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— About this book

Welcome to the "Customer Service Associate -Financial Services" training program. This handbook is
crafted to furnish participants with a comprehensive understanding of the role of a data analyst in the
financial services sector, with a specific focus on managing information systems, generating insights,
and ensuring data integrity and security. Throughout this training initiative, participants will delve into
various facets of data analysis, including data collection, processing, interpretation, and presentation.
The handbook aims to equip participants with the requisite skills to navigate through vast datasets,
extract meaningful information, and provide actionable recommendations.

Participants will also be trained to stay abreast of emerging technologies, tools, and methodologies
in data analysis relevant to the financial services domain. Emphasis will be placed on effective
communication skills, enabling participants to convey complex data findings in a clear and concise
manner to stakeholders. The handbook outlines the key competencies and proficiencies essential for
successful MIS data analysts in financial services. This encompasses proficiency in data visualization,
database management, statistical analysis, and adherence to regulatory compliance standards.

Performance metrics are established to motivate participants to attain the necessary skills through
practical application and adherence to industry best practices.

This Participant Handbook is designed based on the Qualification Pack (QP) under the National Skill
Qualification framework (NSQF) and it comprises of the following National Occupational Standards
(NOS)/ topics and additional topics.

BFC/N8422: Handle Customer Inquiries in Financial Services

BFC/N8423: Resolve Customer Issues and Service Requests

BFC/N8424: Process Customer Transactions in Financial Services

BFC/N8425: Maintain Customer Records and Ensure Compliance

DGT/VSQ/N0102: Employability Skills (60 Hours)
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— Key Learning Outcomes | ¢

At the end of this module, the participants will be able to:

1. Outline the overview of Skill India Mission.
2. Discuss the Banking Industry and its sub-sectors.
3. Define the role and responsibilities of a Customer Service Associate.
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UNIT 1.1: Introduction to Skill India Mission and BFSI Sector

— Unit Objectives | ©

At the end of this unit, the participants will be able to:

Discuss the objectives and benefits of the Skill India Mission.

Outline the banking sector in India.

Describe the scope of the Banking Industry and its sub-sectors.
Discuss job roles and opportunities for a Customer Service Associate.
List the basic terminologies used in the banking services.

o Uk wnN R

Illustrate the career progression of a Customer Service Associate.

—1.1.1 Overview of the Skill India Mission

The Skill India Mission is a national initiative launched to enhance the employability, productivity and
skill readiness of India’s workforce. Within the BFSI sector, the mission plays a critical role in preparing
youth for modern financial services roles that demand technical knowledge, digital literacy and industry-
specific competencies.

skill India

PIAA HRA - BT HRA

Fig. 1.1.1: Logo of Skill India Mission

The government-authorised Skill India Mission (operating under specific Skill India and Digital India
codes) is a dedicated skill development organisation that empowers individuals through quality,
professional training. It provides modern, practical, and job-oriented courses, including computer
education, beauty, wellness, and soft skills, ensuring the curriculum meets the evolving needs of
various industries. Furthermore, the organisation is expanding its national reach and vision of skill
empowerment by developing a robust franchise network, offering institutes the opportunity to partner
and collaboratively make quality training accessible to every learner across India.

The objectives of the Skill India Mission in the context of the BFSI sector include:

e Enhancing workforce employability:

The mission aims to equip individuals with job-ready skills aligned with the needs of banks,
insurance companies, financial institutions and fintech organisations. This ensures that candidates
are prepared for roles such as data analysts, customer service professionals, loan processors and
digital banking executives.

— -~ ———
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Fig. 1.1.2: Key schemes of Skill India Mission

e Standardising training through the National Skill Qualification Framework (NSQF):

Under NSQF, job roles in the BFSI sector—including Junior Data Analyst — Financial Services—are
mapped to defined levels. This creates uniformity in training quality, assessment standards and
competency expectations across India. These help in promoting skill financing and driving skill
development within diverse sectors.
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Key Features of PMKVY 4.0
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Fig. 1.1.3: Key features taken by PMKVY as a part of the Skill India Mission

e Bridging the skill gap in financial services:

Rapid digitalisation in BFSI has created demand for roles requiring analytical skills, data interpretation
abilities, regulatory awareness and technology usage. Skill India Mission focuses on addressing this
gap by promoting sector-specific and future-ready training.

e Promoting industry-linked training and certifications:

The mission encourages collaboration between Sector Skill Councils, BFSI employers and training
partnersto ensure that curriculum and assessments reflect real industry requirements. Certifications
help candidates build credibility and career pathways within the sector.

e Supporting economic growth and financial inclusion:

By developing skilled professionals, the mission supports the expansion of financial services across
urban and rural markets. Skilled workers contribute to efficient banking operations, improved
customer experience and broader access to financial products.

e Empowering youth with career opportunities:

Through targeted skilling programs, the mission opens pathways for young individuals to enter
stable careers in banking, finance, payments and investment services, supporting long-term
employment and career progression.

Overall, the Skill India Mission strengthens the BFSI sector by creating a skilled, future-ready workforce
capable of meeting the evolving demands of financial services in India.

Benefits

The Skill India Mission significantly contributes to building a capable, job-ready workforce for the
Banking, Financial Services and Insurance (BFSI) sector. Its structured training ecosystem, industry
alignment and competency-based approach help address workforce shortages and improve overall
service quality across the industry.
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Key benefits include:

1. Creation of an industry-ready workforce

Skill India ensures that trainees acquire practical knowledge and competencies that match real job
requirements in banks, NBFCs, insurance companies and financial service providers. This leads to
improved productivity and reduced onboarding time for employers.

2. Improved employability and job opportunities

Through targeted skilling programs, candidates gain relevant technical, digital and soft skills that
increase their chances of securing entry-level roles such as Junior Data Analyst, Customer Support
Executive, Loan Processing Assistant and KYC Analyst.

3. Standardised training and assessment through NSQF

The National Skills Qualification Framework ensures uniform training quality across India. Each
job role, including Junior Data Analyst — Financial Services, follows defined competencies, making
recruitment and progression clearer and more transparent.

4. Bridging the digital and analytical skill gap

As BFSI rapidly adopts data analytics, automation and digital platforms, Skill India programs
introduce essential skills such as data handling, fintech awareness, regulatory compliance and
digital tools. This supports the sector’s technological transformation.

5. Enhanced career mobility and progression

Certified candidates have access to structured career pathways. Skill development acts as a
foundation for future roles such as Data Analyst, MIS Executive, Business Analyst or Financial
Associate, enabling long-term career growth.

6. Strengthened employer confidence

Employers benefit from a pool of trained, assessed and certified candidates. This reduces
recruitment costs, enhances workforce reliability and improves the overall quality of services
delivered to customers.

7. Promotion of financial inclusion

A skilled workforce ensures that financial services reach underserved regions efficiently. Well-
trained employees help improve customer support, documentation accuracy and service delivery,
contributing to broader financial inclusion.

Overall, Skill India supports a robust workforce development pipeline for the BFSI sector by equipping
individuals with relevant skills, enhancing their employability and driving sectoral growth.

—1.1.2 Banking Sector in India

The banking sector in India plays a major role in supporting the country’s economic growth. It acts as
a financial backbone by collecting deposits, giving loans, and enabling smooth financial transactions
across cities, towns, and villages. The system is regulated mainly by the Reserve Bank of India (RBI),
which ensures safety, stability, and trust in financial operations. Over the years, the sector has expanded
to include public sector banks, private banks, foreign banks, cooperative banks, regional rural banks,
and digital-only banks. The growth of online banking, mobile banking, and UPI has changed the way
financial services reach customers across the country. Banks also support government schemes such as
Jan Dhan Yojana, Mudra loans, agricultural loans, and digital payment initiatives. Financial inclusion has
become a key goal, allowing people in rural and semi-urban areas to access banking services easily. The
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sector continues to evolve with new technologies such as Al, machine learning, and cybersecurity tools.
Strong regulation, innovation, and competition among banks help the Indian banking system remain
stable and customer-friendly.

Key Characteristics & Trends

e Dominance: While Public Sector Banks (PSBs) historically dominate the sector and still hold the
majority of assets, private banks are showing significant growth.

e Digital Leap: The banking sector is undergoing a massive digital transformation, driven primarily by
the adoption of UPI, leading to an expected 65% digital payments share by 2026.

e Financial Inclusion: Banks are actively working to reach rural populations digitally through
government initiatives and schemes, notably PMJDY (Jan Dhan) and MUDRA.

e Profitability & Strength: The overall financial health of the sector is strong, marked by high
profitability in both PSBs (Private Sector Banks) and PVBs (Private Sector Banks) and a noted
increase in lending activities.

e Regulation: The sector is regulated by the RBI, which ensures stability, with Scheduled Banks
specifically listed in the RBI Act.

Bank of India

ﬁ ICICI Bank

o 3w aghe
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Fig. 1.1.4: Logo and names of some Indian banks

Now, the structure and key players of the Indian banking sector are mentioned as follows:

1. Reserve Bank of India (RBI)
e Description:
o Acts as the central bank of India.
o Regulates all other banks and maintains the stability of the financial system.
e Examples:
o RBlis the only central bank in India; therefore, no other example exists.
o It controls monetary policy, money supply, and inflation in the country.

'
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2. Public Sector Banks (PSBs)
e Description:
o Banks in which the Government of India holds more than 51% ownership.
o These banks serve a large population, especially in rural and semi-urban areas.
e Examples:
o State Bank of India (SBI)
o Bank of Baroda (BoB)
o Punjab National Bank (PNB)
o Union Bank of India
3. Private Sector Banks
e Description:
o Banks owned and controlled by private individuals or companies.
o These banks usually offer faster services, modern technology, and customer-friendly

products.

e Examples:
o HDFC Bank
o ICICI Bank

o Axis Bank
o Kotak Mahindra Bank
4. Foreign Banks
e Description:
o Banks that operate in India but are headquartered in other countries.
o Mainly serve multinational companies, large businesses, and high-value customers.
e Examples:
Citibank (USA)
o HSBC (UK)
o Standard Chartered (UK)
o Deutsche Bank (Germany)
5. Regional Rural Banks (RRBs)
e Description:

[0}

o Banks were created to support rural areas by providing banking services to farmers, small
businesses, and rural workers.

o Jointly owned by the Central Government, State Government, and a sponsor public sector
bank.

e Examples:
o Andhra Pradesh Grameena Vikas Bank
o Prathama UP Gramin Bank
o Karnataka Gramin Bank
6. Cooperative Banks
e Description:
o Banks run on cooperative principles to support people with low or moderate incomes.

o Often operate at the state, district, and village levels, offering small loans at affordable
rates.
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e Examples:
o Saraswat Cooperative Bank
o Cosmos Cooperative Bank
o Punjab State Cooperative Bank
7. Small Finance Banks (SFBs)
e Description:

o Banks were created to serve small businesses, low-income groups, and unbanked
populations with simple savings and loan products.

o Focus largely on micro-loans, small deposits, and local development.
e Examples:
o AU Small Finance Bank
o Equitas Small Finance Bank
o Ujjivan Small Finance Bank
8. Payments Banks
e Description:

o Special banks that can accept deposits and offer digital payment services, but cannot offer
loans.

o Aim to increase financial inclusion through mobile banking and electronic payments.
e Examples:

o Airtel Payments Bank

o Paytm Payments Bank

o India Post Payments Bank

—1.1.3 Scope of the Banking Industry and Its Sub-Sectors ———

The banking industry in India has a very wide and growing scope because it supports almost every
part of the country’s economic system. It helps people save money, take loans, make payments, and
build financial security for future needs. The industry also supports businesses by offering credit,
managing cash flow, and helping companies grow through various financial services. Digital banking has
expanded the scope further by making banking faster, safer, and more accessible to people in rural and
urban areas. The banking industry also plays an important role in national development by supporting
agriculture, small industries, infrastructure development, and financial inclusion. With advancements
in technology, banks offer mobile banking, internet banking, UPI services, and digital wallets that
improve customer convenience. Banks also support government schemes such as Jan Dhan Yojana,
Mudra Loans, and housing finance programs. The industry creates employment for a large number of
people across different job roles. It also helps maintain economic stability through strong regulation
and monitoring by the Reserve Bank of India. Overall, the scope of the banking industry continues to
expand as India moves toward a more digital, secure, and inclusive financial system.

Growth drivers of the Indian banking sector
e Rising Disposable Income: Higher income boosts consumption and savings, thereby fueling the
banking sector.

e Government Initiatives: Programs like Digital India and Financial Inclusion expand the banking
network and increase user adoption.
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FinTech Boom: Innovation in digital lending, payments, and onboarding transforms and grows the
sector.

Infrastructure Investment: Significant infrastructure spending creates demand for project finance
and working capital.

The sub-sectors of the Indian banking industry are mentioned below:

1.

Public Sector Banks (PSBs)
e These are banks where the majority stake is held by the Government of India.

e These banks focus on financial inclusion, government-funded schemes, and lending to priority
sectors.

e They have large branch networks across both rural and urban areas.

Examples: State Bank of India (SBI), Punjab National Bank (PNB), Bank of Baroda (BoB), Union Bank
of India.

Private Sector Banks

e These are banks where private companies or individuals hold most of the ownership.

e They focus on modern banking, digital services, and fast customer support.

e They often introduce innovative products and advanced technology-based banking solutions.

Examples: HDFC Bank, ICICI Bank, Axis Bank, Kotak Mahindra Bank.

Foreign Banks
e These banks operate in India but are owned by international banking corporations.

e They provide services mainly to multinational companies, large Indian corporations, and high-
net-worth clients.

e They have advanced technology-driven systems and global financial expertise.

Examples: Citibank, HSBC, Standard Chartered Bank, JPMorgan Chase.

Regional Rural Banks (RRBs)

e These banks are set up to support rural areas and serve farmers, small businesses, and rural
workers.

e They are jointly owned by the Central Government, State Government, and a Sponsor Bank.
e They provide low-cost loans and promote rural development.

Examples: Andhra Pradesh Grameena Vikas Bank, Karnataka Gramin Bank, Baroda UP Bank.

Cooperative Banks

e These banks work on a cooperative model where members own and manage the institution.

e Theysupport small borrowers, farmers, and local communities with affordable banking services.
e They are popular in rural and semi-urban regions for agricultural and short-term loans.

Examples: Saraswat Cooperative Bank, The Mumbai District Central Cooperative Bank, Gujarat
State Cooperative Bank.
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6. Small Finance Banks (SFBs)

e These banks aim to provide financial services to underserved sections such as small farmers,
small businesses, and low-income groups.

e They promote last-mile financial inclusion with savings accounts, microloans, and insurance
products.

e They operate mostly in rural and semi-urban areas.

Examples: AU Small Finance Bank, Ujjivan Small Finance Bank, Equitas Small Finance Bank.

7. Payments Banks
e These banks offer limited services such as deposits, digital payments, and remittances.
e They cannot issue loans, but help promote cashless transactions and digital banking.
e They support a large number of customers through mobile-based services and digital wallets.

Examples: Airtel Payments Bank, India Post Payments Bank, Paytm Payments Bank.

8. Non-Banking Financial Companies (NBFCs)
e These institutions provide financial services similar to banks but do not hold a banking license.
e They offer loans, investments, insurance, and asset management services.
e They play a major role in supporting small businesses, vehicle loans, and microfinance.

Examples: Bajaj Finance, Mahindra Finance, HDFC Ltd (now merged with HDFC Bank), Muthoot
Finance.

9. Microfinance Institutions (MFls)
e These institutions give small loans to low-income households and self-help groups.

e They support small entrepreneurs, women-led businesses, and rural income generation
activities.

* MFIs play a huge role in poverty reduction and financial empowerment.

Examples: Bandhan Bank (earlier MFI), Spandana Sphoorty, SKS Microfinance (Bharat Financial
Inclusion.

1.1.4 Job Roles and Opportunities for a

Customer Service Associate

A Customer Service Associate or CSA in the Banking and Financial Services Industry (BFSI) is the frontline
representative responsible for managing customer interactions and ensuring satisfactory service. This
role, which now often replaces the traditional "Clerk" designation in public sector banks, is critical for
daily operations and customer retention.
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Fig. 1.1.5: Customer service associate in BFSI

Job Roles of a Customer Service Associate

1. Customer Support
e Handles customer queries related to account balance, transactions, and banking products.
e Provides information about different banking services in a simple and clear manner.
e Guides customers in completing forms and basic banking procedures.
e Assists customers in updating personal details or account information.
2. Account-Related Assistance
e Helps customers open savings, current, or fixed deposit accounts.
e Guides customers in activating debit cards, credit cards, or mobile banking services.
e Resolves issues related to failed transactions or incorrect account entries.
e Supports customers during cheque deposits, withdrawals, and fund transfers.
3. Service Quality Management
e Ensures that customers receive fast and polite service inside the bank branch.
e Records complaints and forwards them to the right department.
e Maintains good communication with customers to build trust.
e Helps improve the overall customer experience in the branch.
4. Digital Banking Assistance
e Guides customers in using net banking, mobile banking apps, and UPI services.
e Helps activate online services and teaches safe digital banking practices.
e Supports customers with password reset or login issues.
e Encourages customers to shift to digital platforms for faster service.
5. Documentation and Verification
e Collects and verifies KYC documents such as Aadhaar, PAN, and address proof.
e Updates customer documents in the bank system.
e Confirms customer details before processing service requests.
e Ensures all records are complete and error-free.

Opportunities for a Customer Service Associate

1. Growth in Retail Banking
e Can become a Senior Customer Associate after gaining experience.
e (Can shift to roles such as Relationship Manager for handling valued customers.
e Can work in areas like sales of banking products and customer portfolio management.

'
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2. Opportunities in Digital Banking
e Can move into digital banking support roles that handle online service platforms.
e Can work with teams managing mobile banking, UPI, and internet banking services.
e Can support digital transformation projects inside the bank.
3. Movement to Back-Office Operations
e (Can join back-office teams handling data entry, account checks, and compliance tasks.
e Can support loan processing, card operations, and transaction verification.
e Can help in risk management or fraud detection teams.
4. Career Growth in Customer Relations
e Can build a career in customer experience and service quality departments.
e Can become part of teams that measure customer satisfaction and improve services.
e Can work in call centres, helpdesks, or centralised customer care units.
5. Opportunities in Financial Product Sales
e Can become a sales executive for products like loans, insurance, and credit cards.
e (Can earn incentives by achieving sales targets and customer conversions.
e Can move into business development roles within the bank.

— 1.1.5 Basic Terminologies used in the Banking Services

Banking terminology encompasses a range of concepts essential for understanding how financial
institutions operate and interact with customers. These terms cover different types of accounts (like
Savings and Current), various transactions (such as ATM, EFT, and UPI), loan-related aspects (including
EMI, Collateral, NPA, and Interest Rates), and crucial financial concepts (like KYC, CRR, SLR, Repo Rate,
and Balance Sheet). Grasping this vocabulary is key to effectively managing personal finances, from
handling daily transactions to securing investments and loans.

The basic terminologies used in the banking services are mentioned below:

Terminology Definition Usage in Banking Services

A basic deposit account that allows
Savings Account customers to save money and earn
a small interest.

Used for daily transactions, salary
deposits, and safe money storage.

An account mainly for businesses Used for quick payments, business
Current Account with unlimited transactions and no | operations, and high-volume
interest. transactions.
. . A deposit kept in the bank for a Used for long-term savings and
Fixed Deposit (FD ) . . . .
x posit (FD) fixed time to earn higher interest. earning guaranteed returns.
Recurring Deposit A savings scheme where a fixed Used for disciplined saving and
(RD) amount is deposited every month. | earning a steady interest.

Money borrowed from a bank that | Used for buying homes, vehicles,

Loan c o ey . . .
must be repaid with interest. education, or running businesses.

Extra money charged or paid on Used to calculate loan repayment or

Interest . . .
borrowed or deposited money. earnings on deposits.
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Terminology

Definition

Usage in Banking Services

Principal Amount

The original amount of money
borrowed or deposited.

Used in loan calculations and
deposit statements.

Credit Score

A number that shows how well a
customer repays loans.

Used by banks to decide loan
approval and interest rates.

NEFT (National
Electronic Funds
Transfer)

An electronic system to transfer
money between banks.

Used for sending payments within
India in batches.

RTGS (Real-Time
Gross Settlement)

A system for large-value instant
transfers.

Used for urgent payments above
INR 2 lakhs.

IMPS (Immediate
Payment Service)

A digital service for instant money
transfers 24/7.

Used for quick personal payments
through mobile or internet banking.

UPI (Unified
Payments Interface)

A mobile-based system for fast,
real-time payments.

Used for daily transactions like
shopping, bills, and transfers.

ATM (Automated
Teller Machine)

A machine used to withdraw cash,
check the balance, or deposit
money.

Used for easy cash access without
visiting a bank branch.

KYC (Know Your A verification process using ID and Used to prevent fraud and to open
Customer) address documents. accounts legally.

Used in home loans, business loans,
Collateral An asset pledged to secure a loan.

and secured credit.

EMI (Equated
Monthly Instalment)

A fixed monthly payment used to
repay a loan.

Used for home, car, and personal
loan repayments.

A facility that allows withdrawing

Used by businesses for short-term

Overdraft more money than what is in the . .
financial needs.
account.
Cheaue A written instruction to the bank to | Used for payments, fund transfers,
9 pay a certain amount. and business transactions.
A record of all n rack its, withdrawal
Passbook/Statement eco d.o all account Used to track deposits, withdrawals,
transactions. and balances.
Net Banking Online banking services through a Used for transactions, bill payments,

website.

and account management.

Table 1.1.1: Key terms commonly used in BFSI data operations
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—1.1.6 Career Progression of a Customer Service Associate ——

The career progression for a Customer Service Associate (CSA) in the Banking and Financial Sector
typically follows a structured path, moving from entry-level responsibilities to specialised, supervisory,
and eventually management roles.

Here is the career progression of a Customer Service Associate (CSA) reorganised into a bulleted
paragraph format:

Customer
Junior Officer Branch Officer

Service
Associate

Area Manager EE

Manager

Fig. 1.1.6: Career progression of a Customer Service Associate

1. Entry-Level (Customer Service Associate / Clerk): This stage typically spans 0-3 years, where the
focusisonfundamental banking operations. Key responsibilities include handling routine transaction
processing (deposits, withdrawals, transfers), managing front-desk inquiries, and providing basic
customer support. The primary objective at this level is to master the bank's products and internal
operational systems.

2. Specialisation/Junior Officer (Junior Officer / Trainee Officer / Specialist): After 3-5 years, the
role progresses, requiring the employee to develop specialisation in a specific domain. This could
involve areas like retail asset loans, trade finance, investment products, or compliance. At this
level, the individual begins handling more complex transactions and managing high-value customer
accounts.

3. Supervisory/Middle Management (Assistant Manager / Branch Officer / Chief Manager): With
5-8 years of experience, the role shifts into a supervisory function. The focus is on managing a
team of CSAs and Officers, overseeing the daily operations of a specific department (such as credit,
operations, or customer relations), or taking charge of a smaller branch office. A key responsibility
is ensuring optimal team performance and strict regulatory compliance.

4. Senior Management (Branch Manager / Senior Manager): Reached after 8-15 years, this is a
strategic role that carries overall responsibility for a branch's complete performance. The focus
is on profitability, efficient operations, sales generation, risk management, and comprehensive
regulatory adherence. This level involves significant strategic decision-making and driving business
development initiatives.

5. Executive/Leadership (Area Manager / Zonal Head / Vice President): This top-tier level, achieved
after 15+ years, involves taking on a leadership role that oversees a large geographical area or
a major business division. Responsibilities centre on high-level strategy development, policy
formulation, and achieving large-scale, organisation-wide goals.




Participant Handbook

— Summary E

The Skill India Mission aims to improve employability by developing relevant skills among the
workforce.

It provides training, certification, and better job opportunities across multiple sectors.
The banking sector in India plays a key role in economic development and financial inclusion.

The banking industry includes sub-sectors such as public banks, private banks, cooperative banks,
and digital banking.

Customer Service Associates support customers by handling queries, transactions, and basic
banking services.

Knowledge of basic banking terminologies is essential for effective customer interaction.

A Customer Service Associate can grow into higher roles through experience, performance, and
skill development.
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— Exercise X4
Multiple Choice Questions
1. What is the main objective of the Skill India Mission?
a. To reduce banking services b. To develop skills and improve employability
c. To increase bank charges d. To close training institutes
2. Which sector plays a major role in financial inclusion in India?
a. Agriculture sector b. Banking sector
c. Tourism sector d. Manufacturing sector
3. Which of the following is a sub-sector of the banking industry?
a. Textile industry b. Cooperative banks
c. Automobile sector d. Construction sector
4. What is a key responsibility of a Customer Service Associate in a bank?
a. Manufacturing products b. Handling customer queries
c. Building bank premises d. Transporting cash vans
5. Which of the following is a common banking term?

a. Stitching b. Inventory

c. Account balance d. Packaging

Descriptive Questions

Discuss the objectives and benefits of the Skill India Mission.

Outline the structure of the banking sector in India.

Describe the scope and sub-sectors of the banking industry.

Explain the job roles and responsibilities of a Customer Service Associate.

[llustrate the career progression path of a Customer Service Associate in the banking sector.
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— Notes

Scan the QR codes or click on the link to watch the related videos

https://youtu.be/FYnu6N1TIxI?si=KfLn6gjj6JFdbf2K https://youtu.be/3ZCOzBQmMzo4?si=Iq7KgHMPg9ApS51yi

What is Skill India Scheme? Scheduled Banks and Non Scheduled Banks

https://youtu.be/7u8UQivx838?si=uLIgHBcfLZOcOW _s

How Bank and RBI works?



https://youtu.be/FYnu6N1TJxI?si=KfLn6gjj6JFdbf2K
https://youtu.be/3ZCOzBQmzo4?si=lq7KgHmPg9Ap51yi
https://youtu.be/7u8UOivx838?si=uLlgHBcfLZ0c9W_s

2. Handle Customer
Inquiries in
Financial Services

Unit 2.1 - \Customer Service, Communication, and
Compliance

Unit 2.2 - Banking Products, Processes, and Digital Tools
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— Key Learning Outcomes | ¢

At the end of this module, the participants will be able to:

1. Demonstrate the ability to handle customer inquiries professionally by retrieving customer
details, verifying authentication, and providing accurate information about banking products
and services.

2. Explain financial products, services, and banking policies in a clear and customer-friendly
manner.

3. Analyse customer queries related to transactions, loans, and financial products to provide
relevant solutions.

4. Evaluate customer concerns and escalate complex issues appropriately to senior teams or
relevant departments.
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UNIT 2.1: Customer Service, Communication, and
Compliance

— Unit Objectives |©

At the end of this unit, the participants will be able to:

1. Explain the fundamentals of customer service in financial services.

2. Discuss the significance of maintaining professionalism, etiquette, and effective communication
skills in customer service.

3. Summarise the compliance guidelines, data security policies, and RBI regulations related to
customer interactions and financial disclosures.

4. Elucidate risk assessment in customer interactions and the importance of accurate information
sharing.

5. State the importance of translating complex financial concepts into customer-friendly language.

State the significance of staying updated on financial regulations, new banking policies, and product
offerings.

7. lllustrate procedures for escalating complex inquiries to relevant departments for resolution.
Discuss best practices for handling customer complaints and resolving concerns effectively.

9. Demonstrate the correct process to verify customer identity before sharing sensitive financial
information.

10. State how to assist customers in navigating financial documents, statements, and terms & conditions
to promote informed decision-making.

2.1.1 Fundamentals of Customer Service in
Financial Services

Customer service in financial services focuses on meeting customer needs in a clear and reliable manner.
In the BFSI sector, customer service builds trust between banks and customers. Accurate information
helps customers make correct financial decisions. Polite communication improves confidence in
banking services. Timely support reduces stress related to financial matters. Transparency in products
and charges is an important part of service. Proper guidance helps customers understand banking
processes easily. Secure handling of customer data is a basic service requirement. Consistent service
quality improves long-term relationships. Good customer service supports the reputation of financial
institutions.

Customer service in financial services is unique because it involves managing a person’s livelihood and
future security. Unlike retail, where a service failure might result in a late delivery, a failure in financial
services can lead to significant financial loss, legal issues, or emotional distress.

The fundamentals are built on a foundation of Trust, Compliance, and Technology.

1. Trust and Reliability

In the BFSI (Banking, Financial Services, and Insurance) sector, the customer is not just buying a
product; they are buying a promise.
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e Consistency: Providing the same level of service across branches, apps, and phone calls.
e Integrity: Being honest about fees, risks, and terms.

e Dependability: Ensuring that systems (like ATMs or UPI) work precisely when the customer
needs them.

2. Regulatory Compliance and Security
Financial customer service is heavily governed by regulators like the RBI (Reserve Bank of India),
SEBI, and IRDAI.
e Data Privacy: Protecting sensitive personal and financial information is a core service
requirement.

e KYC (Know Your Customer): Ensuring all interactions meet legal verification standards to
prevent fraud.

e Transparency: Clearly explaining "Fine Print" to ensure the customer is not misled.
3. The "Omnichannel" Experience
Modern customers expect to start a conversation on one platform and finish it on another without
losing context.
e Seamless Transitions: Moving from a Chatbot to a live human agent should be fluid.

e Accessibility: Providing service for all demographics, from tech-savvy youth using apps to senior
citizens who prefer physical branches.

4. Empathy and Financial Literacy
Because financial products (like ULIPs or Compound Interest loans) can be complex, customer
service often doubles as education.
e Problem-Solving with Empathy: Handling a "lost card" or "fraudulent transaction" requires a
calm, empathetic approach to de-escalate customer anxiety.
e Simplification: Translating jargon into plain language so customers can make informed decisions.

Feature Traditional Customer Service Modern Customer Service
Availability Bank Hours (10 AM - 4 PM) 24/7/365 (Digital)
Focus Transactional (Deposits/ Relationship-based (Financial
Withdrawals) Health)
Communication In-person/Letter Al Chat, WhatsApp, Video Call
Speed Days/Weeks Real-time / Instant

Table 2.1.1: Comparison between traditional and modern fundamentals

5. Grievance Redressal
A fundamental pillar is the Banking Ombudsman scheme. A robust customer service framework
must have a clear "Escalation Matrix."
e Tier 1: Front-line support (Branch/Call Centre).
e Tier 2: Internal Nodal Officer.
e Tier 3: Regulatory Ombudsman (if the issue remains unresolved for 30 days).

The Golden Rule of BFSI Service: "It is cheaper to retain an existing customer through excellent
service than to acquire a new one through expensive marketing.”
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6. The RBI Charter of Customer Rights
The Reserve Bank of India (RBI) mandates that every bank must follow a "Customer Rights Policy."
This is the legal backbone of service in India.
e Right to Fair Treatment: No discrimination based on gender, age, religion, or physical ability.

e Right to Transparency: All "Most Important Terms and Conditions" (MITC) must be disclosed
upfront—no hidden fees.

e Right to Suitability: Banks must not sell you a high-risk product (like certain mutual funds) if it
doesn't match your financial profile.

e Right to Privacy: Your personal data cannot be shared with third parties without the explicit
consent of an individual.

e Right to Grievance Redress: You have a legal right to have your complaints addressed within
30 days.

7. Advanced Service Metrics (KPIs)

Modern banks do not just track "customer smiles"; they use hard data to measure the health of
their service desk.

Metric Meaning Benchmark (India 2025)
FCR (FII":St Contact Sc?lvmg the issue in the first call/chat 70% — 80%
Resolution) without follow-up.
NPS (Net Promoter How likely are you to recommend the

30 -50+

Score) bank to others?
A.HT (Average Handle | The total tlmg spent talking to an agent 5 _ 8 Minutes
Time) to solve one issue.
CSAT (Customer

Post-interaction rating (usually 1-5 stars). | 80% — 90%

Satisfaction)

Table 2.1.2: Metrics followed in the BFSI sector

8. Hyper-Personalisation: The Al Shift
By 2025, customer service is shifting from Reactive (waiting for you to call) to Predictive (knowing
you need help before you ask).
e Al Copilots: When you call an agent, an Al "Copilot" listens in real-time and suggests the best
solution to the agent, reducing your wait time.

e Multilingual GenAl: Virtual assistants can now switch between 12+ Indian languages, allowing
a farmer in rural India to interact as easily as a techie in Bengaluru.

e Contextual Awareness: If you just had a failed UPI transaction, the banking app should
immediately show a "Report Issue" button on the home screen rather than making you search
for it.

9. Emerging Challenges
As services go digital, two major hurdles remain for BFSI:
e The Convenience-Security Paradox: Making an app "one-click" for convenience often makes it
easier for fraudsters. Balancing these two is the top priority for CEOs in 2025.

e The Rural Digital Divide: While urban users love chatbots, rural customers still rely heavily on
Banking Correspondents (human intermediaries) for "last-mile" trust and service.
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2.1.2 Significance of Maintaining Professionalism, Etiquette,
and Effective Communication Skills

Professionalism is a key requirement in customer service within the BFSI sector. It ensures that banking
services are delivered in a responsible and reliable manner. Professional behaviour builds trust between
banks and customers. Accuracy in information sharing is an important part of professionalism. Apart
from that, the timely handling of requests reflects a commitment to service quality. Professional
conduct reduces misunderstandings and errors. Following internal policies supports consistency in
service delivery. Respect for confidentiality protects customer data. Professionalism also includes
accountability for actions taken. Overall, professionalism strengthens the credibility of financial
institutions.

— "

/

Fig. 2.1.1: An example of professionalism

Furthermore, professionalism also involves maintaining proper conduct in all customer interactions.
Calm behaviour helps manage difficult situations effectively. A clear understanding of roles improves
service efficiency. Adherence to RBI guidelines ensures ethical service practices. Consistent service
standards reflect organisational discipline. Proper documentation supports transparency. Professional
appearance and attitude improve confidence in services. Problem resolution becomes smoother with
professional handling. Continuous training supports professional growth. Professionalism is essential
for long-term customer relationships.

On the other hand, etiquette refers to polite and respectful behaviour during customer interactions. In
the BFSlsector, good etiquette improves customer comfort. Courteous language creates a positive service
environment. Active listening shows respect for customer concerns. Patience helps handle repeated or
complex queries. Proper greetings and responses reflect service culture. Respectful behaviour reduces
conflict situations. Clear and polite explanations improve understanding. Maintaining composure is an
important part of etiquette. Good etiquette enhances the overall service experience.

Fig. 2.1.2: An example of following etiquette

'
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Etiquette also includes fairness in dealing with all customers. Equal treatment supports trust in
banking services. Avoiding harsh or rushed responses is important. Professional courtesy improves
cooperation. Cultural sensitivity supports inclusive service delivery. Furthermore, proper etiquette
improves complaint handling. Respectful closure of interactions leaves a positive impression. Polite
communication supports brand image. Consistent etiquette improves service quality. Etiquette is a
basic foundation of customer service excellence.

Effective communication is essential in customer service for financial services. Clear communication
helps explain complex banking products easily. Moreover, simple language improves understanding
for different customers. Correct information avoids confusion and disputes. Listening carefully helps
identify actual service needs. Proper communication supports accurate problem resolution. Timely
updates reduce anxiety related to transactions. Transparency builds trust in banking processes.
Communication also supports compliance with regulations. Effective communication improves service
efficiency.

Fig. 2.1.3: An example of effective communication followed in the workspace

Moreover, effective communication also includes written and digital interactions. Clear emails and
messages reduce service delays. Structured communication supports better documentation. On
the other hand, tone and clarity improve customer confidence. Avoiding technical jargon improves
accessibility. Confirming understanding reduces errors. Communication during complaint resolution
improves satisfaction. Feedback collection supports service improvement. Consistent communication
builds long-term relationships. Effective communication is a critical skill in the BFSI sector.

2.1.3 Compliance Guidelines, Data Security Policies, and
RBI Regulations related to Customer Interactions and
Financial Disclosures

Compliance guidelines, data security policies, and RBI regulations are the backbone of responsible
functioning in the BFSI sector. These frameworks ensure lawful, ethical, and customer-centric financial
services. Compliance guidelines help standardise customer interactions across banks and financial
institutions. Data security policies protect sensitive customer information from fraud and cyber threats.
RBI regulations act as a supervisory mechanism to maintain discipline in financial operations. Proper
financial disclosures promote transparency and informed decision-making. Adherence to regulations
builds customer confidence and institutional credibility. Strong compliance reduces operational, legal,
and reputational risks. Regulatory control supports financial system stability and consumer protection.
Overall, these measures ensure fairness, security, and accountability in financial services.

'
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Compliance Guidelines Related to Customer Interactions and Financial Disclosures

Customer Onboarding and Documentation: Accurate collection of customer forms, declarations,
and supporting documents is mandatory at the time of account opening.

Disclosure of Risks and Obligations: Customers must be informed about possible risks, repayment
duties, and penalties linked to financial products.

Code of Conduct for Sales and Recovery: Aggressive selling, misrepresentation, and unethical
recovery practices are strictly prohibited.

Periodic Customer Communication: Regular updates, such as statements, alerts, and notices, must
be shared to keep customers informed.

Record Keeping and Audit Trails: All customer interactions and transactions must be properly
recorded for review and regulatory checks.

Regulatory Compliance Training: Employees must receive regular training on compliance rules and
customer protection guidelines.

Data Security Policies in the BFSI Sector

Data Minimisation Principle: Only necessary customer information should be collected and
processed for specific purposes.

Secure Authentication Methods: Use of passwords, OTPs, and biometric verification helps prevent
unauthorised access.

Data Backup and Recovery Systems: Regular backups ensure continuity of services during system
failures or cyber incidents.

Third-Party and Vendor Risk Management: External service providers must follow the same data
protection standards as financial institutions.

Customer Awareness on Data Safety: Institutions must educate customers about safe banking
practices and fraud prevention.

Compliance with IT and Data Protection Laws: Data handling must follow applicable IT laws and
regulatory directions issued by authorities.

RBI Regulations on Customer Interactions and Financial Disclosures

Fair Treatment and Non-Discrimination: RBI mandates equal treatment of all customers without
bias in service delivery.

Standardisation of Banking Charges: Banks must display service charges clearly and avoid hidden
or excessive fees.

Customer Consent and Authorisation Rules: RBI requires explicit approval for debits, mandates,
and recurring transactions.

Guidelines on Loan Recovery and Collections: Recovery processes must respect dignity and follow
prescribed timelines and methods.

Reporting of Frauds and Suspicious Transactions: RBI requires the timely reporting of suspicious
activities to prevent financial crimes.

Periodic Review and Regulatory Updates: Banks must update internal policies in line with new RBI
circulars and instructions.
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2.1.4 Risk Assessment in Customer Interactions and the
Importance of Accurate Information Sharing

Risk assessment in customer interactions is a vital function in the BFSI sector. It helps financial
institutions identify possible risks before offering products or services. Proper risk assessment
protects institutions from financial losses and regulatory violations. It also safeguards customers from
unsuitable products and financial stress. Customer interactions involve sharing personal, financial, and
transactional information. Accurate information sharing ensures clarity and transparency at every stage
of interaction. Clear communication helps customers understand benefits, risks, and responsibilities.
It reduces misunderstandings and improves service quality. Regulators expect financial institutions
to follow structured risk and disclosure practices. Overall, effective risk assessment and accurate
information sharing support trust, stability, and ethical conduct in the financial system.

Risk Assessment Matrix

o
8 5 Low/ | Low/
= Medium = Medium
o]
X
5 1 Low /

Medium

Effect

Fig. 2.1.4: An example of a risk assessment template

Risk Assessment in Customer Interactions

Customer Identification and KYC Risk Assessment: Verification of identity, address, and documents
helps assess the risk of fraud, impersonation, and illegal activities.

Credit and Repayment Risk Assessment: Evaluation of income stability, credit score, and existing
liabilities helps reduce loan default risk.

Product and Investment Risk Assessment: Assessment of risk appetite, financial goals, and
knowledge level ensures suitable products are offered.

Transaction and Fraud Risk Assessment: Monitoring transaction patterns helps detect unusual
behaviour and prevent fraud or unauthorised activities.

Compliance and Regulatory Risk Assessment: Review of customer interactions ensures alignment
with RBI guidelines, KYC norms, and fair practice codes.

Operational and Service Risk Assessment: Evaluation of interaction processes helps identify service
gaps, communication errors, and operational weaknesses.

Reputational Risk Assessment: Ethical conduct during customer interactions helps protect
institutional reputation and public trust.
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Importance of Accurate Information Sharing

Accurate information sharing is essential for transparent and responsible customer interactions in the
BFSI sector. It helps customers understand financial products, services, and associated risks clearly.
Proper disclosure of interest rates, charges, and penalties supports informed decision-making. Clear
information reduces confusion and incorrect assumptions. It builds confidence in financial institutions
and their services. Accurate communication also prevents mis-selling and unethical practices.
Furthermore, regulatory compliance depends on correct and complete disclosures at every stage.
Customers are better prepared to meet financial obligations when information is reliable. Trust grows
when communication is honest and consistent. Overall, accurate information sharing strengthens
customer protection and fairness.

Furthermore, accurate information sharing also plays a crucial role in reducing institutional risks. A
clear explanation of terms and conditions lowers the chances of disputes and complaints. Transparent
communication supports better customer satisfaction and loyalty. Proper records of shared information
help during audits and inspections. Consistent messaging across digital and physical channels improves
service quality. Moreover, accurate disclosures support adherence to RBI regulations and internal
policies. It also helps employees provide correct guidance during interactions. Financial literacy
improves when information is simple and factual. Strong information-sharing practices enhance
accountability within institutions. Overall, accurate information sharing supports the stability and long-
term sustainability of the BFSI sector.

2.1.5 Importance of Translating Complex Financial Concepts

into Customer-Friendly Language

Translating complex financial concepts into customer-friendly language is very important in the BFSI
sector. Financial products often involve technical terms that can confuse customers. Simple language
helps customers understand interest rates, risks, and benefits clearly. Clear explanations support better
financial decision-making. Customers feel more confident when information is easy to understand.
Trust in banks and financial institutions increases through transparent communication. Clear language
reduces misunderstandings and incorrect expectations. It also lowers the number of customer
complaints and disputes. Regulatory guidelines encourage clear and fair communication. Overall,
simple explanations improve customer satisfaction and service quality.

Customer-friendly language plays a key role in promoting financial inclusion. Many customers may have
limited financial knowledge or experience. Simple explanations help first-time users access banking
and financial services. Easy language supports understanding of savings, loans, insurance, and digital
payments. It helps customers compare products and choose suitable options. Financial literacy improves
when concepts are explained clearly. Moreover, a better understanding reduces fear and hesitation
toward financial products. It encourages responsible financial behaviour. Clear communication helps
reach customers across different backgrounds. This approach supports inclusive growth in the BFSI
sector.

Apart from that, clear translation of financial concepts also reduces operational and compliance risks.
Misunderstanding of terms can lead to disputes and legal issues. Simple communication helps meet
regulatory requirements for transparency and disclosure. Customers are less likely to feel misled
when information is clear. Proper explanations prevent the mis-selling of products. Employees can
provide consistent and accurate guidance through simple language. Records of clear communication
support audits and inspections. Reduced confusion improves service efficiency. Ethical practices are
strengthened through honest explanations. This supports long-term institutional credibility.

'
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Customer-friendly language is especially important in digital banking and financial technology. Online
platforms rely on written information for customer decisions. Simple words help customers navigate
apps and websites easily. Clear instructions reduce errors in digital transactions. Furthermore, an
understanding of security features improves safe usage. Simple explanations support confidence in
online services. Digital adoption increases with easy communication. Reduced dependency on support
services improves efficiency. Clear language enhances user experience. This strengthens digital
transformation in the BFSI sector.

Overall, translating complex financial concepts into simple language creates a strong customer-focused
environment. Customers feel respected and valued through clear communication. Transparency builds
long-term relationships and loyalty. A clear understanding improves responsible borrowing and saving
habits. Institutions benefit from lower complaints and better compliance. Trust grows when information
is honest and accessible. Financial awareness improves across society. Simple communication supports
ethical and professional standards. It strengthens the reputation of the BFSI sector. This approach
contributes to a stable and inclusive financial system.

2.1.6 Significance of Staying Updated on Financial
Regulations, New Banking Policies, and Product Offerings

Staying updated on financial regulations is very important in the BFSI sector. Regulations change
to address new risks and market conditions. Awareness of updated rules helps institutions remain
compliant with laws and RBI guidelines. Proper compliance reduces the risk of penalties and legal
actions. Updated knowledge supports ethical and transparent operations. It also helps protect customer
rights and interests. Employees can provide correct information during customer interactions. Timely
awareness reduces errors in processes and documentation. Regulatory updates strengthen internal
control systems. Overall, updated regulatory knowledge supports stability and trust.

Moreover, knowledge of new banking policies helps improve service quality and efficiency. Policy
changes often impact account operations, lending, and digital services. Awareness ensures smooth
implementation of revised procedures. Customers receive accurate guidance when policies are clearly
understood. Updated policies help manage operational risks effectively. Institutions can align internal
processes with regulatory expectations. Proper policy awareness supports fair treatment of customers.
It also helps improve grievance handling and resolution. Consistency in policy implementation improves
credibility. This leads to better customer satisfaction.

Apart from all these, staying informed about new product offerings is equally significant in the BFSI
sector. Financial markets introduce new products to meet changing customer needs. Knowledge of
product features helps provide suitable solutions. A clear understanding prevents mis-selling and
incorrect advice. Updated product knowledge supports transparent communication. Customers benefit
from informed comparisons and choices. It also helps improve cross-selling and service personalisation.
Employees gain confidence during customer interactions. Product awareness supports competitive
positioning in the market. This strengthens institutional growth.

Furthermore, regular updates on regulations, policies, and products support risk management.
Awareness helps identify compliance, financial, and operational risks early. Institutions can adjust
strategies to changing requirements. Timely updates reduce reputational risks and customer
dissatisfaction. Internal audits become more effective with current knowledge. Training programs can
be aligned with the latest developments. Better preparedness supports crisis and change management.
Updated information improves decision-making quality. Risk controls become more robust. This ensures
long-term sustainability.

'
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Overall, continuous learning is essential for success in the BFSI sector. Financial services operate in
a dynamic regulatory environment. Updated knowledge supports professionalism and accountability.
Customers receive reliable and accurate information. Trust grows through consistent and compliant
service delivery. Institutions remain competitive and responsive to market changes. A clear
understanding improves operational efficiency. Ethical standards are reinforced through awareness.
Financial stability is supported by informed practices. This contributes to a strong and resilient financial
system.

—2.1.7 Procedures for Escalating Complex Inquiries

Escalating complex inquiries is a structured service process in the BFSI sector. Many customer issues
involve technical, financial, or regulatory complexity. Such matters require expert knowledge for correct
resolution. Proper escalation ensures accuracy and compliance with banking rules. It prevents incorrect
advice and operational errors. Escalation improves coordination among departments. Customers
benefit from faster and more reliable solutions. Clear procedures reduce confusion and service delays.
Escalation also supports accountability and documentation. Overall, effective escalation strengthens
customer trust and service quality.

Now, the procedures for escalating complex inquiries in the BFSI sector are stated as follows:
e Recognition of Inquiry Complexity: Issues involving large transactions, regulatory interpretation,
system failures, fraud suspicion, or legal disputes are identified as complex cases.

e Verification of Customer and Case Details: Customer identity, account details, and transaction
information are verified to ensure accuracy before escalation.

e Detailed Information Gathering: Relevant documents, screenshots, statements, and communication
records are collected to support the case.

e C(Clear Case Documentation and Logging: The inquiry is logged in the internal system with clear
descriptions, timelines, and reference numbers.

e Risk and Impact Assessment: Potential financial, operational, and reputational risks are assessed
to decide urgency and priority level.

e Routing to Appropriate Department: Cases are forwarded to departments such as operations, IT
support, compliance, legal, risk, or fraud management.

e Defined Escalation Channels: Escalation follows approved internal channels such as service portals,
official emails, or workflow systems.

e Timeline Definition and Service Level Monitoring: Resolution timelines are assigned based on
internal service level agreements and regulatory requirements.

e Continuous Status Tracking and Follow-up: Progress is monitored regularly to ensure timely action
and avoid delays.

e Customer Updates and Transparency: Regular updates are shared to keep customers informed
about progress and expected resolution time.

e Resolution Validation and Authorisation: Solutions are reviewed and approved by authorised
personnel before communication.

¢ Final Communication and Case Closure: The resolution is explained clearly, the case is closed, and
records are maintained for audits and learning.
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2.1.8 Best Practices for Handling Customer Complaints
and Resolving Concerns Effectively

Handling customer complaints effectively is very important in the BFSI sector. Complaints highlight
gaps in services and processes. Proper handling helps improve customer satisfaction and trust. Quick
resolution reduces frustration and service dissatisfaction. Furthermore, complaints also help identify
operational and compliance risks. Effective resolution supports fair and transparent banking practices.
Regulators expect financial institutions to follow structured grievance systems. Clear complaint handling
protects institutional reputation. Positive resolution strengthens long-term customer relationships.
Overall, effective complaint management supports quality service and accountability.

Fig. 2.1.5: Handling customer complaints in the BFSI sector

The best practices for handling customer complaints and resolving concerns effectively are mentioned
as follows:

Easy Complaint Registration: Multiple channels, such as branches, call centres, emails, and digital
platforms, are provided for registering complaints.

Acknowledgement and Reference Number: Complaints are acknowledged promptly, and a
reference number is shared for tracking.

Active Listening and Understanding the Issue: Customer concerns are understood fully by listening
carefully and asking relevant, clarifying questions.

Proper Documentation of Complaints: All details, supporting documents, and timelines are
recorded accurately in the complaint management system.

Categorisation and Priority Assessment: Complaints are classified based on nature, risk level, and
urgency for timely action.

Assignment to Relevant Department: Complaints are routed to the appropriate team, such as
operations, IT, compliance, or customer service.

Defined Resolution Timelines: Clear timelines are followed as per internal policies and regulatory
guidelines.

Transparent Communication and Updates: Regular updates are shared to keep customers informed
about progress.

Fair and Compliant Resolution: Resolutions follow RBI guidelines, internal policies, and fair practice
codes.

Escalation Mechanism: Unresolved complaints are escalated to higher authorities or grievance
redressal officers.
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e Closure Confirmation and Feedback: Closure confirmation is shared, and feedback is collected for
service improvement.

e Analysis and Continuous Improvement: Complaint data is analysed to identify root causes and
prevent repeat issues.

B 2.1.9 Correct Process to Verify Customer ldentity
before Sharing Sensitive Financial Information

Verifying customer identity is a core security practice in the BFSI sector. Financial institutions manage
confidential personal and financial information. Sharing such data without proper checks can cause
fraud and financial harm. Identity verification protects customers from unauthorised access and misuse.
It supports compliance with RBI regulations and data protection policies. Proper verification reduces
cyber risks and identity theft. Customers gain confidence when secure processes are followed. Strong
verification also protects institutional reputation. It ensures accountability in customer interactions.
Overall, identity verification is essential for safe and trustworthy financial services.

The detailed process to verify customer identity before sharing sensitive financial information is
mentioned below:

1. Assessment of Information Request: The nature of the request is reviewed to confirm that sharing
sensitive information is necessary and allowed.

2. Use of Official Communication Channels: Interaction is carried out only through registered phone
numbers, official email IDs, secure apps, or branch visits.

3. Collection of Primary Identity Details: Details such as customer name, account number, or customer
ID are collected for initial verification.

4. Authentication Using Multiple Factors: Security checks such as OTP, transaction PIN, or biometric
verification are applied to confirm identity.

5. Cross-Verification with System Records: Provided details are matched with KYC records and system
data to ensure accuracy.

6. Verification of Registered Contact Information: Confirmation is obtained through registered
mobile numbers or email addresses only.

7. Confirmation of Customer Consent: Explicit consent is obtained before discussing or sharing
sensitive financial details.

8. Restriction to Minimum Required Information: Only necessary information is shared, avoiding
exposure of complete account details.

9. Secure Handling of Information: Sensitive data is shared using secure systems, avoiding public or
unsecured platforms.

10. Documentation of Verification Steps: All verification actions are recorded to maintain an audit trail.

11. Authorisation and Role-Based Access Check: Access to customer data is ensured only through
authorised roles and approved systems.

12. Final Confirmation and Safe Closure: The interaction is closed after confirming that information
has been shared securely and appropriately.
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—2.1.10 Process of Assisting Customers

Assisting customers in navigating financial documents is a key responsibility in the BFSI sector. Financial
statements, agreements, and terms often contain complex information. Many customers may not fully
understand financial language and calculations. Proper guidance helps customers interpret important
details correctly. Clear explanations supportinformedand confident decision-making. Assistance reduces
the risk of misunderstandings and disputes. It also helps meet regulatory expectations of transparency
and fairness. Customers feel more secure when documents are explained clearly. Financial awareness
improves through guided support. Overall, assisting customers strengthens trust and service quality.

Now, the procedure of assisting customers in navigating financial documents, statements, and terms &
conditions includes the following steps:

1. Breaking Down Complex Financial Language: Technical words and clauses are explained using
simple, everyday language for easy understanding.

2. Highlighting Key Financial Information: Important details such as interest rates, charges, maturity
value, and repayment schedules are clearly pointed out.

3. Step-by-Step Explanation of Statements: Bank and loan statements are explained in an orderly
manner to clarify balances, debits, credits, and fees.

4. Clarifying Calculations and Figures: Interest calculations, EMI amounts, and penalty charges are
explained using simple examples.

5. Explaining Terms and Conditions in Detail: Clauses related to renewal, foreclosure, default, and
service changes are explained clearly.

6. Use of Visual Aids and Summaries: Tables, summaries, and charts are used to make documents
easier to understand.

7. Encouraging Active Discussion and Queries: Open discussion is encouraged to clear doubts before
any agreement or transaction.

8. Providing Supporting Guides and Reference Material: User guides, FAQs, and brochures are shared
for later review and understanding.

9. Explaining Customer Rights and Obligations: Rights related to grievance redressal, data privacy,
and service timelines are clearly explained.

10. Confirming Understanding Before Acceptance: Understanding is confirmed before signatures,
approvals, or digital consent are obtained.

11. Maintaining Transparency and Consistency: Explanations are aligned with official documents,
policies, and regulatory guidelines.

12. Follow-Up Support After Document Review: Continued assistance is provided for future queries
related to statements or agreements.
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UNIT 2.2: Banking Products, Processes, and Digital Tools

— Unit Objectives | ©

At the end of this unit, the participants will be able to:

1. Discuss different financial products and services such as savings accounts, credit cards, loans, and

investment options.

2. |lllustrate the transaction-related processes, such as fund transfers, deposits, withdrawals, bill
payments, banking policies, charges, and processes.

3. Mention the role of banking software, CRM systems, online banking tools, and mobile applications

in customer service.

4. Elaborate on financial policies and procedures, including account management, transaction

processes, and investment regulations.

5. State suitable ways to assist customers with loan-related inquiries, such as eligibility criteria, interest
rates, EMI calculations, and required documentation.

6. Mention the process of using online banking tools, mobile applications, and digital platforms for

managing transactions and financial services.

— 2.2.1 Different Financial Products and Services

Financial products and services help banks meet the money-related needs of individuals and businesses.
These products support saving, spending, borrowing, and investing activities. Banks design different
products to suit various income levels and financial goals. Proper use of financial products helps manage
money in a safe and planned way. These services also support economic growth by encouraging savings
and investments. In the BFSI sector, financial products follow regulatory guidelines to protect customer

interests.

Financial Product / Service

Purpose

Key Features

Benefits

Savings Account

A savings account is a secure way to hold your

freelancers, and individuals.

. Interest on
cash while building wealth through interest. Safekeeping balance Secure
Offered by various financial institutions like banks Of money ATM/de'bit s.avi'ng.s,
and credit unions, these accounts provide high with easy card. online liquidity, and
liquidity, ensuring your money is readily available access banléing earn interest
for unexpected expenses or upcoming financial
targets.
Current Account
A current account (often called a checking account) No interest,
serves as a dynamic financial hub designed Business- high . Easy business
for high-volume, daily activity. Unlike savings related t.rarlsactlon payments,
accounts, these prioritise liquidity and accessibility | transactions limits, and fast fund
over interest earnings, making them indispensable an overdraft | movement
for managing the constant cash flow of businesses, facility
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Financial Product / Service Purpose Key Features Benefits
Fixed Deposit (FD)
A Fixed Deposit (FD) is a secure investment vehicle Fixed tenure,
offered by banks and non-banking financial Safe guaranteed | .
companies (NBFCs) that locks in a lump sum investment | interest, and returns. low
for a predetermined duration. In exchange for for fixed a premature risk
committing your capital, you receive a guaranteed | returns withdrawal
interest rate that is typically significantly higher option
than what a standard savings account provides.
Recurring Deposit (RD)
A Recurring Deposit (RD) is a structured savings Monthly Disciplined
instryr.nent t_hat encourages fingnci;l discipline by Regular deposits, savings,
rfaqumng a fixed monthly contrlbutlgn F)YGF aset savings over | fixed tenure, | predictable
timeframe. It allows you to build a significant fund | {ime assured maturity
gradually, earning a guaranteed interest rate on returns value
your growing balance, which protects your savings
from the volatility of market-linked investments.
Credit Cards
A credit card is a financial tool that enables you
to m.ake purchases using.a revolvihg line of c.redit Short-term Credit limit, Convenience,
provided by a lender, unlike a debit card, which credit and billing cycle, | emergency
pulls funds immediately from your personal bank cashless reward spending,
balance, a credit card functions as a short-term payments points rewards
loan that you agree to pay back at a later date,
often incurring interest charges if the balance isn't
cleared in full.
Debit Cards
A debit card is a bank-issued payment tool that
provides instant access to your own money for
shopping or ATM withdrawals. It acts as a digital Direct access Linked to Easy
alternative to cash or checks, pulling funds directly account, payments,

to the bank

from your linked bank account in real-time. balance ATM and controlled
Because it uses your existing balance, it naturally POS usage spending
limits your spending to what you actually have,
preventing you from falling into debt unless you
have an optional overdraft setup.
Personal Loans
A personal loan is a versatile, unsecured financial
product provided by banks and lenders to fund
a wide range of private needs. Whether it is for Meet Unsecured
unexpected medical bills, home improvements, personal loan, fixed Flexible use,
wedding costs, or academic fees, this loan type financial EMI, quick no collateral
offers quick access to capital. Its most defining needs approval

characteristic is that it is collateral-free, meaning
you don't have to pledge assets like your home,
car, or jewellery to secure the funds.
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Financial Product / Service
Home Loans

A home loan is a secured financing solution
specifically designed for buying, building, or

Purpose

Long tenure,

Key Features

Benefits

improving residential property. Because the Purchase or | lower Affordable
property itself serves as collateral, lenders are construction | interest housing
willing to provide substantial capital over an of property rates, tax finance
extended period—frequently up to 30 years. This benefits

long-term debt is systematically cleared through a

series of fixed monthly payments known as EMls.

Education Loans

Educ.ation loans are specialised finafncial products Deferred

provided by banks and N.BF(.:s to bridge thg gap Support repayment,

between a student's aspirations and the high cost higher lower Accgss to
of university. This credit covers comprehensive education interest, quallty.
academic requirements—not just tuition, but expenses longer education
also accommodation, textbooks, and necessary tenure
technology—enabling students to focus on their

studies without the pressure of upfront costs.

Mutual Funds

A mutual fund is a collective investment vehicle

that aggregates capital from a wide pool of Profession-

individuals to invest in a diversified mix of assets, Market- al man- Wealjch
including stocks, bonds, and other securities. linked agement, crea.utlon,
Instead of investors picking individual stocks investment diversified _ermbIe
themselves, the fund is overseen by professional portfolio investment
fund managers who use their expertise to make

strategic buying and selling decisions on behalf of

the group.

Insurance Plans

Insurance plans act as a financial safety net,

offering a range of coverage solutions intended Life and

to shield you from the economic impact of Fmancgl health Financial
unforeseen events or "perils." While many protection coverage, security, risk
specialised policies exist, the industry is anchored and risk premium- protection
by two main categories: life insurance and health coverage based plans

insurance, both of which feature numerous
specialised variations designed to meet specific
individual or family requirements.
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Financial Product / Service Purpose Key Features Benefits

Pension / NPS

The National Pension System (NPS) is a
government-regulated, market-linked retirement
program in India aimed at fostering long-term
financial security. Open to citizens between 18 and
70, it combines tax-efficient savings with a low-cost
structure. While it has been compulsory for most
government staff since 2004, it is also a popular
voluntary choice for private-sector employees and
the self-employed seeking a portable, disciplined
retirement plan.

Long-term Post-
Retirement investment, retirement
planning regular con- | income
tributions support

Digital Banking Services

Digital banking represents the modernisation
of traditional financial services, using online Mobile
platforms and mobile applications to automate Online banking time-saving
banking activities. By shifting services from financial. internet' paperless '
physical storefronts to the digital realm, it transactions banking, UPI | banking
empowers users to handle their money 24/7 from
anywhere in the world, effectively removing the
need to ever visit a brick-and-mortar branch.

Convenience,

Table 2.2.1: Various financial products and services in banking

— 2.2.2 Transaction-related Processes

Transaction-related processes are the basic activities through which banking services operate. These
processes allow money to move safely between accounts and institutions. Banks follow defined
systems to record, verify, and complete each transaction. Proper transaction handling ensures accuracy,
transparency, and customer trust. Regulatory guidelines issued by RBI guide how these processes are
carried out. In the BFSI sector, secure and timely transaction processing is essential for smooth banking
operations.

Fund Transfer Process

Fund transfer is the process of moving money from one bank account to another. This process can be
done through NEFT, RTGS, IMPS, or UPI systems. Each transfer requires correct beneficiary details, such
as account number and IFSC code. Banks verify the details before processing the transfer. Real-time
systems like IMPS and UPI allow instant transfers. NEFT works in batches and follows fixed settlement
timings. RTGS is mainly used for high-value transactions. Transaction reference numbers are generated
for tracking purposes. Security checks, such as OTP or authentication, are applied before completion.
Fund transfer processes ensure safe and efficient movement of money.

India offers four primary digital payment frameworks—NEFT, RTGS, IMPS, and UPl—each tailored for
specific financial needs based on urgency and amount. While they all facilitate the movement of money
between bank accounts, they differ in their processing speeds, operating hours, and intended use cases.
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e NEFT (National Electronic Funds Transfer): Best for standard, non-urgent transfers. It processes
transactions in half-hourly batches, making it reliable for routine payments like salaries or rent.

e RTGS (Real-Time Gross Settlement): Designed for high-value, critical transfers (usually above X2
Lakhs). Payments are settled individually and instantaneously on a continuous basis.

e IMPS (Immediate Payment Service): An instant, 24/7 interbank fund transfer service available via
mobile and internet banking, perfect for immediate needs at any time of day.

e UPI (Unified Payments Interface): A mobile-first platform that allows for instant real-time transfers
using a Virtual Payment Address (VPA) or QR code, making it the preferred choice for daily retail
transactions.

Feature \'133) RTGS IMPS UPI
Settlement | Batch-wise Real-time Instant Instant
Speed Moderate (up to 2 hrs) | Immediate Immediate Immediate

Usually Max. X1

Limit No Minimum Min. X2 Lakhs Max. X5 Lakhs* Lakh*

Best For Regular payments Large business deals | Urgent transfers | Daily retail/P2P

Table 2.2.2: Comparison matrix

Key Takeaways

o _ s .
+  Electronic transfer of funds
m - between users of different banks

and interbank

Payment instruments used are
| personalized such as -
El:nh. E
ﬂrdqf QI"I'unﬂ"

o Mobile phone

5 . i + Enables intuitions in —
! Ordarof E i i
: @ ()] = : o Fast fund transfer

o Secure transactions

i . E: nk A . E 7

: — Pl'm-lm = : o Record hlneepmg of all
1 Instrument : transactions

i | o e

Fig. 2.2.1: An example of an electronic fund transfer system process flow

P

Deposit Process

A deposit is the process of adding money to a bank account. Deposits can be made through cash,
cheque, online transfer, or deposit machines. Banks record deposits in the core banking system
immediately or after verification. Cash deposits are counted and verified at the branch or machine.
Cheque deposits are credited after clearance. Online deposits are credited instantly in most cases.
Deposit slips or digital confirmations are provided as proof. Banks may apply limits on cash deposits
as per regulations. Interest calculation starts based on deposit timing rules. Deposit processes help
increase savings and maintain liquidity.
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Withdrawal Process

Withdrawal is the process of taking money out of a bank account. Withdrawals can be made through
ATMs, bank branches, or digital transfers. ATM withdrawals require debit cards and PIN authentication.
Branch withdrawals require identity verification and withdrawal slips. Banks check the account balance
before allowing a withdrawal. Daily withdrawal limits are applied for safety reasons. Charges may apply
if limits are exceeded. Failed withdrawals are tracked and reversed as per policy. Transaction receipts or
SMS alerts confirm withdrawals. Withdrawal processes ensure controlled access to funds.

Bill Payment Process

Bill payment is the process of paying utility and service bills through banking channels. Banks support
bill payments for electricity, water, gas, mobile, and insurance services. Payments can be made through
internet banking, mobile apps, or ATMs. Registered billers are verified by the banking system. Automatic
payment options are available through standing instructions. Payment confirmations are generated
instantly or after processing. Failed bill payments are refunded as per timelines. Banks maintain
payment records for reference. Charges may apply for certain bill services. Bill payment processes
support cashless and timely payments.

Banking Charges and Policy Application Process

Banking charges are fees applied for specific services and transactions. These charges follow RBI
guidelines and internal bank policies. Charges may apply for ATM usage, account maintenance, or fund
transfers. Banks inform customers about charges through schedules and notices. Automated systems
calculate and deduct charges. Policy rules define exemptions and limits. Transparency in charges is
mandatory. Incorrect charges can be disputed and reversed. Periodic updates are made to charge
structures. This process ensures fairness and compliance.

Cheque Processing Process

Cheque processing is the method of clearing cheque-based payments. Cheques deposited are sent
for verification through clearing systems. Banks check signatures, dates, and account details. Image-
based clearing speeds up the process. Local and outstation cheques follow different timelines. Funds
are credited after successful clearance. Dishonoured cheques are returned with reasons. Charges may
apply for bounced cheques. SMS alerts inform about the cheque status. Cheque processing supports
traditional banking transactions.

Card Transaction Process

Card transactions occur when debit or credit cards are used for payments. The card is authenticated
through PIN or OTP. The bank checks the available balance or credit limit. The transaction is routed
through payment networks. Approval or decline is communicated instantly. Merchant settlements
happen as per the schedules. Transaction alerts are sent to account holders. Disputes can be raised for
incorrect charges. Security monitoring detects unusual card usage. Card transaction processes enable
fast and secure payments.

Standing Instruction and Auto-Debit Process

Standing instructions allow automatic recurring payments. Banks register instructions after customer
authorisation. Payments are deducted on fixed dates. Common uses include EMlIs, rent, and
subscriptions. Adequate balance is required for execution. Failed instructions are reported to the

'
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account. Instructions can be modified or cancelled. Banks maintain records of auto-debits. Alerts are
sent for successful or failed deductions. This process supports disciplined and timely payments.

Transaction Reconciliation and Reporting Process

Reconciliation is the process of matching transaction records. Banks compare internal records with
external systems. Mismatches are identified and corrected. Failed or pending transactions are
reviewed. Automated tools support reconciliation activities. Daily and periodic reports are generated.
Reconciliation reduces financial errors. Compliance teams review reports regularly. Corrections follow
defined approval workflows. This process ensures accuracy and trust in banking transactions.

223 Role of Banking Software, CRM Systems, Online
Banking Tools, and Mobile Applications

Banking software is the backbone of modern customer service in the BFSI sector. It enables banks to
deliverfast, accurate, and secure services across channels. Digital systems reduce dependency on manual
processes and paperwork. Banking software helps maintain uniform service quality across branches.
It supports real-time data access for better decision-making. Regulatory compliance becomes easier
with automated controls. Secure software protects sensitive customer and transaction data. Overall,
banking software improves efficiency, transparency, and customer experience in Indian banking.

v |
“TEMENOS | FINASTRA ORACLE EBANQO
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Fig. 2.2.2: Top 10 banking software

e Role of Banking Software in Customer Service

Banking software manages all core banking activities in a centralised manner. It records customer
accounts, balances, and transaction details accurately. Real-time processing helps avoid delays
and errors in services. Banking software supports deposit, withdrawal, and transfer operations.
Automated interest calculation ensures correctness and fairness. System-generated alerts inform
customers about transactions. Banking software allows quick resolution of account-related queries.
It helps staff provide consistent service across locations. Built-in controls support RBI compliance
requirements. Banking software ensures stable and reliable customer service delivery.

e Role of CRM Systems in Customer Service

CRM systems focus on managing customer relationships and interactions. Customer profiles
store the complete service and communication history. CRM systems help log service requests
and complaints efficiently. Status tracking improves transparency and response time. Automated
workflows assign issues to responsible teams. CRM systems support escalation as per service
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timelines. Communication records improve accountability and follow-up. Data analysis helps to
understand customer needs better. CRM systems help personalise banking services. These systems
strengthen trust and long-term relationships.

s Lead nurturing

= Consistent customer service

el Marketing automation

e Internal communication

e User-level personalisation

Streamlined reporting

Fig. 2.2.3: Purpose of CRM

Role of Online Banking Tools in Customer Service

Online banking tools provide banking services through secure web platforms. Customers can check
balances and download statements easily. Fund transfers and bill payments are processed online.
Online tools reduce branch dependency and waiting time. Secure authentication protects access
to accounts. Service requests can be raised digitally. Transaction history improves transparency.
Scheduled payments support convenience. Online platforms provide round-the-clock access.
Online banking tools enhance service efficiency and comfort.

In the Indian BFSI (Banking, Financial Services, and Insurance) sector, customer service has evolved
from traditional helpdesks to an "always-on" digital ecosystem. Financial institutions use a variety
of sophisticated online tools to ensure efficiency, security, and a seamless user experience.

The primary online banking tools currently shaping customer service include:

o Conversational Al & Chatbots
Most major Indian banks (like HDFC's Eva, SBI's SIA, or ICICI's iPal) use Al-powered virtual
assistants to handle routine tasks.

o Video KYC (Know Your Customer)
Following RBI guidelines, Video KYC has become a standard tool for digital onboarding.

o Omnichannel Support Suites
Banks use integrated platforms (like Salesforce Financial Services Cloud or Zendesk) to provide
a unified experience across different touchpoints.

o Mobile Banking Super-Apps

Apps like SBI YONO, HDFC Mobile Banking, and Kotak 811 serve as the primary service tool for
most users.
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o WhatsApp Banking

Recognising the massive user base of WhatsApp, almost all BFSI players have launched verified
WhatsApp channels.

o Personal Finance Management (PFM) Tools

Many digital platforms now include Al-driven PFM tools to help with "proactive" customer
service.

e Role of Mobile Applications in Customer Service

Mobile applications bring banking services to handheld devices. Apps allow instant access to
accounts anytime. UPland QR payments support fast transactions. Biometric login improves security
and ease of use. Push notifications provide real-time updates. In-app service requests save time.
Chatbots support basic customer queries. App features improve with regular updates. Mobile apps
support paperless banking. These applications make customer service faster and more accessible.

Fig. 2.2.4: Using a mobile application in banking

— 2.2.4 Financial Policies and Procedures

Financial policies and procedures guide how banking activities are planned, controlled, and monitored.
These rules help banks operate in a safe and organised manner. Clear policies reduce errors and misuse
of financial systems. Procedures ensure that daily banking work follows standard methods. Regulatory
bodies expect banks to follow approved policies strictly. Proper policies protect customer interests
and bank stability. These guidelines also support transparency and accountability. In the BFSI sector,
financial policies and procedures form the foundation of trust and efficiency.

Account Management Policies and Procedures

Account management policies define how bank accounts are opened, maintained, and closed. These
policies ensure proper customer identification through KYC or Know Your Customer/Client verification.
Procedures explain how personal details and account information are updated. Minimum balance rules
are clearly defined under account policies. Account classification, such as savings, current, or term
deposit, follows standard guidelines. Dormant and inactive accounts are managed through defined
procedures. Nominee addition and modification follow documented steps. Account statements
are issued as per policy timelines. Regular reviews help detect unusual account activity. Account
management policies ensure accuracy, safety, and customer confidence.
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Transaction Process Policies and Procedures

Transaction process policies control how money moves within the banking system. These rules cover
deposits, withdrawals, transfers, and payments. Procedures ensure transactions are authorised and
recorded correctly. Limits are defined for daily and high-value transactions. Authentication steps such
as PIN, OTP, or approval checks are mandatory. Failed transactions are handled through clear reversal
procedures. Transaction charges are applied as per approved schedules. Audit trails record every
transaction for review. Reconciliation procedures help identify mismatches. Transaction policies ensure
secure and transparent banking operations.

Investment Regulations and Procedures

Investment regulations guide how banks offer and manage investment products. These rules ensure
compliance with the Reserve Bank of India or RBI and the Securities and Exchange Board of India or
SEBI guidelines. Procedures explain how investment products are sold and documented. Risk disclosure
is mandatory before investment transactions. Suitability checks help match products with financial
goals. Investment records are maintained securely. Cooling-off and lock-in rules are followed as per
the regulation. Returns and charges are communicated clearly. Periodic reporting ensures regulatory
compliance. Investment regulations protect financial interests and market integrity.

Loan and Credit Policy Procedures

Loan policies define how credit is offered and managed. Eligibility criteria are set based on income
and risk assessment. Procedures explain the loan application and approval steps. Credit checks
and documentation are mandatory. Interest rates and repayment terms follow approved policy.
Disbursement happens only after compliance verification. Monitoring procedures track repayment
behaviour. Recovery policies guide action on defaults. Transparency is maintained through clear
communication. Loan policies support responsible lending practices.

Compliance and Risk Management Policies

Compliance policies ensure adherence to laws and regulations. These include KYC, AML or Anti-Money
Laundering, and data protection rules. Procedures guide the reporting of suspicious activities. Risk
management policies identify financial and operational risks. Controls are placed to reduce losses
and fraud. Regular audits support policy enforcement. Staff training improves compliance awareness.
Reporting systems track policy deviations. Corrective actions are documented and reviewed. Compliance
and risk policies ensure stability and regulatory trust.

2.2.5 Suitable Ways to Assist Customers with
Loan-Related Inquiries

Loan-related inquiries play a vital role in helping customers make informed borrowing decisions. In the
BFSI sector, clear and correct responses build confidence in loan products. Proper guidance helps avoid
misunderstandings about costs and repayment. Banks are expected to provide transparent information
as per the RBI fair practice guidelines. Timely assistance reduces delays in loan applications. Accurate
explanations support better financial planning. Digital tools and trained staff improve the quality of
responses. Clear communication lowers the risk of disputes later. Structured assistance improves
customer experience. Effective handling of loan inquiries supports responsible lending practices.

'
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Fig. 2.2.5: Getting a bank loan

Now, the suitable ways to assist customers with loan-related inquiries are mentioned below:

Detailed Explanation of Eligibility Criteria: Eligibility conditions are explained with examples for
better understanding. Income thresholds and employment stability requirements are clarified.
Credit score importance is explained in simple terms. Age limits and residency conditions are
highlighted. Co-applicant eligibility options are also explained.

Clear Breakdown of Interest Rates: The Difference between fixed and floating interest rates is
explained clearly. Base rates and external benchmarks are discussed. Factors such as credit profile
and tenure impact are explained. Interest rate revision policies are shared. Rate transparency builds
trust.

Step-by-Step EMI Calculation Support: EMI calculation is demonstrated using real figures. The
monthly burden is explained based on income levels. EMI schedules are shared for reference. The
effect of interest rate changes on EMI is explained. Online and in-branch calculators are used.

Comprehensive Guidance on Required Documentation: Complete document lists are shared at the
beginning. The purpose of each document is explained. Digital and physical submission options are
clarified. Validity and format requirements are discussed. Proper documentation reduces rejection
risk.

Explanation of the Loan Application Process: Application steps are explained in sequence. Online
and offline application methods are discussed. Verification and approval stages are explained.
Expected timelines are shared clearly. Tracking methods are explained.

Clarification of Fees and Additional Charges: Processing fees and administrative costs are explained.
Late payment charges and bounce charges are discussed. Foreclosure and prepayment terms are
clarified. Tax implications of charges are explained. Cost clarity prevents disputes.

Guidance on Repayment Options and Flexibility: Different repayment tenures are explained. Part-
payment options are discussed. EMI holiday policies are clarified. Restructuring options in hardship
cases are explained. Repayment flexibility supports financial stability.

Support Through Digital and Assisted Channels: Banking apps and websites support self-service
inquiries. Branch staff provide personalised guidance. Call centres support quick clarification.
Chatbots handle basic questions. Multi-channel support improves accessibility.

Information on Compliance and Customer Rights: Fair practice codes are explained. Grievance
redressal mechanisms are shared. Privacy and data protection assurance are provided. Regulatory
timelines are explained. Customer rights awareness improves confidence.
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~ 2.2.6 Using Online Banking Tools, Mobile Applications,
and Digital Platforms

Online banking tools, mobile applications, and digital platforms have changed the way banking services
are used. These tools allow easy access to accounts and financial services at any time. Banks use
secure digital systems to support daily transactions. Digital platforms reduce the need for branch visits.
Technology improves speed and accuracy in banking activities. Security features protect customer
information. Digital services support payments, transfers, and service requests. Regulatory guidelines
guide safe digital usage. Digital banking improves convenience and efficiency. These tools are essential
in modern banking services.

The process of using online banking tools, mobile applications, and digital platforms for managing
transactions and financial services is stated as follows:

e User Registration and Secure Login: Digital platforms require registration using account details.
Secure login is enabled through passwords, PINs, or biometric authentication. Two-factor
authentication adds extra security. Access is restricted after multiple failed attempts. Secure login
protects account information.

e Account Access and Dashboard Usage: After login, account details are displayed on the dashboard.
The balance information and recent transactions are shown. Linked accounts are visible.
Customisation options improve ease of use. Dashboards help track financial activity.

e Fund Transfer and Payment Process: Fund transfers are completed using NEFT, RTGS, IMPS, or
UPI. Beneficiary details are verified before transfer. OTP or approval steps confirm transactions.
Payment status is displayed instantly. Transaction IDs support tracking.

¢ Bill Payments and Recharge Services: Utility bills and recharges are paid through registered billers.
Auto-pay options support timely payments. Payment history is stored for reference. Failed payments
are reversed as per policy. Alerts confirm bill payments.

e Transaction Monitoring and Alerts: Real-time alerts inform about transactions. Email and SMS
notifications improve awareness. Suspicious activity alerts improve security. Transaction history
can be downloaded. Monitoring supports fraud prevention.

e Service Requests and Support Features: Digital platforms allow service requests such as address
updates or cheque book requests. Requests are tracked through reference numbers. Chatbots
support basic queries. Support tickets improve response time. Digital support improves service
quality.

e Investment and Loan Management: Digital tools support viewing loan and investment details. EMI
schedules and maturity details are displayed. Online applications simplify processes. Status tracking
improves transparency. Digital platforms support financial planning.

e Security and Logout Procedures: Secure logout prevents unauthorised access. Session timeouts
improve safety. Regular password updates are recommended. Device management features
improve security. Safe usage practices protect digital banking accounts.
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— Summary E

Customer service in financial services focuses on professionalism, clear communication, and
customer satisfaction.

Compliance with data security policies, RBI regulations, and verification procedures ensures safe
customer interactions.

Accurate information sharing and risk assessment are essential to prevent errors and financial
misuse.

Complex financial concepts must be explained in simple, customer-friendly language for informed
decisions.

Banking products such as accounts, loans, credit cards, and investments require clear process
knowledge.

Digital tools like CRM systems, online banking, and mobile apps support efficient service delivery.

Proper escalation of queries and effective complaint handling strengthen customer trust and
service quality.




— Exercise
Multiple Choice Questions
1.
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What is the main purpose of customer service in financial services?
a. Selling products only b. Ensuring customer satisfaction and trust

c. Avoiding customer interaction d. Reducing service time

Why is customer identity verification important before sharing financial information?
a. To delay service b. To follow marketing rules

¢. To ensure data security and compliance d. To promote products

Which regulation mainly guides banking customer interactions in India?
a. SEBI guidelines b. RBI regulations

c. Company rules only d. Trade union laws

What tool helps manage customer information and interactions effectively?
a. Calculator b. CRM system

c. Ledger book d. Notice board

Which digital platform allows customers to perform transactions anytime?
a. Manual register b. Branch token system

c. Online banking and mobile apps d. Paper forms only

Descriptive Questions

1.

Explain the importance of professionalism and effective communication in financial customer
service.

Describe how compliance guidelines and data security policies protect customers.

Explain how customer complaints should be handled and escalated when required.

Discuss the role of digital banking tools in improving customer service.

Describe how customers can be assisted in understanding financial documents and statements.
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— Notes

Scan the QR codes or click on the link to watch the related videos

https://youtu.be/FnSQuUStARbc?si=eggg-7asvATIwwVj https://youtu.be/dLYVu3hMa54?si=kMZKUOFAJd8rf_QK

Customer Service in Banks Financial Services: Meaning, Importance, Functions
and Types



https://youtu.be/FnSQuStARbc?si=eggg-7asvATlwwVj
https://youtu.be/dLYVu3hMa54?si=kMZKU0FAJd8rf_QK
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— Key Learning Outcomes | ¢

At the end of this module, the participants will be able to:

1. Document customer complaints accurately by recording details of billing errors, transaction
failures, and service concerns in banking CRM systems.

2. Analyse transaction history and account discrepancies to identify the root cause of customer
complaints and recommend appropriate solutions.

3. Demonstrate the ability to troubleshoot common technical issues related to online banking,
mobile apps, and ATM transactions.

4. Evaluate the severity of unresolved issues and escalate them to the appropriate teams.
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UNIT 3.1: Banking Customer Support and Service
Management

— Unit Objectives |©

At the end of this unit, the participants will be able to:

1.

Identify common banking issues and customer complaints, including billing errors, account
discrepancies, failed transactions, and service concerns.

Discuss cybersecurity best practices for safe digital banking, including two-factor authentication
(2FA), phishing awareness, and fraud prevention measures.

Explain regulatory guidelines and compliance requirements related to dispute resolution and
customer service.

Discuss banking CRM and complaint management systems used for logging, tracking, and resolving
customer issues.

Elaborate on troubleshooting methods for common technical issues related to online banking,
mobile banking apps, ATM transactions, and Internet banking services.

—3.1.1 Common Banking Issues and Customer Complaints ——

Banking is an important part of everyday financial life. It helps people save money, make payments,
and manage earnings safely. Even with modern systems, banking problemsstill occur. These problems
can create confusion, delays, and frustration. Common issues include billing mistakes, incorrect
account balances, failed transactions, and poor customer service. There are also problems with
ATMs, debit cards, credit cards, loans, and online banking services. Fraud and security issues have
also increased with the rise of digital banking. Quick action from banks helps maintain customer
trust. Greater awareness helps people avoid mistakes and stay safe. Overall, understanding banking
issues leads to better decision-making and smoother banking experiences.

Billing Errors

Billing errors occur when the bank charges the wrong amount for a transaction or service. Sometimes,
extra service fees appear in the account without any explanation. A fee may be deducted twice due
to system delays. Incorrect loan interest calculation is also a common billing mistake. These errors
usually happen because of glitches in banking software. In some cases, the mistake occurs because
data is entered incorrectly by bank staff. Billing errors affect the customer’s monthly budget and
financial planning. The bank checks account statements and billing systems to find the source of
the error. Once the error is confirmed, the wrong amount is refunded or adjusted. Regular system
updates help banks reduce billing-related problems.

Account Discrepancies

Account discrepancies occur when the account balance does not match the actual amount in the
account. This can happen when deposits are not reflected on time in the system. Sometimes,
withdrawals might be recorded incorrectly or appear twice. Server delays also cause account
information to update very slowly. These problems create fear that money has been lost or misused.
Banks investigate such cases by checking transaction logs and system reports. They correct the
balance once the mistake is found. Many banks use automatic reconciliation systems to avoid such
errors. Proper synchronisation between servers reduces discrepancies. Clear communication from
the bank helps customers understand the reason for the difference.
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Failed Transactions

Failed transactions are common in digital banking and ATM usage. Money may be deducted from
the account even when the service is not completed. This often happens during UPI payments, card
swipes, or ATM withdrawals. Poor internet connectivity can interrupt payments and cause failures.
Server downtime also affects the success of transactions. Payment gateways may stop working
due to overload or technical issues. Banks review failed transaction logs to verify the deduction.
Once verified, the bank refunds the amount within a set time period. Some failed transactions
are reversed automatically without raising a complaint. Digital monitoring tools help banks reduce
failures and improve payment reliability.

Fig. 3.1.1: Failed transaction while using the online payment method

Service Concerns

Service concerns arise when customers feel unhappy with the assistance provided by the bank. Long
gueues inside the branch often create delays. Slow responses to complaints also cause frustration.
Some customers face difficulty in understanding bank procedures due to unclear communication.
Digital platforms also face errors that interrupt services. Mobile banking applications may crash
during busy hours. Customer care numbers may stay busy for long periods. Banks try to solve
such concerns through staff training and better support systems. Many banks also use chatbots to
provide faster guidance. Good service helps improve customer satisfaction and trust.

Payment Processing
Errors

o

Fig. 3.1.2: Payment-related issue with the bank

ATM-Related Issues

ATM-related issues are common during cash withdrawals. Sometimes the machine does not
dispense cash even when the amount is deducted. ATMs may also run out of cash during weekends
or busy hours. Some machines show technical errors that stop the transaction. The card may not be
recognised by the ATM due to chip problems. Network failures also interrupt ATM operations. Banks
maintain ATM logs to investigate such problems. Refunds are issued when cash is not received,
but money is deducted. Regular maintenance helps ATMs work smoothly. Many banks also install
surveillance to prevent misuse and increase safety.
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Out of Service

Fig. 3.1.3: ATM-related issue

Debit and Credit Card Problems

Debit and credit card issues occur when cards fail to work properly during payments. Sometimes
the card gets blocked due to repeated wrong PIN attempts. Cards may expire without the customer
noticing the date. Payment machines may reject the card due to chip damage or network errors.
Unauthorised transactions may appear due to card fraud. Some customers face difficulty while
generating or resetting a PIN. Banks issue new cards when damage is reported. Fraud detection
systems help track suspicious transactions. Regular monitoring of card activity protects customer
accounts. Continuous improvements in card technology reduce such problems.

Fig. 3.1.4: A customer using a debit card

Loan-Related Issues

Loan-related issues occur when loan conditions are not clear or correctly followed. EMI amounts
may get deducted twice due to system errors. Interest charges may differ from the amount
explained during loan approval. The loan approval process may take more time than expected. Some
customers find the documentation process confusing. Loan statements may not update properly
after EMI payments. Banks check loan agreements carefully to correct mistakes. EMI corrections
are made after reviewing payment records. Clear instructions help customers understand loan
terms better. Digital loan tracking systems reduce misunderstandings and delays.

Online Banking and App Issues

Online banking issues occur when digital services do not work properly. Login failures happen when
servers are overloaded. OTP delays also interrupt payments and account access. The mobile banking
app may crash during important transactions. The website may load slowly due to heavy traffic.
System maintenance often makes online banking unavailable for some hours. These problems
affect customers who depend on digital services. Banks try to improve system speed and security to
reduce these issues. Regular software updates help fix bugs and errors. Better digital infrastructure
improves overall online banking performance.
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D
Fig. 3.1.5: Online banking

Fraud and Security Concerns

Fraud and security concerns have increased with more digital banking usage. Cybercriminals send
fake messages pretending to be from banks. Fraudsters use phishing websites to steal banking
details. Unauthorised transactions may occur if sensitive information is shared accidentally. Card
cloning is another method used by criminals to steal money. Banks use two-factor authentication
to protect accounts. Security alerts help customers stay aware of suspicious activity. Banks also run
awareness campaigns about safe digital practices. Modern security systems detect fraud quickly.
Continuous monitoring is necessary to protect financial accounts.

Step 1. Enter username and password

Using A Security Key Step 2. Insert the security key
{er held It near your device)

<

Fig. 3.1.6: Two-factor authentication process

Cheque-Related Issues

Cheque-related issues occur when cheques fail to clear correctly. A cheque may bounce due to
an insufficient balance in the account. Signature mismatch is another common reason for cheque
failure. The cheque may be rejected if the amount is written incorrectly. Bank holidays can delay
the clearance process. Torn or damaged cheques are also not accepted. These problems interrupt
payments and create delays. Banks check cheques carefully to ensure accuracy. Customers receive
notifications when a cheque fails to clear. Digital cheque scanning systems have improved the
accuracy of cheque processing.
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Fig. 3.1.8: An example of a cheque-related issue

—3.1.2 Cybersecurity Best Practices

Cybersecurity is the protection of digital systems, mobile apps, and online accounts from hackers
and cybercriminals. As digital banking becomes more popular, strong security practices become very
important. Many people use mobile banking, UPI, credit cards, and internet banking daily, which makes
safety even more necessary. Cybercriminals often try to steal account details or passwords through
fake messages, fraud calls, or harmful websites. Proper awareness and safe habits can prevent most
cyberattacks. Banks also use advanced security tools to detect suspicious activity. Customers must follow
safe digital practices to protect money and personal information. Simple steps like strong passwords,
two-factor authentication, and careful checking of messages help reduce risks. Cybersecurity helps
create a safe online environment for banking. With the right precautions, digital banking can be easy,
fast, and secure for everyone.

Now, the cybersecurity best practices for safe digital banking are discussed as follows:

e Two-Factor Authentication (2FA)
Two-factor authentication adds an extra security layer to digital banking accounts. It prevents
cybercriminals from entering the account even if the password is stolen. This method keeps
transactions and personal information more secure.
2FA adds an extra security layer to online banking accounts.

It requires a password and an additional verification step, such as an OTP or authentication app
code.

Even if the password is stolen, account access becomes difficult for cybercriminals.
Banks use 2FA for login, high-value payments, and important account changes.

(o]

Using app-based authentication is safer than SMS OTP because it works even during network
issues.

2FA reduces unauthorised access and protects sensitive information.
Regular use of 2FA makes digital banking more secure.

It helps prevent account takeovers caused by leaked passwords.
Many banking apps make 2FA mandatory for all users.

O O O O o

Overall, 2FA strengthens account protection and reduces cyber risks.
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e Phishing Awareness

Phishing awareness helps people identify fake emails, SMS, and websites that try to steal banking
information. Checking links and avoiding unknown messages reduces the chances of falling into
traps. This awareness protects accounts from unauthorised access.

o Phishing happens when cybercriminals send fake emails, SMS, or links pretending to be from a
bank.

These messages usually ask for OTPs, passwords, or account details.

Clicking unknown links may lead to harmful websites or malware downloads.

Phishing pages often look very similar to real bank websites.

Careful checking of sender details helps detect fake messages.

No bank ever asks for confidential information through messages or calls.

Avoiding suspicious links helps protect digital banking accounts.

Reporting phishing messages to the bank helps create awareness.

O O 0O 0O O 0O O O

Phishing attacks increase during festival seasons or discount offers.

Staying alert is the best way to avoid phishing traps.

¢ Fraud Prevention Measures
Fraud prevention includes checking account statements, using official apps, and avoiding sharing
sensitive information. These habits help detect suspicious activity quickly. Early action reduces
financial loss and protects personal data.

Fraud prevention requires strong awareness and safe online behaviour.

Secure websites always begin with "https" and show a lock symbol in the browser.

Digital banking apps should be downloaded only from official app stores.

Account statements must be checked regularly for unknown transactions.

Suspicious activity should be reported to the bank immediately.

Banks use monitoring systems to detect unusual login locations or transaction amounts.

Fraud attempts may include SIM swapping, fake calls, or cloned cards.

Avoiding sharing sensitive information helps reduce fraud risks.

Regular updates on bank alerts help people stay aware of new fraud tricks.

O 0O 0O O O O O O 0 O

Fraud prevention protects money and personal data.

e Strong and Unique Passwords
Strong passwords make it difficult for hackers to guess or break into online accounts. Using unique
passwords for each service reduces the risk of multiple accounts being hacked. This practice
increases the overall safety of digital banking.

Passwords must be long, difficult, and unique for every account.

Using combinations of letters, numbers, and symbols increases strength.

Easy passwords like birthdays or mobile numbers should never be used.

Passwords should be changed regularly to avoid hacking.

Saving passwords in browsers increases the risks of theft.

Secure password managers help store passwords safely.

Strong passwords reduce the chances of cybercriminals guessing them.

Avoiding repeated passwords across different apps is important.

Strong passwords help prevent unauthorised access to accounts.

O 0O 0O O O O O O O O

Password safety is a basic part of cybersecurity.

'
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Safe Internet and Wi-Fi Usage

Secure Wi-Fi networks protect digital banking information from hackers. Public Wi-Fi should be
avoided for financial transactions because it is unsafe. Safe internet habits reduce the chances of
cyberattacks.

Public Wi-Fi is unsafe for digital banking because hackers can steal data.

Home Wi-Fi must be protected with strong passwords.

Banking transactions should be done only on secure networks.

Using a VPN adds more protection in risky networks.

Unknown USB devices should never be connected to computers.

Secure browsing habits reduce risks during banking activities.

Websites must be opened only through official sources.

Network safety prevents account hacking.

O 0O 0O 0o O o o oo

Regular checking of router security improves protection.

Safe Wi-Fi use prevents many cyber threats.

Device Security and App Safety

Keeping devices updated and protected with antivirus software prevents malware attacks. Installing
apps only from trusted sources reduces digital risks. Strong device security keeps banking apps safe
from threats.

Mobile phones and computers must be protected with updated antivirus software.

Banking apps should always be updated to avoid security bugs.

Screen locks such as PIN, fingerprint, or face unlock add extra protection.

Unused apps must be removed to avoid unnecessary risks.

App permissions must be checked regularly.

Unknown apps should never be installed.

Regular system updates help avoid malware attacks.

Secure devices make banking much safer.

Backup of important data helps in case of device loss.

O 0O 0O O OO O O 0 O

Device safety reduces cyberattack risks.

Transaction Alerts and Monitoring

Transaction alerts inform users about every debit or credit in real time. Quick notifications help
detect unknown or suspicious activities. Regular monitoring adds a strong layer of protection to
digital banking accounts.

SMS and email alerts help track every banking activity.

Instant alerts allow quick detection of unauthorised transactions.

Monitoring account activity helps identify unusual patterns.

Notification settings in banking apps must always remain active.

Alerts help prevent large losses in fraud cases.

Many banks provide real-time fraud detection alerts.

Customers can block cards or accounts immediately if a suspicious alert appears.

Regular monitoring builds better financial safety habits.

Alert systems make digital banking transparent.

O 0O 0O O O O O O O O

Transaction alerts are an essential part of fraud prevention.
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e Secure Digital Behaviour
Safe digital behaviour includes avoiding the sharing of PINs, passwords, and OTPs with anyone.
Careful use of banking apps and websites reduces exposure to cyber risks. Good digital habits keep
financial information protected.

Sensitive information such as PIN, CVV, or OTP must never be shared.

Device screens must be covered while entering PINs at payment machines.

Secure logout is necessary after using online banking on shared devices.

Bank helplines must be contacted only through official numbers.

Fake customer care numbers are common on social media.

Banking details must not be posted publicly anywhere.

Personal documents must be stored safely to avoid identity theft.

Safe digital behaviour reduces cyber threats.

Awareness of cyber risks increases security.

O O 0O 0O O OO 0O 0O o

Good habits keep digital banking safe.

—3.1.3 Regulatory Guidelines and Compliance Requirements —

Regulatory compliance for financial institutions is the mandatory adherence to all laws, regulations,
and guidelines established by governmental and industry authorities. The primary goal of these rules is
to guarantee that financial entities operate with transparency, effectively manage potential risks, and
safeguard customer data. In the banking and finance sector, this compliance spans critical areas such
as anti-money laundering (AML), robust risk management, maintaining adequate capital adequacy, and
stringent customer identification (KYC) protocols.

TR Rt Sk

RESERVE BANK OF INDIA

Fig. 3.1.9: Logo of RBI

The regulatory framework for dispute resolution and customer service in the Banking and Financial
Services Industry (BFSI), primarily governed by the Reserve Bank of India (RBI), focuses on ensuring fair
treatment, transparency, and a structured grievance redressal mechanism for customers.

e Compliance shields financial institutions from substantial fines, penalties, and legal action, as non-
adherence can result in significant financial burdens and severe reputational damage.

e Adhering to regulations fosters trust among investors and customers by demonstrating that the
institution operates ethically and transparently, thereby attracting clients who prioritise security.

e By meeting established regulatory standards, financial institutions ensure their operations
contribute positively to the overall integrity and stability of the entire financial market.

e Regulatory frameworks are crucial tools that enable institutions to proactively identify, assess, and
mitigate various threats, including fraud, insolvency, and liquidity problems, safeguarding both
their assets and ongoing operations.
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Mandatory Internal Grievance Redressal Mechanism

Every Regulated Entity (RE)—such as banks and NBFCs—must establish a robust, board-approved
internal grievance redressal mechanism (IGRM) as the first point of contact for customers.

e Display of Information: Banks must prominently display the names, contact details, and
complete addresses (not Post Office Box) of officials to be contacted at the branch, regional,
and head office levels for grievance redressal.

e Time-Bound Resolution: Complaints must be acknowledged promptly and resolved efficiently.
The bank must aim to resolve complaints within a stipulated time frame (often within 30 days),
failing which the customer is free to escalate the matter to the RBI Ombudsman.

e Escalation Matrix: All customer responses must include details of the next level of escalation
within the bank if the customer remains unsatisfied.

e Analysis and Review: Banks are required to analyse the nature and frequency of complaints
and disclose summary information to their Board and in the public domain alongside their
financial results.

The RBI - Integrated Ombudsman Scheme (RB-10S, 2021)
This is the apex external dispute resolution mechanism provided by the RBI.

e 'One Nation, One Ombudsman': The scheme integrates the previous separate schemes for
Banking, NBFCs, and Digital Transactions, making the redressal process jurisdiction-neutral and
cost-free for the customer.

e Coverage: It covers almost all RBl-regulated entities, including commercial banks, NBFCs,
Payment System Participants, and Credit Information Companies.

e Grounds for Complaint: A complaint can be lodged for "deficiency in service" by an RE.

e Prerequisite: A customer can only approach the RBI Ombudsman if the complaint has not
been resolved by the regulated entity within 30 days of lodging it, or if the RE has rejected the
complaint or provided an unsatisfactory response. The complaint must be filed within one year
after receiving the RE's reply (or one year and 30 days if no reply was received).

Compliance Requirements for Customer Service
Beyond dispute resolution, RBI mandates several customer-centric compliance requirements:

e Fair Practices Code: REs must adhere to a Fair Practices Code, which ensures customers are
treated fairly at all times, including during loan recovery and while levying service charges.

e Turn Around Time (TAT): RBI has set specific TATs and compensation frameworks for failed
digital transactions (e.g., ATM failures, UPI, mobile banking), requiring banks to automatically
compensate customers for delays beyond the stipulated TAT.

e Multilingual Communication: Customer-facing materials and critical communications should
be made available in a trilingual format (Hindi, English, and the local/regional language) to
ensure clarity and financial inclusion.

e KYC and Account Operation: Strict guidelines are in place regarding Know Your Customer (KYC)
compliance, account opening/closure procedures, nomination facility, and access for disabled
and elderly persons.

e Online Dispute Resolution (ODR): Payment System Operators are required to implement an
ODR system, a transparent, rule-based, and technology-driven mechanism, initially for resolving
disputes related to failed digital transactions.

Fair Practices Code for Customer Service

Ethical Conduct: RBI mandates banks to adhere to a Fair Practices Code to ensure ethical behaviour

in all customer dealings.

e Transparent Communication: Banks must maintain clear communication regarding all charges,
interest rates, and operational processes.

'
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Accurate Information: Banks are required to provide precise information and refrain from
misleading customers about any services or products.

Clear Loan Terms: Loan terms and repayment conditions must be thoroughly explained to the
customer.

Confidentiality: Customer confidentiality must be strictly protected in compliance with RBI
rules.

Sales Practices: Banks must avoid aggressive or coercive selling of financial products.

Notification of Changes: Customers must be informed in advance before any changes are made
to service terms or charges.

Service Fulfilment: All service commitments made by the bank must be diligently monitored
and fulfilled.

Staff Training: Regular staff training is essential to ensure the delivery of improved customer
service.

Trust Building: Adhering to this code is critical for building and maintaining customer trust.

5. Guidelines for Digital Banking and Electronic Dispute Handling

Digital Dispute Rules: RBI has established specific rules to ensure the efficient handling of
disputes arising from digital transactions.

Instant Complaint Registration: Banks must provide immediate complaint registration facilities
for failed transactions, particularly those involving ATM or UPI.

Fixed Reversal Timelines: The reversal of failed transactions must adhere to pre-determined,
fixed timelines set by the regulator.

Cyber Fraud Priority: Complaints related to cyber fraud must be handled with the highest level
of priority.

Secure Channels: Banks are mandated to support customers through highly secure digital
channels.

Complaint Status Visibility: Online dashboards must be available for customers to easily track
the status of their complaints.

User-Friendly Systems: Digital grievance redressal systems must be intuitive and easy for
customers to use.

Cybersecurity Controls: Banks must maintain strong cybersecurity controls to proactively
prevent digital disputes.

System Audits: Regular audits are necessary to ensure the proper functioning and integrity of
digital systems.

Convenience: Effective digital dispute handling significantly improves overall banking
convenience for the customer.

6. KYC and Customer Rights Protection

KYC Mandate: RBlI mandates strict Know Your Customer (KYC) rules as a crucial measure to
prevent fraud and financial crime.

Identity Verification: Proper KYC ensures the correct identity of the customer, which in turn
reduces the likelihood of future disputes.

Information Confidentiality: Banks must guarantee the confidentiality and protection of all
customer information collected through KYC.

Fair Treatment: Customers must be treated fairly and without discrimination, regardless of
their financial background.

Unapproved Charges: No unfair or unauthorised charges can be applied to an account without
the customer's explicit approval.
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e Regular Data Update: KYC data must be updated regularly in line with the established regulatory
guidelines.

e Prohibited Misuse: The misuse or unauthorised sharing of customer information is strictly
prohibited.

e Right to Information: Customers retain the right to receive accurate and comprehensive
information about their accounts.

e Complaint Redressal: Banks must address all KYC-related complaints and queries quickly and
efficiently.

e Safe Banking: KYC compliance is fundamental to supporting a safe, transparent, and regulated
banking environment.

7. Transparency and Disclosure Regulations

e Simple Disclosure: RBI requires banks to disclose all charges and terms using clear, simple, and
easy-to-understand language.

e Prohibition of Hidden Charges: The imposition of hidden or undisclosed charges is strictly
prohibited.

¢ Interest Rate Display: Interest rates must be clearly and prominently displayed in all branch
offices and on the bank's official websites.

e Transaction Receipts: Customers must be provided with proper and detailed receipts for all
transactions they conduct.

e Loan Agreement Explanation: Loan agreements must be fully explained to the customer before
they sign any documents.

e Prior Notice for Changes: Banks are prohibited from altering existing terms and conditions
without providing prior notice to the customer.

e Service Charge Consistency: Service charges must strictly match the rates that are publicly
announced and advertised.

e Dispute Reduction: Clear disclosure rules are effective in reducing misunderstandings and
subsequent disputes.

e Fairness Review: A regular review of charges is necessary to ensure continued fairness to the
customer.

e Reliable Environment: Transparency regulations ultimately help create a reliable and
trustworthy banking environment.

— 3.1.4 Banking CRM and Complaint Management Systems —

Customer Relationship Management (CRM) in the banking sector involves using specialised software
to centralise all customer interaction data, including transactions, preferences, and service history. This
technology creates a complete 360-degree customer view, enabling banks to deliver faster, smarter,
and highly personalised service across all channels, such as branches, digital platforms, and call centres.
Ultimately, CRM helps banks better understand customer needs, automate key processes (like loan
applications), suggest relevant products (cross-selling/upselling), enhance marketing efforts, streamline
operations, and build stronger, more profitable relationships, thereby improving customer retention.

Banking CRM and complaint management systems are digital tools that help banks record, organise, and
resolve customer-related activities efficiently. CRM systems manage customer relationships by storing
important information and helping banks provide better services. Complaint management systems help
banks register complaints, monitor their progress, and close them within proper timelines. These tools
reduce delays, confusion, and errors in customer service. They also help banks follow regulatory rules
and maintain high service standards. By using such systems, banks can improve customer satisfaction

'
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and build long-term trust. These systems create a smoother communication process between banks
and customers. They also help in analysing customer behaviour and service quality. Together, these
systems make banking more organised, transparent, and customer-friendly.
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Fig. 3.1.10: Banking CRM example

e Banking CRM Systems for Customer Relationship Management

Banking CRM systems capture every interaction the customer has with the bank, whether it is
through phone calls, branch visits, emails, or digital apps. The system stores details such as account
history, service preferences, product usage, and previous issues. This helps bank staff understand
customer needs more accurately. CRM dashboards show all customer information in one place,
which reduces the time needed to search through files or documents. The system also helps
identify customers who may need special services, like senior citizens or high-value clients. CRM
tools support cross-selling and up-selling by suggesting suitable products like loans, credit cards, or
investment plans. Automated messaging features allow banks to send reminders about upcoming
payments, KYC updates, or service deadlines. CRM systems also track how many issues a customer
has faced, helping banks improve personalised support. Reports generated by CRM help managers
understand service performance, employee productivity, and customer satisfaction trends. Overall,
CRM ensures a consistent and professional customer service experience across all banking channels.

e Complaint Logging in Banking Complaint Management Systems

Complaint logging is the first step in solving a customer issue. When a customer reports a problem
through branch visits, calls, emails, or apps, the complaint management system instantly creates
a complaint record. The system captures important details such as transaction numbers, account
details, date, time, and a clear description of the issue. It also assigns a complaint type like ATM
failure, UPI failure, card dispute, loan query, or service delay. This classification helps the bank route
the complaint to the right department without confusion. A unique complaint reference number
is generated, which helps customers track the complaint easily. The system ensures that every
complaint is stored safely and cannot be lost. Banks also record supporting documents such as
screenshots, statements, or transaction proofs. The complaint logging process ensures accuracy,

'
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transparency, and quick response times. Proper complaint logging reduces frustrations and ensures
that the customer’s issue is clearly understood and properly documented.

e Complaint Tracking and Workflow Management

Complaint tracking helps the bank monitor the complaint from the moment it is logged until it is
resolved. The system shows the exact stage of the complaint, which prevents duplicate work and
miscommunication. Notification alerts are sent to the responsible team so that complaints are
not forgotten or left pending. If the issue requires verification, the system prompts staff to upload
documents or contact related departments. Workflow management tools help staff view deadlines,
priority levels, and pending tasks. If a complaint is not resolved within the given timeframe, it is
automatically escalated to a senior officer. This ensures faster attention for urgent or delayed issues.
Tracking tools also show how long each complaint is taking and whether any department is facing
repeated delays. The system maintains full transparency because customers can check complaint
status through SMS, emails, or apps. Dashboards allow managers to view overall performance,
such as the number of complaints received, resolved, or pending. Effective tracking and workflow
management reduce delays, improve accountability, and help banks meet RBI guidelines.

e Complaint Resolution and Customer Feedback Analysis

Complaint management systems guide the bank through the steps needed to resolve the issue. The
system provides access to past complaint records, transaction history, and policy guidelines so that
employees can provide accurate solutions. If the issue requires verification with external agencies
like payment networks or merchants, the system records the communication. Once the problem
is solved, the system updates the status and sends a confirmation message to the customer. Banks
also request feedback through messages, app pop-ups, or surveys to understand whether the
customer is satisfied with the solution. The feedback is analysed to detect whether any service
area needs improvement. If multiple customers complain about the same issue, the bank may
update systems, upgrade software, or change internal processes. Data analytics from complaint
systems help managers predict future problems and take preventive action. Banks also use reports
from the system to follow regulatory compliance during audits and inspections. Effective complaint
resolution improves customer trust and reduces the number of repeated issues.

—3.1.5 Troubleshooting Methods for Common Technical

Troubleshooting methods in the BFSI sector help solve common technical problems faced by customers
while using digital banking services. These methods ensure that online transactions, mobile apps,
ATMs, and internet banking services work smoothly and safely. Quick troubleshooting reduces delays,
prevents transaction failures, and improves customer confidence in digital banking. It also helps banks
provide better service and follow regulatory guidelines. Effective troubleshooting is important because
modern banking depends heavily on technology, and any small error can affect financial transactions.
Proper troubleshooting helps identify the cause of the issue and guides users to correct it without
confusion.

e Troubleshooting Methods for Online Banking

o Check Internet Connectivity: Checking internet speed and stability helps prevent page loading
and transaction issues.

o Clear Browser Cache and Cookies: Removing old data fixes login failures and improves website
performance.

o Usean Updated Browser: Updated browsers support banking features and reduce compatibility
problems.

o \Verify Secure Website Address (https): Checking for “https” ensures safe access to official
banking websites.

'
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Try a Different Browser: Switching browsers helps identify if the issue is browser-specific.

Enable JavaScript and Cookies: These features allow banking pages and interactive tools to
work correctly.

Disable Ad-Blockers or Popup Blockers: These tools can stop important login screens from
opening properly.
Reset Login Password Securely: Using OTP-based password reset helps solve login errors.

Check for Bank Server Downtime: Maintenance periods may temporarily block banking
services.

Update Antivirus Software: An updated antivirus prevents malware from blocking secure
websites.

e Troubleshooting Methods for Mobile Banking Apps

Update the Mobile Banking App: Updated apps include new features, bug fixes, and security
patches.

Restart the Device: Restarting fixes temporary glitches and improves app performance.
Clear App Cache: Clearing stored data resolves freezing and slow loading issues.
Check Device Storage Space: Low storage can stop apps from running smoothly.

Allow Necessary App Permissions: Permissions for SMS, storage, and notifications are required
for transactions.

Reinstall the App if Needed: Reinstallation fixes corrupted files or faulty installations.

Verify Registered Mobile Number: A correct mobile number ensures OTP delivery and secure
logins.

Switch to a Stable Internet Connection: Strong internet helps prevent transaction interruptions.

Update Phone Operating System: Updated OS ensures compatibility with the latest banking
app features.

Download Apps Only from Official App Stores: Official stores reduce the risk of installing
unsafe or fake apps.

e Troubleshooting Methods for ATM Transactions

Check Card Validity: Expired cards often cause transaction failures.
Clean the Card Chip: A clean chip improves the ATM’s ability to read the card.
Use ATMs of the Same Bank: Same-bank ATMs reduce technical errors and service charges.

Verify Account Balance: Checking the balance helps prevent withdrawals from failing due to
low funds.

Try Another ATM: Some machines may be out of service or have low connectivity.
Avoid Wrong PIN Attempts: Multiple wrong entries can block the card temporarily.
Insert the Card Properly: Proper insertion helps the machine read the details correctly.

Wait Until Transaction Completes: Removing the card early may cause incomplete or duplicate
debits.

Report Cash Not Dispensed Issues: Immediate complaint filing ensures refund processing for
failed withdrawals.

Avoid ATMs Showing Error Messages: Machines with warnings may cause incomplete
transactions.

e Troubleshooting Methods for Internet Banking Services

Reset Forgotten Passwords Securely: OTP-based password reset solves login failures quickly.

Check Net Banking Activation Status: Newly opened accounts may require activation before
login.
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Use Virtual Keyboards for Login: Virtual keyboards help protect passwords from key-logging
malware.

Avoid Multiple Login Attempts: Too many attempts may temporarily lock the account.

Ensure Correct User ID and Password: Simple checks like turning off Caps Lock help avoid input
errors.

Test on Another Device: Changing devices helps identify if the issue is device-specific.
Check Bank Maintenance Schedules: Scheduled downtime may interrupt online services.

Update Security Certificates: Updated certificates ensure safe browsing and prevent warning
alerts.

Disable VPN if Access is Blocked: Some banking sites restrict access from VPN connections.
Check Transaction Limits: Exceeding daily limits can lead to payment or transfer failures.
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— Summary E

Banking customer support focuses on identifying and resolving common issues such as billing
errors, account mismatches, and failed transactions.

Effective handling of customer complaints improves trust and service quality in banking operations.

Cybersecurity practices like two-factor authentication, phishing awareness, and fraud prevention
are essential for safe digital banking.

Regulatory guidelines ensure fair dispute resolution and proper customer service compliance.

Banking CRM and complaint management systems help log, track, and resolve customer issues
efficiently.

Technical troubleshooting is required for problems related to ATMs, online banking, mobile apps,
and internet banking.

Proper service management ensures customer satisfaction and smooth banking operations.
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— Exercise :4

Multiple Choice Questions

1. Which is a common banking customer complaint?
a. Failed transaction b. Office seating issue
c. Building maintenance problem d. Staff uniform issue

2. What does two-factor authentication (2FA) help prevent?
a. Slow internet speed b. Unauthorised account access
c. High bank charges d. Power failure

3. Why are regulatory guidelines important in banking customer service?
a. To increase paperwork b. To ensure fair dispute resolution
c. To delay complaint handling d. To avoid customer interaction

4. What is the purpose of a banking CRM system?
a. Designing bank logos b. Logging and tracking customer complaints
c. Printing passbooks only d. Managing office furniture

5. Which service may require troubleshooting due to technical issues?

a. Locker key handling b. Mobile banking application

c. Branch decoration d. Staff attendance system

Descriptive Questions

Identify and explain two common banking issues faced by customers.

Describe any three cybersecurity best practices used in digital banking.

Explain the role of regulatory guidelines in dispute resolution and customer service.
Discuss how banking CRM and complaint management systems support customer service.
Elaborate on troubleshooting steps for common online or mobile banking issues.
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— Notes

Scan the QR codes or click on the link to watch the related videos

https://youtu.be/19k7MOEYQnw?si=mPFsgxVGMkbkNHwWH

How to Use Customer Relationship Management Software?



https://youtu.be/19k7M0EYQnw?si=mPFsqxVGMkbkNHwH

4. Process Customer
Transactions in
Financial Services

Unit 4.1 - Banking Transactions and Payments
Unit 4.2 - Loans and Credit Processing

Unit 4.3 - Compliance, Systems, and Security

BFC/N8424
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— Key Learning Outcomes | ¢

At the end of this module, the participants will be able to:

1. Execute financial transactions such as cash deposits, withdrawals, fund transfers, and digital
payments.

2. Evaluate loan and credit card applications by verifying customer eligibility, creditworthiness,
and documentation as per financial policies.

3. Detect fraudulent or suspicious transactions by analysing customer transaction patterns and
reporting potential risks to the compliance team.

4. Demonstrate proficiency in using banking software, Loan Management Systems (LMS), and
CRM tools for processing customer transactions efficiently.
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UNIT 4.1: Banking Transactions and Payments

— Unit Objectives | ©

At the end of this unit, the participants will be able to:

1. Describe different types of financial transactions, including cash deposits, withdrawals, fund
transfers, check deposits, and digital payments.

2. Explain foreign currency exchange and remittance procedures, including regulatory compliance
and transaction limits.

3. Analyse risk management and fraud detection in financial transactions, including monitoring
suspicious transaction patterns.

4. Demonstrate the process of checking deposits and digital transactions, including NEFT, RTGS, IMPS,
and UPI payments, while verifying transaction limits and charges.

5. Show how to set up automatic payments, standing instructions, and scheduled fund transfers.

Apply appropriate techniques to accurately record transaction details such as deposits, withdrawals,
fund transfers, and bill payments in the banking system.

7. Show how to monitor and cross-check transaction amounts against customer instructions to
prevent errors or discrepancies.

8. Demonstrate secure cash handling procedures in branch operations.

9. Demonstrate the ability to troubleshoot digital transaction failures and assist customers with
corrective measures.

—4.1.1 Different Types of Financial Transactions

Financial transactions refer to activities where money is exchanged or moved between accounts. These
transactions help individuals and organisations manage income, expenses, savings, and payments.
Financial transactions support daily activities such as shopping, salary payments, and bill settlements.
They can be performed using cash, bank branches, ATMs, or digital platforms. Proper transaction
systems ensure accuracy and transparency. They help track money flow and maintain financial records.
Secure transactions reduce risks of fraud and misuse. Financial transactions also support economic
growth and business operations. Digital systems have made transactions faster and more convenient.
Overall, financial transactions are essential for an organised financial system.

Type of
Financial Description Benefits
Transaction
Cash deposit is the process of adding Cash deposits keep money safe
physical money into a bank account. This from loss or theft. Deposited
transaction is done at bank counters or money earns interest in savings
Cash Deposit cash deposit machines. The amount is accounts. It allows easy use of

recorded in the account after verification. funds for digital payments. This
The account balance increases after the transaction supports safe money
deposit. storage.
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Type of
Financial
Transaction

Cash
Withdrawal

Description

Cash withdrawal means taking money out
of a bank account. This can be done using
ATMs or at bank branches. The withdrawn
amount is deducted from the account
balance. Daily withdrawal limits may apply.

Benefits

Cash withdrawal provides instant
access to money. It helps meet
daily and emergency needs. ATMs
offer convenience at any time.
This transaction supports flexible
spending.

Fund Transfer

Fund transfer involves moving money from
one bank account to another. Transfers
can be within the same bank or across
different banks. Common methods include
NEFT, RTGS, and IMPS. Transfers can be
done online or offline.

Fund transfers are secure and
reliable. They reduce the need
to carry cash. Transactions are
completed quickly. This method
supports safe money movement.

Cheque Deposit

Cheque deposit is the process of
submitting a cheque to the bank for credit.
The bank verifies the cheque details.
Clearing may take one or more working
days. Funds are credited after successful
clearance.

Cheque deposits support non-
cash transactions. They provide a
written record of payment. This
method is useful for business
payments. It reduces direct cash
handling.

Digital payments are electronic
transactions made using apps or cards.

Digital payments save time and
effort. They reduce dependency

Transactions

These transactions are done using ATM
cards. ATMs are available round the clock.
No bank staff assistance is required.

Digital These include UPI, debit cards, credit on physical cash. Records are
Payments cards, and wallets. Payments are processed | maintained automatically.
instantly in most cases. Confirmation is This method supports secure
received digitally. transactions.
ATM transactions include cash withdrawal, ATM tra.msactlons offer
balance enquiry, and mini statements. convenience at any time. They
ATM ! reduce the crowd at bank

branches. Quick access to services
saves time. This method supports
self-service banking.

Online bill payments allow payment of
utility and service bills digitally. Electricity,

Online bill payments avoid late
payment penalties. They save

Instructions

deduct a fixed amount on scheduled dates.
These are used for EMIs and subscriptions.
Once set, no manual action is needed.

Online Bill water, and mobile bills are commonly paid. | travel and waiting time. Expense
Payments Payments are made through banking apps | tracking becomes easier. This
or portals. Digital receipts are generated method supports regular bill
automatically. management.
Standing instructions are automatic Standing instructions ensure
. ixed i .B i .
Standing payments set for fixed intervals. Banks timely payments. They reduce

missed payment risk. This method
saves effort and time. It supports
financial discipline.
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Type of
Financial Description Benefits
Transaction

Direct debit allows service providers Direct debit avoids service

to collect payments directly. Customer interruptions. It ensures regular
Direct Debit approval is required before activation. payments. Manual follow-up is

Amounts are deducted automatically. This | reduced. This method supports

is used for recurring services. convenience.

Salary credit is the transfer of salary from Salary credit ensures timely

the employer to the employee's account. income receipt. It supports
Salary Credit It is done electron‘ically through banking re.gylar financial plar\ning.

systems. The credited amount appears Digital records help in loan

on a fixed date. Salary slips support this eligibility. This method improves

transaction. transparency.

EMI payments help repay loans
gradually. They reduce lump

sum financial pressure. Timely
payments improve credit score.
This method supports responsible
borrowing.

Loan EMI payment is the monthly
repayment of the loan amount. It includes
principal and interest components.
Payments can be manual or automatic.
Due dates are fixed by the lender.

Loan EMI
Payment

Table 4.1.1: Types of financial transactions

—4.1.2 Foreign Currency Exchange and Remittance Procedures —

Foreign exchange (Forex) involves the trading of different currencies at established exchange rates. In
contrast, remittance refers to the act of transferring funds from one party to another, most commonly
across international borders.

The combination of currency conversion and global fund transfers is facilitated by authorised entities,
including commercial banks, licensed money changers, and digital forex platforms. In India, these
financial activities are strictly regulated by the Foreign Exchange Management Act (FEMA) and the
Liberalised Remittance Scheme (LRS) as mandated by the Reserve Bank of India (RBI).

Foreign currency exchange and remittance procedures enable money movement across different
countries. These procedures support international travel, education, medical treatment, trade, and
family support. Foreign currency exchange allows the conversion of domestic money into international
currencies. Remittance allows the safe transfer of funds from one country to another. Banks and
authorised dealers manage these services in a regulated manner. Proper procedures reduce the risk of
fraud and illegal money movement. Regulatory compliance ensures transparency and accountability
in transactions. Transaction limits control excessive or suspicious fund transfers. Clear processes help
customers understand requirements and responsibilities. Overall, foreign currency exchange and
remittance procedures support secure and stable global financial systems.

The foreign currency exchange and remittance procedures include:

1. Foreign Currency Exchange — Application and Request
e Submit a foreign currency exchange request at a bank or authorised money changer.
e Mention the amount and currency required clearly.
e Choose the mode of exchange, such as cash or account credit.
e Ensure the request is within permitted limits.
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2. Foreign Currency Exchange — Document Submission

Provide valid identity proof, such as a passport or government ID.
Submit travel documents such as tickets or a visa, if required.

Declare the purpose of the exchange, like travel, education, or business.
Ensure documents are current and valid.

3. Foreign Currency Exchange — Rate Calculation and Issue

The exchange rate is applied based on current market rates.
Service charges and taxes are calculated.

Approved currency is issued in cash or credited to an account.
The transaction receipt is provided for reference.

4. Remittance — Initiation of Transfer

Fill out the remittance application form online or at the bank.
Enter sender details such as name and account number.
Provide receiver details, including bank name and country.
Select the transfer type, such as inward or outward remittance.

5. Remittance - Verification and Processing

Bank verifies sender and receiver information.

The purpose of remittance is checked against regulations.
Compliance checks are completed before fund transfer.

Funds are transferred through approved international channels.

6. Remittance — Confirmation and Record Keeping

Transfer confirmation is shared after successful processing.
The transaction reference number is generated.
Processing time depends on the destination country.
Records are stored for audit and future reference.

7. Regulatory Compliance Requirements

Follow the central bank and foreign exchange regulations.
Complete customer identification and verification procedures.
Declare correct purpose codes for transactions.

Submit additional documents for high-value transfers.

Follow anti-money laundering guidelines strictly.

Report suspicious transactions as per rules.

8. Transaction Limits and Controls

Limits are fixed for travel, education, medical, and business needs.
Annual caps apply to individual foreign exchange usage.

Daily limits may apply for remittance transactions.

Higher limits require additional approval.

Monitoring systems track transaction usage.

Transactions beyond limits may be declined.
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4.1.3 Risk Management and Fraud Detection in
[ Financial Transactions

Risk management and fraud detection play a major role in protecting financial transactions. Financial
systems face risks such as fraud, cyber threats, and processing errors. Effective risk management
reduces the chances of financial loss and reputational damage. Fraud detection helps identify illegal
activities before serious harm occurs. Monitoring systems observe transactions continuously. These
systems support safe and reliable banking operations. Proper controls improve customer confidence
in financial services. Clear guidelines help staff follow correct procedures. Strong risk practices support
long-term stability. Overall, risk management safeguards the financial ecosystem.

Risk identification is the first step in managing transaction-related risks. Financial institutions study past
incidents to understand common risk areas. Risks are categorised as operational, financial, legal, or
technological. Each category requires specific control measures. Risk assessment evaluates how often
a risk may occur. The possible impact of each risk is also measured. Based on this analysis, control
strategies are designed. Preventive controls stop problems before they happen. Corrective controls
reduce damage after issues occur. Continuous review keeps risk identification updated.

Fig. 4.1.1: An example of a financial transaction

Fraud detection systems rely heavily on data analysis. Transaction data is collected from various banking
channels. Automated tools compare current transactions with normal patterns. Any unusual activity
is marked for review. High-risk transactions receive immediate attention. Behaviour-based analysis
improves accuracy in detection. Rule-based systems apply fixed conditions to detect fraud. Artificial
intelligence improves pattern recognition over time. Alerts help teams focus on serious cases. Accurate
detection reduces false alarms and losses.

Suspicious transaction monitoring is an ongoing activity. Systems monitor transactions in real time and
batch mode. Large or frequent transactions are closely watched. Transactions beyond normal limits
raise system alerts. Accounts showing sudden behaviour change are reviewed carefully. International
transfers receive additional monitoring. Transactions involving new beneficiaries are checked. Linked
accounts are analysed together. Risk scores help prioritise investigations. Early monitoring prevents
fraud escalation.
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Fig. 4.1.2: Another example of a financial transaction

Internal controls strengthen fraud prevention efforts. Dual authorisation is used for sensitive
transactions. Access rights are given based on job roles. System logs record every transaction activity.
Regular reconciliation identifies mismatches in records. Surprise audits help detect hidden issues.
Staff rotation reduces the chances of collusion. Clear reporting channels support quick action. Ethical
guidelines guide employee behaviour. Strong internal controls reduce internal fraud risks.

Regulatory compliance supports effective risk and fraud management. Laws require reporting of
suspicious activities. Anti-money laundering rules guide transaction monitoring. Customer verification
processes confirm identity accuracy. Transaction limits are set as per regulations. Records are
maintained for legal review. Periodic compliance audits ensure rule adherence. Regulatory updates are
shared across teams. Training improves awareness of legal responsibilities. Compliance builds trust and
transparency in financial systems.

—4.1.4 Process of Checking Deposits and Digital Transactions —

Checking deposits and digital transactions is a critical activity in modern banking systems. Banks process
transactions through physical and digital modes every day. Proper checking ensures that customer
money is handled safely. Verification helps confirm that transactions are completed correctly. It also
helps identify delays, failures, or incorrect postings. Checking transaction limits ensures compliance
with bank and regulatory rules. Reviewing charges avoids overcharging or incorrect deductions. Digital
transactions need special attention due to speed and volume. Accurate checking improves transparency
and customer satisfaction. Overall, detailed transaction checking strengthens trust in banking services.

e Verification of Cash, Cheque, and Demand Draft Deposits: Cash deposits are checked by matching
the deposited amount with system entries. Deposit slips are verified for account number and
customer details. Cash deposit limits are reviewed as per banking and regulatory guidelines.
Cheque deposits are examined for date, signature, and overwriting. Cheque clearing status is
tracked through clearing systems. Demand drafts are verified for the issuing bank and their validity.
Charges related to cheque return or demand draft issuance are checked. High-value deposits are
flagged for compliance review. Confirmation messages are updated in customer accounts. Proper
verification avoids disputes and posting errors.
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Fig. 4.1.4: An example of a cheque

e Checking NEFT and RTGS Fund Transfers: NEFT transactions are checked based on batch settlement
timing. RTGS transactions are verified for real-time credit confirmation. Transaction reference
numbers are matched with system logs. Sender and beneficiary account details are reviewed
carefully. Transaction limits for NEFT and RTGS are verified as per policy. Charges applied for
transfers are checked against slabs. Pending or failed transactions are identified promptly. Refund
processing is initiated when required. Compliance checks are applied for large-value transfers.
Accurate checking ensures smooth interbank fund movement.

RTGS (Real-Time Gross
Settlement)

Feature NEFT (National Electronic Funds Transfer)

Processed individually

Settlement Processed in half-hourly batches (Deferred .
Logic Net Settlement) and continuously (Gross

& ’ Settlement).
Processing Usually takes a few hours due to batch Near-instantaneous; funds are
Speed processing. credited immediately.
Minimum - . Minimum transfer amount is
Amount No minimum requirement (starts from X1). 22 lakh.
Maximum No RBI-mandated cap (banks may set No RBI-mandated cap (banks
Amount internal limits). may set internal limits).
Service Available 24/7/365, including bank Available 24/7/365, including

Availability holidays. bank holidays.
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Feature

NEFT (National Electronic Funds Transfer)

RTGS (Real-Time Gross

Primary Use
Case

urgent transfers.

Small to medium retail payments or non-

Settlement)

Large-value, time-critical, or
corporate transactions.

Online Charges

via online banking.

Generally free for savings account holders

Generally free for online/
mobile banking transactions.

Table 4.1.2: Comparison between NEFT and RTGS

NEFT RIS

Fig. 4.1.5: NEFT and RTGS logos

e Monitoring IMPS and UPI Digital Payments: IMPS transactions are checked for instant debit and
credit status. UPI payments are verified using transaction and virtual payment IDs. Daily transaction
limits are reviewed before confirmation. Charges for IMPS transactions are verified where applicable.
Failed UPI payments are tracked for auto-reversal timelines. Duplicate or repeated transactions are
flagged. Merchant UPI payments are checked against settlement reports. System alerts help identify
unusual payment patterns. Dispute cases are logged for investigation. Continuous monitoring
supports reliable instant payments.

Feature

Launched In

IMPS (Immediate Payment Service)

2010

UPI (Unified Payments Interface)
2016

Transfer Details

Requires Account Number + IFSC or
Mobile Number + MMID.

Uses a Virtual Payment Address
(VPA/UPI ID), Mobile Number, or QR
Code.

Access Methods

Mobile/Net banking, ATMs, and SMS
banking.

Exclusively via smartphone-based
mobile apps.

User Experience

More technical; involves entering
detailed banking credentials.

Highly streamlined; no need to
share sensitive bank details with the
recipient.

Daily Limits

Typically up to X5 lakh (varies by
individual bank).

Generally capped at X1 lakh for
personal transactions.

Cost

Banks may charge small convenience
fees (X1 to X25).

Mostly free for individual peer-to-
peer (P2P) transfers.

Functionality

Primarily used for direct fund
transfers.

Comprehensive: supports transfers,
bill payments, "Request Money,"
and QR scanning.

Table 4.1.3: Difference between IMPS and UPI
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Fig. 4.1.6: Logos of IMPS and UPI

Review of Card Transactions and Digital Wallet Payments: A digital wallet is a secure software tool
that stores payment details to enable cashless transactions across online and physical platforms. By
eliminating the need for physical cards, it offers a streamlined and protected method for managing
finances and completing instant payments. Debit and credit card payments are checked through
authorisation records. Merchant name, location, and amount are verified. Transaction limits for
cards are monitored daily. Charges such as international usage fees are reviewed. Failed card
transactions are tracked for reversals. Digital wallet payments are checked for balance updates.
Wallet loading transactions are matched with bank debits. Recurring card payments are verified
for consent. Suspicious card usage is flagged immediately. Regular review ensures secure card and
wallet usage.

paytm - G Pay

Fig. 4.1.7: Examples of digital wallet payment methods

Checking ECS, NACH, and Auto-Debit Transactions: While both systems automate recurring
payments like salaries and EMIs, NACH (National Automated Clearing House) is the modern,
nationwide upgrade to the legacy ECS (Electronic Clearing Service) system. Developed by the NPCI,
NACH replaces the slower, regional processes of ECS with a faster, unified platform that offers
digital mandates and superior coverage across India. ECS and NACH transactions are verified against
approved mandates. Auto-debit amounts are matched with mandate limits. Execution dates are
checked as per the schedule. Account balance availability is verified before debit. Failed auto-debits
are recorded with reason codes. Charges for failed mandates are reviewed carefully. Repeated
failures trigger alerts for follow-up. Customer consent records are checked for validity. High-
frequency debits are monitored closely. Proper checking ensures smooth automated payments.
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Fig. 4.1.8: An example of NACH/ECS/Direct debit mandate instruction form

e Verification of Online Banking and Mobile Banking Transfers: Online banking transfers are
checked using system transaction logs. Mobile banking payments are verified for successful status.
Transaction limits for online channels are reviewed. Charges for online transfers are checked as
per bank rules. Scheduled transfers are monitored for timely execution. Failed online transactions
are tracked for reversal. Login and transaction timestamps are reviewed for accuracy. Alerts help
detect unauthorised access attempts. Customer complaints are matched with transaction history.
Detailed verification improves the safety of digital banking channels.

Fig. 4.1.9: An example of mobile banking

4.1.5 Process of Setting Up Automatic Payments, Standing
[ Instructions, and Scheduled Fund Transfers

Setting up automatic payments helps ensure that regular bills are paid on time. This process begins
by identifying recurring expenses such as loan EMIs, utility bills, or subscriptions. The customer
account must have a sufficient balance for automatic debit. Banking platforms provide options to
create auto-debit instructions. Details such as amount, frequency, and start date are entered carefully.
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The beneficiary information must be accurate to avoid errors. Transaction limits are checked before
activation. A confirmation message is generated after setup. Records are stored in the system for future
reference. Automatic payments reduce missed deadlines and penalties.

Standing instructions allow fixed payments to be transferred regularly from an account. The setup
starts by selecting the standing instruction option in banking services. Account number and beneficiary
details are entered correctly. The transfer amount and payment frequency are defined clearly. The start
date and end date are selected as required. Transaction limits are reviewed as per bank rules. Charges
related to standing instructions are displayed before confirmation. The instruction is authenticated
through secure verification methods. The system saves the instruction once approved. Standing
instructions ensure timely and consistent payments.

Scheduled fund transfers help plan future payments in advance. The process begins by choosing the
scheduled transfer option. The beneficiary account details are verified carefully. The transfer amount
is entered as per the requirement. The execution date is selected for future processing. One-time or
recurring options can be chosen. Account balance availability is checked before scheduling. Transaction
limits are validated by the system. A confirmation message is generated after scheduling. Scheduled
transfers help manage finances efficiently.

Automatic bill payments are commonly used for utility and service bills. The setup requires selecting
the biller from the registered list. Consumer or reference numbers are entered accurately. Payment
frequency, such as monthly or quarterly, is selected. The maximum payable amount is defined to
control spending. The start date for bill payment is confirmed. Account balance conditions are checked
by the system. Charges related to bill payments are reviewed. Secure authentication completes the
setup. Automatic bill payments prevent service interruptions.

Managing and modifying automatic payment instructions is also important. Banking platforms allow
review of active instructions. Changes can be made to the amount or frequency if needed. Temporary
suspension options are available in some cases. Cancellation can be done if payments are no longer
required. System alerts notify of upcoming deductions. Transaction history helps track completed
payments. Any failed auto-debit is reported promptly. Charges for failed instructions are reviewed.
Proper management ensures smooth automatic payments.

Security and compliance are key while setting up automatic transactions. ldentity verification is required
before activation. Secure authentication methods protect the setup process. Transaction limits follow
regulatory and bank guidelines. Records are maintained for audit and reference. Alerts are sent for
every auto-debit execution. Customer consent is documented clearly in the system. Monitoring helps
detect unauthorised changes. Regular review improves the reliability of automated payments. Strong
security ensures safe and trusted transaction management.

4.1.6 Appropriate Techniques to Accurately
Record Transaction Details

Accurate recording of transaction details is essential for smooth and reliable banking operations.
Every transaction must be captured correctly in the banking system to maintain financial accuracy.
Proper recording ensures correct account balances at all times. It helps banks track money movement
clearly and systematically. Accurate records support transparency and customer confidence. They also
help resolve complaints and disputes quickly. Correct entries are required for audits and regulatory
inspections. Errors in records may lead to financial loss and legal issues. Standard techniques reduce the
chances of manual mistakes. Overall, accurate transaction recording strengthens the banking system.

'
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e Deposit Transactions

Verify the customer name and account number carefully

Match the deposited amount with the cash count or the deposit slip
Select the correct deposit type, such as cash, cheque, or demand draft
Enter the cheque number, date, and issuing bank clearly

Check daily and regulatory deposit limits

Confirm deposit through system validation

Generate a unique transaction reference number

Update the customer account balance immediately

O O 0O O 0O 0O OO

Record teller or branch details

Store scanned copies of deposit documents

e Withdrawal Transactions

Verify account details and identity authentication
Check the sufficient available balance before processing
Enter the withdrawal amount accurately

Select a withdrawal channel such as a cash counter or ATM
Verify transaction limits and approvals

Record date, time, and branch details

Enter service charges if applicable

Generate transaction reference number

Update account balance instantly

O 0O 0O O O O O O O O

Maintain withdrawal audit trail

e Fund Transfer Transactions

Verify sender account details accurately

Confirm beneficiary name, account number, and IFSC

Select the correct transfer mode, such as NEFT, RTGS, IMPS, or UPI
Enter the transfer amount carefully

Check transaction limits for the selected mode

Record applicable transfer charges

Generate a transaction ID for tracking

Update transfer status as successful, pending, or failed

O O 0O O O O O o o

Record settlement date and time

Maintain logs for interbank transfers

e Bill Payment Transactions

Enter the correct biller name and category

Verify the consumer number or bill reference ID

Match the payment amount with the bill amount
Select a payment channel, such as online or auto-debit
Record the date and time of payment

Enter convenience or service charges

O O 0O 0 o o

Update payment status accurately
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o Store payment confirmation details

o Record failure reasons if payment is unsuccessful

o Update transaction history for future reference
e Card and Digital Payment Transactions
Record payment type, such as debit card, credit card, or wallet
Verify merchant name and transaction amount
Confirm authorisation and authentication status
Check daily and per-transaction limits
Enter international or convenience fees if applicable
Record transaction ID and approval code
Mark failed, reversed, or disputed transactions clearly
Update settlement and reconciliation details

O 0O 0O 0O O 0O O O

Maintain merchant transaction records
o Support dispute resolution with accurate logs
Loan EMI and Auto-Debit Transactions

Link the transaction to the correct loan or mandate number
Enter the EMI amount as per the repayment schedule
Record debit date and frequency correctly

Update principal and interest components separately

Enter late payment or penalty charges, if any

Mark failed auto-debits with clear reason codes

Generate EMI transaction reference number

Update the loan outstanding balance

O O O O O o o o o

Maintain repayment history accurately

Support customer statements and reports

e Refund and Reversal Transactions

Link the refund entry to the original transaction ID
Verify refund amount and eligibility

Record a clear reason for the refund or reversal
Select refund mode, such as account credit or wallet
Record processing date and time

Reverse service charges where applicable

Update transaction status as processed or pending
Adjust the customer account balance correctly
Store approval and supporting documents

O O 0O O O O O 0O O

Maintain refund tracking records
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4.1.7 Process of Monitoring and Cross-Check Transaction
Amounts against Customer Instructions

Monitoring and cross-checking transaction amounts against customer instructions is essential for
accurate banking operations. Every transaction begins with clear customer instructions. These
instructions include the amount, account details, and transaction type. Careful comparison helps avoid
posting incorrect amounts. Systems are designed to match instructions with entered data. Manual
checks support system validations. Any mismatch is identified at an early stage. Early detection prevents
financial loss and complaints. Proper monitoring builds customer trust in banking services. Accurate
checks support smooth transaction processing.

The first step in cross-checking is reviewing customer instructions carefully. Instructions may be given
through forms, digital requests, or mandates. Amount mentioned in the instruction is noted clearly.
The entered transaction amount is compared with the instruction amount. Account number and
beneficiary details are also reviewed. Supporting documents are checked for consistency. Transaction
limits are verified during this step. Any unclear instruction is flagged for clarification. System prompts
help highlight differences. This step reduces data entry errors.

System-based monitoring plays a key role in preventing discrepancies. Banking software automatically
checks entered values. Alerts are generated when amounts exceed set limits. Duplicate transactions
are detected by the system. Pre-set rules stop incorrect postings. Validation checks compare instruction
data with system entries. Audit logs record every change made. Supervisory review adds another level
of control. Automated reports highlight unusual patterns. System monitoring improves accuracy and
speed.

Manual review supports automated controls in transaction monitoring. Staff review high-value and
sensitive transactions carefully. Printed or digital instructions are matched line by line. Amounts are
checked in both numbers and words. Currency type is also verified where applicable. Manual sign-
off is required for certain transactions. Dual verification reduces the chances of oversight. Random
checks improve overall accuracy. Discrepancies are reported immediately. Manual review strengthens
transaction reliability.

Post-transaction checks ensure long-term accuracy. Transaction statements are reviewed after posting.
Account balances are verified against expected outcomes. Customer confirmations help validate
correctness. Reconciliation reports identify mismatches. Corrections are made following approved
procedures. Documentation supports any adjustment made. Error trends are analysed forimprovement.
Training is updated based on findings. Continuous review prevents future discrepancies.

4.1.8 Secure Cash Handling Procedures in Branch Operations —

Secure cash handling procedures are essential for safe branch operations. Banks deal with large
amounts of physical cash every day. Proper handling reduces the risk of loss or theft. It also helps
prevent errors during cash transactions. Secure procedures protect both staff and customers. Clear
steps ensure accountability at every stage. Accurate cash handling supports correct account balances. It
helps maintain trust in banking services. Regulatory guidelines require strict cash control. Well-defined
procedures improve efficiency in branches. Training supports correct handling practices. Overall, secure
cash handling ensures safety and reliability in banking operations.
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Fig. 4.1.10: A customer giving cash to a bank employee for deposit

Step 1: Cash Receipt at Counter

e Receive cash only at designated counters

e Verify account number and deposit slip details
e Count cash in front of the customer

e Check notes for authenticity and condition

e Separate damaged or suspicious notes

e Acknowledge the correct amount received

Step 2: Verification and Authentication

e Use note-counting and detection machines

e Check for counterfeit currency features

e Match the cash amount with the system entry
e Verify transaction limits and approvals

e Record denomination details accurately

e Confirm the transaction before posting

Step 3: System Entry and Posting

e Enter cash details into the banking system

e Select the correct transaction type

e \Verify the entered amount before confirmation
e Generate transaction reference number

e Update account balance immediately

e Print or send the transaction receipt

Step 4: Safe Storage of Cash

e Store excess cash in cash drawers properly
e Transfer surplus cash to vaults periodically
e Use dual control for vault access

e Follow prescribed cash holding limits
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e Lock cash storage areas securely
e Maintain access control records

Step 5: Cash Payment and Disbursement

e Verify withdrawal slips and identity proof

e Check account balance and approvals

e Count cash twice before payment

e Pay cash in front of the customer

e Obtain an acknowledgement after payment
e Update transaction status immediately

Step 6: End-of-Day Cash Reconciliation

e Count physical cash at closing time

e Match cash balance with system records
e |dentify shortages or excess immediately
e Report discrepancies as per procedure

e Prepare daily cash reports

e Submit records for supervisory review

Step 7: Security and Compliance Measures

e Follow dual custody for cash movement

e Use CCTV and alarm systems

e Limit access to cash handling areas

e Rotate duties to reduce risk

e Follow emergency cash handling guidelines
e Ensure compliance with internal policies

4.1.9 Ability to Troubleshoot Digital Transaction Failures
and Assist Customers with Corrective Measures

Troubleshooting digital transaction failures is important to maintain trust in banking services. Digital
payments are used daily for many purposes. Failures can happen due to technical or user-related
reasons. Quick support helps reduce customer stress. Proper checking helps identify the root cause of
failure. Clear communication supports a correct understanding of the issue. System knowledge helps
resolve problems faster. Accurate guidance helps prevent repeat errors. Timely resolution improves
service quality. Effective troubleshooting ensures smooth digital transactions.

UPI transaction failures are common in digital payments. A UPI payment may fail due to a poor internet
connection. An incorrect UPI ID entry can also cause failure. Exceeding daily transaction limits leads
to rejection. Server downtime at the bank or app side may interrupt processing. The system shows a
pending or failed status in such cases. The transaction ID is used to track the payment. Auto-reversal
usually happens within a fixed time. Status is checked through the banking app or system. Correct
guidance helps complete future UPI payments successfully.

o
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NEFT transaction failures may occur during fund transfers. NEFT works in batches at fixed intervals. An
incorrect beneficiary account number can cause failure. The wrong IFSC code may delay or reject the
transfer. Insufficient account balance also leads to failure. System downtime may interrupt processing.
The transaction reference number helps track status. Pending transactions are checked in the system.
Refunds are processed if the transfer fails. Clear instructions help avoid NEFT errors.

RTGS transaction failures usually relate to high-value transfers. RTGS requires correct beneficiary details
for success. Any mistake in the account number causes rejection. Transfers attempted outside working
hours may fail. Insufficient balance blocks the transaction. System validation checks stop incorrect
entries. Transaction confirmation is expected instantly. Failed RTGS transfers are flagged quickly.
Refunds are processed as per the rules. Proper checking reduces RTGS failures.

IMPS transaction failures happen during instant transfers. IMPS works around the clock for quick
payments. Wrong mobile number or MMID can cause failure. Exceeding per-transaction limits may
block the payment. Network issues may interrupt processing. Duplicate transaction attempts may
be rejected. The transaction ID helps track the payment. Failed IMPS transactions are reviewed
immediately. Reversal timelines are shared clearly. Guidance helps complete IMPS transfers smoothly.

Card payment failures occur during debit or credit card usage. Incorrect PIN entry may block the
transaction. Card usage limits may be exceeded. International usage may not be enabled. Merchant
terminal issues may cause a decline. Network issues can interrupt card processing. Authorisation failure
leads to rejection. Failed transactions are logged in the system. Reversals are checked for pending
debits. Clear steps help avoid card payment issues.

Digital wallet and net banking failures also need support. Wallet payments may fail due to a low
balance. Wallet KYC not completed may block transactions. Net banking transfers may fail due to a
session timeout. Incorrect beneficiary selection causes errors. Maintenance activities may pause
services temporarily. Transaction logs help identify the issue. Status updates are shared clearly. Refund
timelines are explained properly. Corrective guidance ensures safe digital banking use.
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UNIT 4.2: Loans and Credit Processing

— Unit Objectives | ©

At the end of this unit, the participants will be able to:

1. Outline loan and credit card application processes, including eligibility criteria, creditworthiness
assessment, and required documentation.

2. Explain loan and credit card terms, including interest rates, repayment schedules, EMI options,
fees, and applicable terms and conditions.

3. Explain how to assist customers in completing loan and credit card applications, ensuring all
required documents are submitted and verified.

4. lllustrate the process to check applicant eligibility by reviewing income proofs, employment details,
credit history, and repayment capacity as per lender policies.

5. Demonstrate the process of verifying loan and credit card applications by ensuring all required
fields are completed, and necessary documents are submitted.

6. Mention suitable techniques to assess creditworthiness by retrieving and analysing credit bureau
reports (CIBIL, Experian, and Equifax) to determine applicant risk levels.

7. Display the procedure to track loan and credit card application status in the Loan Management
System (LMS) and update customers on progress.

8. Show how to efficiently process payments, loan disbursements, and credit approvals using banking
software and transaction management systems.

—4.2.1 Loan and Credit Card Application Processes

The loan and credit card application process is a structured method followed by banks and financial
institutions to provide credit facilities. This process helps in deciding whether an applicant is suitable
to receive borrowed money or credit. It ensures that financial institutions lend money in a safe and
responsible manner. Proper assessment reduces the risk of loan defaults and financial losses. The
process also protects customers from taking excessive financial burdens. Eligibility rules help maintain
fairness and equal opportunity for all applicants. Credit evaluation promotes discipline in repayment
habits. Documentation verifies personal and financial information accurately. A transparent application
process builds confidence in the banking system. Overall, this process supports financial stability and
long-term economic growth.

Fig. 4.2.1: Credit cards
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Now, the loan and credit card application processes include:

1. Application Initiation

The applicant chooses a suitable loan product or credit card based on financial needs.
Application forms are submitted through online platforms or bank branches.
Accurate personal, income, and employment details are entered.

Declaration and consent for credit checks are provided during submission.

2. Eligibility Criteria

Age limits are fixed as per bank policies.

Regular income from employment or business is required.

Minimum work experience or business continuity is considered.

For loans, repayment capacity is evaluated based on income.

For credit cards, residential status and income level influence eligibility.

3. Creditworthiness Assessment

The credit score is reviewed to understand past borrowing behaviour.
Payment history on previous loans and credit cards is examined.
Existing liabilities such as EMIs and outstanding balances are checked.
The debt-to-income ratio is calculated to assess repayment ability.
Stable income patterns increase chances of approval.

4. Required Documentation

Identity proof, such as an Aadhaar card, PAN card, or passport, is required.

Address proof includes utility bills, ration card, or bank statements.

Income proof includes salary slips, Form 16, or income tax returns.

Employment proof, such as an appointment letter or business registration, may be asked for.
For secured loans, collateral-related documents are collected.

5. Verification Process

Bank officials verify submitted documents for accuracy.
Employment or business verification may be conducted.
Address verification ensures residential stability.

Any mismatch in information may lead to delay or rejection.

6. Approval Decision

Credit evaluation results determine approval or rejection.

Loan amount, interest rate, and tenure are finalised.

The credit card limit is decided based on income and credit profile.
Approval details are communicated to the applicant.

7. Disbursement and Card Issuance

The approved loan amount is credited to the bank account.
Repayment schedule and EMI details are shared clearly.

The credit card is printed and delivered to the registered address.
Card activation instructions are provided after delivery.
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—4.2.2 Loan and Credit Card Terms

Loan and credit card terms explain the rules and conditions linked with borrowing money. These
terms help borrowers understand how much money must be repaid and over what time period.
Clear knowledge of interest rates avoids confusion about the total cost of borrowing. Repayment
schedules help in planning monthly expenses properly. EMI options allow better management of
regular payments. Fees and charges provide information about the extra costs involved in using loans
or credit cards. Terms and conditions define the rights and responsibilities of both the bank and the
customer. Understanding these terms reduces the risk of missed payments and penalties. Awareness
of credit terms supports responsible financial decisions. Overall, loan and credit card terms promote
transparency and financial discipline.

y

Credit Card
@

k234 5678 9012 34

5T
Fig. 4.2.2: An example of a credit card Fig. 4.2.3: An example of applying for a house loan
LCEICEII (L1 Meanin Importance
Card Terms & P
The interest rate is the percentage Knowledge of interest rates helps
charged by the bank on the borrowed in comparing different loan and

amount. It can be fixed or floating based | credit card offers. It supports better
on the loan or credit card type. Higher budgeting and financial planning.

Interest Rate ) . .
interest increases the total repayment Lower interest rates reduce long-

amount over time. Understanding the term financial burden. A clear
interest rate helps in estimating the understanding prevents unexpected
total cost of borrowing. repayment pressure.

The repayment schedule shows the
timeline for paying back the loan or
credit card dues. It includes payment

A clear repayment schedule helps
in timely payments and avoids

R men nalties. | rts the plannin
epayment frequency, such as monthly or quarterly. penalties. It supports the planning
Schedule - of monthly expenses. Regular
The schedule also indicates the start . .
. repayments improve credit history. It
and end dates of repayment. It helps in .
. also reduces the risk of loan default.
tracking due dates accurately.
EMI is a fixed monthly amount paid EMI helps in spreading repayment
towards loan repayment. It includes into manageable monthly amounts.
EMI (Equated both principal and interest components. | It makes budgeting easier and more
Monthly The EMI amount depends on the loan predictable. Regular EMI payments
Instalment) value, interest rate, and tenure. EMls improve financial discipline. It
remain mostly constant throughout the | reduces stress caused by lump-sum
repayment period. repayments.
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Loan and Credit
Card Terms

Meaning

Importance

Fees and charges include processing
fees, late payment fees, and
prepayment charges. These costs

Awareness of fees prevents
unexpected financial costs. It helps
in calculating the true cost of

Fees and . . .
Charges are separate from interest amounts. borrowing. Understanding charges
g Credit cards may also include annual or | avoids unnecessary penalties. It
renewal fees. All charges are mentioned | supports informed decision-making
in the bank’s fee structure. while selecting financial products.
Terms and conditions are the rules . .
. Understanding terms and conditions
that govern loan or credit card usage. . - . . .
L S helps in avoiding policy violations. It
They explain rights, obligations, and .
s ensures responsible usage of loans
Terms and limitations related to the product. These .
.- . and credit cards. Clear awareness
Conditions include payment rules, penalty clauses,

and usage restrictions. Acceptance
of these terms is mandatory before
approval.

reduces legal and financial disputes.
It builds trust between banks and
customers.

Loan Tenure

Loan tenure refers to the total time
given to repay the loan. It can range
from a few months to several years.
Longer tenure reduces the EMI amount
but increases the total interest. Shorter
tenure increases EMI but lowers interest
cost.

Understanding loan tenure helps
in selecting a suitable repayment
period. It supports better monthly
financial planning. Proper tenure
choice balances EMI affordability
and interest burden. It prevents
long-term financial stress.

Credit Limit

Credit limit is the maximum amount
that can be spent using a credit card.
This limit is decided based on income
and credit profile. Spending beyond this
limit is not allowed. Exceeding the limit
may attract penalties.

Awareness of credit limit helps in
controlled spending. It prevents
overuse of credit cards. Staying
within the limit supports healthy
credit behaviour. It also avoids extra
charges and penalties.

Minimum amount due is the smallest
payment required to keep the credit
card active. It includes part of the

Knowing the minimum amount due
helps avoid late payment penalties.
It keeps the credit card account

Minimum . . . .
outstanding balance and charges. in good standing. Full payment is
Amount Due . . .
Paying only the minimum does not clear | encouraged to reduce the interest
the full dues. Interest continues on the burden. Awareness prevents long-
remaining amount. term debt buildup.
Prepayment means paying the loan Understanding prepayment options
before the scheduled end date. helps reduce interest costs. It
Prepayment / Foreclosure refers to closing the entire supports faster debt clearance.

Foreclosure

loan early. Banks may allow partial or
full prepayment. Some loans include
prepayment charges.

Awareness of charges avoids
unexpected costs. It helps in better
financial planning.
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Loan and Credit
Card Terms

Meaning

Importance

Late Payment
Charges

Late payment charges are applied
when dues are not paid on time. These
charges are added to the outstanding
amount. Credit cards usually apply
higher penalties for delays. Repeated
delays may affect the credit score.

Awareness of late payment charges
encourages timely payments. It
helps avoid unnecessary financial
penalties. Regular payments
improve the credit record. It
supports financial discipline.

Grace Period

Grace period is the time allowed after
the due date without penalty. Credit
cards usually provide a grace period for
full payment. Interest is not charged if
payment is made within this period. The
grace period length may vary by bank.

Understanding the grace period
helps in planning payments. It
prevents interest and late fees.
Proper use supports better cash
flow management. It promotes
responsible credit usage.

Collateral /
Security

Collateral is an asset provided to secure
a loan. It can include property, vehicles,
or fixed deposits. Secured loans require

collateral, while unsecured loans do not.

The bank may recover dues using the
collateral if repayment fails.

Awareness of collateral helps
understand loan risk. It explains why
secured loans have lower interest
rates. Proper understanding protects
valuable assets. It supports informed
borrowing decisions.

Table 4.2.1: Loan and credit card terms

4.2.3 Process of Assisting Customers in Completing Loan
[ and Credit Card Applications

Assisting customers in loan and credit card applications helps ensure a smooth and error-free process.
Proper guidance reduces confusion and misunderstanding during application submission. Support
in documentation prevents delays and repeated follow-ups. Clear assistance improves the chances
of application approval. It also helps customers understand product features and responsibilities.
Correct verification support maintains accuracy and compliance with bank rules. Assistance builds
trust between customers and financial institutions. Efficient support saves time for both customers
and banks. It improves service quality and customer satisfaction. Overall, proper assistance promotes
responsible borrowing and financial awareness.

Application Form for Loan Against Credit Card

Business Information

wnpﬂm-ﬂm Abby Solutions:

: 41 Busgimess Tower . Manhattan
myﬁuh Mew York City / Hew York
Telephone : +1-343 234 421
Fax : +1- 345 4345
Email : abbeysofttech@abomail com
Zip Code : 3dxccex

Billing Address : 11 Emporium Business Tower , Manhattan
Type of Business : [T Salutlons

Year Establish : 2001

Federal License Mo, : 2455467 446
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Bank Information

Name ; ABC Bank

Adiress : 343 Hew J Contact Name : John Smith
City: W 2 Account No: 345445354
Zip Code 1 Telephone: +1 343 232 545

Loan Reference Information

Hame Address Phone Fax
+  Text Here + Text Here +  Text Here +  Text Here
*  Teat Hera +  Taxt Here »  Teat Hera = Taxt Here
+  Text Herg » Tixt Hore +  Teut Hero »  Tixt Hore

Credit Card Information

Card holder : Vivian Les Card No. : 2234 34545 343 3343
Signature : Expiry Date : 010122

| hereby agree to pay all my installments every month and | authorize bank 1o charge from my credit casd if my payment become owerdue

Fig. 4.2.4: An example of an application form for a loan against a credit card

The process to assist customers in loan and credit card applications is mentioned as follows:

Initial Customer Interaction

o Greet customers politely and explain available financial products.

o Collect basic information related to income, employment, and borrowing needs.
o Clarify the purpose of the loan or expected credit card usage.

o Set clear expectations about eligibility and documentation.

Product Explanation and Selection

o Explain the features, benefits, and limitations of loan or credit card options.
o Highlight interest rates, repayment terms, and credit limits.

o Compare products to support informed selection.

o Ensure the chosen product matches the financial capacity.

Eligibility Check Support
o Review age, income, and employment criteria.
o Explain minimum credit score requirements.

(o]

Identify possible eligibility gaps early.
o Suggest suitable alternatives if the criteria are not met.

Application Form Assistance

o Guide step-by-step while filling out the application form.

o Ensure accuracy in personal, contact, and employment details.
o Confirm bank account details and nominee information.

o Explain declarations and consent sections clearly.

Document Guidance and Collection
Provide a detailed list of required documents.

[0}

Explain acceptable formats for identity, address, and income proof.
o Assist in scanning or uploading documents correctly.
o Ensure documents are clear, valid, and readable.
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e Document Review and Verification
o Cross-check details in documents with application form entries.
o Identify missing or incorrect documents quickly.
o Support verification of employment, income, and address.
o Coordinate with verification teams when required.
e Compliance and Risk Awareness
o Ensure the application follows bank policies and regulatory guidelines.
o Explain the consequences of incorrect or false information.
o Maintain confidentiality of personal data.
o Support ethical and transparent practices.
e Application Submission and Follow-Up
o Confirm successful submission of the application.
o Provide reference or application number.
o Inform about the expected processing time.
o Assist with responses to additional document requests.
e Post-Approval Support
Explain approval details such as loan amount, EMI, or credit limit.

o Guide through the disbursement or credit card delivery process.
o Explain repayment methods and due dates.
o Support activation and first-time usage of the credit card.

—4.2.4 Process to Check Applicant Eligibility

Checking applicant eligibility is an essential part of the loan and credit card approval process. This
process helps lenders confirm whether an applicant can repay the borrowed amount on time. Proper
eligibility checking reduces financial risk for banks and lending institutions. It ensures fair and responsible
distribution of credit. Reviewing income and employment details confirms financial stability. Credit
history analysis shows past repayment behaviour. Repayment capacity assessment prevents excessive
debt burden. Following lender policies ensures consistency and transparency. Accurate eligibility checks
protect both lenders and applicants. Overall, this process supports financial discipline and stability.

The process to check applicant eligibility as per lender policies includes:

1. Collection of Applicant Information
e Gather personal, financial, and employment details from the application form.
e Ensure all mandatory fields are completed correctly.
e Confirm the accuracy of contact and identification details.
e Record details for further verification and assessment.
2. Detailed Review of Income Proofs
e Collect income documents such as salary slips, bank statements, or income tax returns.
e Check income frequency, amount, and consistency.
e Compare income with lender-defined minimum income criteria.
e |dentify additional income sources if declared.
e Ensure documents are updated and officially issued.
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3. Verification of Employment and Business Details
e Review employment categories such as salaried, contractual, or self-employed.
e \Verify employer name, designation, and work experience.
e Check business registration, turnover, and operational history for business applicants.
e Assess job continuity and employment stability.
e Conduct employer or business verification if required.
4. Detailed Credit History Assessment
e Obtain credit reports from authorised credit bureaus.
e Review credit score and credit rating range.
e Check the repayment track record of previous loans and credit cards.
e |dentify overdue accounts, defaults, or settlements.
e Review credit utilisation patterns and outstanding balances.
5. Assessment of Repayment Capacity
e Calculate net monthly income after deductions.
e List existing EMs, credit card dues, and liabilities.
e Evaluate the debt-to-income ratio as per lender norms.
e Estimate an affordable EMI or credit card limit.
e Ensure the remaining income is sufficient for living expenses.
6. Risk Evaluation as per Lender Policies
e Apply internal risk assessment models and guidelines.
e Consider age, employment stability, and income growth.
e |dentify high-risk indicators such as frequent job changes.
e Adjust the loan amount or tenure to reduce repayment risk.
7. Compliance and Policy Checks
e Ensure eligibility evaluation follows internal and regulatory rules.
e Apply uniform criteria across all applications.
e Document findings clearly for audit and review.
e Maintain confidentiality and data protection standards.
8. Final Eligibility Decision and Recommendation
e Combine the results of income, employment, credit, and repayment checks.
e Decide on the eligible loan amount, tenure, or credit limit.
e Recommend approval, conditional approval, or rejection.
e Record a decision with proper justification.
e Share the outcome through official communication channels.

—4.2.5 Process of Verifying Loan and Credit Card Applications —

Verifying loan and credit card applications is a critical step in the lending process. This step ensures that
the application contains complete and accurate information. Proper verification helps in identifying
missing or incorrect details early. It reduces the risk of fraud and identity misuse. Verification confirms
the authenticity of submitted documents. It supports fair and consistent eligibility assessment. Accurate
applications help in faster approval and processing. This process protects banks from financial loss. It
also protects applicants from future disputes and repayment issues. Overall, verification supports safe,
transparent, and responsible lending practices.

'
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The process of verifying loan and credit card applications includes:

1. |Initial Application Screening
e Check whether the correct application form is used.
e Ensure all mandatory sections are filled.
e \Verify that the application is signed or digitally authenticated.
e Assign a reference number for tracking.
2. Detailed Review of Application Fields
e Check personal details such as name, date of birth, and identification numbers.
e Verify contact details, including mobile number and email address.
e Review financial details such as income, expenses, and liabilities.
e Confirm the accuracy of nominee or reference details if applicable.
3. Verification of Identity and Address Proof
e Review identity documents such as Aadhaar card, PAN card, or passport.
e Match identity details with application form entries.
e Check address proof, such as utility bills or bank statements.
e Confirm address consistency across documents.
4. Verification of Income Proofs
e Review salary slips, bank statements, or income tax returns.
e Check income amount, frequency, and employer details.
e Verify that income meets lender-defined criteria.
e Ensure documents are recent and officially issued.
5. Verification of Employment or Business Details
e Confirm employer name, designation, and employment duration.
e Verify appointment letter or employment certificate if required.
e Review business registration and financial statements for self-employed applicants.
e Conduct employer or business verification as per policy.
6. Cross-Checking and Data Matching
e Match application details with supporting documents.
¢ |dentify inconsistencies in income, address, or employment.
e Request clarification or additional documents if needed.
e Record discrepancies clearly for review.
7. Document Authenticity and Quality Check
e Ensure documents are clear, readable, and not blurred.
e Check for alterations or mismatched information.
e Verify stamps, signatures, or digital verification marks.
e Reject invalid or expired documents.
8. Compliance and Regulatory Checks
e Follow internal verification guidelines and regulatory norms.
e Ensure data privacy and confidentiality standards are maintained.
e Apply uniform verification procedures for all applications.
e Maintain proper records for audits and inspections.
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9. Final Verification and System Update
e Confirm all verification steps are completed.
e Update verification status in the system.
e Mark the application as ready for eligibility assessment.
e Forward the verified application to the credit evaluation team.

—4.2.6 Suitable Techniques to Assess Creditworthiness

Suitable techniques to assess creditworthiness help lenders make safe lending decisions. Credit bureau
reports provide a complete picture of past borrowing and repayment behaviour. Proper analysis
reduces the risk of loan defaults and credit card misuse. These techniques help in identifying financially
disciplined applicants. Credit assessment supports fair and transparent lending practices. It helps in
fixing appropriate loan amounts and credit limits. Analysis of reports from CIBIL, Experian, and Equifax
ensures accuracy and reliability. Risk assessment protects applicants from excessive debt burden.
Standardised techniques improve consistency in approval decisions. Overall, effective creditworthiness
assessment strengthens trust in the financial system.

EQUIFAX CIBIL !:éxpericn_ R

T Hr o v v

Fig. 4.2.5: The four major credit bureaus

In India, four major credit bureaus—CIBIL, Experian, Equifax, and CRIF High Mark—aggregate financial
data to produce credit scores and detailed reports. These documents enable lenders to evaluate
creditworthiness. Because each bureau employs unique algorithms, scores often vary between them.
While CIBIL remains the most established, Experian specialises in advanced analytics, and Equifax
provides detailed insights across diverse loan categories.

1. CIBIL (TransUnion CIBIL)

e Role: The oldest and most prevalent bureau in India, primarily utilised by major banking
institutions for traditional lending.

e Focus: Places significant emphasis on repayment consistency and credit utilisation ratios.
2. Experian
e Role: A global entity providing predictive modelling and sophisticated data analytics.

e Focus: Evaluates an expansive range of data points, making it highly relevant for fintech and
digital lending platforms.

3. Equifax

e Role: Offers high-level analytical depth to meet various lending requirements, including those
for Small and Medium Enterprises (SMEs).

e Focus: Integrates employment history and demographic data to provide a holistic view of
financial profiles.

Now, the techniques to assess creditworthiness using credit bureau reports are discussed as follows:
Consent-Based Retrieval of Credit Reports

e Obtain clear consent before accessing credit bureau data.
e Retrieve reports from CIBIL, Experian, and Equifax through authorised systems.

'
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e Ensure reports are recent and reflect the current credit status.
e Maintain confidentiality and data security during retrieval.

Detailed Credit Score Interpretation

e Review credit scores provided by each bureau.

e Compare scores with internal lender benchmarks.

¢ |dentify score variations across different bureaus.

e (Categorise scores into low-risk, medium-risk, and high-risk groups.

Analysis of Repayment Behaviour

e Examine payment history for loans and credit cards.

¢ |dentify patterns of on-time payments or repeated delays.
e Check the severity and frequency of overdue payments.

e Review records of defaults, settlements, or write-offs.

Assessment of Active Credit Accounts

e Review all active loans and credit card accounts.

¢ Check outstanding balances and sanctioned limits.
e |dentify high credit exposure across lenders.

e Assess monthly repayment obligations.

Credit Utilisation Pattern Review

e Analyse the percentage of credit used against available limits.
e |dentify over-utilisation of credit cards.

e Observe consistency in usage and repayment cycles.

e High utilisation indicates increased credit risk.

Evaluation of Credit History Length

e Check the age of the oldest credit account.

e Review continuity of credit usage over time.

e |dentify long gaps in credit activity.

e Longer and stable credit history supports better risk assessment.

Enquiry and Application Behaviour Analysis

e Review recent credit enquiries listed in the report.

¢ |dentify multiple applications within short periods.
e Frequent enquiries may indicate financial pressure.
e Controlled enquiry behaviour reflects stability.
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Identification of Red Flags

e Detect multiple defaults or chronic overdue accounts.
e |dentify legal actions or loan settlements.

e Check mismatched or disputed account information.
¢ Flag high-risk indicators for deeper review.

Risk Scoring and Classification

e Combine credit score, repayment behaviour, and liabilities.
e Apply internal risk models and scoring systems.

e Assign risk levels as low, medium, or high.

e Use the risk category to decide approval terms.

Policy-Based Decision Support

e Match credit assessment results with lender policies.

e Adjust loan amount, tenure, or interest rate based on risk.
e Recommend approval, conditional approval, or rejection.
e Document assessment results clearly.

4.2.7 Procedure to Track Loan and Credit Card Application

Status in the Loan Management System (LMS)

The Loan Management System is a centralised digital platform used to monitor loan and credit card
applications. This system captures all applicant details in a structured manner. Each application is
assigned a unique identification number for easy tracking. The system displays the current status of
every application clearly. Different processing stages are visible in real time within the system. These
stages include submission, document verification, credit assessment, approval, and closure. Proper
system usage ensures that no application is misplaced. It supports coordination between sales,
verification, and credit teams. Accurate data entry is essential for reliable tracking. Overall, the Loan
Management System improves efficiency and transparency.

The tracking procedure starts once the application is submitted successfully. Application data is
entered or auto-uploaded into the Loan Management System. All submitted documents are scanned
and attached to the application record. The system marks the application as received and pending
verification. Verification officers review the application details through the system. Any missing
or incorrect information is flagged immediately. Remarks are added in the system for correction or
follow-up. Automated time stamps record every activity performed. This helps in measuring processing
timelines. Proper tracking at this stage avoids unnecessary delays.
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Fig. 4.2.6: An example of an LMS

After document verification, the application moves to the assessment stage. Credit checks and eligibility
reviews are conducted as per lender policies. The Loan Management System displays the application as
under assessment. Credit bureau reports and income evaluations are linked in the system. Assessment
outcomes are recorded clearly for decision-making. Applications meeting policy criteria are moved to
the approval stage. Applications not meeting criteria are marked for rejection or clarification. System
alerts notify pending assessments. Managers can monitor workload through system dashboards. This
ensures balanced processing and accountability.

Once the assessment is completed, the system updates the approval decision. Approved applications are
marked ready for loan disbursement or credit card issuance. Disbursement schedules or card dispatch
details are entered in the system. Rejected applications are closed with proper reasons recorded.
Conditional approvals are also updated with required actions. The system prevents further processing
of closed cases. Status changes are visible instantly to authorised users. Reports can be generated for
daily or weekly reviews. This supports effective performance monitoring. Accurate updates maintain
system reliability.
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Fig. 4.2.7: Another example of LMS

Customer updates are shared based on system status information. Customers are informed when
applications move to new stages. Requests for additional documents are communicated promptly.
Expected processing timelines are explained clearly during updates. Communication channels include
calls, messages, or emails. Information shared is based strictly on system records. This avoids incorrect
or misleading updates. Regular communication reduces repeated enquiries. Transparency improves
customer confidence in the process. Proper updates enhance service quality.

Final communication is done after completion of the application process. Approved loan customers
receive disbursementand repayment details. Credit card customers are informed about card delivery and
activation steps. Rejected customers are informed politely with basic information. All communication
details are logged in the Loan Management System. These records support audits and future reference.
System data helps in resolving customer queries efficiently. Continuous tracking improves operational
discipline. Accurate status updates strengthen trust and accountability. Overall, effective use of the
Loan Management System ensures smooth processing and customer satisfaction.

4.2.8 Processing Payments, Loan Disbursements, and
Credit Approvals

Banking software and transaction management systems help financial institutions process payments,
loan disbursements, and credit approvals efficiently. These systems store customer and transaction data
in a secure digital format. Automation reduces manual work and speeds up processing time. Payments
are recorded accurately through integrated payment gateways. Loan and credit information is linked
with customer accounts. Real-time processing helps track every transaction clearly. System controls
reduce errors and duplication of entries. Secure access ensures data protection and confidentiality.
Standard workflows guide staff through each process step. Overall, banking software improves speed,
accuracy, and reliability.

Payment processing begins when transaction details are entered into the system. The system validates
account numbers, balances, and transaction limits. Approved payments are routed through secure
banking networks. Status updates are shown instantly after processing. Failed transactions are
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flagged with clear error messages. Automated reconciliation matches payments with account records.
Transaction history is stored for future reference. System alerts notify pending or delayed payments.
Reports help monitor daily transaction volumes. Efficient payment processing ensures timely and
accurate fund transfers.

Loan disbursement is managed through banking software after approval is completed. Approved loan
amounts are linked to customer bank accounts. The system checks the final approval status before
disbursement. Disbursement instructions are generated automatically. Funds are credited directly to the
registered account. Disbursement date and amount are recorded in the system. Repayment schedules
are created along with the disbursement. EMI details are updated in loan accounts. Confirmation
messages are generated after a fund transfer. This process ensures smooth and controlled loan release.

Credit approval processing is handled using transaction management systems. Application data and
credit assessment results are reviewed digitally. Approval rules are applied based on policy settings.
Credit limits are calculated automatically by the system. Approved limits are updated in customer
profiles. The system records approval dates and authorised personnel details. Rejected or conditional
approvals are also marked clearly. Audit trails are maintained for every decision. Dashboards display
approval status in real time. This supports transparent and consistent credit decisions.

Transaction management systems also support monitoring and control activities. All payments,
disbursements, and approvals are logged centrally. System reports help track pending and completed
transactions. Exception reports highlight errors or unusual activity. Role-based access ensures only
authorised actions are performed. Automated checks reduce fraud and operational risks. System
backups protect transaction data from loss. Performance data supports process improvement.
Integrated systems improve coordination between departments. Overall, efficient system use ensures
smooth banking operations and customer satisfaction.
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UNIT 4.3: Compliance, Systems, and Security

— Unit Objectives | ©

At the end of this unit, the participants will be able to:

1. lllustrate KYC (Know Your Customer) and regulatory compliance requirements for identity verification
using Aadhaar, PAN, voter ID, and address proofs.

2. Summarise RBI regulations and internal banking policies related to financial transactions, loan
processing, and credit card approvals.

3. Mention the usage of banking software, Loan Management Systems (LMS), and CRM tools for
transaction processing and tracking.

Explain the importance of updating customer transaction records in banking systems (LMS/CRM).

5. Discuss the importance of training customers on secure digital banking practices, such as enabling
two-factor authentication and setting up transaction alerts.

4.3.1 KYC (Know Your Customer) and Regulatory
Compliance Requirements

KYC and regulatory compliance are critical pillars of the BFSI sector. These requirements help financial
institutions confirm the true identity of customers. Proper KYC processes reduce the risk of fraud and
impersonation. They also help prevent money laundering and terrorist financing. Regulatory compliance
ensures alignment with RBI and government rules. Accurate KYC supports safe account opening and
transaction processing. It helps institutions understand customer risk profiles. Strong KYC practices
protect both customers and institutions. Non-compliance can result in penalties and operational
restrictions. Overall, KYC strengthens trust, transparency, and financial system stability.

KYC and regulatory compliance requirements for identity verification using Aadhaar, PAN, voter ID, and
address proofs include:

e Aadhaar as Proof of Identity: Aadhaar is accepted as an officially valid document for identity
verification, subject to regulatory permissions and customer consent.

e Aadhaar e-KYC and Offline Verification: Electronic or offline Aadhaar verification methods are
used to confirm identity without storing biometric data.

e PAN as Mandatory Financial Identifier: PAN is required for account opening, investments, loans,
and high-value transactions to ensure tax compliance.

e PAN Verification with Issuing Authority: PAN details are verified through authorised systems to
confirm accuracy and authenticity.

e Voter ID as Additional Identity Proof: Voter ID is accepted as a valid photo identity document for
verifying personal details.

e Address Proof Requirements: Documents such as Aadhaar, passport, utility bills, bank statements,
or ration cards are used to verify the current address.

e Document Consistency and Matching: Personal details such as name, date of birth, and address
are matched across all submitted documents.

¢ In-Person Verification (IPV): Physical or video-based interaction is conducted to confirm identity as
per regulatory norms.
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e Customer Risk Classification: Customers are categorised into risk levels based on occupation,
location, and transaction behaviour.

e Enhanced Due Diligence for High-Risk Cases: Additional checks and documents are collected for
customers identified as high risk.

e Periodic KYC Updation and Re-Verification: KYC records are reviewed and updated at regular
intervals to ensure accuracy.

e Secure Storage of KYC Records: All KYC documents are stored securely and protected under data
privacy policies.

e Regulatory Reporting and Audit Readiness: KYC records are maintained for inspections, audits, and
regulatory reporting as required.

—4.3.2 RBI Regulations and Internal Banking Policies

RBI regulations and internal banking policies play a central role in the BFSI sector of India. These rules
ensure that financial transactions are safe and transparent. They guide banks in handling customer
money responsibly. Regulations help prevent fraud, misuse, and financial irregularities. Internal policies
convert RBI guidelines into clear operational procedures. Proper rules support fair loan processing and
responsible credit delivery. Customers gain confidence when processes are standardised and regulated.
Compliance reduces legal, operational, and reputational risks for banks. Clear policies also improve
efficiency and consistency in services. Overall, RBI regulations and internal policies protect customers
and strengthen financial stability.

RBI Regulations and Internal Banking Policies Related to Financial Transactions
e Authorisation and Authentication Controls: RBI mandates strong authentication, such as OTP, PIN,
or multi-factor methods, for secure transactions.

e Transaction Monitoring and Reporting: Banks must monitor transactions to detect unusual
patterns and report suspicious activities as per AML norms.

e (Cash and Digital Transaction Limits: Limits are defined for cash deposits, withdrawals, and digital
transfers to control risk and misuse.

e Disclosure of Charges and Timelines: All transaction-related charges, fees, and processing timelines
must be displayed clearly.

e Customer Consent and Confirmation: Explicit consent is required before executing debits, standing
instructions, or recurring payments.

e Record Maintenance and Audit Trails: Transaction records are maintained securely for audits,
dispute resolution, and regulatory checks.

RBI Regulations and Internal Banking Policies Related to Loan Processing

e Eligibility and Credit Assessment Norms: Income stability, credit score, repayment capacity, and
existing liabilities are assessed before approval.

e Know Your Customer (KYC) Compliance: Complete KYC verification is mandatory before loan
sanction and disbursement.

e Fair Lending and Non-Discrimination: Loans must be processed fairly without bias and in line with
fair practices codes.

e Transparent Disclosure of Loan Terms: Interest rates, EMls, tenure, fees, and penalties must be
explained clearly before acceptance.
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e Credit Approval Authority Levels: Internal policies define approval limits based on loan size and
risk category.

e Documentation and Agreement Standards: Loan agreements must be properly executed and
shared with borrowers.

e Monitoring and Recovery Guidelines: Loan accounts are monitored regularly, and recovery follows
ethical and regulated practices.

RBI Regulations and Internal Banking Policies Related to Credit Card Approvals

e Eligibility and Income Verification: Credit cards are issued after verifying income, employment
status, and credit history.

e Credit Score and Risk Evaluation: Internal credit scoring models are used to assess repayment risk.

e Credit Limit Determination: Limits are set based on income, spending capacity, and risk profile.

e Disclosure of Charges and Interest: Interest rates, annual fees, late payment charges, and penalties
must be disclosed clearly.

e Customer Consent for Card Issuance: Credit cards cannot be issued without explicit customer
approval.

e Usage Monitoring and Controls: Spending patterns are monitored to prevent misuse and over-
indebtedness.

e Billing, Statements, and Alerts: Regular statements and transaction alerts are provided as per RBI
guidelines.

e Grievance Redressal and Dispute Handling: Complaints related to credit cards are resolved through
structured grievance mechanisms and escalation channels.

4.3.3 Usage of Banking Software, Loan Management
Systems (LMS), and CRM Tools

BFSI sector. These systems help manage high volumes of financial transactions accurately. Automation
reduces dependency on manual processes and paperwork. Secure platforms protect sensitive
customer and transaction data. Real-time processing improves speed and service reliability. System-
based tracking helps prevent errors and fraud. Regulatory compliance becomes easier through built-in
controls and reports. Data accuracy supports better financial and operational decisions. Integration
between systems improves coordination across departments. Customers receive faster and more
consistent service. Monitoring tools support risk management and control. Overall, these systems
enhance efficiency, transparency, and accountability.

Usage of Banking Software for Transaction Processing and Tracking
e Core Account Operations: Banking software manages savings, current, and fixed deposit accounts
with accurate transaction recording.

e End-to-End Transaction Processing: Deposits, withdrawals, transfers, and payments are processed
securely from initiation to completion.

e Security and Access Controls: Role-based access ensures only authorised users can process or
approve transactions.

e Real-Time Updates and Notifications: Instant updates and alerts are generated after every
transaction.
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Transaction Monitoring and Exception Handling: Systems flag unusual transactions for review and
risk control.

Reconciliation and Error Management: Automated reconciliation helps identify and correct
transaction mismatches.

Regulatory Reporting and Audit Support: Reports are generated to meet RBland audit requirements.

Usage of Loan Management Systems (LMS) for Loan Processing and Tracking

Digital Loan Application Processing: LMS captures customer details, documents, and loan requests
in digital format.

Eligibility Check and Credit Evaluation: Systems assess income, credit score, and repayment
capacity.

Approval Workflow and Authorisation Control: Loan approvals follow defined authority levels and
workflows.

Disbursement and Account Linking: Approved loans are disbursed and linked to customer accounts
automatically.

EMI Generation and Repayment Tracking: EMI schedules are generated, and repayments are
tracked accurately.

Overdue and Delinquency Monitoring: LMS identifies overdue accounts and supports follow-up
actions.

Loan Closure and Record Maintenance: Closed loans are updated in the system with complete
records.

Usage of CRM Tools for Customer Interaction and Tracking

Centralised Customer Data Management: CRM tools store complete customer profiles and
interaction history.

Request and Complaint Management: Customer issues are logged, tracked, and resolved through
the system.

Task Assignment and Follow-Up Tracking: Service requests are assigned to teams with defined
timelines.

Customer Communication and Alerts: Automated messages, reminders, and updates are sent
through CRM tools.

Service Quality and Response Monitoring: Tools track response time and resolution quality.

Sales, Retention, and Relationship Management: CRM insights support customer retention and
relationship building.

Performance Reporting and Analysis: Reports help measure service efficiency and customer
satisfaction.

4.3.4 Importance of Updating Customer Transaction Records
in Banking Systems (LMS/CRM)

Updating customer transaction records in banking systems is very important in the BFSI sector. These
records show all financial activities clearly. Accurate records help banks track deposits, withdrawals,
and transfers. Proper updates reduce the chances of errors and mismatches. Customers rely on correct
records for financial planning. Updated systems support transparency in banking operations. They help
maintain trust between banks and customers. Records also act as proof during disputes. Timely updates
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improve service efficiency. Digital systems allow real-time record keeping. This reduces manual work
and delays. Overall, updated transaction records support safe and reliable banking.

Furthermore, updating transaction records supports regulatory compliance in the BFSI sector. RBI
guidelines require accurate and timely record maintenance. Proper records help during audits and
inspections. Compliance reduces the risk of penalties and legal issues. Updated data support anti-
money laundering monitoring. Suspicious activities can be detected early through records. Accurate
logs help track high-value transactions. Regulatory reporting depends on correct transaction data.
Incomplete records can create compliance gaps. Regular updates improve control systems. Digital trails
strengthen accountability. This helps banks meet regulatory expectations.

Fig. 4.3.1: Customer transaction details

Apart from that, updated transaction records improve customer service quality. Service teams depend
on correct data to answer queries. Accurate records help resolve complaints faster. Customers
receive clear and correct statements. Updated data reduces confusion and misunderstandings. It
supports consistent communication across channels. CRM systems use transaction history for support.
Personalised service depends on accurate records. Delays in updates can affect customer confidence.
Real-time data improves response time. Better service builds long-term relationships. This strengthens
customer satisfaction.

Transaction data also helps assess financial risk. LMS systems track loan repayments accurately.
Overdue accounts can be identified on time. Updated records help manage credit risk. Fraud risks
are reduced through continuous tracking. Abnormal patterns can be flagged quickly. Data accuracy
supports internal controls. Risk teams rely on updated information. Decisions become more reliable
with correct data. Poor updates increase operational risk. Accurate records support financial stability.

Moreover, updated transaction records support better decision-making. Management uses data for
planning and analysis. Trends can be identified through transaction history. Product performance
can be reviewed using records. CRM data supports customer relationship strategies. LMS data helps
improve loan products. Accurate data support forecasting. Operational efficiency improves with clean
records. Technology systems work best with updated inputs. Data-driven decisions reduce uncertainty.
Long-term growth depends on reliable information. Overall, regular updating of transaction records is
essential for the BFSI sector.
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4.3.5 Importance of Training Customers on Secure Digital
Banking Practices

Training customers on secure digital banking practices is very important in the BFSI sector. Digital
banking is widely used for payments, transfers, and account management. Increased digital usage also
increases the risk of cyber fraud. Customer awareness helps reduce security threats and financial loss.
Secure practices protect both customers and banks. Training builds confidence in using digital platforms
safely. Clear guidance helps customers understand security features. Awareness reduces mistakes
caused by a lack of knowledge. Banks benefit from fewer fraud-related complaints. Regulatory bodies
encourage customer education on digital safety. Secure customers strengthen the digital ecosystem.
Overall, training supports trust and stability in digital banking.

Enabling two-factor authentication is a key secure banking practice. Two-factor authentication adds an
extra layer of security. It requires more than just a password to access accounts. This reduces the risk
of unauthorised access. Training helps customers understand how to activate this feature. Customers
learn why strong authentication is necessary. Proper use protects accounts even if passwords are
compromised. Banks reduce fraud incidents through this method. Regulatory guidelines promote
strong authentication controls. Awareness improves the correct usage of digital channels. Secure
access builds long-term customer confidence. This makes digital banking safer for everyone.

Fig. 4.3.2: Using online banking

Setting up transaction alerts, on the other hand, is another important security practice. Transaction
alerts inform customers about account activity instantly. Alerts help identify unauthorised transactions
quickly. Early detection helps reduce financial loss. Training explains how to enable alerts on accounts.
Customers learn to monitor spending and balances. Furthermore, alerts support better financial control.
Banks benefit from faster fraud reporting. Regulatory expectations support customer notification
systems. Awareness increases response speed during security incidents. Transparency improves trust
in banking services. Transaction alerts strengthen overall account security.

Customer training also supports fraud prevention and risk management. Many frauds occur due to a
lack of awareness. Training reduces the chances of sharing sensitive details. Customers learn to identify
phishing messages and fake calls. Secure habits reduce social engineering risks. Banks experience fewer
security breaches through education. Risk monitoring becomes more effective with alert customers.
Compliance with digital safety norms improves. Awareness supports shared responsibility for security.
Financial losses can be reduced through preventive actions. Education strengthens system resilience.
This benefits the entire BFSI sector.

. 108



Customer Service Associate -Financial Services

Overall, customer training is a strategic requirement for digital banking success. Secure customers
create a safer banking environment. Trust in digital platforms increases with awareness. Moreover,
banks improve their reputation through proactive education. Customer satisfaction improves through
safe experiences. Reduced fraud lowers operational and recovery costs. Compliance objectives are
achieved more effectively. Digital adoption grows with confidence. Secure practices support long-term
digital growth. Education aligns customers with banking security goals. Technology works best with
informed users. Training customers is essential for sustainable digital banking.
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— Summary E

Banking transactions include cash, cheque, fund transfers, and digital payment methods handled
with accuracy and security.

Foreign exchange, remittances, and transaction limits must follow regulatory and compliance
guidelines.

Risk management, fraud detection, and verification of transaction details help prevent financial
losses.

Loan and credit processing involves eligibility checks, document verification, credit assessment,
and system-based tracking.

Banking software, such as LMS and CRM, is used to record, process, and monitor transactions and
applications.

Secure cash handling, digital payment troubleshooting, and customer assistance are key operational
responsibilities.

KYC compliance, RBI regulations, and secure digital banking practices ensure safety, transparency,
and trust.
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)

— Exercise

Multiple Choice Questions

1. Which of the following is a digital fund transfer method?
a. Cash withdrawal b. NEFT

c. Demand draft d. Fixed deposit

2. What is the purpose of monitoring suspicious transaction patterns?
a. To delay transactions b. To detect fraud risks

c. To reduce customer service d. To increase transaction charges

3. Which document is commonly used for KYC verification?
a. Ration card b. Aadhaar card

c. Library card d. Office ID only

4. What system is used to track loan and credit card applications?
a. Inventory system b. Payroll system

¢. Loan Management System d. Attendance register

5. Why is two-factor authentication important in digital banking?
a. To slow down transactions b. To decorate banking apps

c. To enhance account security d. To increase login attempts

Descriptive Questions

Describe different types of banking transactions handled in branch operations.

Explain the steps involved in processing a loan or credit card application.

Discuss how fraud detection and risk management are applied in financial transactions.
Explain the importance of KYC and RBI compliance in banking operations.

vk W

Describe how banking software, such as LMS or CRM, helps in transaction and customer
management.
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— Notes

Scan the QR codes or click on the link to watch the related videos

https://youtu.be/KnMWGvaFKFI?si=VQQeQkXVq7TylIPgM https://youtu.be/1AaG31TAWeo?si=5qKu-Kzja67)_Céd

Foreign Remittance Lecture What is the Different Types Of Banking Transactions
in India?

https://youtu.be/AmmGD3rvHg4?si=-aTsIPGWeadG8t95

Discussing my Equifax Report



https://youtu.be/KnMWGvaFKFI?si=VQQeQkXVq7TylPqM
https://youtu.be/1AaG31TAWeo?si=5qKu-Kzja67J_C6d
https://youtu.be/AmmGD3rvHq4?si=-aTsIPGWeadG8t95

5. Maintain Customer
Records and
Ensure Compliance

Unit 5.1 - Secure Banking Data Management and
Compliance

BFC/N8425



Participant Handbook

— Key Learning Outcomes | ¢

At the end of this module, the participants will be able to:
1.

Demonstrate how to accurately document customer interactions, financial transactions, and
service requests in banking CRM systems.

Verify and update customer records, ensuring compliance with regulatory guidelines and data
protection laws to maintain data integrity.

Apply security protocols for handling, storing, and transmitting sensitive financial data to
prevent unauthorised access and fraud.

Monitor transaction records for errors, duplication, or suspicious modifications and escalate
discrepancies for corrective action.
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UNIT 5.1: Secure Banking Data Management and Compliance

— Unit Objectives | ©

At the end of this unit, the participants will be able to:

1. Explain the importance of accurate documentation in banking CRM systems for customer
interactions, transactions, and compliance.

2. Describe financial data protection regulations such as RBI guidelines, GDPR (where applicable), and
internal banking policies.

3. Identify security protocols for data access control, encryption, and secure banking platforms.

Elaborate on the process of maintaining and updating customer records, including account
modifications, nominee changes, and service requests in the banking system.

5. Ensure secure storage and retrieval of transaction records using digital banking platforms and Loan
Management Systems (LMS).

Outline institutional policies for data retention, documentation management, and compliance.
Explain secure data storage, transmission, and handling practices for financial records.
Illustrate common risks related to data breaches and unauthorised access in banking services.

L % N O

Discuss the importance of restricting access to sensitive customer data by following role-based
access control measures.

10. Explain methods to track and update service requests, financial transactions, and complaint
resolutions.

5.1.1 Importance of Accurate Documentation
in Banking CRM Systems

Banking Customer Relationship Management or CRM systems are digital platforms used by banks and
financial institutions to manage customerinformation, interactions, and service activities in an organised
manner. These systems store customer profiles, communication history, transaction details, and service
requests. Banking CRM systems help improve service quality and operational efficiency. They support
smooth coordination between different departments such as sales, service, and compliance. Accurate
data entry is essential for CRM systems to function correctly. CRM systems also support regulatory
reporting and audits. They help track customer needs and service performance. Secure access controls
protect sensitive customer data. CRM systems play a key role in customer relationship management
in the BFSI sector. Overall, banking CRM systems support reliable, transparent, and customer-focused
banking operations.
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Fig. 5.1.1: An example of banking CRM software

Accurate documentation in banking CRM systems is very important for managing customer interactions
effectively. Proper records help track all customer communications, such as calls, emails, and service
requests. This ensures continuity in service even when handled by different staff members. Accurate
notes help understand customer concerns clearly. CRM documentation helps avoid repeated questions
and confusion. Clear records improve customer satisfaction and trust. Proper documentation also
supports faster issue resolution. It helps banks provide personalised services. Accurate interaction
records reduce service errors. Well-documented CRM systems strengthen long-term customer
relationships.

Accurate documentation is critical for managing banking transactions in CRM systems. Transaction
records help track payment requests, complaints, and follow-ups. Proper documentation ensures
transparency in financial dealings. It helps verify transaction history during disputes. Accurate records
reduce the risk of errors and duplication. CRM systems support coordination between operations and
customer service teams. Well-maintained transaction data improves accountability. It also supports
internal audits and reconciliations. Correct documentation helps identify unusual activity quickly.
Strong transaction records protect both the bank and customers.

Accurate documentation in CRM systems plays a major role in regulatory compliance. Banks must
follow strict guidelines related to customer data and transactions. Proper records help meet KYC, AML,
and data protection requirements. CRM documentation supports timely regulatory reporting. It helps
provide evidence during inspections and audits. Accurate data reduces compliance risks and penalties.
CRM records help track consent and disclosures. They also support the investigation of suspicious
activities. Clear documentation ensures adherence to banking laws. Compliance-focused CRM systems
strengthen regulatory trust.

Accurate documentation also supports risk management and decision-making in the BFSI sector. Reliable
CRM data helps analyse customer behaviour and service patterns. It supports better credit and service
decisions. Proper records help identify recurring issues and service gaps. CRM documentation supports
performance monitoring of service teams. It helps improve process efficiency and quality standards.
Accurate data supports management reporting. It reduces operational and reputational risks. Well-
documented CRM systems support continuous improvement. Overall, accurate documentation is
essential for safe and efficient banking operations.

116



Customer Service Associate -Financial Services g

—5.1.2 Financial Data Protection Regulations

Financial data protection regulations are a set of rules created to safeguard customer information in
banks and financial institutions. These regulations control how personal and financial data is collected,
stored, processed, and shared. Banks manage highly sensitive data such as identity proofs, account
details, transaction history, and credit records. Any misuse of this data can cause financial loss
and identity theft. Data protection regulations help reduce cyber risks and fraud. They also ensure
ethical use of customer information. Compliance with these rules is mandatory for banks and NBFCs.
Regulators monitor data protection practices regularly. Strong data protection improves customer
confidence in banking systems. Overall, these regulations support secure, transparent, and trustworthy
BFSI operations.

RBI Guidelines on Financial Data Protection

e RBI requires banks to implement strong cybersecurity frameworks to protect customer data.

e Customer data must be classified based on sensitivity, such as public, confidential, and critical data.
e Access to sensitive financial data must follow role-based access control systems.

e Banks must ensure encryption of customer data during storage and transmission.

e RBI mandates regular IT audits and cybersecurity assessments.

e Banks must maintain logs of data access and system activity.

e Customer consent is mandatory before sharing data with third-party service providers.

e Qutsourced vendors must follow the same data protection standards as banks.

¢ Any data breach or cyber incident must be reported to RBI within the prescribed timelines.

e RBI guidelines ensure secure digital banking and system resilience.

GDPR (General Data Protection Regulation)

e GDPR applies when Indian banks process personal data of European Union residents.
e |t focuses on data privacy, transparency, and individual data rights.

e Personal data must be collected only for lawful and clearly defined purposes.

e Explicit consent is required before processing personal data.

e Customers have the right to access, correct, restrict, or delete personal data.

e Banks must maintain records of data processing activities.

e Strong technical and organisational security measures must be applied.

e Data breaches must be reported to authorities within specified timelines.

e GDPR imposes heavy penalties for non-compliance.

e GDPR encourages global best practices in data protection.

Internal Banking Policies on Data Protection

e Banks create internal data protection policies based on RBI and other regulatory guidelines.
¢ These policies define rules for data collection, usage, storage, and sharing.

e Employee access to customer data is limited based on job roles.

e Mandatory training programs are conducted on data privacy and cybersecurity.

e Data retention policies define how long customer data can be stored.

e Secure disposal methods are followed for outdated or unused data.

e Encryption and secure servers protect digital records.
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e Internal audits regularly review compliance with data protection policies.
¢ Incident management procedures handle data breaches effectively.
e Internal policies strengthen data governance and accountability.

Technology and Process Controls for Data Protection

e Banks use firewalls, intrusion detection systems, and anti-malware tools.
e Multi-factor authentication protects access to core banking systems.

e Regular system updates fix security vulnerabilities.

e Backup systems ensure data recovery during failures or attacks.

e Monitoring tools detect unusual access or data movement.

e Secure communication channels protect data exchange.

e Data masking is used during testing and training activities.

e Segregation of duties reduces misuse of sensitive data.

e Continuous risk assessment identifies new threats.

e Technology controls support compliance and customer safety.

5.1.3 Security Protocols for Data Access Control, Encryption,
and Secure Banking Platforms

Security protocols are structured rules, technical controls, and system practices used by banks to
protect customer information and financial data. The BFSI sector handles sensitive data such as identity
records, account details, transaction history, and digital credentials. Strong security protocols ensure
that this data is accessed only by authorised systems and users. These protocols help prevent cyber
fraud, data theft, and system misuse. They also support the safe operation of digital banking platforms.
Regulatory bodies like RBI require banks to follow defined security standards. Security protocols support
confidentiality, integrity, and availability of data. They help banks maintain operational continuity.
Secure systems also protect institutional reputation. Overall, security protocols form the backbone of
digital banking security.

Security Protocols for Data Access Control

Data Access Control (DAC) is the systematic practice of utilising rules, policies, and tools to govern
who can access what data, when, and how. Its primary goal is to safeguard sensitive information while
ensuring it remains available to authorised users for legitimate purposes, often operating under the
Principle of Least Privilege (PoLP). The process involves first authenticating users and then authorising
specific actions (like read, write, or delete) on data assets, making it vital for security, privacy, and
regulatory adherence (e.g., GDPR, HIPAA). Key implementation models include Role-Based (RBAC),
Mandatory (MAC), Discretionary (DAC), and Attribute-Based (ABAC) Access Control.




Customer Service Associate -Financial Services g

Mmhh\e to Databaze Humon to Dotabase

“m\\“_ "‘./’I;m \ / e
I

Cros Service

21 /binSsh

Exx
EXNEN

Fig. 5.1.2: Managing data access control

e Role-Based Access Control (RBAC)
o Access is granted based on job role and responsibility.
o Sensitive customer data is visible only to authorised functions.
e Multi-Factor Authentication (MFA)
o Login requires more than one authentication factor.
o This reduces the risks of password-based attacks.
e Strong User Authentication Policies
o Complex password rules are enforced.
o Password expiry and history controls are applied.
e Least Privilege Access Principle
o Users receive the minimum required access.
o Unnecessary permissions are avoided.
e Periodic Access Review and Certification
o Access rights are reviewed regularly.
o Inactive or excess access is removed.
e Segregation of Duties (SoD)
o Critical tasks are divided across different roles.
o This prevents misuse of authority.
e Session Control and Auto Logout
o Sessions end automatically after inactivity.
o This prevents unauthorised system usage.
e Audit Logs and Monitoring
o All access activities are logged.
o Logs support investigation and audits.
e Approval-Based Access Changes
o Access changes require authorisation.
o This ensures controlled access management.
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e Compliance with RBI IT Security Guidelines
o Access control policies align with RBI regulations.
o This ensures regulatory compliance.

Security Protocols for Encryption

Encryption is a vital security process where readable data (plaintext) is scrambled into unintelligible
code (ciphertext) using a cryptographic algorithm and a digital key, preventing unauthorised access. The
reverse process, decryption, restores the original information. This technology is crucial for protecting
sensitive data, whether it is "at rest" (stored) or "in transit" (moving). Encryption systems primarily use
either a single shared key (symmetric) or a pair of public and private keys (asymmetric).
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Fig. 5.1.3: Data encryption process

e Encryption of Data at Rest
o Stored data is encrypted in databases and servers.
o This protects data even if systems are compromised.
e Encryption of Data in Transit
o Data moving across networks is encrypted.
o This prevents interception during transmission.
e Use of Strong Encryption Standards
o Algorithms such as AES and RSA are used.
o These standards provide strong protection.
e Secure Key Management Systems
o Encryption keys are stored securely.
o Access to keys is strictly controlled.
e Regular Key Rotation Practices
o Encryption keys are changed periodically.
o This reduces long-term exposure risks.
e Encrypted Backup Storage
o Backup data is encrypted for safety.
o This protects data during recovery processes.
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e Encryption of Credentials and PINs
o Login details and PINs are stored securely.
o This prevents credential theft.
e Third-Party Data Encryption Controls
o Shared data remains encrypted.
o Vendors follow bank security standards.
e Testing and Validation of Encryption
o Encryption mechanisms are tested regularly.
o Weaknesses are identified early.
e RBI-Aligned Encryption Compliance
o Encryption practices follow RBI cybersecurity norms.
o This ensures lawful data protection.

Security Protocols for Secure Banking Platforms

Secure banking platforms are digital systems designed to protect financial transactions and customer
data using advanced security measures. These measures include strong encryption, multi-factor
authentication, and Al-driven fraud detection, often leveraging secure APIs for integration. Leading
solution providers like Backbase, Temenos, Finastra, and Mambu deliver cloud-based, API-focused
technologies that enable banks to offer seamless and safe digital experiences to their users.

Fig. 5.1.4: An example of a secure banking platform

e SSL/TLS Security for Online Platforms
o Secure communication is enabled for web and mobile banking.
o This protects data exchange.
e Secure Application Development Practices
o Banking software follows secure coding standards.
o Vulnerabilities are minimised.
e Vulnerability Assessment and Penetration Testing (VAPT)
o Systems are tested for weaknesses.
o Risks are fixed before exploitation.
e Firewalls and Intrusion Detection Systems
o Network traffic is monitored and filtered.
o Unauthorised access attempts are blocked.
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e Secure APl Management
o APIs use authentication and encryption.
o Integration risks are controlled.
e Real-Time Transaction Monitoring
o Suspicious transactions are detected instantly.
o Alerts help prevent fraud.
e Strong Authentication for Digital Channels
o Multi-level authentication protects user access.
o This secures online banking platforms.
e Mobile App Security Controls
o Apps are regularly updated.
o Security patches fix vulnerabilities.
e Data Masking on Screens and Reports
o Sensitive data is partially hidden.
o This prevents exposure.
e Continuous Security Monitoring and Incident Response
o Systems are monitored round the clock.
o Incidents are handled quickly.

5.1.4 Process of Maintaining and Updating Customer
Records in the Banking System

Maintaining and updating customer records is a core banking function that ensures accurate and up-
to-date customer information across all banking systems. Banks collect customer details at the time
of account opening and continue updating them during the account lifecycle. Correct records help
deliver smooth and error-free banking services. Updated information ensures proper communication
through official channels. Regulatory authorities require banks to maintain accurate customer data.
Proper record maintenance supports compliance with KYC and AML guidelines. It also helps in fraud
prevention and risk assessment. Digital systems allow controlled access and secure updates. Regular
updates improve operational efficiency. Overall, maintaining accurate customer records strengthens
trust and transparency in banking.

e

%,

Sorry, we could not find any
customer by the mobile number of
the SIM selected by you.

To open an account, please select
New To SBI

OK

e

Fig. 5.1.5: An example of a non-updated customer record
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In compliance with the recent Supreme
Court order and further instructions from
UIDAI, CAMS has withdrawn its Aadhar
based e-KYC services. To Complete KYC,
please visit the nearest SBIMF / CAMS
office.The inconvenience is regretted. We
will be back soon

Fig. 5.1.6: Another example of a process of updating a customer record

Now, the process of maintaining and updating customer records in the banking system is discussed as
follows:

Receipt of Customer Update Request

o Requests are received through branch visits, online banking portals, mobile applications, or call
centres.

o Each request is registered in the banking or CRM system with a unique reference number.
Authentication and Identity Verification

o Customer identity is verified using KYC records, OTP validation, or biometric authentication.
o This step ensures protection against unauthorised updates.

Verification of Supporting Documents

o Documents such as address proof or identity proof are collected.

o Bank staff verify document validity and completeness.

Account Modifications Handling

o Modificationsinclude changesin address, phone number, email, or communication preferences.
o Changes are updated in the core banking system after approval.

o Validation checks ensure consistency across systems.

Nominee Addition or Modification Process

o Nominee request forms are filled as per the bank format.

o Nominee identity and relationship details are verified.

o Updates are recorded accurately to avoid future claim issues.
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e Service Request Processing

o Requests such as ATM card issue, cheque book request, account freeze, or status change are
logged.

o Service requests are tracked until closure.
e Approval and Authorisation Controls
o Sensitive updates follow the maker-checker or dual control process.
o Authorisation ensures data accuracy and policy compliance.
e System Update and Synchronisation
o Approved changes are reflected across all connected systems.
o Synchronisation ensures uniform customer data.
e Customer Intimation and Confirmation
o SMS or email alerts confirm successful updates.
o This ensures transparency and trust.
e Audit Trail and Record Retention
o All changes are logged with date, time, and system user details.
o Records support audits and regulatory inspections.
e Periodic Review and Data Quality Checks
o Banks conduct periodic reviews of customer records.
o Data quality checks ensure compliance with regulatory norms.

—5.1.5 Securing Storage and Retrieval of Transaction Records —

Secure storage and retrieval of transaction records is a critical requirement in modern banking
operations. Digital banking platforms and Loan Management Systems, also called LMS, handle large
volumes of financial data every day. Transaction records include payment details, loan disbursements,
repayments, and service charges. Accurate storage ensures that records remain complete and tamper-
proof. Secure retrieval allows banks to access data quickly when required. Regulatory authorities
require proper record maintenance for audits and inspections. Secure systems help prevent data loss
and unauthorised access. They also support transparency and accountability in banking. Customers
depend on banks to protect financial information. Overall, secure storage and retrieval strengthen trust
and efficiency in the BFSI sector.

Digital banking platforms store transaction records in centralised and encrypted databases. These
platforms use secure servers located in controlled data centres. Access to transaction records is
restricted through role-based access control. Only authorised banking staff can view or modify records.
Encryption protects data while it is stored and during transmission. Automated backup systems ensure
data recovery during system failures. Audit logs record every access and change made to transaction
data. Monitoring tools detect unusual access patterns. Secure retrieval ensures records are available
without delay. These practices support safe and reliable digital banking services.

Loan Management Systems play a key role in storing and managing loan-related transaction records.
LMS stores data such as loan sanctions, disbursements, EMls, and repayment history. All records are
linked to unique loan and customer identifiers. Secure authentication controls protect access to LMS
data. Encryption ensures the confidentiality of loan records. LMS maintains complete audit trails for
every transaction. Automated workflows reduce manual handling of data. Secure retrieval supports
quick response to customer queries. LMS records are used for regulatory reporting and risk analysis.
Strong LMS security supports efficient loan operations.
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Compliance with regulatory guidelines depends on secure storage and retrieval of transaction records.
RBI guidelines require banks to maintain accurate and accessible records. Secure systems help meet
KYC, AML, and data protection requirements. Proper record management supports internal and
external audits. Secure retrieval helps banks respond to disputes and investigations. Retention policies
define how long records must be stored. Secure deletion ensures safe disposal of outdated records.
Controlled access prevents misuse of sensitive information. Compliance-focused systems reduce legal
and financial risks. Secure record handling strengthens regulatory confidence.

Secure storage and retrieval also support operational efficiency and customer service. Quick access to
transaction history helps resolve complaints faster. Accurate records reduce errors in account statements
and reports. Digital systems allow easy tracking of transaction status. Secure platforms support business
continuity during disruptions. Data integrity ensures correct decision-making. Reliable records support
credit assessment and risk management. Secure retrieval improves coordination between banking
departments. Strong systems enhance overall service quality. Secure record management is essential
for stable BFSI operations.

5.1.6 Institutional Policies for Data Retention,
Documentation Management, and Compliance

Institutional policies are the internal frameworks of rules, guidelines, and procedures that govern
how organisations—such as companies, hospitals, or universities—operate consistently and fairly.
These policies define standard conduct and internal functions across various departments, including
human resources, finance, IT, and safety. Unlike public policy, which addresses the general population,
institutional policies serve as a specialised decision-making guide that embodies organisational values,
ensures quality control, and maintains compliance with external legal requirements.

In other words, it can be mentioned that institutional policies are structured guidelines created by
banks and financial institutions to manage data, documents, and compliance activities in a safe and
standardised manner. These policies define how information is handled from creation to disposal.
In the BFSI sector, accurate handling of records is critical due to regulatory and legal requirements.
Institutional policies help protect customer confidentiality and financial integrity. They ensure
consistency across branches and departments. Such policies also reduce operational risks and errors.
Regulators expect banks to follow documented policies strictly. Regular monitoring ensures effective
implementation. Strong institutional policies support transparency and accountability. Overall, these
policies are essential for secure, compliant, and efficient banking operations.

Institutional Policies for Data Retention

e (Clearly define retention periods for different types of data, such as customer records, transaction
data, and loan documents

¢ Follow RBI guidelines and applicable laws for minimum data retention timelines

e C(lassify data based on sensitivity, such as confidential, restricted, and public data

e Retain data securely to support audits, investigations, and dispute resolution

e Use encrypted storage systems for retained digital data

e Restrict access to retained data through role-based access control

e Archive inactive or historical data to secure long-term storage systems

e Review retained data periodically to ensure relevance and accuracy

e Ensure secure and irreversible deletion of data after the retention period expiry

e Maintain detailed logs for data retention, archival, and deletion activities
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Institutional Policies for Documentation Management

e Define standardised procedures for creating, naming, and formatting documents
e Use centralised document management systems for storage and retrieval

e Ensure proper indexing, tagging, and categorisation of documents

e Control document access based on job roles and responsibilities

e Maintain version control to track changes and updates to documents

e Ensure completeness and accuracy of customer and transaction documents

¢ Digitise physical documents according to approved scanning standards

e Protect documents from unauthorised alteration or deletion

e Maintain regular backups of critical documents

e Conduct periodic reviews to ensure documentation quality and compliance

Institutional Policies for Compliance

e Align internal policies with RBI regulations, KYC, AML, and data protection laws
e (Clearly define compliance roles and responsibilities across departments

e Conduct regular internal and external compliance audits

e Maintain proper records and evidence for regulatory inspections

e Provide mandatory compliance and policy training to employees

e Monitor transactions and activities for regulatory violations

e Ensure timely reporting of required information to regulators

e Maintain incident reporting and escalation mechanisms

e Update policies promptly based on regulatory changes

e Promote a culture of compliance, accountability, and ethical conduct

5.1.7 Securing Data Storage, Transmission, and

Handling Practices for Financial Records

Secure data storage refers to the safe and protected keeping of financial records within banking
systems. In the BFSI sector, financial records include customer profiles, account balances, loan details,
and transaction history. Banks store this data in secure servers located in controlled data centres.
Physical access to data centres is restricted through surveillance and authorisation controls. Digital
data is protected using strong encryption methods to prevent unauthorised reading. Role-based
access control ensures that only approved job roles can access specific data. Regular data backups are
created to avoid loss during technical failures or cyber incidents. Backup data is also stored securely in
encrypted form. Audit logs record every access and modification to stored data. Secure data storage
helps maintain data confidentiality, accuracy, and availability at all times.

Secure data transmission is the process of safely transferring financial data between banking systems
and digital platforms. In the BFSI sector, data transmission occurs during online banking, mobile
banking, ATM usage, and inter-bank transactions. Encryption protocols protect data while it travels
across networks. Secure communication channels such as HTTPS (HyperText Transfer Protocol Secure)
and TLS (Transport Layer Security) are used to prevent interception. Authentication checks confirm
that data is sent only between trusted systems. Firewalls and network security tools monitor incoming
and outgoing data traffic. Intrusion detection systems identify suspicious transmission activity. Secure
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transmission prevents data tampering and leakage. RBI guidelines require banks to protect data during
every transfer. Secure data transmission builds trust in digital banking services.

Secure data handling, on the other hand, refers to the correct and careful use of financial records
during daily banking operations. In the BFSI sector, clear procedures guide how data can be accessed
and used. Only authorised staff and systems are allowed to handle sensitive financial information. Data
is accessed strictly for approved business purposes. Strong authentication methods protect systems
from unauthorised entry. Data masking is used when full details are not required for work. It can be
stated here that data masking, also known as data obfuscation, is the technique of concealing sensitive
information by replacing it with realistic but fictional data. This process ensures that datasets remain
functional for non-production activities—such as software testing, training, or analytics—while strictly
adhering to privacy regulations like GDPR and HIPAA. Secure handling reduces the risk of accidental
data exposure. Regular training programs build awareness about safe data practices. Outdated records
are disposed of using secure deletion methods. Secure data handling ensures compliance, reduces risk,

and protects customer confidence.
Un-Masked Data Masked Data

S
,,, SYNTHO ",

Name: Eric Adams

SSM: 271-12-4329

D.0.B: 01/01/1990
Email: eric@mail.com
Address: 142350 Gouda

Fig. 5.1.7: An example of data masking

Referring to the above discussion, it can be discussed that the authentication methods in data handling
refer to the security measures used to verify identity before allowing access to sensitive data. In the
BFSI sector, these methods protect customer information, financial records, and digital systems from
unauthorised access. Common authentication methods used in the BFSI sector are explained below in
simple terms.

Fingerprint Retina Iris
scanner scanners scanners
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Fig. 5.1.8: Biometric authentication methods

e User ID and Password Authentication
This is the most basic authentication method used in banking systems. Each authorised user is given
a unique user ID and password. Password policies require strong combinations of letters, numbers,
and symbols. Regular password changes reduce security risks.

e Two-Factor Authentication (2FA)
Two-factor authentication requires two forms of verification. This usually includes a password and
a one-time password (OTP) sent to a registered mobile number or email. 2FA adds an extra layer of
security to data access.

e Multi-Factor Authentication (MFA)
Multi-factor authentication uses more than two verification factors. These may include passwords,
OTPs, biometric data, or security tokens. MFA is commonly used for accessing core banking systems
and sensitive data.

e Biometric Authentication
Biometric methods use physical features such as fingerprints, facial recognition, or iris scans. These
methods are difficult to copy and provide strong security. Biometric authentication is widely used
in branch operations and digital onboarding.

e Role-Based Access Authentication
Access is granted based on job role and responsibility. Authentication is linked to system roles
rather than individuals alone. This ensures data is accessed only by authorised functions.

e Token-Based Authentication
Security tokens generate dynamic codes for system access. These tokens may be physical devices or
software-based applications. Token authentication reduces the risk of stolen passwords.

e Certificate-Based Authentication
Digital certificates are used to verify systems and users. This method ensures secure communication
between banking platforms. It is commonly used for secure APls and internal system connections.

e Session-Based Authentication Controls

Sessions automatically expire after inactivity. Re-authentication is required for continued access.
This prevents unauthorised access if a system is left unattended.
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5.1.8 Common Risks related to Data Breaches and

[ Unauthorized Access in Banking Services

Data breaches and unauthorised access in banking services occur when confidential customer or
institutional data is accessed, shared, altered, or stolen without proper approval. In the BFSI sector,
banking systems manage highly sensitive information such as personal identity details, account
balances, loan records, and transaction histories. Any weakness in security controls can expose this
data to cyber criminals or internal misuse. The growing use of digital banking platforms, mobile
applications, and online payment systems has increased dependency on technology. This dependency
also increases the risk surface for cyber-attacks. Unauthorised access can happen intentionally through
hacking or unintentionally due to poor security practices. Data breaches may lead to financial losses
for customers and institutions. Such incidents can also result in legal action and regulatory penalties
under RBI guidelines. Customer confidence in banking services reduces when data security incidents
occur. Understanding common risks helps banking institutions strengthen preventive and corrective

measures.
Risk

Phishing and Social

Description

Fake emails, calls, or messages are
used to obtain login credentials or

Effects on Banking Services

Fraudulent transactions and
compromise of customer

Enei .
neineering OTPs accounts

Weak Authentication Absence of multi-factor Easy unauthorised access to

Controls authentication or poor login security | banking platforms

Malware and Spyware

Malicious software secretly collects
banking data from systems

Theft of confidential data and
financial fraud

Ransomware Attacks

Attackers encrypt banking data and
demand a ransom for access

Service shutdown and
operational disruption

Insider Misuse

Authorised employees misuse system
access for personal gain

Data leakage and breach of
customer confidentiality

Excessive System
Privileges

Users receive access beyond job
requirements

Increased risk of data
manipulation or misuse

Unsecured APIs and
Interfaces

Weak protection of system
integration points

Unauthorised data extraction
from banking systems

Poor Encryption
Practices

Sensitive data stored or transmitted
without strong encryption

Exposure of financial and
personal information

Lost or Stolen Devices

Laptops, mobiles, or storage devices
with banking data are lost

Unauthorised access to
internal banking systems

Inadequate Monitoring
and Alerts

Lack of real-time tracking of system
activities

Delayed detection of
suspicious or illegal access

Outdated Software
Systems

Old systems without security updates
or patches

Exploitation of known
vulnerabilities

Improper Data Disposal

Old records or devices have not been
securely destroyed

Recovery of sensitive data by
unauthorised persons

Table 5.1.1: Common risks related to data breaches and unauthorised access in banking services
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5.1.9 Importance of Restricting Access to Sensitive

Customer Data

Restricting access to sensitive customer data is very important in the BFSI sector because banks handle
large amounts of confidential information. Role-Based Access Control, also called RBAC, allows access
to data based on job roles and responsibilities. This system ensures that only authorised staff can
view or modify sensitive information. RBAC reduces the risk of data misuse and internal fraud. It helps
protect the personal and financial details of customers. Proper access control supports trust between
banks and customers. RBAC also helps maintain data accuracy and integrity. Limiting access prevents
accidental changes to critical records. This approach supports safe and responsible data handling.
Overall, RBAC is a key part of data security in banking.

Role-Based Access Controlhelps banks meetregulatoryandlegal requirementsrelated to data protection.
Regulations require limited access to customer information on a need-to-know basis. RBAC ensures
compliance with data privacy and security laws. Proper access records support audit and inspection
processes. This system allows banks to show clear control over data usage. RBAC reduces the risk of
regulatory penalties and legal issues. It also helps manage consent and confidentiality requirements.
Controlled access supports secure storage of sensitive data. RBAC strengthens compliance frameworks.
Strong compliance improves institutional credibility.

RBAC supports better operational efficiency in the BFSI sector. Staff members can focus only on
relevant tasks without unnecessary data exposure. Clear access rules reduce confusion and errors.
RBAC simplifies system management by defining permissions clearly. It supports smooth coordination
between departments. Access changes can be managed easily during role changes. This reduces delays
and system misuse. RBAC also supports faster onboarding and exit processes. Efficient access control
improves workflow quality. Well-managed access supports reliable operations.

Restricting access through RBAC reduces cybersecurity risks in banking systems. Limiting access reduces
the chances of data leaks and breaches. Cyber attackers find it harder to exploit systems with strict
access control. RBAC works well with monitoring and alert systems. It helps detect unauthorised access
attempts quickly. Secure access controls protect digital banking platforms. RBAC also supports incident
investigation and response. It strengthens the overall security framework. Controlled access reduces
financial and reputational loss. RBAC is essential for cyber risk management.

RBAC supports accountability and transparency in banking operations. Every access action can be
linked to a specific role or user. This helps track system activities clearly. Accountability reduces the
misuse of sensitive information. RBAC supports fair responsibility distribution. It helps identify errors
and misconduct easily. Clear access records support disciplinary actions if required. Transparency
improves internal control systems. RBAC builds a culture of data responsibility. Responsible access
control strengthens trust and governance.

5.1.10 Methods to Track and Update Service Requests,
Financial Transactions, and Complaint Resolutions

Tracking and updating service requests, financial transactions, and complaint resolutions is a critical
activity in the BFSI sector. These processes help banks deliver timely, accurate, and reliable services
to customers. Proper tracking ensures that no request or transaction is ignored or delayed. Digital
systems such as Core Banking Systems and CRM platforms play a key role in managing these activities.
Clear records help banks maintain transparency in all customer interactions. Regular updates reduce
confusion and repeated customer follow-ups. Accurate tracking also supports internal controls and
operational efficiency. These methods help banks comply with RBI guidelines and internal policies.
Well-managed tracking systems improve trust in banking services. Overall, effective tracking and
updating processes strengthen customer satisfaction and service quality.
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Methods to Track and Update Service Requests

e C(Centralised CRM System Registration: All service requests, such as address change, debit card
issue, or account modification, are recorded in a centralised banking CRM system. Each request
receives a unique service reference number for identification. This system stores customer details,
request type, and submission date. It helps banking staff access information from any authorised
branch or department. Centralisation reduces duplication and loss of requests. It also supports
faster coordination between departments. The system improves service transparency. Records
remain available for audits and reviews. This method ensures uniform service handling across the
bank.

e Workflow-Based Processing Stages: Service requests follow a defined workflow, such as request
received, verification pending, processing, approval, and closure. Each stage reflects the current
status of the request. Movement between stages happens only after the required checks. This
approach avoids delays and confusion. It helps staff understand pending actions clearly. Supervisors
can monitor bottlenecks easily. Customers benefit from predictable timelines. Workflow systems
improve accountability. Errors are reduced through structured steps.

e Service Level Agreement (SLA) Monitoring: Each service request is mapped to a predefined
turnaround time as per bank policy or RBI guidelines. The system tracks how long a request stays
open. Alerts are generated if deadlines are missed. This encourages timely action by staff. SLA
tracking improves service quality. It also helps in regulatory compliance. Performance reports are
generated based on SLA adherence. Delays can be analysed and corrected. This method improves
customer satisfaction.

e Customer Communication and Alerts: Automated SMS, email, or app notifications inform
customers at each stage of request processing. Messages confirm the request registration. Updates
are shared during processing and completion. This reduces the need for branch visits or calls.
Communication builds trust and transparency. Customers stay informed without follow-ups. It also
reduces complaint volumes. Communication records are stored in the system. This supports service
accountability.

Methods to Track and Update Financial Transactions

e Core Banking System (CBS) Integration: All financial transactions are processed through the core
banking system. The system records transaction date, amount, channel, and account details. Real-
time processing ensures immediate updates. It provides a single source of truth. Transactions done
through the branch, ATM, or digital channels reflect uniformly. This prevents data mismatch. The
system supports high transaction volumes. It ensures accuracy and reliability. CBS integration is
critical for banking operations.

e Unique Transaction Reference Numbers: Every transaction is assigned a unique transaction ID. This
ID helps in tracking transaction status. It is used for dispute resolution and reconciliation. Customers
can quote this number for support. Banking staff use it to trace transaction history. It simplifies the
investigation of failed transactions. The reference number improves traceability. It supports audit
and compliance checks. This method ensures transaction transparency.

e Automated Reconciliation Systems: Automated tools match debit and credit entries at regular
intervals. These tools identify mismatches or pending transactions. Reconciliation ensures financial
accuracy. Errors are flagged for correction. This reduces manual effort and risk. It improves end-
of-day balance accuracy. Reconciliation reports support internal control. It also helps in fraud
detection. This method maintains financial integrity.

e Exception Handling and Error Resolution: Failed or reversed transactions are automatically marked
as exceptions. Dedicated teams review these cases. Corrective actions are taken as per standard
procedures. Status updates are recorded in the system. Customers are informed about outcomes.
This reduces financial stress. It ensures fair resolution. Exception logs support audits. This method
improves the reliability of banking services.

131 .



Participant Handbook

Methods to Track and Update Complaint Resolutions

Complaint Registration and Ticketing System: Complaints are registered through the branch, call
centre, website, or mobile app. Each complaint receives a unique complaint ID. Details such as issue
type and channel are recorded. This ensures proper documentation. The system allows tracking
from start to closure. Complaints are not lost or ignored. It supports centralised grievance handling.
Records are available for review. This method strengthens grievance management.

Complaint Categorisation and Priority Setting: Complaints are classified based on nature, such
as transaction failure, service delay, or mis-selling. Priority is assigned based on severity. High-risk
complaints receive faster attention. Categorisation helps route complaints to the correct teams.
It improves resolution efficiency. Similar issues can be analysed together. This supports service
improvement. Prioritisation ensures customer protection. It aligns with RBI guidelines.

Escalation and Regulatory Compliance Tracking: Complaints not resolved within timelines are
escalated automatically. Higher authorities receive alerts. This ensures accountability at all levels.
RBI-mandated timelines are monitored. Non-compliance is flagged for corrective action. Escalation
prevents prolonged delays. It protects customer rights. Escalation records support regulatory
reporting. This method ensures fair treatment.

Resolution Confirmation and Feedback Recording: Complaints are closed only after resolution
confirmation. Customers receive closure communication. Feedback is collected for service
improvement. Feedback data helps identify recurring issues. It supports training and process
improvement. Closure records are stored securely. This improves service quality. It builds long-term
trust. This method completes the grievance cycle effectively.
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Accurate documentation in banking CRM systems ensures correct customer interaction records and
regulatory compliance.

Banking data protection follows RBI guidelines, internal policies, and applicable global regulations
such as GDPR.

Secure banking systems use access control, encryption, and protected platforms to safeguard
customer data.

Customer records are regularly maintained and updated for account changes, nominees, and
service requests.

Digital platforms and Loan Management Systems help in the secure storage and retrieval of
transaction records.

Role-based access control reduces risks of data breaches and unauthorised access to sensitive
information.

Proper tracking of transactions, service requests, and complaints supports transparency and
customer trust.




Participant Handbook

)

— Exercise

Multiple Choice Questions

1. Why is accurate documentation important in banking CRM systems?
a. To increase system speed b. To ensure correct records and compliance

c. To reduce customer visits d. To avoid using digital tools

2. Which guideline regulates banking data protection in India?
a. ISO standards b. RBI guidelines

c. Factory Act d. Trade policy

3. What helps prevent unauthorised access to banking data?
a. Open passwords b. Role-based access control

c. Shared user IDs d. Public systems

4. Where are loan and transaction records securely stored in banks?
a. Paper files only b. Personal computers

c. Digital banking platforms and LMS d. Email inboxes

5. What is a common risk in banking data management?
a. Faster processing b. Data breach

c. Better reporting d. Improved service quality

Descriptive Questions

Explain the importance of accurate documentation in banking CRM systems.
Describe key data protection regulations followed by banks.

Explain how banks maintain and update customer records securely.

Discuss the role of role-based access control in protecting banking data.

vk W

Describe methods used by banks to track service requests and complaint resolutions.
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Scan the QR codes or click on the link to watch the related videos

https://youtu.be/19k7MOEYQnw?si=sZGfA3huhMq8f9xc https://youtu.be/d_IMYD5wjFQ?si=tgWolJAIGG2C98bF

How to Use Customer Relationship Management Draft Digital Personal Data Protection Rules, 2025

Software?



https://youtu.be/19k7M0EYQnw?si=sZGfA3huhMq8f9xc
https://youtu.be/d_IMYD5wjFQ?si=tgWolJAlGG2C98bF
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Scan the QR codes or click on the link for the e-books

https://www.skillindiadigital.gov.in/content/list

Employability Skills




Unit 7.1 - Loan Processing and Compliance
Management

7. Assist in Loan
Processing

‘ ‘ I BFC/N8426

=0

=)




Participant Handbook

— Key Learning Outcomes | ¢

At the end of this module, the participants will be able to:
1.

Verify loan applications by assessing applicant details, identity proofs, and financial documents
to ensure compliance with KYC and AML regulations.

Process loan applications by accurately entering customer data into the Loan Management
System (LMS) and coordinating with internal departments for approval.

Analyse applicant eligibility by reviewing credit history, income stability, and risk factors in
collaboration with underwriting and risk assessment teams.

Guide customers on loan terms, repayment schedules, interest rates, and digital loan
disbursement processes to ensure informed decision-making.
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UNIT 7.1: Loan Processing and Compliance Management

— Unit Objectives | ©

At the end of this unit, the participants will be able to:

1. Explain the loan application process, including eligibility criteria and mandatory documentation.

2. Describe KYC (Know Your Customer) and AML (Anti-Money Laundering) regulations related to loan
processing.

3. Identify key financial documents used for loan applications, such as salary slips, bank statements,
and ITR.

Explain the role of Loan Management Systems (LMS) in tracking and processing applications.

5. Describe the loan approval workflow and coordination between credit underwriting, risk
assessment, and legal teams.

6. Outline the security measures for handling and storing customer documents as per data protection
regulations.

7. Explain the significance of credit risk analysis and the factors considered in loan approvals.

Identify key aspects of loan agreements, including EMI or repayment schedules, interest rates,
repayment tenure, foreclosure options, applicable charges, and foreclosure terms.

9. Explain the steps involved in loan disbursement and the importance of compliance checks before
fund transfer.

10. Describe digital loan disbursement methods and e-signing agreements for seamless processing.

—7.1.1 Loan Application Process

The loan application process is a structured procedure followed by banks and financial institutions
to provide credit in a safe and responsible manner. This process helps match the financial needs of
individuals and businesses with suitable loan products. It ensures that lending decisions are based
on proper assessment of income, repayment ability, and credit history. The process also supports
regulatory compliance by following KYC, AML, and risk management guidelines. A clear loan application
system reduces the chances of loan defaults and financial losses. It promotes transparency by clearly
explaining loan terms, interest rates, and repayment conditions. The process helps build customer
confidence and long-term trust in the BFSI sector. Overall, the loan application process plays a key role
in supporting economic growth, financial inclusion, and stable banking operations.

The loan application process that needs to be followed is discussed as follows:

e Loan Requirement Identification

o The purpose of the loan is clearly identified, such as education, housing, business expansion,
or personal expenses.

o The required loan amount is estimated based on actual financial needs.
o The repayment period is selected to balance affordability and interest cost.
o Banks use this information to suggest suitable loan products and schemes.
e Eligibility Criteria Assessment
o Age limits are checked to ensure legal eligibility for borrowing.
o Income level is reviewed to confirm repayment capacity.
o Employment type, such as salaried, self-employed, or business income, is considered.
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Credit score and past repayment history are evaluated for creditworthiness.
Eligibility rules help banks reduce loan default risks.

e Loan Application Submission

Applications can be submitted online, through mobile apps, or at bank branches.
Personal, employment, and financial details must be filled in accurately.
Incorrect or incomplete details may delay approval.

Digital submission helps speed up the application process.

e Mandatory Documentation Collection

Identity proof, such as Aadhaar or PAN, verifies customer identity.
Address proof confirms permanent or current residence.

Income proof, such as salary slips, Form 16, or income tax returns, shows earning capacity.

Bank statements reflect spending patterns and existing liabilities.
Business loans may require financial statements and GST records.

e KYC and AML Verification

Customer details are verified as per KYC guidelines.

AML checks help identify suspicious financial activities.
Verification protects the bank from fraud and illegal transactions.
Compliance ensures adherence to regulatory standards.

e (Credit Evaluation and Risk Assessment

Credit bureau reports are reviewed for past loan behaviour.
Existing loans and repayment obligations are analysed.

Risk levels are assessed before approval.

Higher risk may lead to higher interest rates or rejection.

e Collateral and Security Evaluation (If Applicable)

Secured loans require assets such as property, vehicles, or fixed deposits.
Asset value is assessed through professional valuation.

Proper documentation ensures legal ownership.

Security reduces financial risk for the bank.

e Loan Approval Decision

All collected information is reviewed by credit officers.
Approval depends on eligibility, risk level, and documentation.
Rejection reasons are communicated when required.
Approval ensures responsible credit distribution.

e Loan Agreement and Acceptance

Interest rate, loan tenure, EMI amount, and penalty charges are explained clearly.
Legal terms and conditions are included in the agreement.

Agreement acceptance confirms understanding of repayment responsibility.

This step creates a binding contract.

e Loan Disbursement Process

Approved funds are transferred to the bank account or directly to the seller.
Disbursement may occur in stages for home or project loans.
Timely disbursement supports planned financial activities.
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e Repayment and Account Monitoring
o EMIlIs are deducted automatically or paid manually as scheduled.
o Banks monitor repayments to ensure account discipline.
o Late payments may attract penalties or affect the credit score.
o Regular repayment improves future loan eligibility.

7.1.2 KYC (Know Your Customer) and AML (Anti-Money
Laundering) Regulations related to Loan Processing

KYC (Know Your Customer/Client) is a compulsory process in banking where financial institutions
verify a customer's identity and residential address using official documents (such as ID and proof of
address). This procedure is essential for preventing financial crimes, including fraud, money laundering,
and terrorism financing. By collecting, verifying, and regularly updating customer data—often through
digital means—KYC ensures customer legitimacy, helps manage institutional risk, and is required for
regulatory compliance, thereby allowing the client access to full banking services.

@l’ClCl Bank

pebchretd deaats 5 il vy v Chee sddress prood vailable with you

COCUMENT ADDEESS PROOE POUR FHOTD

Dowerg boanpt g | WPt gy

Please keep your ldentity
and Address Proof copies
handy to upload

Fig. 7.1.1: An example of KYC in an Indian bank

Onthe other hand, Anti-Money Laundering or AML refers to the comprehensive set of laws, regulations,
and institutional procedures designed to prevent illegally obtained funds from being disguised as
legitimate income. The primary goal of AML is to combat financial crimes, including fraud, corruption,
and terrorist financing. Key components of an AML framework include Know Your Customer (KYC) for
identity verification, continuous transaction monitoring, and the mandatory reporting of suspicious
activities to relevant authorities. By enforcing these measures, institutions protect the integrity of the
financial system and avoid significant penalties for non-compliance.

KYC and AML regulations play a vital role in safe and responsible loan processing within the BFSI sector.
These regulations help banks identify customers correctly, understand financial behaviour, and prevent
misuse of loan facilities. KYC ensures that customer identity and address are genuine, while AML
focuses on detecting and preventing illegal financial activities such as money laundering and fraud.
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Together, these rules support regulatory compliance, reduce financial crime, and strengthen trust in
the banking system. Proper application of KYC and AML helps maintain financial stability and protects
both customers and institutions.

KYC Regulations in Loan Processing

Customer Identification Process

o Official identity documents such as Aadhaar, PAN, voter ID, or passport are collected.
o Identity verification ensures that the loan applicant exists and is legally eligible.
o This step prevents identity theft and impersonation.

Address Verification Procedures

o Permanent and current address details are verified using valid documents.

o Physical or digital address verification confirms residence.

o Accurate address details support legal communication and recovery processes.
Personal and Professional Information Collection

o Details related to occupation, employer, or business activity are recorded.

o Income source and job stability are reviewed carefully.

o This information helps assess repayment capacity.

Document Verification and Validation

o Submitted documents are checked for authenticity and consistency.

o Digital tools and verification systems help detect forged documents.

o Verified documents reduce the risk of loan fraud.

Customer Due Diligence (CDD)

o Financial background and transaction history are reviewed.

o High-risk cases receive enhanced due diligence checks.

o CDD supports informed lending decisions.

KYC Updating and Periodic Review

o Customer information is updated at regular intervals.

o Changes in address, income, or contact details are recorded.

o Updated KYC ensures continued compliance.

Secure Storage of KYC Data

o Customer data is stored securely in bank systems.

o Access to KYC records is limited to authorised staff.

o Secure storage protects customer confidentiality.

AML Regulations in Loan Processing

Income and Source of Funds Verification

o Legal sources of income are verified before loan approval.

o Supporting documents help confirm income legitimacy.

o This step prevents illegal funds from entering the banking system.
Transaction Pattern Monitoring

o Loan disbursement and repayment transactions are monitored continuously.
o Sudden changes in repayment behaviour are flagged.

o Monitoring helps identify unusual or suspicious activities.
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e Risk Profiling and Categorisation
o Loan accounts are classified into risk categories based on behaviour and profile.
o High-risk accounts receive closer supervision.
o Risk profiling helps focus monitoring efforts effectively.
e Detection of Suspicious Activities
o Activities such as multiple loan accounts, unusual repayments, or fake guarantors are reviewed.
o Advanced systems help identify red flags early.
o Early detection reduces financial crime risks.
e Suspicious Transaction Reporting (STR)
o Suspicious transactions are reported to regulatory authorities.
o Reporting follows legal timelines and formats.
o STR helps law enforcement track illegal financial activity.
e Ongoing Account Monitoring
o Customer accounts are reviewed throughout the loan tenure.
o Changes in financial behaviour trigger further checks.
o Continuous monitoring strengthens AML compliance.
e Employee Awareness and AML Training
o Staff members are trained to recognise money laundering signs.
o Awareness helps prevent mistakes during loan processing.
o Trained staff improve compliance and risk control.
e Regulatory Compliance and Audits
o Loan processing systems are audited regularly.
o Compliance with national and international AML laws is ensured.
o Audits help identify gaps and improve controls.

—7.1.3 Key Financial Documents used for Loan Applications ——

Financial documents are a key requirement in the loan application process because they give banks
a clear picture of financial stability and repayment ability. These documents help verify income, track
financial behaviour, and assess credit risk. Proper financial records also support transparency and
prevent false loan claims. Banks use these documents to follow regulatory rules such as KYC and AML.
Complete and accurate documentation reduces processing delays and improves approval chances.
Overall, financial documents help ensure safe, fair, and responsible lending in the BFSI sector.

Document Name Meaning Importance of a Loan Application

Confirms regular income,

Salary Slips (Appendix Monthly statement showing employment continuity, and EM|

1) salary earned and deductions affordability

Bank Statements Record of deposits, withdrawals, Shows_ cash flow Pat.t ernf saV|r_1gs
. . behaviour, and existing financial

(Appendix 2) and balances over time

obligations

Official annual income . o
Income Tax Return Proves income legitimacy and long-

. declaration filed with tax . -
(ITR) (Appendix 3) authorities term income stability
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Document Name

Form 16 (Appendix 4)

Meaning

Tax certificate issued by the
employer

Importance of a Loan Application

Confirms salary structure and tax
compliance

Employment Proof
(Appendix 5)

Documents such as an offer
letter or employment certificate

Verifies job stability and
employment status

Business Financial

Statements (Appendix

Profit and loss account and
balance sheet

Shows financial performance and
repayment capacity for business

6) loans
GST Returns (Appendix | Tax filings showing business Confirms business income and
7) turnover operational consistency

Credit Report
(Appendix 8)

Record of credit score and loan
repayment history

Helps assess credit discipline and
default risk

Existing Loan

9)

Statements (Appendix

Records of ongoing or closed
loans

Shows existing liabilities and
repayment behaviour

(Appendix 10)

Asset Ownership Proof

Documents for property,
vehicles, or investments

Strengthens loan eligibility and
supports secured lending

(Appendix 11)

Investment Statements

Records of mutual funds, shares,
or deposits

Indicates financial planning and
financial strength

(Appendix 12)

Rental Income Proof

Rent agreements or bank credits

Supports an additional income
source

(Appendix 13)

Net Worth Statement

Summary of assets and liabilities

Helps banks evaluate overall
financial position

Guarantor Financial

14)

Documents (Appendix

Income and bank details of the
guarantor

Provides additional security in case
of default

Table 7.1.1: Key financial documents used for loan applications

7.1.4 Role of Loan Management Systems (LMS) in

[ Tracking and Processing Applications

A Loan Management System is a digital platform used by banks and financial institutions to manage the
complete life cycle of loans. It helps in handling loan applications in a structured and organised manner.
The system reduces manual work and improves accuracy in loan processing. It supports faster decision-
making by providing real-time information. Loan Management Systems are important for handling large
volumes of loan data safely. These systems help banks follow regulatory rules and internal policies.
Automation through LMS improves efficiency and reduces delays. It also enhances transparency in loan
operations. Proper use of LMS builds trust in the BFSI sector. Overall, a Loan Management System plays
a key role in modern banking operations.

T
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The key functions of a Loan Management System are categorised as follows:

e LoanOrigination: This manages the initial phases, including application intake, customer verification,
credit scoring, and comprehensive risk assessment.

e Loan Servicing: This function handles ongoing operational aspects, such as processing payments,
calculating interest, managing amortisation schedules, and addressing loan delinquency.

e Document Management: It provides a secure, centralised digital repository for all documents
related to the loan.

e Reporting & Analytics: This generates crucial insights and data on loan performance, borrower
behaviour, and overall portfolio risk.

e Collections: This specifically tracks late payments and manages the automated workflows for the
collection process.

e Customer Portals: This offers self-service capabilities, allowing borrowers to independently view
and manage their loans.

Loan Management Systems help in tracking loan applications from the initial stage to final approval.
Every application is assigned a unique reference number for easy tracking. The system records applicant
details, loan type, and requested amount. It tracks the status of applications such as submitted, under
review, approved, or rejected. LMS allows bank staff to view progress at any time. Automated alerts
notify about pending actions or missing documents. This reduces delays and improves customer
experience. Tracking features help avoid loss of application data. Accurate tracking also improves
internal coordination. Overall, LMS ensures smooth and transparent application movement.

Laan

Loan
Crigination Management

Loan management

Loan
schedule view

Loan Loan
repayment Documents

Loan Loan products Interest method Accounting
charges view and Charges calculations Integrated

Fig. 7.1.2: An example of LMS

Loan Management Systems support the efficient processing of loan applications. The system stores all
customer information and financial documents in one place. It helps verify eligibility by checking income,
credit score, and repayment capacity. Automated checks reduce human errors during evaluation. LMS
integrates with credit bureaus for faster credit assessment. It supports KYC and AML checks as part
of the process. Approval workflows are defined clearly within the system. Processing time becomes
shorter due to automation. This improves the productivity of banking staff. Efficient processing helps
banks handle more applications safely.
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Loan Management Systems also support monitoring after loan approval. The system records loan
disbursement details and repayment schedules. It tracks EMI payments and outstanding balances
regularly. Delayed or missed payments are flagged automatically. LMS helps generate reminders and
alerts for repayments. It supports reporting and analysis for management review. Data from LMS helps
improve future lending decisions. The system also supports audits and regulatory reporting. Secure data
handling protects customer information. Overall, LMS strengthens control, efficiency, and compliance
in the BFSI sector.

7.1.5 Loan Approval Workflow and Coordination between

Credit Underwriting, Risk Assessment, and Legal Teams

The loan approval workflow is a systematic process used by banks to evaluate loan applications in a
safe and controlled manner. This process ensures that loans are approved only after careful review of
financial ability, risk factors, and legal compliance. Different teams work together to complete each
stage accurately and on time. Credit underwriting checks repayment capacity, risk teams analyse
possible losses, and legal teams verify documentation. Proper coordination between these teams
helps avoid errors and delays. It also ensures adherence to regulatory and internal policies. A well-
managed workflow improves transparency and accountability. It reduces the chances of fraud and loan
defaults. Technology systems support coordination and information sharing. Overall, teamwork across
departments strengthens lending quality in the BFSI sector.

The detailed loan approval workflow is discussed below:

e Loan Application Receipt and Initial Screening
o Applications are received through digital platforms or branch offices.
o Basic details such as loan type, amount, and applicant information are checked.
o Incomplete applications are returned for correction.
o Initial screening ensures only eligible cases move forward.
e Credit Underwriting Analysis
Income documents, such as salary slips or financial statements, are reviewed.

o Employment stability and business continuity are assessed.
o Credit score and repayment history are analysed.
o Loan eligibility and repayment capacity are calculated.

Underwriting ensures the loan matches financial capability.
e Risk Assessment and Evaluation
Risk teams use internal models to measure default probability.

o Risk level is classified as low, medium, or high.
o Exposure limits and policy guidelines are applied.
o High-risk cases may need additional guarantees or collateral.

Risk assessment protects the institution from financial loss.
e Collateral and Security Review
o Assets offered as security are reviewed carefully.
o Property valuation and asset ownership are verified.
o Security adequacy is checked against the loan amount.
o Proper collateral reduces lending risk.
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Legal Due Diligence and Compliance Check
o Legal teams verify ownership documents and contracts.
o Property titles and agreements are examined for disputes.
o Regulatory compliance is confirmed.
o Legal clearance ensures the enforceability of loan contracts.
Inter-Department Communication
o Observations and queries are shared through internal systems.
o Clarifications are resolved jointly by teams.
o Smooth communication avoids repeated work and delays.
Approval Authority Review and Decision
o Combined reports from underwriting, risk, and legal teams are reviewed.
o Approval limits are followed as per internal policy.
o Senior management provides final approval when required.
o The decision is documented clearly.
Conditional Approval and Compliance Fulfilment
o Conditions such as additional documents or guarantees may be imposed.
o Compliance with conditions is verified before disbursement.
o This step ensures risk control.
Loan Documentation and Agreement Finalisation
o Loan agreements are prepared with approved terms.
o Interest rate, tenure, and repayment schedule are finalised.
o Legal confirmation ensures agreement validity.
Disbursement Coordination and Record Keeping
Disbursement is initiated after all clearances.

o Funds are released as per the agreed conditions.
o All records are stored securely for audit and compliance.
o Proper documentation supports transparency.

Effective collaboration among the credit underwriting, risk assessment, and legal teams is crucial for
ensuring robust lending decisions, upholding regulatory compliance, and minimising financial losses.
This partnership requires structured processes and continuous communication to integrate diverse
expert insights.

The key areas of coordination among the credit underwriting, risk assessment, and legal teams are
mentioned as follows:

Information Sharing: Underwriting teams collect comprehensive financial and qualitative data
from loan applicants (e.g., credit history, income statements, business plans). This information is
then jointly analysed: the risk team quantifies the probability of default and other financial hazards,
while the legal team scrutinises documentation for enforceability and regulatory adherence.

Risk Mitigation and Loan Structuring: The risk assessment team identifies and evaluates all
relevant exposures, spanning from broad macroeconomic factors to specific operational or credit
risks. They collaborate directly with underwriters to design loan terms—such as interest rates,
specific covenants, and collateral requirements—to maintain the institution's exposure within
predetermined limits. The legal team's role is to ensure all collateral documentation is both legally
sound and enforceable promptly.
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e Compliance and Regulatory Adherence: The legal and risk teams bear primary responsibility for
monitoring and interpreting changes in the regulatory environment (e.g., fair lending standards,
data privacy laws). They must ensure the entire underwriting process strictly adheres to all legal
and ethical requirements, thus minimising the institution's exposure to regulatory fines and legal
consequences.

e Problem Identification and Corrective Action: Continuous reporting and communication channels
among all three teams facilitate the early detection of potential issues. If a concern is raised during
a risk review or legal analysis, the teams must quickly coordinate to implement timely corrective
actions or adjust the terms of the loan agreement.

~7.1.6 Security Measures for Handling and Storing

Customer Documents

Handling and storing customer documents securely is a core responsibility of banks and financial
institutions because these records contain sensitive identity, financial, and contact information. Strong
security controls help protect customer privacy and prevent identity theft, fraud, and unauthorised
access. Proper document security also supports compliance with data protection laws, KYC norms, and
AML requirements. Secure handling reduces operational risk and legal penalties. It builds customer
confidence in digital and physical banking services. Banks manage both paper-based and electronic
documents with equal care. Technology and process controls work together to protect data. Regular
monitoring ensures continuous protection. Awareness among staff strengthens security practices.
Overall, document security is essential for trust and regulatory compliance in the BFSI sector.

Now, the security measures for handling and storing customer documents as per data protection
regulations are stated as follows:
e Role-Based Access Control (RBAC)
o Access to customer documents is limited based on job roles.
o Only authorised staff can view, edit, or process documents.
o Access rights are reviewed and updated regularly.
o RBAC reduces internal misuse of sensitive data.
e Strong Authentication Mechanisms
o Multi-factor authentication is used for system access.
o Secure login methods prevent unauthorised entry.
o Authentication strengthens data protection controls.
e Secure Physical Document Management
o Paper documents are stored in locked cabinets or vaults.
o Storage rooms are monitored using security systems.
o Visitor access is restricted and recorded.
o Physical protection prevents document theft or loss.
e Encryption of Digital Records
o Customer documents are encrypted during storage and transfer.
o Encryption protects data even during cyberattacks.
o Secure encryption standards ensure confidentiality.
e Secure Scanning and Digitisation
o Physical documents are scanned using secure systems.
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o Digital copies are stored in protected document management systems.
o Original documents are returned or stored safely.
e Document Classification and Sensitivity Tagging
o Documents are classified as high, medium, or low sensitivity.
o Highly sensitive records receive extra security.
o Classification helps prioritise protection.
e Controlled Data Sharing Practices
o Documents are shared only when required for official purposes.
o Secure channels are used for internal and external sharing.
o Unauthorised sharing is strictly prohibited.
e Audit Trails and Monitoring Systems
o All document access and changes are logged.
o Logs help detect unusual or unauthorised activity.
o Regular audits improve accountability.
e Secure Data Backup and Recovery
o Data backups are created at regular intervals.
o Backup systems are encrypted and access-controlled.
o Recovery plans support business continuity.
e Data Retention and Secure Disposal
o Documents are retained only for the required legal period.
o Paper records are shredded securely.
o Digital records are deleted permanently.
o Secure disposal prevents data leakage.
e Compliance with Data Protection Regulations
o Document handling follows national data protection laws.
o Internal policies align with regulatory guidelines.
o Compliance reduces legal and financial risks.
e Employee Training and Security Awareness
o Staff members receive regular training on data security.
o Awareness programs help reduce human errors.
o Trained staff improve overall data protection.

7.1.7 Significance of Credit Risk Analysis and the

Factors Considered in Loan Approvals

Credit risk analysis is a very important activity in the BFSI sector because it helps banks decide whether
a loan can be approved safely. It measures the chance that a borrower may fail to repay the loan on
time. Proper credit risk analysis protects banks from financial losses and supports stable lending. It
also helps in setting suitable interest rates and repayment terms. This analysis supports responsible
lending and long-term financial health. Credit risk analysis improves transparency in loan decisions.
It helps maintain trust in the banking system. Strong risk analysis reduces non-performing assets. It
supports regulatory compliance and internal policies. Overall, credit risk analysis is essential for safe
and sustainable banking operations.




Participant Handbook

One major factor in credit risk analysis is income and repayment capacity. Banks review salary slips,
businessincome, and cash flow statements. Stable and regularincome increases repayment confidence.
Existing financial obligations are also checked. The ability to manage EMls is calculated carefully. Higher
income with lower debt improves approval chances. Irregular income increases credit risk. Income
trends over time are reviewed. This factor helps prevent over-lending. Income analysis plays a key role
in loan approval decisions.

Credit score

Credit Repayment
history tenure

Factor in loan
approvals

VTG
conditions

Loan
purpose

Fig. 7.1.3: Factors considered in loan approvals

Employment stability and business continuity are considered during credit risk analysis. Long-term
employment shows income security. Frequent job changes increase uncertainty. For business loans,
consistent operations and revenue are checked. Industry risk is also evaluated. Seasonal income
patterns are analysed carefully. A stable work background reduces default risk. Business growth trends
improve loan confidence. Sudden income drops increase concern. Stability assessment improves loan
quality.

Collateral and security also influence credit risk analysis. In lending, collateral is a valuable asset (such
as real estate, a vehicle, or gold) that a borrower legally pledges to the lender as a form of security to
guarantee the loan's repayment. If the borrower fails to meet their obligations (defaults), the lender has
the right to seize and sell this asset to recover the outstanding debt. The use of collateral significantly
reduces the lender's risk and often allows the borrower to qualify for more favourable loan terms.

Secured loans involve assets such as property or vehicles. Asset value reduces risk for banks. Proper
valuation ensures adequate coverage. Legal ownership of assets is verified. Collateral improves loan
approval chances. Unsecured loans carry a higher risk. Higher risk may lead to higher interest rates.
Security helps recovery during defaults. Collateral assessment supports risk control in lending.

On the other hand, credit history and credit score are important factors in loan approvals. Credit
reports show past loan repayment behaviour. Timely repayments improve credit scores. Late payments
or defaults increase risk levels. Multiple loan accounts are reviewed carefully. A credit score helps
compare risk across applicants. Poor credit history may lead to rejection or higher interest rates. Good
credit history supports faster approval. Credit behaviour reflects financial discipline. This factor helps
banks predict future repayment behaviour.
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Other important factors include age, loan purpose, and repayment tenure. Age affects earning potential
and repayment duration. Loan purpose helps judge the risk level. Productive purposes carry a lower
risk. Longer tenures increase total risk exposure. Shorter tenures reduce uncertainty. Market conditions
also influence risk decisions. Economic stability supports better repayment capacity. Policy guidelines
guide approval limits. Combined factor analysis ensures balanced loan decisions.

—7.1.8 Key Aspects of Loan Agreements

Loan agreements are formal contracts between a bank or financial institution and the borrower that
define the terms and conditions of a loan. These agreements protect both parties by clearly stating
rights and obligations. A loan agreement ensures transparency in lending and reduces the chance of
disputes. It contains details about the loan amount, interest rate, repayment schedule, and tenure.
The agreement also mentions applicable charges, fees, and penalties. Foreclosure and prepayment
terms are included to explain how early repayment is handled. Loan agreements follow regulatory and
legal guidelines to ensure compliance. They help banks manage risk and ensure repayment discipline.
Borrowers benefit by understanding the full obligations before taking the loan. Overall, aloan agreement
is essential for safe, transparent, and structured lending in the BFSI sector.

LOAN AGREEMENT

Agreement Number:
Agreement date:

This loan agreement is commenced between:

Name:

Address:

Phone Number:
hereinafter referred as the Lender
And

Name:

Address:

Phone Mumber:

Hereinafter referred as the Borrower

LOAN AMOUNT. The Lender promises to loan the equivalent of Dollars
(5_____ ) tothe Borrower and the Borrower promises to reply this principal amount to the
Lender, at such address ag may be provided in writing.

PAYMENT. This agreement. (the “Note™), shall be due and payable, including the prineipal and
any accrued interest, in one of the following ways:

O Onee per week beginning on .20 and to continue every seven (7)
days uniil the balance is paid.

O Onee per monih beginning on 20 and payment is due on the ___ of
every month until the balance is paid.

O Other:

All paymenis made by the Borrower are to be applied first (1=0) to any acerued inierest and then
1o the prineipal balance, The total amount of the loan shall be due and payable en the _ day of
0___

Page 1 of3

Fig. 7.1.4: An example of a loan agreement
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ACKNOWLEDGEMENT

= Hereby, the Parties agree that the Lender will lend 1o the Borrower as per this
Agrecment.

PAYMENT

= Hereby, the Parties agree that the date of the First I’a)rmml is and will continue
until the date of the Last Payment, which is

= The Payment is due every -The method of payment will be

PROMISE T0O PAY

- Thchn:nlmubyayudultheﬂommmmpnym: Lender
the i within

LATE CHARGES

= The Parties agree that any late payment of days will be subject to
as late charges.

DEFAULT

= This Agreement will be regarded as default in case the Borrower does not pay by the due
date, his'her death, bankruptey and/or inability to pay.

SECURITY

- The Parties agree that for the sake of protection of the Lender. the Borrower will provide the
following security interest and'or morigage.

IENDME

- The Parties agree that any amendments made to this Agreement must be in writing where they
must be signed by both Parties 1o this Agreement.

- Assuch, any amendments made by the Parties will be applied to this Agreement.
ASSIGNMENT

- The Parties hereby agree not to assign any of the responsibilities in this Agreement to a third
party unless consented lo by both Parties in wriling.

Fig. 7.1.5: Another example of a loan agreement

Aspect Meaning Importance of Loan Agreements

EMI or Repayment | The fixed amount to be paid Ensures systematic repayment and
Schedule periodically to repay the loan helps track outstanding balances

The percentage charged on the Determines the cost of borrowing and
Interest Rate

loan amount by the bank affects the total repayment amount

The period over which the loan Helps plan EMIs and manage
Repayment Tenure . .

must be fully repaid repayment capacity

Rules and procedures for early Allows borrowers to repay early and

Foreclosure Options

repayment of the loan reduce the interest burden
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Aspect

Applicable Charges

Meaning

Fees such as processing charges,
service charges, or late payment
penalties

Importance of Loan Agreements

Ensures transparency of all costs
associated with the loan

Foreclosure Terms

Conditions and any fees related to
early repayment

Protects the bank’s interest while
offering repayment flexibility

Collateral or
Security Details

Assets pledged against the loan
(for secured loans)

Reduces risk for banks and ensures
repayment assurance

Penalties for

Charges or actions taken in case of

Encourages timely repayment and

Default missed payments reduces credit risk

Specific reason for taking the loan,
like home, education, or business

Helps assess eligibility and determine

Loan Purpose .
P risk level

Documentation
Requirements

Required identity, income, and
legal documents

Ensures regulatory compliance and
authentic borrowing

Table 7.1.2: Key aspects of loan agreements

7.1.9 Steps Involved in Loan Disbursement and the
Importance of Compliance Checks before Fund Transfer

Loan disbursement is the final stage of the loan lifecycle where the approved loan amount is released
for use. This stage ensures that financial support reaches the correct account or seller as per the agreed
terms. Proper loan disbursement confirms that all approval conditions have been met. It protects banks
from legal, operational, and financial risks. Disbursement is closely monitored because errors at this
stage can lead to serious losses. Strong internal controls ensure accuracy and safety. This process also
supports transparency and accountability. Technology systems help manage disbursement efficiently.
Safe disbursement builds trust between banks and customers. Overall, loan disbursement is a critical
function in the BFSI sector.

Lown Reques!  Loan Approval  Disbursemeni  Prepsymend Request  Prepaymest Approval  Prepayment  Payment  Summary  Fepod  Huloy  Prepayment Helory

Loan Disbursement

Empioyes ™ 909 - ABC aBC - Loan Lo ACCOUET NG 02115454614
Loan Type Lean EMI Start Dale ™ 21-03-3018 |
At * 2000 hicge of Payment | Cash iz
Loan Term (in Monirs) = E]
Honthly Instaliment 498
Irilerest Rate On Loan 15

Description © s

Fig. 7.1.6: An example of a loan disbursement step
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The steps involved in loan disbursement include:

¢ Final Sanction Review and Authorisation
o Loan sanction terms are reviewed once again.
o Authorised officers confirm approval limits and conditions.
o This step prevents unauthorised fund release.
¢ Fulfilment of Pre-Disbursement Conditions
o Conditions such as margin money payment are verified.
o Additional documents and guarantees are collected.
o Compliance with conditions ensures loan safety.
e Completion of Legal Documentation
o Loan agreements and security documents are signed.
o Property or asset registration is verified where required.
o Legal completion ensures enforceable contracts.
e Collateral and Insurance Verification
o Asset insurance is checked for validity.
o Collateral value and ownership are confirmed.
o Insurance protects bank interests.
e Beneficiary and Account Validation
o Bank account details are verified carefully.
o Name, account number, and IFSC are matched.
o Validation prevents incorrect transfers.
e Disbursement Mode and Amount Confirmation
o Disbursement amount is confirmed as per approval.
o Single or stage-wise release is planned.
o Mode selection ensures correct usage.
e System Entry and LMS Processing
o Disbursement details are entered into LMS.
o Automated checks reduce manual errors.
o System processing ensures accuracy.
¢ Fund Transfer Execution
o Funds are transferred through secure banking channels.
o Transaction confirmation is generated.
o Secure transfer protects financial assets.
e Post-Disbursement Record Maintenance
o The loan account is updated with disbursement details.
o The repayment schedule is activated.
o Proper records support audits.

Compliance checks are systematic reviews designed to ensure that an organisation's internal processes,
systems, and documentation strictly adhere to established legal, regulatory, or internal standards
(such as GDPR or financial security policies). By verifying this adherence through methods like audits,
monitoring, and documentation reviews—often aided by tracking software and status indicators (like
RAG status)—these checks are critical for preventing risks like fraud and penalties. They are essential
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across various industries for maintaining integrity, avoiding hefty fines, and boosting overall operational
efficiency.

The importance of compliance checks before fund transfer is very high because these checks ensure
that loan disbursement follows all regulatory and internal rules. Compliance checks confirm completion
of KYC, AML, and documentation requirements. They help verify customer identity and financial
background. These checks prevent fraud and misuse of banking services. Regulatory authorities
require strict compliance before fund release. Failure to follow compliance rules may lead to penalties.
Compliance checks protect institutional reputation. They also ensure fair and responsible lending.
Strong compliance controls reduce operational risk. Overall, compliance checks act as a safeguard in
loan disbursement.

Compliancechecksalsoensurethatloanfundsare released only forapproved purposes. Loanagreements
clearly define the purpose of the loan. Compliance review matches the disbursement mode with the
loan purpose. For example, education loan amounts are paid directly to institutions. This reduces the
chances of fund diversion. Compliance checks also confirm completion of legal formalities. Property
registration and insurance are verified. These steps reduce recovery risks. Purpose-based disbursement
supports asset security. Compliance checks strengthen lending discipline.

Compliance checks support financial stability and risk management. They help detect errors before
fund release. Early detection avoids incorrect payments. Compliance ensures adherence to internal
approval limits. It supports accurate reporting and audits. Regulatory inspections rely on compliance
records. Strong compliance reduces financial losses. It improves internal control systems. Compliance
checks also increase customer trust. Overall, compliance before fund transfer is essential for safe and
reliable banking operations.

7.1.10 Digital Loan Disbursement Methods and
E-signing Agreements

Digital loan disbursement is a modern banking process where approved loan amounts are released
using secure digital platforms instead of physical cash or manual instruments. This system ensures
faster fund transfer and better accuracy. Digital methods reduce paperwork and human errors. They
allow banks to serve customers across locations. Automated checks ensure that all loan conditions are
met before fund release. Digital disbursement supports regulatory compliance and audit requirements.
It also improves transparency through real-time updates. Banks use encryption to protect transaction
data. Customers benefit from quicker access to funds. Digital loan disbursement is an essential part of
efficient BFSI operations.

157 .
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Retail Loans Disbursed by Channels

INR Lakh Cr, FY21-24E, 28P

. Digtal Lending . Traditional Lending

nz-128

49-53
2.0%

42.3

1.8%
98.2%

Fy22 FY23 FY24E Fy28P

Fig. 7.1.7: Market share for digital and traditional loan disbursement between FY22 and FY24
(Source: https://decentro.tech/blog/loan-disbursement-process/)

The digital loan disbursement methods include:

Direct Credit to Customer Bank Account

o

o

o

o

Loan amount is transferred directly to the registered savings or current account.
Account details are verified during loan approval.

This method avoids third-party handling of funds.

It ensures faster availability of loan money.

Automated Disbursement Through Core Banking Systems

(o]

o

o

o

Core banking systems process disbursement automatically after approval.
System checks ensure compliance with sanction terms.

Transaction entries are posted instantly.

This reduces operational delays and manual errors.

API-Enabled Digital Transfers

(o]

[e]

o

o

Application Programming Interfaces connect loan platforms with payment systems.
APIs allow real-time fund movement and confirmation.

This method supports seamless integration across banking systems.

It improves speed and system reliability.

Purpose-Based Disbursement

o

o

(e}

o

Loan amount is transferred directly to vendors or service providers.
Used for education loans, home loans, or vehicle loans.

This ensures the correct usage of loan funds.

It reduces the misuse of borrowed money.

Escrow-Based Disbursement Mechanism

o

o

Funds are held in an escrow account until conditions are fulfilled.
Used for builder-linked or project-based loans.

158
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o Controlled release protects bank and customer interests.
o Compliance checks are done at every stage.
e Tranche or Phase-Wise Disbursement
o Loan amount is released in multiple parts.
o Progress verification is done digitally before each release.
o Common in construction and business loans.
o This ensures funds match project progress.
e Mobile and Internet Banking-Enabled Disbursement
o Loan disbursement status is updated through digital channels.
o Customers receive SMS and email alerts.
o This improves transparency and trust.
o Digital access allows easy tracking of funds.
e Automatic EMI Setup Post Disbursement
o EMI schedules are activated immediately after fund release.
o Due dates and amounts are recorded digitally.
o This ensures timely repayment tracking.
o Automated reminders reduce defaults.

On the other hand, e-signing agreements is a digital process where loan documents are signed
electronically using secure authentication methods. This system removes the need for physical
signatures and document handling. E-signing allows faster completion of legal formalities. It supports
remote processing and paperless banking. Digital signatures are legally valid under applicable IT laws.
This method improves document security and integrity. Banks use certified platforms for e-signing.
Audit trails provide proof of signing activity. E-signing enhances customer convenience. It plays a key
role in seamless digital lending.

Fig. 7.1.8: E-signing agreement

The e-signing agreements for seamless processing are mentioned as follows:

e Digital Identity Verification Before Signing
o lIdentity is verified using Aadhaar-based OTP, biometric, or registered mobile number.
o Verification ensures signer authenticity.
o This prevents impersonation and fraud.
e Use of Certified E-Sign Platforms
o Banks use government-approved or licensed service providers.
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o Platforms follow encryption and security standards.
o This ensures legal acceptance of signatures.
e Electronic Signing of Loan Agreements
o Loan terms, repayment schedules, and charges are signed digitally.
o Documents are displayed clearly before signing.
o This improves understanding and transparency.
e Time-Stamped Digital Signatures
o Each signature includes date and time details.
o Time stamps act as legal proof.
o This supports dispute resolution.
e Complete Audit Trail Maintenance
o Every action during signing is recorded.
o |IP address, device details, and authentication steps are logged.
o Audit trails support regulatory audits.
e Integration with Loan Processing and LMS
o Signed documents are automatically linked to loan records.
o Manual uploads are avoided.
o This improves processing efficiency.
e Secure Storage of Signed Documents
o Agreements are stored in encrypted digital repositories.
o Access is controlled through role-based permissions.
o This protects customer confidentiality.
e Faster Loan Closure and Disbursement
o E-signing removes physical delays.
o Loan disbursement can begin immediately after signing.
o This shortens the overall loan cycle.
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The loan application process involves checking eligibility and submitting mandatory documents.

KYC (Know Your Customer) and AML (Anti-Money Laundering) regulations are essential for secure
loan processing.

Key financial documents like salary slips, bank statements, and ITR are used to assess loan
applications.

Loan Management Systems (LMS) track applications and coordinate between credit, risk, and legal
teams.

Credit risk analysis helps in determining loan approvals, including interest rates, repayment tenure,
and EMI schedules.

Compliance ensures the secure handling of customer documents and adherence to legal and
regulatory standards.

Digital loan disbursement and e-signing methods enable faster, safer, and seamless fund transfer
processes.
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)

— Exercise

Multiple Choice Questions

1. What is the first step in loan processing?
a. Disbursing funds

b. Checking eligibility and submitting documents
c. Calculating interest only

d. Signing foreclosure papers

2. Which regulation ensures that customer identity is verified in loan processing?
a. GST b. KYC (Know Your Customer)

c. ISO standards d. CSR guidelines

3. What type of document is commonly used to check a borrower’s income?
a. Passport b. Salary slips

c. Vehicle registration d. Electricity bill

4. What does LMS (Loan Management System) help with?
a. Cooking b. Tracking and processing loan applications

c. Marketing loans d. Designing websites

5. Why is digital loan disbursement useful?
a. It delays fund transfer

b. It enables faster and secure processing with e-signing
c. It avoids EMI calculations

d. It increases paperwork

Descriptive Questions

1. Explain the loan application process, including eligibility criteria and required documents.
Describe the importance of KYC and AML regulations in loan processing.

Explain the role of Loan Management Systems (LMS) in loan application tracking.

Discuss the key aspects of loan agreements such as EMI, interest rate, and foreclosure terms.

vk W

Describe the steps and compliance checks involved in loan disbursement, including digital methods.
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— Notes
Scan the QR codes or click on the link to watch the related videos
https://youtu.be/c_xI4N1RRfU?si=hOv4FiTBaHCok33v https://youtu.be/ly8D5WyDWzw?si=FwDjXINbh2ji8AoG
AML | KYC | Anti money laundering and know your Loan management system in banks

customer



https://youtu.be/c_xI4N1RRfU?si=hOv4FiTBaHCok33v
https://youtu.be/Iy8D5WyDWzw?si=FwDjXlNbh2ji8AoG
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— Key Learning Outcomes | ¢

At the end of this module, the participants will be able to:

1.

Explain various investment products, including mutual funds, fixed deposits, bonds, stocks, and
insurance plans, highlighting their features, benefits, and risks.

Assist customers in selecting suitable investment options based on their financial goals, risk
appetite, and expected returns.

Process investment transactions such as mutual fund purchases, SIP registrations, redemptions,
and fixed deposit renewals while ensuring compliance with KYC and AML regulations.

Demonstrate the use of online and mobile banking platforms to help customers track and
manage their investment portfolios effectively.




Customer Service Associate -Financial Services

UNIT 8.1: Investment Products and Compliance Essentials

— Unit Objectives | ©

At the end of this unit, the participants will be able to:

1. Explain different types of investment products, such as mutual funds, fixed deposits, bonds, stocks,
and insurance plans, along with their features, benefits, and risks.

2. Describe the tax-saving investment options, such as ELSS, PPF, and NPS and their advantages in
financial planning.

3. Mention SEBI and RBI guidelines related to investment transactions, financial advisory services, and
customer protection.

4. Explain the importance of compliance with KYC, AML, and data protection regulations in investment
and wealth management.

5. Describe portfolio management principles, including market trends, risk diversification, and fund
performance tracking.

6. Explain how fixed deposit renewals, withdrawal conditions, and premature closure policies work in
banking.

7. Define key concepts in financial markets, including liquidity, returns, and exit strategies for different
investment options.

8. State the secure data handling practices to protect customer confidentiality and adhere to AML
policies.

—8.1.1 Different Types of Investment Products

Investment products are various financial instruments created with the goal of growing capital over
an extended period, where each product carries a unique combination of risk, potential return, and
liquidity. The main categories include equities (stocks), fixed income (bonds, Fixed Deposits), and
pooled investments (Mutual Funds, Exchange-Traded Funds).

Fig. 8.1.1: Some examples of investment products

Investment products help individuals grow money and achieve financial goalsin a planned and systematic
way. These products allow savings to earn returns through different financial instruments, depending
on risk levels and investment duration. Investment options such as mutual funds, fixed deposits, bonds,

— B
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stocks, and insurance plans help in wealth creation, income generation, and financial protection.
Understanding investment products is important because each option has different features, benefits,
and risks. Proper knowledge helps individuals choose the right investment based on financial needs,
safety, returns, and future planning. Investments also support long-term goals like education, home
purchase, retirement planning, and medical security.

The types of investment products, such as mutual funds, fixed deposits, bonds, stocks, and insurance
plans, along with their features, benefits, and risks, are discussed below:

1. Mutual Funds

e Features:
o Mutual funds collect money from many investors and invest in stocks, bonds, or other
assets.
o A professional fund manager handles the investments.
o Investors can choose equity, debt, hybrid, or index funds based on risk level.
o Units are allotted to investors, and the NAV (Net Asset Value) shows the price of each unit.
Can be purchased as a SIP (Systematic Investment Plan) or a lump sum.
e Benefits:
Offers diversification and reduces overall risk.
o Suitable for long-term wealth creation.
o Professional management helps beginners.
o SIP makes investing easy and disciplined.

Usually offers better returns compared to traditional savings.
e Risks:

Market fluctuations can affect returns.

o Too much reliance on fund manager performance.
o Exit load and management fees may reduce earnings.
o No guaranteed returns.
o High risk in equity-oriented funds.
3 HDFC| hi
T
PRUDENTIALT =/
BHAROSA APNO KA MUTUAL FUND
Nippon irialis Mutual Fund ADITVABRLA
5, SBI MUTUAL FUND @ Wesithse youfiee EEEP_'TJ!
A L PARTNER FOR LIFE MUTUAL FUNDS

Fig. 8.1.2: Examples of mutual funds in India
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2. Fixed Deposits (FDs)
e Features:
FD is a safe investment offered by banks and NBFCs.

o Money is locked for a fixed period at a fixed interest rate.

o Interest can be received monthly, quarterly, or at maturity.

o Premature withdrawal is possible, but with a penalty.
Senior citizens get a higher interest rate.

e Benefits:

Very safe with guaranteed returns.

o Suitable for risk-free savings.

o Easy to open and manage.

o Gives predictable income.

o Good for short and medium-term goals.

e Risks:

Low returns compared to market-linked products.
Interest rate may not beat inflation.

Premature withdrawal reduces interest.

No high-growth potential.

O O O o

Not suitable for long-term wealth creation.
Instrument Tenure (Years) Return (%)

Senior Citizen

Savings Scheme A Lo

Pradhan Mantri Vaya

Vandana Yojana L T4

Corporate Fixed

Deposits 1to10 5to0 6.75

Non-Convertible

Debentures 11010 675 %09

Corporate Bond

Funds Open-Ended 8.4

Short Duration Funds Open-Ended 6.44

Fig. 8.1.3: An example of FD

3. Bonds
e Features:
o Bonds are issued by governments or companies to borrow money.
Investors earn fixed interest over the bond period.
Types include government bonds, corporate bonds, and tax-saving bonds.
Bondholders are creditors, not owners of the company.

O O O o

Bond prices may fluctuate based on interest rates.
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e Benefits:

Provides a stable and fixed income.

Safer than stocks.

Suitable for retired individuals or low-risk investors.
Government bonds are almost risk-free.

O O O o

Good for preserving capital.
e Risks:
o Corporate bonds may carry default risk.
Bond value may fall if market interest rates rise.

o Lower returns than high-risk investments.
o Long lock-in for some types.
o Limited growth potential.

Fig. 8.1.4: An example of a bond in the Indian market

4. Stocks (Equity Shares)
e Features:
Stocks represent ownership in a company.

o Value rises or falls based on company performance and market conditions.
o Investors can earn through dividends and price appreciation.
o Traded on stock exchanges like NSE and BSE.

Requires a Demat and trading account.
e Benefits:
Highest return potential among major investment types.

o Helpsin long-term wealth creation.
o Provides dividend income.
o Easyto buy and sell in the market.

Suitable for investors willing to take risks.
e Risks:
o High risk due to market volatility.
o Losses are possible if the company performs poorly.
o Requires knowledge and regular monitoring.
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o No guaranteed returns.

o Economic changes can impact stock prices.

—_—

Fig. 8.1.5: An example of the equity market

5. Insurance Plans

Features:
Designed to provide protection and financial security.

o Main types include life insurance, health insurance, and term plans.
o Some plans, like ULIPs, combine insurance with investment.
o Premium must be paid regularly.
Provides coverage for emergencies and unfortunate events.
Benefits:
Offers financial safety to the family.
o Helpsin emergency healthcare.
o Tax benefits under government rules.
o Long-term savings option in some plans.
o Peace of mind through risk protection.

Risks:

ULIPs may have high charges.

Returns may be lower than market investments.
Missing a premium can end coverage.

Long lock-ins reduce flexibility.

O O O O o

Not suitable for short-term returns.
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Annual Premium (Age) |
Male, Sum Insured: Rs 5 lacs S5 SO s
Personal Health Insurance Plans
ICICI Lombard Ihealth Plan 6,313 | 12,509 | 30,802
Apollo Munich Easy Health Plan 6,254 | 10,353 | 23,466
Apollo Munich Optima Restore 8,416 12,310 27,904
Max Bupa Health Companion 6,973 11,779 29,276
Bank Group Health Insurance Plans

PNB Oriental Royal Mediclaim Policy 6,830 6,830 6,830
Canara Bank Apollo Munich Easy Health | 5,579 5,579 5579
Bank of Baroda (National Insurance) 7,214 7,214 7,214

Fig. 8.1.6: An example of PSU bank health insurance

6. Public Provident Fund (PPF)
e Features:

(o]

A long-term savings scheme supported by the government.
Lock-in period of 15 years.
Interest rate changes every quarter.

O O O

Partial withdrawal is allowed after a certain year.
Very safe and secure.

e Benefits:

Offers tax-free returns.

(o]

Good for retirement planning.

(o]

Very low risk.

0o

Encourages long-term saving.

Helps in building a large corpus slowly.

e Risks:

Long lock-in reduces liquidity.

Lower returns compared to market-linked options.
Strict withdrawal rules.

The interest rate may change.

O O O o

Not suitable for short-term goals.

Fig. 8.1.7: PPF

ey
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7. National Pension System (NPS)
e Features:
Retirement-focused investment is regulated by the government.

o Money is invested in equity, corporate debt, or government securities.
o Offers two types of accounts: Tier | and Tier II.
o Partial withdrawal is allowed for special cases.
Requires contribution until retirement age.
e Benefits:
o Strong retirement planning tool.
o Low management fees.
o Provides tax benefits.
o Gives a mix of safe and market-linked returns.
o Ensures long-term financial stability.

e Risks:

Limited access to money.

Market-linked portion may fluctuate.

Mandatory annuity purchase gives lower returns.
Not suitable for short-term needs.

O O O o

Less flexible compared to mutual funds.

National Pension
System

(NPS)

hitp entin nps
Flexible

Fig. 8.1.8: NPS schemes

8. Real Estate
e Features:
Includes investment in land, houses, shops, and commercial property.

o Requires a large capital to invest.
o Value increases over the long term.
o Generates rental income.
Considered a physical asset.
e Benefits:
Provides stable long-term appreciation.
o Generates regular rental income.
o Acts as a hedge against inflation.
o An asset can be used or rented.
o Gives a sense of security through physical ownership.

173
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e Risks:

o The property market may slow down.
Requires heavy investment.
Maintenance cost is high.

Liquidity is low, and selling takes time.

O O O o

Legal issues may occur.

Fig. 8.1.9: Real estate

9. Gold Investments (Digital Gold, ETFs, Physical Gold)
e Features:
Gold is available in physical form, digital gold, and gold ETFs.

o Acts as a traditional and safe investment.
o Price changes based on global markets.
o Highly liquid and easy to sell.

Often used during financial instability.
e Benefits:
Safe during market uncertainty.
Easy to buy and sell.
Digital gold avoids storage problems.
Acts as a hedge against inflation.

O O O o

Suitable for portfolio diversification.

e Risks:

Prices may fluctuate in the short term.

No regular income, like interest or dividends.
Physical gold involves storage and making charges.
Returns may be lower than equity.

O O O o

Risk of theft for physical gold.
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Fig. 8.1.10: Digital gold

_8.1.2 Tax-saving Investment Options and their Advantages -
in Financial Planning

Tax-saving investments help individuals reduce taxable income while building financial security for the
future. These investments are useful because they encourage regular saving, long-term planning, and
disciplined money management. Tax-saving options also support financial growth by offering interest,
returns, and protection depending on the product chosen. By choosing the right mix of investments,
individuals can lower their tax burden and achieve important goals such as retirement planning,
emergency savings, and wealth creation. These options are an essential part of financial planning for
salaried employees, business owners, and students preparing for future responsibilities.

The tax-saving investment options are stated below:

1. Equity Linked Savings Scheme (ELSS)

An Equity Linked Savings Scheme or ELSS is a specific type of diversified equity mutual fund that
provides investors with a dual advantage: the potential for long-term wealth creation through
market-linked returns, combined with a crucial tax deduction benefit available under Section 80C
of the Indian Income Tax Act.

{1 e

Fig. 8.1.11: ELSS

e Features:
o ELSS is a type of mutual fund that invests mainly in equity (shares).
Eligible for tax deduction under Section 80C of the Income Tax Act.

o Lock-in period of 3 years, which is the shortest among tax-saving options.
o Returns depend on stock market performance.
o Can be invested through SIP or a lump sum.

o



ey Participant Handbook

e Advantages in Financial Planning:

Helps in long-term wealth creation through equity growth.

Short lock-in gives better liquidity compared to other 80C products.
Suitable for young investors who can take moderate risk.

O O O

Encourages disciplined investing through SIP.
o Potential to earn higher returns than traditional tax-saving schemes.

2. Public Provident Fund (PPF)
The Public Provident Fund or PPF is a widely favoured, government-backed, long-term savings
scheme in India, distinguished by its assured returns and tax-efficient structure. Ideal for risk-averse
individuals aiming for retirement corpus growth, the PPF offers tax deductions under Section 80C,
while both the interest earned and the final maturity amount are tax-free, establishing it as a
powerful tool for achieving long-term financial security over its 15-year tenure.
e Features:

Government-supported long-term savings scheme.

Eligible for tax deductions under Section 80C.

Lock-in period of 15 years.

The interest rate is declared by the government every quarter.

O O O O o

Interest earned is tax-free.

e Advantages in Financial Planning:

Very safe and suitable for conservative investors.

Useful for retirement planning due to long-term savings.
Helps build a large corpus slowly through compounding.

O O O O

Partial withdrawal is allowed after a certain years.
o Good for families who need a secure investment option.

3. National Pension System (NPS)
The National Pension System or NPS, regulated by PFRDA, is a government-backed, market-linked
retirement savings scheme available to all Indian citizens, including mandatory coverage for new
government employees. As a defined contribution plan, it encourages systematic savings during an
individual's working life, offering benefits such as low costs, portability, flexibility in fund choice,
and attractive tax incentives under Sections 80C and 80CCD for building a post-retirement income

corpus.
e
) [
e FINAMTIAL SERWICES AT g et sa

NATIONAL PENSION SYSTEM

Enabling you to live a worry-free retired life

Central
Government

State
kovernment
All

Corporate Citizens
Models
NP5 Lite

Lakhs
12 83
Lakhs

Total Subscribers under 18.74
NPS as on 31.10.2021 Lakhs

resw usen ) O Q@

Fig. 8.1.12: An example of NPS

£1.94
Lakhs

. 176
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e Features:
Government-regulated pension scheme.

o Offers tax benefits under Sections 80C and 80CCD(1B).
o Investment is divided into equity, corporate bonds, and government securities.
o Provides a long-term retirement fund.

Partial withdrawal is allowed only for specific reasons.
e Advantages in Financial Planning:
Supports strong retirement planning with long-term growth.
o Additional tax benefit of 50,000 under Section 80CCD(1B).
o Low management charges make it cost-effective.
o A mix of equity and debt provides balanced returns.
o Gives a stable pension after retirement through annuity purchase.
4. Tax-Saving Fixed Deposit (FD)

A Tax Saving Fixed Deposit (FD) allows investors to claim an Income Tax exemption on investments
up to 1.5 lakh under Section 80C of the Income Tax Act, 1961. This product mandates a five-year
lock-in period, and while the principal investment offers tax relief, the interest earned from the Tax
Saving FD is fully taxable and subject to Tax Deducted at Source (TDS).

Tax Saving Fixed Deposits

Fig. 8.1.13: Tax savings FD

e Features:
o 5-year fixed deposit offered by banks.
o Eligible for deduction under Section 80C.
o Fixed interest rate for the full lock-in period.
o Interest is taxable.

Very easy to open at any bank.
e Advantages in Financial Planning:
o Suitable for low-risk investors.
Provides guaranteed returns.
Good for short and medium-term tax planning.
Helps senior citizens with stable income.

O O O o

Simple and easy to understand for beginners.




ey Participant Handbook

0o

O O O

O O O o

o

5. National Savings Certificate (NSC)

The National Savings Certificate or NSC in India is a secure, government-backed, fixed-income
investment specifically designed for risk-averse individuals seeking stable returns. Available at post
offices, the NSC offers a guaranteed return (currently 7.7% compounded annually) over a fixed
5-year tenure, with the interest paid out at maturity. It is a highly popular tool for disciplined, long-
term saving, as contributions also qualify for tax benefits under Section 80C.

i o i
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Fig. 8.1.14: NSC

e Features:

Small savings scheme offered by post offices.
Eligible for deduction under Section 80C.
Lock-in period of 5 years.

Fixed interest rate declared by the government.
Low-risk investment with guaranteed returns.

e Advantages in Financial Planning:

Ideal for individuals who want safe and steady returns.
Helps in medium-term financial goal planning.

Interest earned is reinvested, increasing overall returns.
Easy to buy at nearby post offices.

Suitable for rural and urban investors.

6. Sukanya Samriddhi Yojana (SSY)

The Sukanya Samriddhi Yojana or SSY is a savings scheme initiated by the Indian government for
girl children under the age of 10, designed to secure their future education and marriage expenses.
Available at banks and post offices, the scheme is part of the Beti Bachao, Beti Padhao campaign,
offering a high, tax-exempt interest rate (currently around 8.2%), allowing flexible deposits up to
X1.5 lakh annually, and maturing when the child turns 21.
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Sukanya Samriddhi Yojana

Fig. 8.1.15: Logo of Sukanya Samriddhi Yojana

e Features:

o Special savings scheme for the benefit of a girl child.

o Eligible under Section 80C.

o Offers one of the highest interest rates among small savings schemes.
o The maturity period is linked to the age of the child.

Only parents or guardians can open the account.
e Advantages in Financial Planning:
Helps families save for education and marriage.
Very high safety and reliable returns.
Encourages long-term disciplined saving.

O O o o

Tax-free interest makes it more profitable.
o Supports government initiatives for girl child welfare.
7. Unit Linked Insurance Plan (ULIP)

A Unit Linked Insurance Plan or ULIP is a hybrid financial product that provides customers with the
combined benefits of both life insurance coverage and market-linked investment returns within a
single unified policy.

uLip= @+ B+ &

Life Cover Investment Tax Benefit

Fig. 8.1.16: Concept of ULIP

e Features:
o Combines life insurance with market-linked investment.
o Eligible for tax benefits under Section 80C.
o Investors can choose equity, debt, or balanced funds.

o
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Lock-in period of 5 years.
Returns depend on market performance.

e Advantages in Financial Planning:

O O O o

o

Provides both investment and insurance.

Helps build long-term wealth through market growth.

Encourages financial discipline due to regular premium payments.
Useful for life protection and future savings.

Suitable for planning long-term goals such as education or retirement.

8. Employee Provident Fund (EPF)

The Employees' Provident Fund or EPF is a mandatory, government-backed retirement savings
scheme for salaried employees in India, managed by the EPFO. In this scheme, both the employee
and employer contribute a percentage (usually 12% each) of the basic salary, building a combined,
interest-earning retirement corpus that can be withdrawn upon retirement or for specific exigencies
like education or housing.

EPFO

Employees Provident
Fund Organisation

Fig. 8.1.17: EPFO logo

e Features:

(o]

(o]

(o]

Mandatory savings for salaried employees.
Contributions are eligible under Section 80C.
Employers also contribute to the fund.

Interest earned is tax-free.

Withdrawals are allowed after specific conditions.

e Advantages in Financial Planning:

o

O O O o

Strong tool for building retirement savings.

Safe and government-regulated.

Helps create long-term financial stability.
Encourages saving directly from salary.

Provides emergency support during job changes.
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— 8.1.3 SEBI and RBI Guidelines

SEBI and RBI are two important regulatory bodies in India that create rules to ensure safe, fair, and
transparent financial activities. The Securities and Exchange Board of India, or SEBI, is the country's
primary financial market regulator, established to protect investors while simultaneously developing
and regulating India's securities market, which includes stocks and mutual funds. Its core function
involves setting rules for all market participants—companies, brokers, and funds—to ensure fair
practices, prevent fraud like insider trading, promote transparency, and educate investors, effectively
serving as the chief watchdog for the financial markets.

S=3
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Securities and Exchange Board of India

Fig. 8.1.18: Logo of SEBI

Onthe other hand, RBI or the Reserve Bank of India is India's central bank and apex monetary authority,
tasked with formulating and executing monetary policy, managing the country's currency issuance
and foreign exchange, and regulating the entire financial system. Through functions like supervising
banks, handling government finances, and overseeing payment systems, the RBI works to ensure price
stability, promote economic growth, and maintain a robust and sound financial environment.

SEBI Guidelines

1. SEBI Guidelines for Investment Transactions
e SEBI requires all stockbrokers and intermediaries to be registered before offering services.
e Investment transactions must be transparent and recorded properly to avoid manipulation.

e Companies must disclose financial information clearly to help investors make informed
decisions.

e Insider trading is strictly prohibited to ensure fairness.
e Mutual funds must share details about portfolio holdings and risks regularly.
e Stock exchanges must follow strict rules to prevent price manipulation.
e Investors must be provided with clear information about fees and charges.
e KYC verification is compulsory before opening a trading or Demat account.
e Risk profiling must be done before suggesting investment products.
e Allinvestment platforms must inform users about market risks.
2. SEBI Guidelines for Financial Advisory Services
e Financial advisors must register with SEBI as Registered Investment Advisors (RIA).
e Advisors must follow a code of conduct that ensures honest and unbiased advice.
e Commission-based advice must be disclosed clearly to avoid conflicts of interest.

e Advisors must analyse the financial needs and risk appetite of customers before giving
suggestions.

e Advertisements by advisory firms must not mislead investors.
e Advisors must maintain proper records of all advice and transactions.
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Periodic audits are required to ensure advisors follow SEBI rules.

Customer information must be kept private and used only for advisory purposes.
Advisors must share risk warnings for every investment product.

Investors must be informed about grievance redressal systems for complaints.

3. SEBI Guidelines for Customer Protection

SEBI ensures that investors receive full disclosure about products before investing.
Customers must be protected from fraud, mis-selling, and unfair practices.
Grievance redressal platforms such as SCORES help customers file complaints.
Companies must follow strict rules when handling customer funds and securities.
Customer complaints must be resolved within a defined timeline.

Investor awareness programs must be conducted regularly.

Brokers must provide secure digital platforms for transactions.

Penalties are imposed on intermediaries who misuse investor money.

Customers must receive accurate contract notes after every trade.

SEBI promotes investor education to build financial literacy.

RBI Guidelines

1. RBI Guidelines for Investment Transactions

RBI regulates investments in banks, NBFCs, and financial institutions.

KYC and verification are mandatory before opening investment-linked bank accounts.
Foreign investment transactions must follow the RBI’'s FEMA rules.

Banks must ensure secure digital platforms for online investment purchases.

Limits are set for NRI investments in certain financial products.

Banks must report suspicious transactions to prevent money laundering.

RBI instructs banks to offer clear information about interest rates and risks.

Digital payments for investment purchases must follow strong security norms.
Customers must be given proper statements and transaction records.

RBI ensures that investment-linked bank accounts are monitored for safety.

2. RBI Guidelines for Financial Advisory Services

Banks providing advisory services must ensure unbiased and transparent advice.
Advisory services must be separate from product sales to avoid conflicts.

Banks must disclose all charges before offering advisory assistance.

Customer risk profiling is important before suggesting banking investment products.
Misleading claims in advertisements or promotions are not allowed.

Advisors must keep customer data confidential and secure.

Advisory services must follow suitability rules based on customer needs.

Banks must maintain records of advice given to customers.

RBI audits banks to ensure advisory services follow rules.

Advisors must guide customers about risks in complex financial products.

3. RBI Guidelines for Customer Protection

RBI ensures that customers receive fair treatment from banks and NBFCs.
Customers must be informed about charges, interest rates, and policy changes.
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e Banks must offer secure digital banking platforms to prevent cyber fraud.

e Grievance redressal systems, such as the RBI Ombudsman, help resolve issues.
e Transparent communication is required before approving loans or investments.
e Banks must protect customer data from misuse or leakage.

e Complaints must be resolved within the timeline set by RBI.

e Customers must receive alerts for every transaction.

e RBI encourages financial literacy programs to improve awareness.

e Strong penalties are imposed on banks that violate customer protection rules.

8.1.4 Importance of Compliance with KYC, AML,
— and Data Protection Regulations in Investment and
Wealth Management

Compliance with KYC, AML, and data protection regulations is an essential part of investment and
wealth management. These rules help financial institutions work in a safe, transparent, and responsible
manner. They protect investors from fraud, identity theft, and misuse of personal information. These
regulations also ensure that investment products are given only to eligible and verified customers.
They help prevent illegal activities that can damage the financial system. Proper compliance builds
trust between customers and financial institutions. It also helps companies follow legal requirements
set by the government and regulators. These rules support long-term stability in the investment
market. Strong compliance improves the quality of financial advice and decision-making. Overall, these
regulations create a safer and more reliable environment for financial planning.

KYC compliance ensures that every investor is properly identified before starting any investment activity.
It helps financial institutions verify important details such as identity, address, and financial background.
This verification process reduces the chances of fraud and impersonation. It ensures that investment
accounts are opened only for genuine individuals. KYC also helps determine the suitability of financial
products based on customer profiles. It supports risk assessment by giving accurate information about
financial goals and investment capacity. Proper KYC helps prevent misuse of accounts for illegal financial
activities. It also ensures smooth transactions because verified accounts face fewer operational issues.
KYC compliance improves trust between investors and financial institutions. Overall, KYC strengthens
investor protection and brings more transparency to wealth management services.

Fig. 8.1.19: Updating KYC
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Anti-Money Laundering or AML compliance, on the other hand, helps prevent the use of investment
accounts for money laundering or terrorist financing. It ensures that all financial transactions are
monitored carefully for suspicious patterns. AML systems help identify unusual deposits, withdrawals,
and transfers. This protects the investment sector from being misused for illegal financial activities. AML
compliance increases the safety and integrity of the financial system. It also ensures that institutions
follow global and national regulations. Strong AML practices reduce financial crime and support ethical
investment behaviour. Regular reporting and monitoring under AML guidelines help detect risks early.
AML compliance also improves the reputation of financial institutions. Overall, AML rules create a safe
environment where investment activities can grow without being affected by criminal activities.

Data protection regulations ensure that the personal and financial information of investors is kept
safe and confidential. These rules prevent unauthorised access to sensitive data stored by investment
firms. Data protection helps reduce the risk of identity theft and cybercrime. It ensures that customer
information is used only for legal and approved purposes. Strong security measures protect digital
investment platforms from hacking and breaches. Data protection also builds trust between customers
and financial institutions. It ensures that companies follow ethical practices while storing and processing
customer information. Proper data handling improves the overall safety of digital investment services.
Compliance with data protection laws helps avoid legal penalties and financial losses. Overall, data
protection regulations support secure and responsible wealth management in the digital age.

—8.1.5 Portfolio Management Principles

Portfolio management is the process of selecting and managing a mix of financial investments such as
stocks, bonds, mutual funds, and other assets. It helps an investor balance risk and return based on
financial goals and market conditions. Portfolio management guides investors in choosing the right
combination of assets for long-term stability and growth. It also helps protect investments from sudden
market changes through proper strategies and planning. This process improves decision-making by
analysing trends, evaluating risks, and reviewing performance regularly. Portfolio management supports
disciplined investing by helping investors avoid emotional decisions. It makes financial planning more
structured and organised. Professional portfolio management also ensures continuous monitoring
of investments. It helps investors achieve long-term goals such as education, retirement, and wealth
creation. Overall, portfolio management increases financial safety, stability, and growth.

Align investments

Define your and capacity when

strategic objectives implementing the
strategy

Get real-time
visibility at portfolio
level

Adaptive and
ongoing
management

Adopt Hybrid
methodologies

Fig. 8.1.20: Strategic portfolio management process
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Now, the portfolio management principles include:

Market Trends Analysis

Market trends analysis helps investors understand the overall direction of the financial market.
It includes studying price movements, economic conditions, industry performance, and global
events. This principle supports better investment decisions by identifying when to buy, hold, or sell
assets. Market trends also help predict future movements based on past patterns. Understanding
these trends reduces guesswork and supports more informed financial planning.

Importance:

Tracks price movements and patterns in the stock market.

Helps identify bullish (rising) and bearish (falling) trends.

Supports investment timing decisions for better returns.

Uses tools such as charts, indicators, and economic reports.

Helps investors understand the impact of global and domestic events.
Reduces panic by providing a clear picture of market conditions.
Helps avoid buying during overvalued market phases.

Supports long-term decisions through economic cycle analysis.

O 0O 0O 0o o o o oo

Encourages data-based planning instead of emotion-based decisions.
Improves overall portfolio stability by understanding market direction.
Risk Diversification

Risk diversification is the practice of spreading investments across different asset classes to reduce
the impact of losses. It ensures that if one investment performs poorly, others can balance the loss.
This principle protects investors from market uncertainties and unexpected events. Diversification
helps create a stable and balanced portfolio. It supports long-term financial security by reducing
overall risk.

Importance:

Divides investments among stocks, bonds, gold, real estate, and other assets.
Reduces dependence on a single investment for returns.

Protects the portfolio from market volatility.

Helps balance risk and reward effectively.

Provides smoother returns over time.

Avoids heavy losses during economic downturns.

Allows investors to explore multiple sectors and industries.

Encourages long-term wealth building.

Helps achieve goals with lower risk exposure.

O 0O 0O O OO O O 0 O

Improves financial stability through balanced investment choices.
Fund Performance Tracking

Fund performance tracking involves regularly reviewing how investments are performing. It helps
investors check whether funds are meeting financial goals and expectations. This principle supports
timely decisions such as rebalancing or switching investments. Tracking performance ensures that
investors stay aligned with market changes. It also prevents losses by identifying underperforming
assets early.
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Importance:

Monitors returns, risk levels, and growth patterns of investments.
Compares fund performance with market benchmarks.

Helps investors understand whether goals are being met.
Identifies underperforming funds early.

Supports decisions to buy, hold, or sell.

Encourages disciplined investing through regular review.

Helps maintain the correct asset allocation.

Provides insights into long-term financial progress.

O O 0O O o o o oo

Ensures that funds match risk appetite and goals.
Improves overall investment efficiency.
e Asset Allocation

Asset allocation is the process of dividing investments into different categories, such as equity,
debt, and cash. This principle ensures that the portfolio matches the investor’s risk appetite, age,
and financial goals. It provides the right balance between safety and growth. Proper asset allocation
supports long-term financial planning and stable returns.

Importance:

o Distributes investments according to risk capacity.

o Helps reduce overall portfolio risk.

o Ensures long-term stability through balanced allocation.

o Changes with age, income, and financial goals.

o Helps investors manage both short-term and long-term needs.
o Provides a clear structure for portfolio planning.

o Supports financial discipline through planned distribution.
o Adjusts according to market conditions.

o Helps optimise returns for different investment horizons.
o Forms the foundation for strong portfolio management.

e Rebalancing

Rebalancing is the process of adjusting investment proportions to maintain the original plan. Over
time, some assets grow faster than others, shifting the portfolio balance. Rebalancing brings the
portfolio back to the intended risk level. It ensures discipline and long-term performance. This
principle helps investors stay on track with financial goals.

Importance:

Resets asset allocation to the original structure.
Prevents the portfolio from becoming too risky.

Helps lock profits by selling overvalued assets.
Supports long-term financial planning.

Aligns investments with goals and risk appetite.

Helps maintain a balanced and stable portfolio.

Avoids emotional decisions during market fluctuations.

O 0O 0O O O O 0 O

Encourages regular portfolio review.
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o Improves long-term returns through disciplined adjustment.
o Strengthens overall investment management.
e Risk Assessment and Monitoring

Risk assessment helps understand the potential losses that may occur in the portfolio. It includes
analysing market risk, credit risk, liquidity risk, and operational risk. This principle helps investors
choose suitable investments based on comfort levels. Continuous monitoring reduces surprises
and unexpected losses. Risk assessment supports smarter and safer financial decisions.

Importance:

Identifies major risks in investment choices.
Helps match investments with risk tolerance.
Reduces chances of sudden financial losses.
Supports safe decision-making.

Improves understanding of market uncertainties.
Helps build a stronger and more stable portfolio.
Encourages regular monitoring of risk factors.
Ensures that investments stay aligned with goals.
Reduces the impact of market volatility.

O 0O 0O 0O O OO O 0O o

Enhances long-term financial safety.

8.1.6 Process of Working of Fixed Deposit Renewals,
Withdrawal Conditions, and Premature Closure
— Policies Work in Banking

A fixed deposit is a banking product in which a customer keeps a fixed amount of money in the bank
for a chosen period at a guaranteed rate of interest. It is considered one of the safest investment
options because the return does not change with market conditions. Banks follow clear rules about
how an FD can be renewed after maturity, how money can be withdrawn during the FD period, and
how premature closure works if the customer needs funds earlier. Understanding these rules helps a
person make better financial decisions, avoid penalties, and manage savings more effectively.

The process of working of fixed deposit renewals, withdrawal conditions, and premature closure
policies in banking is mentioned below:
1. Fixed Deposit Renewal
e Meaning of FD Renewal
o Renewal means extending the FD for another period after it reaches maturity.
o Therenewed FD starts earning interest again at the current bank rates.
e Types of Renewal

o Auto-Renewal FD: The bank automatically renews the FD for the same tenure if this option
was selected earlier.

o Manual Renewal: Renewal is done by giving instructions at the branch or through online
banking.
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o Principal-Only Renewal: Only the deposited amount is renewed; interest is transferred to
the savings account.

o Principal + Interest Renewal: Both the principal and earned interest are added together
and renewed as a larger FD.

¢ |nterest Rate Conditions
o Therenewed FD gets the interest rate available on the renewal date, not the old rate.
o Ifrenewalis delayed, some banks allow a grace period of 10—30 days without loss of interest.
o Senior citizen FDs may receive higher interest rates even on renewal.
e Maturity Handling Without Instructions
o If norenewal instructions exist, the bank may:
e Transfer the maturity amount to the savings account, or
¢ Hold the amount in an "unclaimed deposit" category that earns a lower interest.
e Documentation Requirements
o Renewal usually requires:
e FD receipt
¢ |dentity details are already linked to the account
e Updated nomination if needed
o Online renewal requires only digital confirmation.
2. Withdrawal Conditions During the FD Period
e General Rule

o Most standard FDs do not allow withdrawal before maturity except through premature
closure.

e FDs That Allow Partial Withdrawal
o Some special FDs offer withdrawal of a part of the deposit while keeping the rest locked.

o The withdrawn portion earns interest for the actual period, while the remaining part
continues at the original rate.

e Limits on Partial Withdrawal
o Banks set:
e Minimum withdrawal amount (example: 1,000 or X5,000)
e Maximum withdrawal limit (for example, up to 90% of FD)
¢ Number of allowed withdrawals during the FD tenure
e Withdrawal Not Allowed in Certain FDs
o Tax-saving FDs: No withdrawal for 5 years due to mandatory lock-in.
o Special High-Interest FDs: Some premium FDs do not permit partial withdrawal.
e Withdrawal Rules for Joint FDs

o All joint account holders must agree to the withdrawal unless the FD is opened as "Either
or Survivor."

e Effect of Loans on FD Withdrawal
o Ifaloanis taken against the FD, withdrawal cannot be made until the loan is settled.
e Bank Charges on Withdrawal from FD
o Some banks may charge small service fees for partial withdrawal on special FD schemes.
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3. Premature Closure Policies
e Meaning of Premature Closure

o Premature closure means closing the FD before the maturity date and withdrawing the
entire amount.

e [nterest Penalty
o A penalty is applied to the interest earned. This may be:
e Areduction of 0.5% to 1% in the interest rate

e Application of a lower interest slab for the actual number of days the money was
deposited

o The bank deducts the penalty before paying the final amount.
e Conditions Where Premature Closure Is Not Allowed
o Tax-saving FDs (5-year lock-in)
o Special fixed-rate or bulk deposit schemes
o FDs pledged as security for loans
e Steps for Premature Closure
o Submission of the closure request at the branch or online
o Verification of FD details
o Settlement of any loan linked to the FD
o Deposit of the amount into the savings account after penalty adjustment
e Special Considerations for Senior Citizens
o Some banks offer:
e Lower penalty
e Faster processing
e Special senior citizen FD schemes with flexible closure rules
e Impact on Taxation
o Interest earned up to closure is taxable.
o TDS (Tax Deducted at Source) may be applied before paying the final amount.
e Death of an FD Holder
o Nominee or legal heir can close the FD prematurely without penalty in most banks.

8.1.7 Key Concepts in Financial Markets for Different
Investment Options

Liquidity refers to how quickly an investment can be converted into cash without losing much value.
It is an important concept because fast access to money helps an investor manage emergencies, new
opportunities, or urgent expenses. Investments like savings accounts and stocks offer high liquidity,
while fixed deposits, gold, and real estate offer lower liquidity. High liquidity gives more flexibility, while
low liquidity requires advance planning. Good financial planning always considers liquidity needs along
with long-term goals.

Returns describe the profit earned from an investment over a specific time period. Returns help an
investor understand whether an investment is performing well or poorly. These returns can come in the
form of interest, dividends, or capital gains, depending on the financial product. Higher returns often
come with higher risks, while safer products usually provide lower but steadier returns. Understanding
returns helps in comparing different investment options and choosing the right one for financial goals.
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Fig. 8.1.21: An example of a financial market

Exit Strategy refers to the planned method of withdrawing or selling an investment at a suitable time. A
proper exit strategy helps protect profits, reduce losses, and achieve long-term financial goals. Different
investments require different exit plans, such as selling shares at a target price, redeeming mutual fund
units, or closing a fixed deposit at maturity. A clear exit strategy gives better control over finances and
reduces sudden decision-making during market fluctuations. It also prepares an investor for situations
like emergencies, market crashes, or changes in financial needs.

Risk represents the possibility of losing money or not earning expected returns from an investment.
Every investment carries some level of risk, and understanding it helps an investor choose products
that match comfort levels and financial goals. High-risk investments like stocks and commodities may
give high returns, while low-risk options like government bonds and fixed deposits offer more stability.
Balanced risk-taking supports steady financial growth. Proper knowledge of risk helps in avoiding
unexpected losses and encourages smarter investment decisions.

Volatility shows how much the price of an investment goes up and down in the market. High volatility
means prices change quickly, which can bring sudden profits or sudden losses. Stock markets often
show high volatility due to economic news, global events, or company performance. Low volatility
investments remain stable and predictable. Understanding volatility helps an investor judge how stable
or risky an investment might be.

Fig. 8.1.22: Another example of the financial market of India

Diversification means spreading money across different types of investments to reduce overall risk. It
protects a portfolio because if one investment performs poorly, others may perform well and balance
the loss. Diversification can include combinations of stocks, bonds, gold, mutual funds, and fixed
deposits. It is one of the safest ways to manage risk in financial markets. Good diversification supports
stable growth and long-term financial success.
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Investment Horizon refers to the amount of time an investor plans to keep money invested. It helps
decide which investment products are suitable for short-term, medium-term, or long-term goals. Long-
term horizons may include investments like stocks, mutual funds, or retirement plans, while short-
term horizons may require safer options like fixed deposits or liquid funds. The investment horizon
affects risk tolerance and expected returns. Proper planning of the horizon supports smoother financial
decision-making.
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8.1.8 Securing Data Handling Practices

Secure data handling practices are important in the BFSI sector because banks and financial institutions
deal with sensitive customer information every day. Proper data handling protects customer
confidentiality, prevents misuse of financial data, and supports legal compliance. These practices
also help institutions follow Anti-Money Laundering or AML regulations, which aim to stop illegal
transactions, financial fraud, and identity misuse. When data is managed safely, customers gain trust,
financial systems become stronger, and the risk of cybercrime reduces. Overall, secure data handling is
essential for smooth, safe, and compliant financial operations.

Now, securing data handling practices to protect customer confidentiality and adhere to AML policies
is stated as follows:
e Data Encryption

o All sensitive customer information is encrypted during storage and transfer.

o Encryption ensures data cannot be read even if it is stolen or intercepted.

o Strong encryption protects customer identity, account details, and transaction history.
e Access Control Measures

o Only authorised staff can view or use sensitive customer data.

o Role-based access ensures data is handled only by staff with a valid purpose.

o Access rights are updated regularly to maintain confidentiality and AML compliance.
e Strong Authentication Methods

o Multi-factor authentication is used for accessing internal systems.

o Authentication prevents unauthorised logins to customer databases.

o It supports AML practices by ensuring accurate identification of users.
e Regular Data Monitoring and Audits

o Allfinancial transactions and data activities are continuously monitored.

o Audits help detect suspicious patterns that may indicate money laundering.

o Monitoring strengthens security and improves compliance with AML guidelines.
e Secure Data Storage Practices

o Customer information is stored only in approved and protected systems.

o Data backup systems are maintained to prevent loss from system failures.

o Secure storage reduces the chances of data breaches and misuse.
e Safe Data Sharing Protocols

o Datais shared only through authorised channels and with verified parties.

o Strong verification prevents accidental sharing with fraudsters.

o Controlled sharing supports AML requirements for tracking information flow.
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e Data Minimization
o Only the necessary amount of customer data is collected and stored.
o Avoiding excess data reduces the risk of leakage and unauthorised use.
o Minimisation supports compliance by limiting the exposure of sensitive information.
e Employee Training and Awareness
o Staff members are trained on data protection rules and AML policies.
o Training helps workers recognise suspicious activities and follow safe habits.
o Regular awareness programs reduce mistakes that may lead to data breaches.
e Secure Disposal of Data
o Old or unused customer data is destroyed using safe methods.
o Proper disposal prevents sensitive information from falling into the wrong hands.
o Disposal rules support privacy laws and AML guidelines.
e Compliance with Legal and Regulatory Policies
o Data handling follows RBI, SEBI, and government data protection norms.
o Institutions maintain detailed records to meet AML reporting requirements.
o Compliance protects the institution from penalties and builds customer trust.
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Investment products include mutual funds, fixed deposits, bonds, stocks, and insurance, each with
unique features, benefits, and risks.

Tax-saving options like ELSS, PPF, and NPS help individuals save tax while planning finances
effectively.

SEBI and RBI guidelines ensure that investment transactions and advisory services follow regulatory
and customer protection standards.

Compliance with KYC, AML, and data protection rules is essential for safe investment and wealth
management.

Portfolio management involves tracking market trends, diversifying risks, and monitoring fund
performance.

Fixed deposit policies cover renewals, withdrawal conditions, and premature closure rules in
banking.

Secure handling of customer data maintains confidentiality and aligns with AML and regulatory
requirements.
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— Exercise :4
Multiple Choice Questions
1. Which of the following is an investment product?
a. Mutual funds b. Grocery shopping
c. Personal loans d. Electricity bills

What is a tax-saving investment option?
a. PPF b. Gold jewellery

c. Cinema tickets d. Rent payment

Why is KYC compliance important in investment services?
a. To improve internet speed

b. To verify customer identity and prevent fraud
c. To decorate office spaces

d. To reduce paperwork

What does portfolio management involve?
a. Cooking at home

b. Market trends, risk diversification, and fund tracking
c. Painting walls

d. Attending parties

Which organisation regulates investment transactions in India?
a. SEBI b. FIFA

c. UNESCO d. WHO

Descriptive Questions

Explain the different types of investment products and their benefits.

Describe tax-saving investment options such as ELSS, PPF, and NPS.

Explain the importance of KYC, AML, and data protection in investment services.

Discuss the principles of portfolio management, including risk diversification.

Describe how fixed deposit renewals, withdrawals, and premature closure policies work in banking.




— Notes

Customer Service Associate -Financial Services

Scan the QR codes or click on the link to watch the related videos

https://youtu.be/TLr8S3QFHMo?si=fLI34KxaabOSsm20

Different Types of Investment Options in India 2024



https://youtu.be/TLr8S3QFHMo?si=fLI34KxaabOSsm20
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Module No. Unit No. Topic Name Link for QR Code (s) QR code (s)
1.1.1 Overview https://youtu.be/
of the Skill 18 FYnu6N1TJxI?si=KfLn6gjj-
India Mission 6JFdbf2K
What is Skill
dule 1 India Scheme?
Module 1:
Introduc-
tion to the .
R Unit 1.1:
Banking Introduction https:// be/
Sector and ) ! 1.1.2 Bankin ttps://youtu.be/32C0z-
to Skill India . g 18 BQmzo4?si=lq7KgHmPg9A-
The Job o Sector in India p51yi
Role of Mission and
C BFSI Sector Scheduled
ustf)mer Banks and Non
Service Scheduled Banks
Associate
1.1.5 Basic
Terminologies https://youtu. be/7u8UO
. ps://youtu.be/7u ivx-
used _m the 18 8387?si=ulLIgHBcfLZOcOW _s
Banking Ser-
vices How Bank and
RBI works?
Unit 2.1:
2.1.1 Funda-
Customer
Service mentals of https://youtu.be/
c - Customer Ser- 48 FnSQuStARbc?si=eggg-
ommuni= vice in Finan- 7asvATIwwVj
cation, and ial Servi
Compliance clal services Customer Service
Module in Banks
2: Handle
Customer
Inquiries in
Financial Unit 2.2:
Services Banking 2.2.1 Differ-
Products, ent Financial 48 https://youtu.be/dLYVu3h-
Processes, Products and Ma547?si=kMZKUOFAJd8rf_QK Financial
and Digital Services Services:
Tools Meaning,
Importance,
Functions and
Types



https://youtu.be/FYnu6N1TJxI?si=KfLn6gjj6JFdbf2K
https://youtu.be/FYnu6N1TJxI?si=KfLn6gjj6JFdbf2K
https://youtu.be/FYnu6N1TJxI?si=KfLn6gjj6JFdbf2K
https://youtu.be/3ZCOzBQmzo4?si=lq7KgHmPg9Ap51yi
https://youtu.be/3ZCOzBQmzo4?si=lq7KgHmPg9Ap51yi
https://youtu.be/3ZCOzBQmzo4?si=lq7KgHmPg9Ap51yi
https://youtu.be/7u8UOivx838?si=uLlgHBcfLZ0c9W_s
https://youtu.be/7u8UOivx838?si=uLlgHBcfLZ0c9W_s
https://youtu.be/FnSQuStARbc?si=eggg-7asvATlwwVj
https://youtu.be/FnSQuStARbc?si=eggg-7asvATlwwVj
https://youtu.be/FnSQuStARbc?si=eggg-7asvATlwwVj
https://youtu.be/dLYVu3hMa54?si=kMZKU0FAJd8rf_QK
https://youtu.be/dLYVu3hMa54?si=kMZKU0FAJd8rf_QK
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Module No.

Unit No.

Topic Name

Link for QR Code (s)

QR code (s)

Module Unit 3.1:
3: Resolve | Banking 3.1.4 Banking
Customer | Customer CRM and Com- https://youtu.be/15k7MOEY-
. 68 Qnw?si=mPFsqxVGMkbkN-
Issues and | Supportand | plaint Manage- HwH
. . w How to Use
Service Service Man- | ment Systems
Customer
Requests agement Relationship
Management
Software?
4.1.2 Foreign
Currency https://youtu.be/
Exchange and 112 | KnMWGvaFKFI?si=VQQeQkXV-
Remittance q7TylPqM
Procedures Foreign
Unit 4.1: Remittance
nit o Lecture
Banking
Transactions
Module and Pay-
4: Process | ments 4.1.4 Process
Customer .
Transac- of Checking https://youtu.
ti . Deposits and 112 be/1AaG31TAWeo?si=5qKu-
Fl.ons n | Digital Transac- Kzja67)_Céd What is the
InaElCIa tions Different Types
Services Of Banking
Transactions in
India?
Unit 4.2: 4.2.6 Suitable htos:// be/
. ttps://youtu.be
Loan_s and Techniques Fo 112 AMMGD3rvHga?si=-
Credit Pro- Assess Credit- aTsIPGWeadG8t95
cessing worthiness
Discussing my
Equifax Report
Module 5:
L . 5.1.1 Im-
Maintain Unit 5.1: Se-
. portance of
Customer cure Banking
Records Data Man- Accurate Docu- 135 https://youtu.be/19k7MOEY-
mentation in Qnw?si=sZGfA3huhMq8fIxc
and Ensure | agement and . How to Use
. . Banking CRM
Compli- Compliance S Customer
ance ystems Relationship
Management

Software?



https://youtu.be/19k7M0EYQnw?si=mPFsqxVGMkbkNHwH
https://youtu.be/19k7M0EYQnw?si=mPFsqxVGMkbkNHwH
https://youtu.be/19k7M0EYQnw?si=mPFsqxVGMkbkNHwH
https://youtu.be/KnMWGvaFKFI?si=VQQeQkXVq7TylPqM
https://youtu.be/KnMWGvaFKFI?si=VQQeQkXVq7TylPqM
https://youtu.be/KnMWGvaFKFI?si=VQQeQkXVq7TylPqM
https://youtu.be/1AaG31TAWeo?si=5qKu-Kzja67J_C6d
https://youtu.be/1AaG31TAWeo?si=5qKu-Kzja67J_C6d
https://youtu.be/1AaG31TAWeo?si=5qKu-Kzja67J_C6d
https://youtu.be/AmmGD3rvHq4?si=-aTsIPGWeadG8t95
https://youtu.be/AmmGD3rvHq4?si=-aTsIPGWeadG8t95
https://youtu.be/AmmGD3rvHq4?si=-aTsIPGWeadG8t95
https://youtu.be/19k7M0EYQnw?si=sZGfA3huhMq8f9xc
https://youtu.be/19k7M0EYQnw?si=sZGfA3huhMq8f9xc
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Module No.

Unit No.

Topic Name

Link for QR Code (s)

QR code (s)

5.1.2 Financial o be/d
_ ttps://youtu.be/d_
pata Protec 135 IMYD5wjFQ?si=tgWolJAIG-
tion Regula- G2C98bF
tions Draft Digital
Personal Data
Protection Rules,
2025
7.1.2 KYC
(Know Your
Customer)
and AML https://youtu.be/c_xIAN1RR
. ps://youtu.be/c_x -
(LA”t';jM‘_’”eV 163 1 fy2si=hovaFiTBaHCoK33v
Unit 7.1 Raunl ef'"g) AML | KYC | Anti
nit 7.1: egulations money launder-
M0f1ul.e 7: LoarT Pro- related to Loan ing and know
Assist in cessing and Processing your customer
Loan Pro- Compliance
cessing 'V'a“:ge' 7.1.4 Role of
men Loan Manage-
ment Systems https://youtu.be/ly8D5W
. ps://youtu.be/ly Y-
g_LMi? n g 163 | bWow2si=FwDjXINbh-2ji8A0G
racking an
Processing Loan
Applications management
system in banks
Module 8:
Support .
Unit 8.1: .
Invest- 8.1.1 Differ-
Investment
ment and Products and ent Types of 195 https://youtu.be/TLr8S3QF-
Wealth Cro “IF Sand | vestment HMo?si=fLI34Kxaab-0Ssm20
ompliance ;
Man- £ pt. | Products Different Types
agement Ssentials of Investment
Services Options in India

2024



https://youtu.be/d_IMYD5wjFQ?si=tgWolJAlGG2C98bF
https://youtu.be/d_IMYD5wjFQ?si=tgWolJAlGG2C98bF
https://youtu.be/d_IMYD5wjFQ?si=tgWolJAlGG2C98bF
https://youtu.be/c_xI4N1RRfU?si=hOv4FiTBaHCok33v
https://youtu.be/c_xI4N1RRfU?si=hOv4FiTBaHCok33v
https://youtu.be/Iy8D5WyDWzw?si=FwDjXlNbh2ji8AoG
https://youtu.be/Iy8D5WyDWzw?si=FwDjXlNbh2ji8AoG
https://youtu.be/TLr8S3QFHMo?si=fLI34KxaabOSsm20
https://youtu.be/TLr8S3QFHMo?si=fLI34KxaabOSsm20
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— Appendices
Appendix 1
Company Name
Salary Slip for July 2025
Name Department
Emp. No Bank Name
Designation Alc No.
Earnings Deductions
Basic Salary 25200 EPF 1800
House Rent Allowances 9408 Health Insurance 500
Conveyance Allowances 1493 Professional Tax 200
Medical Allowances 1167 TDS
Special Allowances 18732
Gross Salary 56000 Total Deductions 2500
Net Pay 53500

Amount in Words:  Fifty Three Thousand Five Hundred

Fig: An example of a salary slip
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Appendix 2
.Mi:l‘m WP' mmnm
TEH-MAKRANA

MAKFAANA NAGAUR-341505
Magaur

Dt A Mow 2019

Accouni NMumbar 00000061 088722344

Account Descripbon ‘REGULAR 5B CHO-INDIVIDUALS URAL-INR

Branch MAKAAMNA

Dirawing Power 0,00

Interest Fale(% pua.) .25

MO0 Balance 0000

CIF Mo, 1104584150

IFS Code SBINGOI1113

MICR Code 341002005

Momination Registered Mo
Balance as on 1 Sop 2019 209476

Account Statement from 1 Sep 2019 to 4 Nov 2019

Txn Date |Value  |Description Rof No./Cheque Dobit Crodit Balance
15ep2019| 1 Sep 2018|BY TRANSFER-INB MABOOO3I207679 5.000.00 795476
IMPS924416044700/07720435 |8
TAOLZE 1IMPS Txn- W?’
1 Sep 2019| 1 Sep 2016|BY TRANSFER-INB MACO0033202020 2.000.00 9,954.76)
IMPS92441604472597720435 |6
130281 1IMPS Txn- MAC00033202020
2 Sep 2019| 2 Sep 2015 |BY TRANSFER. | TRANSFER 23.850.00 33.844.76)
NEFT"RBISOGORJEPRBI24E |FROM
1906242380°TREASURY 3190417044302
OFFICE-
1 i 1 1, 1
6 5ep 2019 6 Sep 2015 by debit cHd OTHEG, 2,000.00 3,844.76
COMMUNICATIONS LNOIDA-
6 Sep 2019 ss.pzmn| Gobi card OTHPG, 2.000.00 | 29.844.76)
COMUNIE ATIONS, LHOIDA-
6 Sep 2019 m.pam| debi card OTHPG, 2,000.00 | 27 84476
SNICATIONS LNOIDA:
6 Sep 2019| 6 Sep 2019 THPG 2,000.00| 25 84476
— s |ﬁm1M1men?
6 Sep 2019| 6 Sep 2015 [by debil card-OTHPG 2,000.00] 23,844 76|
9249021 330800NES7
COMMUNICATIONS LNOIDA-
6 Sep 2019 ss:pzm|g sng:ﬂ 110.00| 23.734.76)
MUMBAI.__ __
© Sep 2019| 9 Sep 2018 |BY TRANSFER-ING [ummmm 340.00 24.074.76)
19679279/82337779 4
B8/ MAB00033677202
1 4, 1 a7 |
250 125.“&?@.4111%&2& 000.00 20,074.76
21 21 Sep|BY TRANSFER- TRANSFER 15,000.00 35,074.76
o 018 [DPUC A EASE0901 02 SUNIL FROM

Fig: An example of a bank statement
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Appendix 3
INDIAN INCOME TAX RETURN , -
2 ITR-1 SAHAJ
2 ITR | Sation, g iouse proprty, e 0urces (Vasesst i ). and agricasrsl income wpio LS outem)
SAHA mmum#hmﬂmhim:'mm:mmmuhmmmlm 2|02 2 = | 2|3
[Bteter anatiuctong o eligibidy)
PART A GENERAL INFORMATION
(AZ)First Name (Ad)Date of Birth MWWUZWWEWHWMW
PAN (F2ajdde Name
(AL ast Nams
(ABMobie No. Li?f_mu |J;mmam i
(A15)Filed w's (Tuck) = 13801 or before due date. O 1394 O 1395 i il of -
118(2)b}- after condonation of delay. Cendral Govt.  © State Gowvt. Pubdhc

ﬁmthm”m]nhm}. ]ajmm. |:||1+3- | H

(A8 rewsedidefectnve then enler Receapt No and Date of fng enginal retumn (DOMMYYYY) | Y]
[A19) If Hed in response 1o notice w's 139(9)142{1)148 or order w's 11H2)(b}- enter Unaque i

Mumber / Document dentification & Date of swch Notice or Order
| (A20) Are you opling for new tax regime ws 115BACT d¥es & Mo
(A21) Are you filing return of ncome under Seventh proviso to section 139(1) but olherwise not required 1o
furmash return of income? -(Tick) = 0 Yes E Mo

| yes, please furnish following information:
[Nole To be Hlled only f 3 persen is not required 15 fumish 3 retum of iIncome under secbon 135(1) but Blng refurn of ncome due 10 ulflling one o More

conditions mentioned in the seventh proviso o section 135(1)]
r}Hmmmmdmwwdmmeﬁuﬂs 1 Crore in one or more current

i, EFEVINES Y e 5o
Il}Hn!ymrnnudm:pmdrlnul an amount or aggregate of amount exceeding Rs. 2 lakhs for traved to a

for of for any other 7 (Yes' Mo)
() Have you incurred expenditure of amount of aggregate of amount exceeding Rs. 1 kakh on consumpbon of

the es/Ma)
nnamummmmmdmmw (Tick) O Yes 0 Mo
'PART B GROSS TOTAL INC Whole- Rupee{ <) only
[ B1 [ i [Gross Salary (= ib+ic + id + ig] Lil Hil

Fig: An example of ITR
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Appendix 4

P TDS |TRACES

TDS Reconcliation Analysis and Corraction Enabling System Oursrareasms of bl
Income Fax Department
FORM NO. 16
[Sew nale 3101 %a)]
FART A
Certificare under Section 203 of the Income-tax Act, 1961 for tax deducted ar somrce on salary
Certificate No. SXVD Lastupdatedom  29-May-2018
Name and address of the Emplover Name and address of the Employes
PAN of the Deductor TAN of the Deductor PAN of e Empleree | oooted br the Empleyer
(If available)
CIT (ID%) Assessment Year Peried with the Employer
From Te
The Commussioner of Income Tax (TD'S)
CR. Building, Sector 17 . E, Himalaya Marg Chandigash - 160017 01819 01-Apr-2017 31-Mar-2018
Summary of amount paid'eredited and tax deducred ar tource thereon in respect of the emploves
Receipt Numbers of original
Amount of fax deposited [ remitted
quarterly statements of TDS Amount of tax deducted
Quarter(s) ndies pabinestlon [ of Amount paid/credited Re) {Rs)
Secrion 200

Fig: Form 16
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Appendix 5

EMPLOYMENT VERIFICATION LETTER
[INSERT DATE]
[INSERT ADDRESS DETAILS]

Dear [INSERT ADDRESSEES NAME],

This letter is ta certify income and employment for [NAME] of [ADDRESS]. [He/5he] has been
employed at [COMPANY] and holds the title of [TITLE]. [He/She] has been an employee with
[COMPANY] since [DATE]. The company is located at [LOCATION]. [HisfHer] current salary is
S|AMOUNT] paid yearly OR monthly OR weekly OR bi-weekly OR hourly {with an additional annual
bonus of S[AMOUNT].) [NAME) works from the hours of [HOURS OF WORK].

[The offer of employment to [NAME OF INDIVIDUAL] is of indefinite duration and one in which there
15 a good expectation of continuing employment. ]

The following supporting document(s) are enclosed as proof of income: [INSERT THOSE THAT
APPLY].

[Pay stub];
[Wage and tax statement (W-2)];

[Tax return (1040)];

[Social security proof of income letter];
[Waorkers” compensation letter];

[Bank statements].

"« & & & & @

All of the information provided is correct to the best of my knowledge.
If you have any questions regarding the information provided, please don't hesitate to contact me at
[FPHOMNE NUMBER] or [EMAIL].

Sincerely,
[PRINTED NAME]

[TITLE]

Fig: An example of employment proof

&



Participant Handbook

Appendix 6

Income Statement

Al figures in USD millions unless stated Year 1 Year 2 Year 3
Revenue a8.671 104,591 110,867
Cost of Goods Sold A, 402 47,066 49 890
Gross Profit 54,269 57.525 60,977
Distribution Expenses F 00 F.Ba49 8,215
Marketing and Administration 32,063 323,346 24,680
Research and Development 2,269 2,406 2,550
Depreciation 2157 2,347 3.548
EBIT (Operating Profit) 9,379 10,583 11,884
INntersst 1.178 1,054 Q30
Income Before Taxes 8,201 2.529 10,954
Total Taxes 2,460 2,859 3,286

| MNetincome 5,740 6,670 7,668 |—

Cash Flow Statement

Alf figures fn USD milllons uniess stated Wear Wear 2 YWear 3
BRATIMNG
Met Income 5,740 6.670 7.552_]—
Deferred Taxes 329 147 15
Depreciation 3,157 32,347 32,548
Cash From Working Capital Items (1.498) (7913} (BE28)
Subtotal F.T29 9,374 10,536
CASH FROM INVESTING
Capital Expenditure (5,199) (4. 740) (5.024)
Subtotal (5,199) (41, 740) (5,024)
CASH FROM FINAMNCIMNG
Change in Long-Term Debt (2.,000) (2.000) (2.000)
Change In Common Equity S00 500 S00
Dividends (4,018) (4, 669) (5.368)
Subtotal (5,.518) (6,169) (6,868)
CASH BALAMCE
Beginning of the Year 10,159 FA70 5,635

Increase / (Decrease)

[ End of the Year

(2,989 1,535 1,356
FATO 5,635 @4, 2759

Balance Sheet

Al figures in LUSED millions unless stated Year 1 Year 2 Year 3
[ Cash FATF0 5,635 4,279
Accounts Receivable 16,220 17,193 18,225
Inventories 9,124 9,671 10,251
Total Current Assets 22,514 22,499 22,755
Property Plant & Equipment 23,217 24,610 26,086
TOTAL ASSETS 55,731 57.109 58,841
Accounts Payable 12,165 12,895 13669
Deferred Taxes 910 1,058 1.216
Total Current Liabilities: 13,075 13,952 14,884
Long-Term Debt 18,000 16,000 L Nelsls]
Common Equity 8127 B8.627 9,127
Retained Earnings 16,528 18,529 20,830
Total Sharcholders' Equity 24,655 27.156 29,957
LIABILITIES & EQUITY 55,731 57,109 58,841

Fig: Business financial statements




Customer Service Associate -Financial Services

Appendix 7
Return Type Applicable For Due Date
GSTR-1 Outward Supplies | o e avarer e
GSTR-3B Summary Return 20th of next month
GSTR-4 Composition Taxpayers 30th April (Annual)
GSTR-6 ISD 13th of next month
GSTR-7 TDS Deductors 10th of next month
GSTR-8 E-commerce Operators (TCS) 10th of next month
GSTR-9 Annual Return (Regular) 31st December
GSTR-9C Audit Reconciliation 31st December
GSTR-10 Final Return Within 3 months
GSTR-1 UIN Holders 28th of next month
Fig: Types of GST returns
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SAMPLE CREDIT REPORT

PERSONAL INFORMATION

Hame: John Doe

Address: City, State, ZIP code
Previous Address(es):

City, State, ZIP code

Employer Name: Company |
Hired: 01/2014

Date of Birth: January 1,1970

Social Security Number: 000-00-0000
Phone Mumber(s): T11-111-11T1

Pesition: Accountant

Date Reported: 03/2014

PUBLIC RECORDS

Bankruptcy. filed 05/2004, xx District Court Case Number: 000010

Lien, filed 06/20N5, Case Number: 000020

ACCOUNT INFORMATION

Collection Account - CAR LOAN

Creditor: Jane Doe Account Number: 0000001 Account Holder: John Doe
Type of Account: Individual Date Opened: 01/2014 Date of Status: 04/2018
Original Amount: $500 Type: Installment Terms: N/A

Status: Collection account, Menthly Payment: M/a Recent Balance: $200
£200 past due as of 042018

Recent Payment: $0

Accounts in Good Standing - HOME MORTGAGE

Creditor: Jane Doe Account Number: 0000002 Account Helder: John Doe
Type of Account: |ndividual Date Opened: 032016 Date of Activity: 03/2021
Criginal Amount: £165,000 Type: Installment Terms: 180 months
Status: Open, never late Monthly Payment: £2,.017 Recent Balance: $121,020
Recent Payment: $2,017

INQUIRIES

Companies that requested your credit history:

Company A, 062014

Company B, 04/2015

Company C, 022017

Fig: An example of a credit report
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Appendix 9
Customer Loan Account Details
Applicant Name  |Vishnu Ramesh [Loan Product e e ek
Co-applicant Name |Rekha Bai Vishnuram |Loan Amount BOOO00, 0/~
Rale of Interest 13.2600% Tenure (Month) 240
Property Value 1062000.00/- IDutslmding Amount|516.056.02 /-
Property Details

A/I9ONA, NA, P+c Vishnu (Shanti Paradise),
Shanti Paradise Survey No. 2047/1/1 ,Harsola tehsil Mhow ,dist.Indore, PROP- 19733

Account Activity
0
B:‘l:: 00,00
Transaction Transaction
Date Type e Principal Interest| Fee Balance
10/09/19]  Disbursal 37000000  |370000.00] 00.00 00.00  [370000.00|
01/10/19]  Payment 2769.53 00.00 |2769.53 00.00 37000000}
01/11/19]  Payment 4088.35 00.01  [4088.34 00.00 369999.99|
01/12/19|  Payment 3956.47 00.00 |3956.47 00.00 369999.99|
10/12/19|  Disbursal 129000.00  |129000.00{ 00.00 00.00  [498999.99|
01/01/20{  Payment 5099.92 00.00 |[5099.92 00.00  [498999.99|
06/01/20{  Disbursal 17200000 [172000.00 00.00 00.00 70999.99|
01/0220{  Payment 7107.73 00,00 [7107.73] 0000  [670999.99|
01/03/20]  Payment 6935.93 00.00 |6935.93 00,00  [670999.99|
0100420  Payment 7414.27 00.00 |7414.27 00.00  [670999.99|
| |

Fig: An example of an existing loan statement

o
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Letter to Current Vehicle Owner

Vehicle Owner Information

Date:

DAY

completes

Owner's Name:

this

Address:

seclion.

City, State, Zip:

Purchaser Information

Name(s):

Purchaser

completes Phone #:

Lhis

seclion. Year: Make: Title Number:

VIN/Hull#:

Our records indicate the vehicle, boat or mobile home shown above s currently
titled in your name. Florida law requires the seller of a vehicle, boat or mobile home o
deliver a cenificate of title assigned o the purchaser at the fime of sale.

If the vehicle, boat or mobile home referenced above was not sold (o the purchaser
shown above, you should complete the enclosed form HSMVY 82050, Notice of Sale of a
Motor Vehicle, indicating to whom the vehicle, boat or mobile home was sold and retum
fo:

Department of Motor Vehicles
Attn: Direct Mail
2900 A palachee Pkwy, M572 B152
Tallahassee, FL 32399

Il this vehicle, boat or mobile home was sold to purchaser shown above, please

contact himher and make arrangements (o assist him/her in obtaining a certificate
of title for transfer. The purchaser will need you 1o mail them the propery completed
form HSMV 82050 along with the current Centificate of Title, which has been signed off
for transfer to the purchaser. If the title is unavailable, you must complete the enclosed
Power of Atomey form (will only be used for this transaction) and mail it with the
properly completed form HSMV 82050 and a copy of your 1D o the purchaser.

If you do not provide the purchaser with the curreni Certificaie of Tiile (signed off
for transfer) or a Power of Attorney, the purchaser will be required to obiain a
court order, which directs the DMV to transler the title into their name,

If you have any questions or need further clarification, please contact the DMV Customer
Service Center at (850) 617-2000.

Flews Mote: The Mo Comty Tax Collocos’s (il docs o forwasd kaicn lor tithe applicamts.

Fig: An example of asset ownership proof

o
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Appendix 11
YOUR ACCOUNT STATEMENT gicic!
Consult an advisor to meet your financial goals. MUTUAL FUND
A~ TARAKKI KAREIN!
Statement Date : 13-0ct-2018 Statement Period : From 10-0ct-2018 To 10-0ct-2018 Mon Transferable
Folio No. : I I
(TN TN TmaTneen Bank Details : si /111 Bank Lid /
I stz thazishad
IFSEC Code/MICR Na 1 101
Tax Status : Individual
Mode of Payont  : ELECTRONIC PAYMENT
Mode of Holding  : Single
Adviser : DIRECTDirect
Tel: NA Maobile No.: +919% 10 [N
E-mail 10 : [ @ rediMmail.com
First Holder
Nomince Details : PAN |
Nomince Name Percentage KYC Done
[——— | 100% FATCA | Notapplicable
CKYC No.| Mot Available
AADHAR Lisked
Scheme Code [ Name NAV Unit Balasce  Cost of lnvestment * Dinidend Dividend Carvemt
(INR) Reinvested (INR)  Paid (INR) Walus
PRI T Fouatyd Dbt Fuond - DP - Cirowth 2y LIE R 15.0r0 56 (1] o [LESLE ]
Ttal : LI RE 15,0000 S L] LT [LETLL T

* Caml of eevostmend m mschuuye o Dhisbonsd sscassl L forrod from oller wlicmies.

Nepamanaton @ s ey sl Poleo Bips @ ramlons TRnader of st @ caig of B8 usleeeion Coret This Gailany i svaslebdy Brov of o

RO1T FINFIEOIYOT !/ CICT Prodeatial Equity & Debt Fund - Direct Plan - Growth

Opeming Halance as on 101020018 91209
IR SIP Parclis - Inatslont 4% - DIRECT 2,500 50 [RLEd iy 132a7 [LE o] T
Uniits Umder Liew - 0,008 Name (O Financier : Nil

Current : Entry Load - Nil. Exit Load wef 10-Nov-2016 [includiag SIPSTP.SWPEMicrof SIP) wheorsver avadlable] - IF odoomed or switchod ot upta 10% of the units
withim | year - Nil, more than 10% of units within | Year - 0%, > | year - Nil. For lumgpsum investment/'switch in, the applicable boad will be based on the losd stnsctere as
on the date of investment spplscable NAV date. For SIPSTP ranactions, load for cach iraniactson is hased on the applicable load stnschere s on the registraison date. For
detarls, ploase refor S0 510D and Addenda available on www kspnasms.com

Fig: An example of an investment statement




e Participant Handbook

compliance of rental agreement.

. This amount iz referring to the confirmation of

Appendix 12
Receipt #:
Month
Date:
e e o Sl e B e P S s s S R S e e e e e B R e S -
|
| Rent Received From of ¥
| for against the settlement of amount agreed by

Total Amountto be Received

Amount Received

Balance Due

Signed By Tenant

Signed By Owner

Appendix 13

Fig: An example of rental income proof

Fig: An example of a net worth statement

Date: MNovember 1, 2011 Name Example
Net Worth Statement
Market i .
Assets vawe | | jabilities Amount
Liquid Short-Term
Cash 45 Credit Card 150
Checking/Savings 500 Credit Card 0
Certificate of Deposit 0 Credit Card 0
Maoney Market Funds 0 Medical 0
Other 0 Other (Personal Loan) 300
Liquid Total: 545 Short-Term Total 1050
Tangible Long-Term
Home 150000 Home 130000
Auto 1500 Auto 0
Auto 13000 Auto 5000
Personal Property 500 Real Estate 0
Other 0 Student Loan 9000
Tangible Total 165000 Home Equity Loan 0
Other Loan 0
Investment Other 0
Stocks 1000 Long Term Total 144000
Bonds 100
Mutual Funds 0
Retirement 5000
Real Estate 0
Other 0
Investment Total: 6100
Total Assets | 171645 Total Liablities 145050
Net worth: 26595

212




Customer Service Associate -Financial Services

Appendix 14
Regd. Office : 9th floor, Aniriksh Bhawan, 22 Kasturba Gandhl Marg, New Delhi - 110 001
Website : www.pnbhflcom
GUARANTOR FORM
Branch Office :
Loan ACOount Mo ..o oo occmimmm i i
Please write all the information in BLOCK LETTERS.
Particulars of the Guarantor in respect of the application of Mi_ /Ms/ Dr. S
aloan of Rs under —
1 MName of the Guarantor Wi fMs/De

e ool L L v LL]
5 Current Residence N R P Y N O I PO Y R
imen |
cy 1] State

[ ] T T T |
6 Permanent Residence 0 T O O )
il o i N I I
ool | | 1 [ [ 1 [ [ ] sme [ |1 ]1]]
7 Phone Number Office withSTO code 1 T N N R I I
Residence with STO code O T T )
Mobile No ) T 1
'mrm£.:||||||||||||||]|l|||
obusnes caed on bywe | | | | | I | [ P LT [ [T T TP 11T}
sevire,bwpeariitytie T TTT T T T T T T T[T T T[T TT]
nature thereal) A N S G O G O O G O O A O G IO I
9 Guarantor's Monthly income ms| | ][ | | || soure
10 (8} Is the guarantor assessed 'I’H-D HnD
1o Income Tad?

Fig: An example of guarantor financial documents
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1407, Lodha Supremus Powai, Opp Saki Vihar Telephone Exchange,
Saki Vihar Road, Powai Mumbai — 400072
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