Robust Internal Controls: Branch/Offices
can mitigate operating risks by implementing robust
internal controls which include compliance of policies
and procedures. The branch should also have clear lines
of responsibility and accountability for each function
to ensure that everyone knows their role in mitigating
operating risks.

Training Employees: Another key strategy for managing
operating risks is to train the employees. Branch/ ROs can
ensure that its employees are well-trained in all aspects of
the bank's operations.

Strict compliance of Regular Audits: Bank has a system
in place to manage operating risks by conducting regular
audits covering all areas of the bank's operations. The
audit identifies the areas of weakness and provides
recommendations for improvement, which should be
complied & implemented in true spirit.

Strengthening of Digital Platform: Migrating the

__ @ e

Vi.

Conclusion

customers to digital platform can rule out risk on certain
critical are as of any bank's operations. It will not only
reduce the cost of operations but entice the customers to
adopt more products. Our Bank is managing the operating
risks by investing in robust IT systems that are designed
to identify and mitigate potential risks. Branches should
monitor their digital transaction report made available in
the My Diary portal and sent by MIS department. Branches
are advised to promote use of digital channels, to mitigate
the risk.

a) Mobile Banking (Vyom)

b) WhatsApp Banking (Uvconn)

c) Internet Banking

d) SMS Banking

e) IVR Facility

f) Use of ATM/CDM Machines

g) Debit Card

h) Credit Card

i) Online Opening of Saving Bank Account
j) Digital Document Execution

k) Doorstep Banking

1) Straight Through Loan Processing Applications

Continuous use of My Diary Portal: Using My Diary portal
exhaustively and focusing particularly on Alerts and
Default accounts can mitigate the operation risk of the
branch significantly. The portal vehemently focuses on
compliances and caution on emerging risk.

Developing a Crisis Management Plan: In addition to
the strategies above, the branch should also develop a
crisis management plan. This plan should outline how
the branch will respond to any potential crisis, such as a
major security breach or natural disaster. The plan should
include procedures for communication, disaster recovery,
and business continuity.

: A branch can manage operating risks by

identifying and implementing robust internal controls,

training employees,

complying with regular audits,

implementingIT systems, and developinga crisis management
plan. By taking these steps, the branch can protect its assets,
reputation, security and continuity to risk free services.

Subhash Sharma
Operations, C.O., Mumbai




future of ATM,
Debit Cards and

Cash Recycler Machines

Automated Teller Machines (ATMs) and debit cards have
revolutionized the way people access and manage their
financial resources. These technologies have made it possible
for people to transact, withdraw cash, and check their account
balances without the need to visit a bank. As a result, ATMs
and debit cards have become an integral part of the financial
landscape.

EVOLUTION & DEVELOPMENT : The evolution of ATM and
debit card technology has been rapid and significant. The first
ATM was introduced in the 1960s, and since then, technology
has undergone numerous upgrades and innovations. Today,
most ATMs are connected to the internet and offer a wide
range of services beyond just cash withdrawals, such as
the ability to deposit cheques, pay bills and transfer funds
between accounts. Debit cards, which were introduced in the
1970s, have also become more sophisticated.

One potential development is the increasing use of mobile
banking and digital payments, which may lead to a decrease
in the use of traditional ATMs and debit cards. However, it is
also possible that the use of these technologies will continue
to grow alongside the adoption of mobile banking and digital
payments. Recycler machines, which are used to deposit and
dispense cash, may also become more widespread as they
can improve the efficiency of financial transactions.

Significant growth has been observed in terms of increased
on-site ATMs. There has also been a steady growth in offsite
ATMs due to increase in contracts offered to MSPs with an
aim to garner higher penetration in the market and improve
retail banking for the customers. Remarkable growth has
been observed in White Label ATMs.

Access to cash for many in India was essential during various
lockdowns imposed by the Government in Covid time. The
ATM machines in India played a critical role in ensuring that
consumers had access to cash and wider banking services
while branches had reduced hours of work and customers
wanted to avoid face-to-face or in branch interactions
completely.

The future of ATM and debit card technology is likely to evolve.
One possibility is the integration of biometric authentication
methods, such as facial recognition or fingerprint scanning,
which could make it even more difficult for unauthorized
users to access financial accounts. Additionally, the increasd
use of mobile banking apps and other digital payment systems

may lead to a decline in the use of physical debit cards.

The introduction of cash recycler machines represents
another significant development in the way that people
access and manage their financial resources. These machines,
which are designed to accept deposits of cash and dispense
the same denominations of cash, have several advantages
over traditional cash registers or ATMs. For example, they
can accurately count and sort cash, reducing the risk of errors
or theft.

Despite these advantages, the future of cash recycler machines
is somewhat uncertain. While they are likely to continue to
be used in certain settings, such as casinos or large retailers,
it is unclear whether they will gain widespread adoption
in other sectors. One potential obstacle is the high upfront
cost of purchasing and installing these machines, which may
deter smaller businesses from adopting them. Additionally,
the increasing use of digital payment methods may lead to a
decline in the overall demand for cash, which could ultimately
reduce the need for cash recycler machines.

FUTURE TRENDS : The ATM Managed Services Market in
India is expected to grow owing to the higher deployment
of ATM machines, especially Cash Recycling Machines.
Increasing number of bank branches and the dependency
on managed Service Providers would fuel the future growth
of ATM managed services in India. The diversified service
offerings provided by certain MSPs will also help in raising
revenues in the near future.

The ATM Managed Services revenue in India is expected to
grow over the next few years, with the increasing demand
for managed services by the banks in rural and semi-urban
areas.

In conclusion, the future of ATM debit cards and cash recycler
machines are likely to involve a mix of continuity and change.
While these technologies have already undergone significant
evolution and are likely to continue to evolve in the future,
it is difficult to predict exactly how they will change or what
new technologies will emerge.

Neha Gaur
ULA, Digital Transformation
Powai, Mumbai
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B eing a citizen of a democratic country, one always has the
right to knock the doors of justice whenever troubled by
the state machinery. However, knowing merely this much is
not enough. One must be aware which door exactly to knock
and how will the person opening it, resolve my grievance.

Many a times they do not require escalation to critical
processes ofjustice, such aslitigation in court or complaints to
tribunal. Grievances lurking around issues of denial of service
or hostile attitude of staff, etc. are effectively redressed by
institution’s internal consumer complaint settlement system.

The Grievance Redressal Policy of Union Bank of India is very
novel and effective, and has been implemented in 2021-22.

A - Customer Rights : Before scourging for remedies,
know your rights! The Charter of Customer Rights as well as
Article 5.3 of UBI Grievance Redressal Policy (hereafter GRP)
recognizes 5 types of rights which find mention as under:-

i) Right to Fair Treatment,

ii) Right to Transparency, Fair and Honest Dealing,
iii) Right to Suitability,

iv) Right to Privacy; and

v) Right to Grievance Redressal and Compensation.

If you concede that any of your above listed rights have been
violated, time to read the next section.

B - Definition of Complaint and Grounds of Raising One:
Article 6.3 of UBI GRP provides for the definition of complaint,
which goes as follows:-

“A Complaint is communication to the bank through any
means (Oral/written/Email etc,) which expresses the
dissatisfaction about any aspect of the Banks Products,
Services, Employee behaviour/attitude, Processes, systems

»”

etc.

Article 7 of the policy provides for reasons of lodging a
complaint by a customer. There are 14 grounds for the same,
enumerated as under:-

i) Notresolving the customers query timely,

ii) Not directing the customer properly,

B - EECD
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iii) Lack of Product Knowledge amongst staff,

iv) Technical Issues,

v) The attitudinal aspects of dealing with the customers,
vi) Not adhering to Standard Practices,

vii) Not adhering to Regulatory Guidelines,

viii) Non-transparency in selling products and services,
ix) Mis-selling of products,

x) Misbehavior by officials,

xi) Delay in providing Service,

xii) Cumbersome Process and Practices,

xiii) Non-availability of services as per EASE agenda,

xiv) Non-availability of basic facilities leading to delay in
services etc.

C - Where to raise the complaint:- There are multiple
mechanisms of escalating a complaint. The ones relevant for
this article have been reproduced as under:-

i) Through Branch - Complaint Box / Complaint Register-
Complaint book is also made available at all the branches.
A customer can obtain it from the branch manager, record
his grievances therein and obtain acknowledgement.

ii) Telephonic Calls / Call Centre- : Complaints can also
be lodged at UBI's Contact Centre on toll free number
1800222244, 18002082244 accessible 24 hours.

iii) On-Line Complaints:- Online Complaints can be raised
either at U-Mobile application, or through bank’s website.
Direct link to lodge a complaint goes as follows -https://
www.unionbankofindia.co.in/english/grievances-
redressal.aspx.

iv) Through e-mails:- Complaints, pertaining to the
grounds mentioned, can also be lodged via e-mails
at ‘cgo@unionbankofindia.com’ or “customercare@
unionbankofindia.com”. Complaints received by e-mail
shall be acknowledged by e-mail.

v) Submission in hard copy:- While above 4 mechanisms
seem more consumer-friendly, complaints can also be



submitted in hard copies to respective branches, or
Regional Offices / Zonal Offices.

vi) Via post- Customers who are not very tech savvy and
whose written grievances are not being accepted by local
branches can post them directly to the Chief Grievance
Redressal Officer, as below :

The Principal Nodal Officer cum Chief Grievances
Redressal Officer

Union Bank of India, Customer Care Unit, Operation
Department, Central Office, The Arcade, Tower-4, IInd
floor, World Trade Centre, Cuffe Parade, Mumbai-400005

D - Recording of Complaints:- So as to ensure that
complaints once raised, do not stay confined to the registers,
it is recorded in a portal. Complaint Management System
i.e. Operation Customer Relationship Management System
(OCRM) is made available to record complaints received
online at Customer Care Unit, Central Office, Mumbai, Call
Centre at Bangalore & Mumbai, Digital Banking Department
(DBD), Department of Information Technology(DIT), ROs,
Z0s and Branches.

As per the role, Customer Care Unit will be coordinating with
the branches, Regional offices, Field General Managers Office
regularly. Customer, who lodges the complaint online through
Bank’s Website, Internet Banking, Mobile Banking etc. receive
automatic acknowledgement of his/her complaint along with
a reference number on his/her Registered Mobile No./Mail.

All complaints, received by RO’s/Z0’s or RGRO’s/FGRO’s
are to be entered into OCRM for tracking and closure of
complaint. Each complaint entered into OCRM is attended to
by Customer Care Unit (CCU) of the Bank.

All complaints lodged in OCRM package are uploaded in My
Diary Portal to help the branches to know the outstanding
complaints of their Branch/Region in order to speed up
redressal of the same.

E - Time Limits / Limitation Periods:- Every Complaint
needs to be resolved within a Turn Around Time (TAT), which
finds mention in Article 17.3.1 of Grievance Redressal policy
of UBI. The time line for resolution of complex and critical
legal complaints is 30 days.

The maximum cases reported are misbehavior of staff which
must be dealt with and resolved in 15 days. Death claims
must be settled in 20 days. Internet banking/ATM/ Debit
Card issues all within 7 days.

Overall, robustness in the process is ensured by capping
the time limits and instituting individual responsibility of
officials.

F - Escalation Matrix:- Complaints, once lodged, shall be
escalated to higher authorities in the undersigned format:-

aR=aras Adaress

i) Escalation Matrix for General Complaints:-

Level. Authorities Day of Days
no. Lodging | available for
Redressal
1. |Branch /Call Center/|1stDay |1st - 5th
OCRMGeneral Day (5 days)

Complaints other than
Pension / Loan or Staff
Behaviour Related

2. | Regional Level 6thDay |6th - 8th

Day (3 days)

3. |Field General Manager | 9th Day |9th Day (1
Officer (FGMO) Level day)

4. | Central Office / Principal | 10th Day | 10th Day (1
Nodal Officer day)

ii) Escalation Matrix for Pension/Loan/Staff Behavior
Related Complaints:-

Level | Authorities Day of (/D a y s
no. Lodging | available for
Redressal
1. Pension/Loan/Staff| 1stDay |1st - 4th
Behaviour Related Day (4 days)
Complaints
2. Regional Level S5thDay |[5th - 7th
day (3 days)
3. FGMO level 8thDay |8th - 10th
(3 days)
4, Central Office / Principal | 11th day | 11th - 14th
Nodal Officer day (4 days)

The next step of resolution of grievance is Ombudsman -
which in Indian context is R.B.I. However, complaint before
ombudsman can only be lodged once a customer has taken
recourse to remedies offered by grievance resolution
mechanism of the institution.

So, the complaints, if not resolved in time get escalated to
Banking Ombudsman, Consumer Forum, Litigation in court
etc. Customers approaching to higher authority for redressal
may lead to Order against the Bank.

Further, a complaint is officially closed by receiving a letter
of satisfaction by the customer. Consumer awareness is the
central idea and consumer satisfaction, the foundation of
Union Bank of India.

Sera-fagaT, 2022
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5] Mrs. Archana Agrawal
| (Manager, Digital
Banking Department,
R.O. Raipur) received
a certificate from Mr.
Prashant Agrawal,
.| Senior Superintendent

- of Police Raipur (CG)
for prompt response against fraudulent cyber theft
from the accounts of victims. She provided all the
details regarding cash withdrawal location and other
bank's ATM machine, which helped in finding the
culprit.

Master Aarav Ranjan Jha S/o
Mr. Rajiv Ranjan Jha, Senior
Manager, RO Delhi Central
won the 1st prize in SKCI 9th
National Karate Championship
2022 organised by Shotokan
Karate Council of India on 25th
December 2022 at Hari Mandir,
Ram Setu hall, GTB Nagar,
Delhi. At the age of 9 Years he is a gold Medal
Winner d#efea‘ting his opponent in 7 seconds.
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ASBA (Application Supported

by Blocked Amount)

efinition: ASBA means “Application Supported by Blocked

Amount”. ASBA is an application by an investor containing
an authorization to Self-Certified Syndicate Bank (SCSB)/
Intermediaries to block the application money in the bank
account, for subscribing to an issue. If an investor is applying
through ASBA, his application money shall be debited from the
bank account only ifhis/her application is selected for allotment
after the basis of allotment is finalized. In ASBA IPO applicants
accounts do not get debited until shares are allotted to them.

ASBA is stipulated by India’s Capital Market Regulator SEBI
and available from most of the banks operating in India. It was
initially introduced by SEBI w.e.f. 01.09.2008. It is available in
all public issues through the Book Building route both Initial
Public Offerings (IPOs) & Follow on Public Offerings (FPOs) as
well as Rights Issues. It allows the investors’ money to remain
with the bank till the shares are allotted after the IPO.

Currently as per SEBI guidelines all three categories of
investors, i.e. Retail Investors, Qualified Institutional investors
and Non-Institutional Investors making application in Public/
Rights issue shall mandatorily make use of ASBA facilities.

Initial Public Offer (IPO): An initial public offering under as
stock launch is a public offering in which shares of a company
are sold to retail individual investors and institutional
investors. An IPO is typically underwritten by an investment
bank who also arrange for the shares to be listed on one or
more stock exchanges.

An ASBA investor shall submit an ASBA physically electronically
through the internet banking facility or Unified Payment
Interface, to the Bank (with whom, the account is to be blocked.)
The Bank shall then block the application money in the bank
account specified in the ASBA, on the basis of an authorization
given by the account holder in the ASBA. The application money
shall remain blocked in the bank account till finalization of
the basis of allotment of the issue or till withdrawal/ failure
of the issue or till withdrawal/ rejection of the application,
as the case may be. The application data shall thereafter be
uploaded by the Bank in the electronic bidding system through
a web enabled interface provided by the Stock Exchange. Once
the basis of allotment is finalized, the Registrar to the Issue
shall send an appropriate request to the Bank for unblocking
and transferring the requisite amount to the issuer’s account
designated for this purpose. In case of withdrawal/ failure of
the issue, the amount shall be unblocked by the Bank on receipt
of information from the pre-issue merchant bankers through
the concerned Registrar to the Issue.

Inpublicissuesandrightsissue,allinvestors have to mandatorily
apply through ASBA. Under ASBA physical application facility,
investors can apply in any public/ rights issues by using their
bank account. Investors can also apply for IPOs through online/
electronic mode/UPI platform. An investor submits the ASBA

form after filling the releva
details, to the bank branch
by giving an instruction to blo
amount in their account. In turn,
bank will upload the details of the
platform.

Eligibility of Investors for ASBA: Th
eligible to apply through ASBA-

In publicissues: Allinvestorsi.e. Individu
Bidders and Qualified Institutional Bidders
apply through ASBA in public issues;

In rights issues: All shareholders of the issuer
the record date provided if he/ she/it:

i. is holding shares in dematerialized form and
for entitlements and /or additional shares in th
dematerialized form;

ii. has not renounced his/ her entitlements in full or in p
iii. is not renounce to the Issue;

iv. applies through a bank account maintained with SCSBs.

ASBA Retail Application: Individuals can apply upto limit of
Rs. 2.00 lacs under retail application category.

ASBA Non - Retail Application. Presently non- retail
applications are above Rs.2.00 lac.

Syndicate ASBA: Syndicate ASBA is a process where brokers
collect applications from public, and then deliver it to banks
branches where applicant maintains his account.

Benefits of ASBA:

1. The investor need not block his/ her bank account to the
extent of the application money by payment through cheque.

2. Till debit of the application amount on the basis of allotment,
funds in the investor account continues to earn interest on
application money.

3. The ASBA facility is hassle free and does not involve any cost.

4. Theinvestors donothave to bother aboutrefunds asin ASBA
only an amount proportionate to the securities allotted is
taken from the bank account when his/her application is
selected for allotment after allotment is finalized.

5. Customer can revise/ withdraw the bid before the end of
the issue in the prescribed format with the bank or online if
applied through online mode.

Kumar Deewaker Narayan Jaiswal
Operations Department, C.O. Mumbai

Srerqe-fawsr, 2022
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With increase in digital use in banking services, the
present-day banking system has evolved better, faster
and error free. However, it has exposed gullible customers
towards lot of risks. Despite an increase in digital transactions,
cheques still remain the best option due to its conventionality,
feel of physical touch and trust of both drawer and payee.
Businessmen use it as a tool of trust and convenience and
the option of having a gap between issuance and payment
to creditor. Organizations like educational institutions, land
registry offices, fee collecting units depend more on its
physical form of record keeping: As a result, the number of
transactions through cheque has been increasing day by day
despite digitalization of banking products. Of course, CTS is a
form of digitalization only.

RBI, IBA, NCPI and other regulating authorities have issued
a number of operational guidelines on cheque payment
and clearing system for the protection and safeguard of a
customer. One such recently issued guidling is Positive Pay
System for Cheque Truncation System.

The Developmental and Regulatory Policies dated August 6,
2020 was issued wherein Reserve Bank of India (RBI) had
announced introduction of Positive Pay System for Cheque
Truncation System (CTS).

1. The concept of Positive Pay involves a process of
reconfirming key details of large value cheques. Under this
process, the issuer of the cheque submits electronically,
through channels like SMS, mobile app, internet banking,
ATM, WhatsApp banking etc., certain minimum details of
that cheque (like date, name of the beneficiary / payee,
amount, etc.) to the drawee bank, details of which are
cross checked with the presented cheque by CTS. Any
discrepancy is flagged by CTS to the drawee bank and
presenting bank, who would take redressal measures.

2. Accordingly, National Payments Corporation of India
(NPCI) has developed the facility of Positive Pay in CTS
and made it available to participant banks. Banks, in turn,
have enabled it for all account holders issuing cheques for
amounts of 50,000 and above.

3. Only those cheques which are compliant with above
instructions will be accepted under dispute resolution
mechanism at the CTS grids. Member banks may

")

Positive Pay System
A Measure Towards

Fraud Avoidance

implement similar arrangements for cheques cleared /
collected outside CTS as well.

4. Banks are advised to create adequate awareness among
their customers on features of Positive Pay System
through SMS alerts, display in branches, ATMs as well as
through their web-site and internet banking.

Our Bank has published the following details for the
benefit of all concerned customers on its website:

Positive Pay is a process of validating/confirming the key
details of cheques to deter Cheque frauds (applicable on high
value cheques amounting 350,000 and above).

Customers are requested to submit in advance the key details
of cheques issued to the beneficiaries so that Bank can pass
cheque in CTS clearing without contacting the customers.
In case of any mismatch Bank can reject the cheque or take
suitable action to prevent wrong payment or fraud.

The Positive Pay facility in our Bank is available free of cost.
Key details of Cheque to be submitted as below:
Account Number and Cheque Number.

Cheque Amount, Payee Name, Cheque Date, Transaction
Code, SAN Number and MICR will be auto populated in the
screen

Customer can avail this facility through any of the
following channel.

Internet Banking, Branch Visit, SMS Banking, WhatsApp
Banking, Through our mobile app VYOM, Corporate website.

General instructions:

The positive pay is currently applicable to cheque value of
50,000 and above

It was decided that w.e.f 01.09.2022, submitting positive pay
details in case cheque value %5,00,000 (Rupees Five Lakhs)
and above will be mandatory (however our Bank is still taking
customers convenience into consideration and the period of
compulsion is deferred).

There is no option for Modify/Delete confirmation in any
mode as modification cannot be done once the data is
submitted to NPCI.



Cheque will be honoured if provided details match with the
actual cheque presented in the clearing and if otherwise in
order viz. sufficient funds, Signature match, within valid date
etc.

Confirmations through all/any mode submitted/verified up
to 06.00 PM (daily) will only be forwarded to NPCI for next
clearing session. Afterwards, all the confirmations will be
processed for subsequent clearing session.

Only cheques with status as unused/already confirmed/
passed will be validated

Customer shall submit Positive pay confirmations through
any one mode for the particular cheque.

Stale cheques (3 months older from date of confirmation)
will not be accepted. Any future date of the cheque will be
accepted.

Since cheque payment is still the most commonly used
preferred method of payment a large number of cheques are
presented in clearing at service branches/clearing branches
on daily basis.

Itis imperative that Bank provide a safe and secure means for
making cheque payments and any lacunae will lead to loss of
customer’s trust in bank’s systems causing reputational and
operational risks.

There has been surge of Frandulent incidents with
unscrupulous elements using fake instruments to defraud
Banks.

Analysis of Patterns (Common Modus Operandi): On
scrutinizing such cases, some patterns have been observed
which are as under: -

1. Fraudsters are tampering with Account Number, Cheque
number, MICR code and Branch Address Fields.

2. The cheques are generally presented in a city other than
where the base branch is located.

3. Institutional accounts like that of Municipal Corporations,
Schools and Colleges, Development Authorities and other
government bodies are commonly targeted.

4. In most of the cases, it is very difficult to detect the
difference in signature. The difference is minuscule, and
the flow of signature is mostly the same.

5. In case of new cheque series, where Alpha Numeric
Random Number is available, the amount is kept below
Rs 2.00 lakhs so that the system doesn’t prompt for Alpha
Numeric Code.

6. Nowadays, many fraudsters are also resorting to forged
letterheads and fake email-IDs (similar to original e-mail
IDs as registered with the Bank) of the companies and use
it as a mandate form.

7. Fraudsters contact branch staff over phone, cite emergency
situation and request branches to execute transactions
based on oral communication followed by emails.

afR=gras fAdais

Cheque related:

Precaution needs to be taken by staff at branches and service
branches in order to avert such cheque related frauds:

a) 0ld series of cheque books should be replaced with new
cheque books having Alpha Numeric Random Number as
mentioned in [.C.No: 02258-2020 dated 14.10.2020.

b) Passing branch/Service branch should ensure verifying
all the physical security features including verification
under UV Lamp, Watermark check etc. especially in case
of Inter-SOL cheques and high value cheques of unknown
customers who visit the branch for a single transaction.

c) Branch should educate customers on Safe Keeping of
Cheque Books.

KYC related:

a) Update latest Mobile Number, E-Mail ID and other KYC
details of the customers in accounts.

b) Ensure that signature card uploaded in Finacle is properly
scanned and uploaded immediately after opening of
account. Rubberstamp as director/partner/proprietor
should be clearly affixed. The mandate in the account
should be clear and understandable.

Cheque Confirmation:

a) Base branch should invariably generate a report of
cheques lodged in clearing by invoking Query Option “15”
and obtain confirmation from customers for all cheques of
Rs 2.00 lakhs and above and send confirmation to Service
Branches.

b) The name of the official confirming/honoring such
cheque should be recorded. Either a register should be
maintained for such transactions recording the name of
the official who has permitted the transaction or Printout
of the list generated from QUERY option with signatures
of Branch officials who have permitted the transaction
should be held at the branch.

c) Even in case of cheques below Rs. 2.00 lakh confirmation
from the customer should be taken in case of doubt.

d) Extra caution should be observed in case of high value
transactions in newly opened accounts.

e) Branches to create awareness among customers,
communication to be sent to customers by the branch and
their consent for opting Positive Pay System shound be
obtained.

Subrat Kumar Dhal
Service Branch, Raipur

Sera-fagaT, 2022
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Face in UBI Crowd
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ndia's traditional game Kabaddi is the oldest game in the

world, whose history is 4000 years old. There has been an
increase in the popularity of Kabaddi since the last few years.
It was included as an exhibition sport in the 1951 and 1982
Asian Games, and became a permanent medal game in 1990.
From the point of view of the spectators, Kabaddi is a game of
speed, aggression and power. The franchise-based Pro Kabaddi
League, which started in India in the year 2014, has contributed
in taking the popularity of the game to the global level
Kabaddi's World Cup was first played in 2004. After that it was
played in 2007, 2010, 2012 and 2016.

Hu tu tu tu is a word that perfectly describes kabaddi in old
days. A sport that is played in the soil and in which our country
is the best and tops the chart in world ranking. We are going to
meet a known kabaddi coach working in our own institution
Union Bank of India. Before working as Coach he has been an
excellent player too and won many medals for the country. Mr.
Lingampally Srinivas Reddy is working as manager in Jubilee
Hill road no. 45 branch of Punjagutta Region.

He completed his graduation from Osmania University
Hyderabad in year 1998 itself. During his graduation he
represented Osmania university from 1995 to 1997 in the
kabaddi team. Playing in senior nationals he represented
Hyderabad state 12 times and also played as captain for the
state team in Kabaddi. In year 2002 he got an opportunity

to participate in the National games. In 2003 he represented
kabaddi in the Afro Asian games Hyderabad. In 2003 he played
for Team India in the Asian championship, at Malaysia. In 2005
he represented India in the Asian championship in Iran and
won the GOLD for our country. In year 2009 he represented
India in the Asian games held in China.

e Tell us about yourself and the association with the Bank.

Currently I am working as a manager in Jubilee Hills road
branch. I joined the bank in 2006.

e Tell us about your family?

My wife Radhika Reddy an MBA (HR) is working as a
commentator in all Olympics sports. My daughter Aanya
Reddy is studying in 11* grade in Delhi Public School. My
mother Pushpamma is home maker and my sisters Anjali
and Arundhati are married. My Father was working in
RTC department is no more.

e Who is your Role model?

My father is my role model. He taught me to work hard
and respect elders. I am what [ am today because of his
teachings.

e Your favourite player in kabaddi?

My Favourite kabaddi player is Sanjeev Kumar.




Tell us about your coaches and mentors?

My coaches are Subbarao, Jagmohan and the first
Dronacharya awardee E Prasad Rao.

How do you see the future of kabaddi in India ?

It's an Indian sport after cricket. You can see the pro
kabaddi league, it completed its 9 season. In coming years
kabaddi will become one of the Olympic events.

Tell us about your journey as coach in KABADDI?

v’ In year 2014 I got my first assignment as HEAD Coach
for the Korean MEN and WOMEN TEAM. That was my
first ever coaching assignment on the biggest platform
for Kabaddi. After six months of rigorous coaching in
BUSAN, Korean men kabaddi Team won the bronze.

v’ In the 4th Asian games held in Phuket [ was the Head
coach for both Men and Women Korean kabaddi teams
and the women team won the BRONZE medal for the
1st time in Korean kabaddi history.

v' In year 2016, the 4th Asian Junior championship was
held in IRAN and I was coach for the Indian Men’s team
which won the GOLD.

v' In the year Kabaddi world Cup 2016 held in INDIA I
was the head coach for Australian kabaddi Team. It
was very special because it was Australia’s first time
participation in the sport.

v In the 2018 Kabaddi MASTER Cup was held in DUBAI
I was the HEAD Coach for Indian Mens team and we
won GOLD medal.

v’ Inthe year 2018 Asian games held in INDONESIA [ was
the head coach for the Indian kabaddi women team
and they won the Silver for India.

BANGLADESH HAS ANNOUNCED THEIR
COACHES FOR 2ND JUNIOR WORLD
KABADDI CHAMPIONSHIP

2 v @ | KABADDC
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L. SRINIVAS REDDY AS A

FORMER INDIAN & PKL

ZIAUR RAHMAN WILL
EXPERIENCED COACH

ASSISTANT COACH FOR

HEAD COACH BANGLADESH

I was appointed as HEAD coach for three teams
participating in the PRO kabaddi league named TELUGU
TITANS, HARYANA STEELERS, JAIPUR PINK PANTHERS.

In PKL season 2, 3 and 4 [ was appointed as a coach for the
Telugu Titans team.

In PKL season 5, I was appointed as the Coach for Haryana
Steelers team.

In PKL season 6 & 7 I got on opportunity to work as HEAD
COACH with Jaipur PINK panthers. which is owned by Mr.
Abhishek Bachhan and got an opportunity to meet Mr.
Amitabh Bacchan also.

What is your advice to budding kabaddi players?

Always keep dreaming big and work hard for it until you
reach your goal. Create your own identity in life then
only people will know you. Always respect your elders,
teachers and help others as much possible.

SONS OF SOIL : A sports documentary series that follows
the journey of Bollywood star Abhishek Bachchan owned
Kabaddi team - Jaipur pink panthers headed by coach L.
Srinivas Reddy in their attempt to reclaim the champion’s
trophy of India’s pro kabaddi league 2018-19. You can
watch this documentary on amazon prime video.

L Srinivas Reddy was appointed as coach for Indian Men’s
kabaddi team for the 6th Asian Beach games which was to
be held in China but was postponed due to COVID -19.

Currently Mr. L Srinivas Reddy is working as head coach
for Bangladesh junior boys kabaddi team traning for the
2nd junior world Kabaddi championship to be held from
25 Feb 2023 to 05 May 2023 in IRAN.

-
g
=

Upasana Sirsaiya - 7Y

R.O. Panjagutta, Hyderabad &=
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Union SAHAJ- A Novel process

of Online Account Opening

In today's times we are driven by technology at each stage
of our lives Banking sector has undergone a significant
transformation, making various banking services more
accessible for everyone. One such development that has
redefined traditional banking is Online opening /access
of Bank Accounts in the digital banking ecosystem. Online
opening of bank accounts on the website of the bank. (https://
www.unionbankonline.co.in)

This facility has been introduced as an alternate way of
account opening for tech savvy prospective neo-generation
customers. There is no need to go through any lengthy
process or wait in queues. A customer can enter the required
information online from his/her home/workplace as per
convenience. Online Bank accounts offer a host of benefits
over traditional bank accounts and are becoming very
popular amongst the younger generation.

Following are some of the significant advantages offered by
online bank accounts.

Instant Account: Fill the relevant information, upload
necessary KYC documents and the process is done.

Minimal Documentation: Online bank accounts eliminate the
need for filling out lengthy forms and documents. One just
needs to upload scanned copies of KYC documents, fill the
necessary details and submit.

Cashless Operations: Online bank account offers the
flexibility of depositing and withdrawing money using
internet banking, enables payments and transfer funds using
internet banking/app-based banking conveniently.

Debit Cards and Internet Banking: Once the account gets
opened the customer is entitled to all banking facilities
including Debit Card and Internet Banking, which are free of
cost.

Transaction Fees: Online savings account do not attract any
charges for online and mobile transactions through NEFT,
RTGS and IMPS.

Deals and Discounts, High Rate of Interest: Online bank
accounts/deposits offer a higher rate of interest as compared
to traditional bank deposits. Ex: Green deposits.

Besides cashback offers and discounts are provided to online
account holders on a periodic basis for online purchases and
shopping transactions.

Process flow of Online account opening

Prospective customers can access the facility of online
account opening through the following link from our
corporate website.

__ @ e

https://www.unionbankonline.co.in
N2
Quick links
N2

Online Account Opening

(Select Scheme like Saving Account/Union Digital Saving
Account/Pension Account/USSA1/USSA2/USSA3)

Pre-requisites for opening of the account

¢ Aadhaar card

* Mobile linked to Aadhaar for OTP

* PAN card

* Recent scanned image of photograph-Size between 20-50
kb

* Scanned image of address proof of address (POA) -Size up
to 150 kb

* Scanned image of Proof of Identity -Size up to 150 kb

* Signature scanned Size up to 150 kb

* OTP verification through mobile while account opening.

Once a customer completes the system entries and uploads
the relevant KYC documents, photograph and scanned
signature, a reference number is generated, which is valid for
the next 30 days. Auto validation of PAN and AADHAR from
the respective portals and capture of primary details of the
customer like name, DOB, gender & permanent address is
done. The customer has to visit the preferred branch along
with the KYC documents and 2 recent photographs for
verification and completion of the account opening process.

Process flow at the Branch.

Branch to access the applications from https://app2.
unionbankofindia.co.in/acc_img/

Branch to verify the KYC original documents, obtain
signatures, Photographs.

N
OLACOPN (Finacle) enter refence number
8%
1- Approve 2. - Reject

v

Validation of mandatory details like Customer status &
Village code.

New changes, advantages through online account
opening process.

For customer:



¢ Validation of AADHAR

¢ Inclusion of other gender

* Removal of restriction of 15 characters in the address
field

* FATCA declaration with default YES provided

* Display of list of valid documents in communication
address proof

* Masked AADHAR display with only last 4 digits visible

* Display of Account Opening Terms and Conditions page

For Bank

e All the approved applications through Image Portal are
visible in Finacle for account opening process

* For easy identification of accounts opened under online
mode freetext15 - “ONACT” is incorporated in MIS Codes

* Branch intervention is not required for CKYC number
generation as itis automated for online customers. Branch
involvement in CKYC upload work is thus avoided

* The uploaded files are processed through CKYC portal
and made compatible as per the requirements of CERSAI

Online account opening facility has been improved with many
sophistications like Aadhaar based OTP, Automatic fetch of
primary details of the customer, AADHAR & PAN Verification
etc. This facility will enable the customer to open the account
quickly and visit the branch at his/her convenience. This
facility further reduces the workload at branches too and
accounts are enriched with better and correct data. The bank
can utilise this as a tool for improving the savings bank deposit
portfolio and digital presence in the financial ecosystem.

References:

Instruction circular No 1072-2018 dated 8th January 2018.
Instruction circular No 3009-2022 dated 21st January 2022.
Instruction circular No 3467-2022 dated 30th July 2022.

Aravind Mareedu
STC Hyderabad
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72 ufaafi@r / New Contest

Contest No. 164

hHaar fei@ / Write a Poem

Does this photograph fire your imagination or spontaneously
inspire you to express your feelings? Then what are you
waiting for? Start keying in and email your superb, classy
poem not exceeding 16 lines relating to the photograph to
the correspondent of your Region.

All correspondents are requested to consolidate the entries
of their Region within stipulated time and send them to our
email id uniondhara@unionbankofindia.bank.

The poem can be written in Hindi or in English. Both the
categories have different prizes. Please note that this contest
is open only for the working staff members of the Bank.

If your poem is chosen, then you will be awarded
a prize.

Hurry as, the last date to receive entries is 28" February 2023.
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My, Diary,Portal

y Diary portal is a 360 degree portal for utility of Branch/
RO/FGMO/CO users. The name itself indicates the very
meaning and purpose of the portal which is a comprehensive
source of information pertaining to various units of the Bank.

“My Diary” portal was launched on 7th May 2021. It is utilised
exhaustively by branches/offices and for business development,
monitoring and compliances by the branches/ offices.

Improvement has been seen in handling of impersonal
accounts, cash management, activation of dormant accounts,
CKYC, REKYC etc. The dashboards have been found very
useful in the monitoring of daily performance.

There was a dire need of single source of information to all
the branches / offices on :

¢ Business parameters

¢ Establishment and Administrative details

e Communication details

* Understanding managerial efficiency of Branch operations
* Branch performance on all counts in one go

Various benefits Of the portal are :

¢ Real time monitoring of Branches

e Single Source of Information

¢ Branch performance on all counts in one go

¢ Facility to search Branch and staff details

¢ Reduce drastically data searching , data generation and
data compilation at various levels.

e Comprehensive as well as summarized view of data.

e Time and cost saving at all levels.

¢ Developing Compliance mechanism

¢ Leads pertaining to various products are being uploaded
in the portal

¢ Dashboard is available pertaining to Top 25 depositors, Top
25 borrowers, details of lockers, overdue deposits, overview
of TPPD products mobilised, Government business position,

List of dormant and inactive accounts, Deaf accounts, details
of Sunday accounts, high risk, CKYC, Re KYC etc.

Broadly it covers the following:

* MyLibrary: Atthelogin window “My Library” is displayed.
Important circulars, videos, handbooks, policies, podcasts
are provided here for reference to the branches/ offices.

* Branch Contacts: It can be used to contact the Bank
Personnel in branches/ offices.

» Utility Corner: This corner is basically designed for daily
uses like details of AMC providers, empanelled advocates,
dealers, cheque book tracking etc.

* Dashboard Corner: The dashboard corner is a reflection
of the vivid performance parameters of the branch.
Importantly, the Operation Dashboard is very useful
which displays the daily performance in more than 12
parameters.

* Defaulting Accounts Corner: Branches can generate
exhaustive list of dormant accounts, inactive accounts, lien
marked accounts, no nomination and DEAF Accounts etc.

e Alerts Corner: It contains the list; wherein necessary
improvement is required for the purpose of regulatory
compliances. Branches are advised to assign the task as
per the duty list to bring necessary improvements in the
respective parameters.

* Lead Data Corner: Itis provided in 2 way. Lead generated
by the branches and lead generated by the concerned
vertical which is a business mobilization tool.

My Diary portal can be used in an effective manner if

Branches/ offices are able to mitigate the gap data entry and

make use of the portal in business decisions, development,

monitoring and compliances.

The various Gap data to be updated are as below :

Utility Corner:

i. Necessary details of the branch like general information,
infrastructure, premises details, contact details is
provided under “Branch Parameters”. Branches to modify,
if any, information is incomplete or incorrect.

ii. AMC Provides (Details to be entered by Regional Offices).

iii. Public Services Important Contacts (Details to be entered
by branches)

iv. Government Offices/ Educational Institutions (Details to
be entered by Branches)

v. Duplicate Key Details (Details to be entered by Branches).

vi. Branch Head Corner (Details to be entered by the Branch
Head pertaining to vision, business outlook etc.).

Meetings Corner: Vigilance Meetings and Customer
Meetings are system populated. However, minutes of
following meetings should be recorded in my diary portal for
future reference,. i. Staff Meetings ii. NPA Borrower Meetings
iii. Advocate Meetings.

Letter & Notes Corner: Branches can visit this frequently
to view letters or important communications issued by the
Operation Vertical for branches. Branches can also view
appreciation letters, issued by the Regional Head, Zonal
Head, ED Office and MD Office.

Report Corner: Administrative Offices are requested to
generate the “login report” to monitor the branches who are
not using the My Diary Portal.

Others Corner: Branches can lodge their issues under Issue
Management so that respective office/ vertical can attend
and resolve them.

G. Swarna Gowri
FGMO, Visakhapatnam
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» Panel'for; esoluiib?i_of Dipt (‘PRM).

nactment of the Payment and Settlement Systems Act,

2007 (PSS Act) provides legal backing for putting in place
a formal dispute resolution framework for Banks and other
payment systems. PRD is a dispute resolution mechanism
under the PSS act, 2007.

Dispute Resolution Mechanism: The Dispute Resolution
Mechanism for all payment systems in India is applicable for
below furnished activities:

1. For all Clearing House-related activities, including paper
(cheques) and retail electronic (ECS) payment products.

2. For products such as National Electronic Clearing Service
(NECS), National Electronic Funds Transfer (NEFT) and
Real Time Gross Settlement (RTGS) system.

3. For all other payment systems (other than those operated
by RBI) like CCIL, NPCI, ATM networks, cross border
money transfers, cards, etc.

Major guidelines for dispute resolution under PRD:

All Clearing Houses consist of “Panel for Resolution of
Disputes” (PRD) consisting of five members.

a) The PRD is chaired by the President of the Clearing House.
President of the Clearing House looks into all the clearing-
related disputes.

b) Four member banks are selected from the Standing
Committee of the Clearing House. The four member banks
shall be different from the bank managing the Clearing House.

* In case of specific disputes involving system participants
that are members of the PRD, the members concerned
shall be replaced by other system participants for the
limited purpose of looking into the specific dispute.

e The PRD shall dispose of the dispute within 15 working
days of submitting the dispute.

e At Clearing Houses where there are fewer members,
five or less in all, including the system provider, and /
or where, the number of members in the PRD becomes
less than five, clearing-related disputes between system
participants may be submitted voluntarily for arbitration
under The Arbitration and Conciliation Act, 1996.

* If any of the aggrieved parties to the dispute are not
satisfied with the decision of the PRD, the dispute shall be
referred to the Appellate Authority at RBI. The Appellate
Authority shall dispose of the appeal within 15 working
days of submitting the appeal.

* Any dispute between shall be referred to the Reserve
Bank of India. The dispute shall be disposed of within 15
working days of submission.

__ Qe

o

* Incase where the Reserve Bank of India is an involved party,
the dispute shall be referred to the Central Government
which will authorise an officer not below the rank of Joint
Secretary for settlement of the dispute and the decision of
such officer shall be final and binding on all parties.

Enforcement of decisions of the PRD:

* The PRD shall stipulate the period within which the order
of the PRD is to be complied with by the system providers /
system participants concerned. In case of non-compliance,
the aggrieved party can approach the Appellate Authority
for Redressal. Non-compliance of the order of the Appellate
Authority would attract a penalty as prescribed under
Sub-section (6) of Section 26 of the PSS Act.

* In cases where any party aggrieved by the order of the
PRD approaches the Appellate Authority for review, the
order passed by the PRD would be held in abeyance. It
shall, however, be appropriate for the PRD to decide levy
of the refund / compensation and for such amounts to be
held in an interim account or in trust, until disposal of the
appeal by the Appellate Authority, only after which the
amount be accordingly appropriated.

Points to ponder:

* PRDislike a semi judiciary body constituted by RBI and used
as dispute solution mechanism between any two Banks.

* PRD can be approached when claim amount is above
Rs.50,000/-.

» Aggrieved Bank can approach PRD within 90 days after
making the compensation payment to the customer.

* Before presenting the case before PRD, bank must declare
the case as “Fraud” and compensate the customer.

Summary: Panel for Resolution of disputes provides a
platform to resolve the disputes between two Banks/ NPCI/
RBI/ CCIL etc. PRD acts as semi judiciary body and thus
provides a resolution for the disputes between the two banks
on case to case basis. PRD mechanism is quite beneficial in
resolving the disputes between two banks if timely action is
taken by the banks. This is cost effective and a time saving
mode of dispute resolution in payment and settlement
between two banks.

Mrigank Govind
Operations Department, C.O., Mumbai
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n 10.10.22 Union Bank of India received the prestigious PCl DSS (Payment Card Industry — Data Security Standard)
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certification covering all the Payment Systems and processes dealing with cards to secure card payment infrastructure.

Congratulations
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Union Bank of India ranked 2nd as per the report
on EASE Reforms Index for Q1 FY 2022-23 by Indian
Banks’ Association (IBA) & is the 2nd Best Bank in
adopting reforms prescribed for Public Sector Banks.
The performance of PSBs is measured on five themes
under EASE 5.0, in which, Union Bank of India has set
the benchmark under the two themes i.e., ‘Modern
Technology Capabilities” and ‘Employee Development
and Governance’. Bank has also achieved 1st runner-up
position in theme “Digitally - enabled customer offerings”

PRCI
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On 06.12.22 Union Bank of India bagged 6 prestigious
awards under Large Banks category at the 18th edition
of the IBA Banking Technology awards under various
categories announced on 03.12.2022 at Mumbai.
Awarded as winner under Large Banks category (Public
and Private) for 1. Best Technology Bank 2. Best IT
Risk Management 3. Best Technology Talent.& runner
up award for 1. Best Al & ML Bank, 2. Best Financial
Inclusion and a special award under 3. Best Fintech
Collaboration category.

Union Bank of India, one of India’s leading Public
sector Bank bagged two prestigious awards under BFSI
segment at the DSCl Excellence Awards 2022, which
honours stellar work in Cyber Security and Privacy. under
categories “Best Security practices in BFSI” & “Security
Leader of the Year BFSI” announced at DSCI recently
concluded “Annual Information Security Summit (AISS-
2022)” in Gurugram on 23.12.2022.

Srerqe-fawsr, 2022
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Union Bank of India launched 9 Learning and
Development 'Centers of Excellence' (CoEs) christened
as the Union Learning Academies (ULAs). The academies
was launched by Ms. A. Manimekhalai, MD & CEO, in
Mumbai under the initiative of Union Prerna, the
renowned HR Transformation project of the Bank. The
launch event took place in the presence of Executive
Directors Shri Nitesh Ranjan, Shri Rajneesh Karnatak and
Shri Nidhu Saxena.

Union Bank of India observed Vigilance Awareness
Week from 31st October to 6th November 2022 on the
theme, "Corruption free India for a developed Nation”
as envisaged by the Central Vigilance Commission. On
this occasion, 'Radio Jingles' and a 'Vigilance Song' on
the theme was also released by MD & CEO, Executive
Directors & CVO.

On 1 15.11.22 Keeping pace with Government of
India’s Vision of “Digital India” Union Bank of India in
association with Stock Holding Corporation of India
Limited (SHCIL) launched the facility of e-Stamping by
its Executive Director, Shri Nidhu Saxena in a Digital
Launch Ceremony at Union Bank of India, Govt Business
Department premises in Delhi.

B > BKGEED

Union Bank of India entered into MoU with Cyber
Security Centre of Excellence (CS-CoE), Department of IT
& Electronics, Govt. of West Bengal under Bank’s Cyber
Security Centre of Excellence (CCoE) initiative, according to
which Cyber Security Centre of Excellence, West Bengal will
provide information, cyber security awareness and other
training material/content which will be utilized by Bank for
cyber security awareness programs / workshops for the
Bank's stakeholders.

- | (N
On 10.10.22, under the initiative of U Genius, Union Bank
of India undertook a National General Awareness Quiz
Competition where 840 students from various schools
in Mumbai and Navi Mumbai took part. This Quiz was
organised at the Birla Matoshree Hall, Marine Lines with

420 teams participated from 240 schools.
T

On 02.11.22 Union Bank of India signed an agreement
with LIC Mutual Fund for distribution of their Mutual
Fund products through Union Bank branches. The
agreement was signed by Shri Sanjay Narayan, General
Manager of Union Bank of India and Shri Nityanand
Prabhu, Executive Director & Business Head, LIC Mutual
Fund, in the presence of Shri T.S.Ramakrishnan, MD &
CEO of LIC Mutual Fund.

On 14.11.22 Union Bank of India
entered in to a partnership with
Sany Heavy Industry India Pvt Ltd
for extending Equipment Finance to
the Customers of SANY. Under the
partnership, Union Bank of India and
SANY have mutually agreed to pool their
resources together and be associated
with each other for mutual benefits.



On 26.11.22 Fulfilling its social responsibility, Union Bank
of India has come forward and handed over medicines
worth Rs 10 lakh to the Municipal Corporation, Mumbai
Health Department for the control of epidemic measles.
Shri. Govind Kumar Jha, R. H. Mumbai (South) handed
over medicines worth Rs 10 lakhs to Ms Mangala
Gomare, officer Municipal Health Department on 23rd
November 2022 in Parel.

On 30.11.22 Union Bank of India has signed an
agreement with Nippon India Mutual Fund for
distribution of their Mutual Fund products through
Union Bank Branches. The agreement was signed by Sri
Sanjay Narayan, General Manager of Union Bank of India
and Mr. Saugata Chatterjee, Co-Chief Business Officer,
Nippon India, Mutual Fund.
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Donated one Refrigerator to Sri Sai Vinai OId
Age Home, near to our MLA Colony Branch on
02.10.22 in Occasion of Mahatma Gandhi Jayanthi.
R.O. Punajgutta, Hyderabad Dy R.H. Shri D Vijay
Saradhi and B.H. shri shivam Jindal graced the
occasion
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In the month of November FGM Shri Navneet
Kumar inaugurated E Stamping business facility in
Machavaram Branch of Vijayawada Region, second
branch of Union Bank of India in pan India level.
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AS a part of VIGILANCE AWARENESS WEEK

2022, RO, Tiruppur & RVC Tiruppur jointly
conducted a WALKATHON. on 04.11.22. Seen
in the picture are Shri PM Senthil Kumar, R.H.,
Tiruppur, co-ordinated by Shri N Meenakshi
Sundaram, RVC-in-Charge, Tiruppur alongwith
Team Tiruppur.
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