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A. Context

The Gyan Sangam meeting with the Honorable Prime Minister Shri Narendra Modi, top
officials of the Reserve Bank of India (RBI) and CMDs of Public Sector Banks held at
Pune in October 2014 emphasized the need for digitization of processes within banks to
improve customer experience. The aim of standardization and digitization is to ensure that
the best practices in processes that impact customer experience are implemented
consistently.

The RBI has suggested IDRBT to form a working group with members from Public and
Private Sector Banks and IBA to identify the common list of processes for Digitization
and Process Standardization.

B. Introduction

Standardization in Banking would ensure minimum level of uniformity and consistency of
services to customers. The approach to process standardization has been to ensure
minimum best practices to be followed by banks keeping the elbow room for the banks to
have their own space for innovation and operational efficiency. The IT Vision 2011-17 of
the Reserve Bank of India has emphasized the need for leveraging technology for
improving the existing process and procedures, speeding up the service delivery and
improving control mechanism.

IDRBT formed a working group with members from IDRBT, IBA, Public Sector (SBI,
SBH, Indian Bank, Syndicate Bank, Canara Bank, Indian Overseas Bank, Punjab National
Bank, Bank of Baroda, Central Bank of India, Union Bank of India) and Private Sector
(HDFC Bank and Federal Bank) banks. The working group identified 30 processes, which
directly impact the customer for digitization and process standardization and also some of
the back office processes to improve internal efficiency. All the identified processes are
applicable across the entire banking industry; however, banks may adopt these process
after due diligence at their end. Some of the banks may have already implemented or are
in the process of implementing these processes.

Following is the list of processes identified for standardization and digitization, broadly
classified into five categories:

Account Opening 1. Account opening through online
2. Account opening through  Business
Correspondent
3. Online tracking of account opening
Online Application for Loan 4. Online Loan on boarding — new customer
5. Online Loan on boarding - existing
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customer
Back Office Operations . Account opening — back office operations

6

7. Loan repayment monitoring and follow up

8. Tracking of back office operations

9. Call centre operations

Online Customer Interfaces 10. Request for internet banking

11. Request for mobile banking

12. Register/Modify nominee

13. Request for debit card

14. Request for credit card

15. Online PIN generation for debit/credit card

16. Request to modify credit card limit

17. Request to modify debit card limit

18. Online request for locker

19. Request for chequebook

20. Online request of stop payment of cheque

21. Request for opening of term deposit for
existing customer

22. Online closure of term deposit

23. Online declaration of 15G/H form

24. Hotlisting of credit/debit card

25. Online statement request

26. Passbook printing at Kiosk

27. Life certificate updation

Customer Grievances and 28. Online submission of complaint

Redressal 29. Online feedback/suggestion

30. “May I help you” through chat

31. Social Media Integration

For each of the processes, a brief description of the process, the steps that could be
followed for consistency, a flowchart of the steps, applicable data elements and the value
proposition of the process is documented. The document serves as a guide to facilitate
banks to draw detailed functional/software requirement specifications for effecting any
changes that are needed in the application software to standardize.

The RBI has taken the lead for getting the processes vetted by some of the banks to ensure
the objectivity and implementation practicality. The documentation is also vetted with lead
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CBS providers in Indian Banking industry to get a perspective on implementation
challenges, if any.

Inputs from BIAN, in which IDRBT is a member, incorporated to ensure global best
practices are also followed. IDRBT, a member of the Banking Industry Architecture
Network (BIAN) since 2013, is working on international standards for improving
interoperability standards and formal description of banking service landscape. BIAN is
working with international banks primarily from Europe, Consulting firms and Partners
having Core Banking Solutions to develop Service Landscape for Banking Industry
(Retail, Wholesale/Corporate, Cards, Channels, Payments, etc.).

C. Acknowledgments

The thought leadership of Shri H.R.Khan, Deputy Governor, Reserve Bank of India, on
standardization and entrusting IDRBT and Banking Community on the need for Process
Standardization and Digitization is the primary motivation of this effort. The working
group thanks Dr. A. S. Ramasastri, Director, IDRBT for initiating the dialogue and
ensuring that the momentum for this working group is maintained. The group gratefully
acknowledges the guidance and encouragement of Mr. Mohan V. Tanksale, Chief
Executive, IBA and Mr. Rakesh Sethi, CMD, Allahabad Bank, for bringing in banking
related perspectives. Mr. Vijay Shekawat, General Manager, Reserve Bank of India, has
worked closely with the Working group and the Banks to ensure document’s applicability
in the banking community.

D. Process Flow for Standardization
I. Account Opening
1. Name of the Process: Account Opening through Online

Description

Customer accesses the banking system through brick and mortar branches, business
correspondents (BCs), internet, ATM and mobile channels. With increasing adoption of
Aadhaar, e-Sign and digital signatures, some of the existing processes, which require
customers to visit a branch, can be digitized. This process could be used for opening
current and saving accounts, non-frill, students and other special scheme accounts.

Recommended Process Steps
i.  Applicants provide details in a digital format by logging into website or mobile
app of the bank. A common application with the mandatory fields as advised by
the Indian Banks’ Association (IBA) can be adopted in the Account Opening
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Vi.

Vii.

viii.

Form. The applicant will also upload his/her photo in digital form instead of
physical copy

The additional details for providing value added services may be kept optional or
captured later by the bank. These optional details can be available in the
subsequent pages of the Account Opening Form rather on the first page

The documents required as per KYC norms are to be uploaded on the
website/mobile app by using digital signature/e-Sign or Aadhaar number that
already has a registered mobile number. In cases, where applications are not
digitally/e-signed, the prospective customer could visit the chosen branch after
online submission to complete the process of authentication. Alternatively, the
bank staff may visit the customer to complete the formalities. The system will
generate the filled account opening form in a downloadable format; the
Acknowledgment of the account opening formal will have a unique identifier
Online validation of documents like PAN, Aadhaar and other documents can be
built, in the online application with an API integration to the master data source
The home branch selection would be based on the correspondence address of the
customer and also as an option to the potential customer.

The sample signature may be provided on a Signature Card or on the print of the
Account Opening Form or as a scanned copy with e-Sign

After due diligence, and compliance to KYC norms, the bank shall assign customer
ID and proceed with the opening of account. The bank shall either open the
account or reject the online application within reasonable time from the time of
submission of application. The accounts will be funded after the KYC documents
of the customer and the account opening form are verified by the bank staff

After validation of customer details, bank provides a welcome kit. The welcome
kit contains Debit/ATM card, cheque leaves and registration details for internet
and mobile banking. The internet and mobile banking account details may be
provided at the earliest after validating the customer details. The Debit/ATM card
and cheque leaves will be provided only on customer request.
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Customeraccountopening

Offer Data Document
Managementl - |Management [cOmpllance] [ Services ]

MNew customer details
checked for past contact

k

Anew customer’s details
are checked and captured.
First a check is made that
this is a new customer

Customer ID not
known

Check customer against The customer name is
watch lists and perform

KYC checked against watch lists
| - and KYC
Customer not on
watch list
Checked documents Provided identity
captured for record 1 document details and

Documents copies are captured

created (for
Initiate Customer identification)
Agreament set-up I Aninitial agreement is set

Customer master up for the customer (no
agreement details ;
| products at this stage)

MNew customer captured

set-up notified 1

for registration New customer On completion, customer
registered registrationis recorded

Flow Chart 1: Account Opening through Online
iIX.  The customer will have the option of his/her name printed on the Debit/ATM card.
Banks should leverage registered mobile number for providing an SMS update on
the status and for verification of details. An online facility will also be provided to
facilitate the tracking of the application status.
Banks should send welcome e-mail/postal mail thanking and confirming the
account opening
xi.  The customer experience with reference to application submission, documents to
be submitted, and service deliverables has to be consistent irrespective of the
channel he/she selects to open an account
xii. ~ Case information capturing all interactions online/offline during the account
opening process should also be captured in the system.

x

Data Elements

i.  Account opening fields as identified in IBA form

i.  Digital Certificate (e-Sign)

iii.  Case Information

iv.  Reference number for providing the status of the account opening.

Value Proposition
i.  Account can be opened without visiting the bank branch
ii.  Improves the turnaround time for account opening
iii.  Improves data quality as the customer is completing the application form
Iv.  Reduces branch/back office staff effort for data entry activities.
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2. Name of the Process: Account Opening through Business Correspondent

Description

Banking Correspondent acts as an agent of the bank and may provide account opening and
other basic banking services to customers (withdraw, deposit, funds transfer, balance
enquiry, etc.).

Recommended Process Steps

Vi.

BC agent interacts with potential customer

Obtains required e-KYC proof (Aadhaar number, fingerprint and photo) and
performs e-KYC verification using fingerprint or iris credentials of the potential
customer

Obtains digital photo and signature on the device, fingerprint/iris scanner and
Aadhaar verification through e-KYC process enabled by NPCI

System verifies for unique customer identification

Physical documents of customer are uploaded at the branch level

On fulfillment of e-KYC/KYC, system provides customer ID (if new), account
number and debit/smart card for operating the account immediately along with
welcome letter and terms and conditions for operating the account. PIN will be
delivered through post/branch

Account Opening through BC

[

Offer

e
Data - Document
Management ] [ Management] Compliance \ Services

New customer details

New customer details

checked for past contract ‘ (Aadhaar, picture,

Fingerprint)

Customer ID not
‘ known

The customer name is

Check customer against
watch lists and perform

checked against watch lists

eKYC using STQC certified and KYC
devices Customer not on
watch list On completion, customer
Checked documents registration is recorded
captured for record \ and Account details are
Documents shared
I created (for
Initiate Customer identification)
Agreement set-up | Micro ATM, Fingerprint

Customer master
[ agreement details

and Iris scanner and/or

New customer set-up

captured Mobile devices should be

notified and provided recommended by
docket with Welcome IBA/IDRBT standards and
N N
kit& ATM Card ,eeg“ivstc::zzmer also be approved by STQC.
Flow Chart 2: Account Opening through BC
vii.  System checks customer details against watchlist
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viii.  Terms and conditions document of the account should be in local language apart

from English and Hindi

ix. BC solution operating offline due to network unavailability has to ensure all
security precautions (Banks’ Information Security Policy, tested by CERT-In
empanelled security auditors, STQC and adherence to guidelines of NPCI, IDRBT
and IBA) are in place at device and storage level. The data should sync and
integrate with the banks’ CBS on regular basis

X.  BC solution should also have standard reporting and administration for monitoring
the usage (customer-wise and BC agent-wise), managing the BC agents for rights
(account opening, deposits, withdraw, balance enquiry, etc.)

xi.  BC agent activities should be centrally monitored by the respective banks.

Data Elements

i.  Aadhaar number and other related KYC documents
I.  Account opening form fields as identified by IBA
iii.  Fingerprint/iris scan

iv.  Customer ID (if new) and account number.

Value Proposition
I.  Consistency and transparency in the services to be offered to the customer.

3. Name of the Process: Online Tracking of Account Opening

Description

Most of the banks in brick and mortar approach provide update on account opening status
and the related details to the customer in the branch. With the adoption of digital channels
for account opening, the online tracking of account opening would facilitate transparency
and ease of operation for potential customer.

Recommended Process Steps

i. A reference number to be provided to potential customer/applicant on accepting
the account opening related documents (identified in account opening process
documentation)

ii.  Applicant to be kept informed about the account opening status (requested, under
process, rejected/approved)

ii. The status update of application is informed through SMS and e-mail alert.
However, the current option of visiting branch for obtaining status update should
continue

Institute for Development & Research in Banking Technology Page No. 10
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Online tracking of account opening

Offer Data . Document

Customer isprovided a Account opening status
reference # for account {Reque?ted, Processed for
Opening ‘ KYC, Rejected/Approved)

Customer getsan
update on Account
Opening Status

Consistent update through

through SMS/Email Call center/bank website
‘ or visit to a branch or SMS
Customer calls call center / Accepted Afe on ashort code
visits branch/online open
banking site/sends SM$

Intermittent and final
statusis updated on
Customer getswelcome kit regular status

includes account details
and debit card

Reason for rejection to be
Rejected provided

Customer gets email /letter
with reason for rejection

Flow Chart 3: Online Tracking of Account Opening

iv.  Applicant could log into internet site of the bank to obtain the status/could send
SMS on a short code of bank/calls bank’s call center at a toll-free number/visit a
branch and provides reference number to obtain the status.

Data Elements

I.  Applicant reference number
ii.  Status of the account opening
iii.  E-mail ID/phone number for SMS
iv.  Call center number (toll-free number is suggested).

Value Proposition

I Provides transparency on the account opening process
ii. Expedites the account opening process as activities would be time bound.

Il. Loan Processing

4. Name of the Process: Online Loan on Boarding — New Customer

Description

In most of the cases, the new customer desiring to avail a retail loan needs to visit a bank
branch for requisition. Online loan application enhances the accessibility of loan products

Institute for Development & Research in Banking Technology Page No. 11



lora]

Explore, Enable, Excel Process Standardization for Digitization

to customers. Apart from requisition steps, the steps for tracking of loan request are also
included in the process steps.

Recommended Process Steps

Vi.

Vil.

viii.

Non-customer applicant accesses the website of the bank. Goes to the “apply

online” menu and selects the appropriate loan product (housing loan, personal loan,

vehicle loan, etc.)

On selection of the loan product, a preliminary application is available on the

screen seeking the following details:

a. Name, Nationality and Residential status, Date of Birth, PAN/Aadhaar number
and other KYC/e-KYC documents
Contact information includes mobile number and e-mail

c. Income (occupation/source of income, annual gross and net salary/income)

d. Information relevant to loan product (amount of loan, tenure, expected
disbursement date and purpose of the loan).

The applicant fills the preliminary data and submits online

System will have facility to save application as draft enabling the customer to fill

in one or more attempts and submit on completion

On submission of the application, the system generates acknowledgment with

application reference number and sends SMS and/or e-mail to applicant

Bank verifies the details and the eligibility to prepare the response on bank’s loan

processing TAT through SMS and e-mail

Initial loan processing would include checking customer credit history with

available information from credit information bureaus

During preliminary screening, if loan request is rejected/non-eligible, the reason

for not considering the application will be shared through e-mail and SMS. The

bank will provide a contact telephone number/e-mail ID for further

correspondence, if the reason for rejection is not acceptable

If the loan processing request is accepted for processing,, the applicant could

submit the detailed application along with documents (as per the list in the

application), through online by accessing the website of the bank

a. Applicant accesses the application online/offline and would have provision for
saving in draft format before doing the final submission
Uploads the relevant documents with e-Sign/digital signature

c. System generates acknowledgment with reference number along with contact
details of the bank for future correspondence

d. Loan documentation goes through bank’s internal appraisal process for
sanction/rejection

e. Loan sanction is conveyed through e-mail, telephone and SMS along with
terms and conditions to be complied

Institute for Development & Research in Banking Technology Page No. 12
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Online Loan Onboarding — ne w customer

‘ Offer I ‘ Data I ‘ I Document
Management Management Compliance Services

Y

New customer details Anew customer’s details
checked for past contact ‘ are checked and captured.

Customer ID not . . .
known Provided identity

document details and
copiesare captured

Customer selectsloan
product

Preliminary customer Loan progress tracking at
| detailsare captured every stage
Custlomgr submits Loan Appraisal and
application Documentls verified Underwriting as per bank’s
[ againstinternal internal guidelines
Initiate Customer gui(lellines for loan
Agreement set-up apprasa Customer master Aninitial agreement s set
[ agreement details up for the customer (no
New customer set- : captured productsat this stage)
up notified for New customer
registration registered and loan

disbursed On completion, loan is

dishursed

Flow Chart 4: Online Loan on Boarding — New Customer

f. Applicant then visits the branch or a representative of the bank interacts with
the customer for completing the documentation formalities

g. Loan is then disbursed as per the terms of sanction

h. The system should have the facility to record the date, time and time taken for
movement of appraisal process

i. If loan sanction is rejected, the same is also conveyed through e-mail and SMS
with reason for rejection. The bank will provide a contact telephone number/e-
mail ID for further correspondence, if the reason for rejection is not acceptable.

Data Elements

I Personal details: Name, Address and Contact details (Permanent, Communication),
E-mail ID, land and mobile numbers — alternate numbers, Occupation, Aadhaar
Number and PAN, if available, Income details and Date of birth

ii. Loan product details: Amount, Tenure and Purpose of the loan and various other
details as applicable for a loan.

Value Proposition

I Facility to submit application and process and convey sanctions online

ii. Number of visits to a bank branch is reduced. Bank representative could meet
customer for obtaining the original documents (based on the loan product)
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Brings efficiency in the process as the entire process is online and transparent and
timelines are recorded.

5. Name of the Process: Online Loan On-boarding — Existing Customer

Description

The existing customer of the bank could use the online (internet/mobile) banking channel
to request relevant loan products. Banks may also suggest applicable loan products based
on customer spend pattern.

Recommended Process Steps

Vi.

Vii.

viii.

Existing customer logs into internet/mobile channel of the bank, clicks on the

“apply online” menu and selects the appropriate loan product

(housing/personal/vehicle loan, etc.)

On selection of the loan product, a preliminary application is available on the

screen. The preliminary application seeks the following details of loan product —

amount of loan, tenure, expected disbursement date and purpose of the loan.

System already has customer name, customer ID, registered e-mail ID, mobile

number and other contact details and this should be auto-filled in the application

The applicant fills the preliminary data and submits online

System will have the facility to save application as draft, enabling the customer to

fill in one or more attempts and submit on completion

On submission of the application, the system generates acknowledgment with

application reference number and sends an SMS and/or an e-mail to the applicant

Bank verifies the details and eligibility, and responds based on bank’s loan

processing TAT guidelines through SMS and /or e-mail

Initial loan processing would include checking customer credit history with

available information from credit information bureaus

If loan request is rejected/non-eligible after submitting preliminary application, the

reason for not considering the application will be shared through e-mail and SMS.

The bank will provide a contact telephone number/e-mail 1D for further

correspondence if the reason for rejection is not acceptable

If the request is accepted, the applicant could submit the detailed application along

with documents (as per the list in the application), online by accessing the website

of the bank

a. Applicant accesses the application online/offline and would have provision for
saving in draft format before doing the final submission

b. Uploads the relevant documents with e-Sign/digital signature
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Online Loan Onboarding — Existing customer

Offer Data f Document
Management Management\ [“mpl'a"“J [ Services ]

Customer selectsloan

product

Loan Appraisal and
Underwriting as per bank’s

Preliminary customer internal gu idelines
detailsare captured

Customer submits

application every stage

Loan progress tracking at

;ﬁ:,git,,:stﬂ;:‘i an the customer for the
Initiate Loan G .
Agreement set-up appraisal desired loan product

Documents verified Anagreement is set up for

Customer loan Customer master
i agreement details . .
request dishursed gl On completion, loan is

captured A
disbursed

Flow Chart 5: Online Loan on Boarding — Existing Customer

System generates acknowledgment reference number along with contact details
of the bank for future correspondence

Loan documentation goes through bank’s internal appraisal process for
sanction/rejection

Loan sanction is conveyed through e-mail, telephone and SMS along with
terms and conditions to be complied

Applicant then visits the branch or a representative of the bank interacts with
the customer for completing the documentation formalities

Loan is then disbursed as per the terms of sanction

The system should have the facility to record the date and time and time taken
for each activity in the appraisal process.

If loan sanction is rejected, the same is also conveyed through an e-mail and SMS
with reason for rejection. The bank will provide a contact telephone number/e-mail
ID for further correspondence if the reason for rejection is not acceptable.

Data Elements

The data elements such as amount, tenure and purpose of the loan and various other details
as applicable for the loan product are to be furnished.

Value Proposition

Facility to submit application and process and convey sanctions online
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ii. Customer visit to branch may be once or the bank representative could meet the
customer to obtain loan relevant documents (based on the loan product)

iii. Brings efficiency in the process as the entire process is online and transparent and
timelines are recorded.

I11. Back Office Operations
6. Name of the Process: Account Opening — Back Office Operations

Description

Back office team processes the account opening forms, verifies the details and then
confirms/rejects the documentation for account opening. Some banks have a dedicated
back office and some banks leverage the branch office for processing account opening
related documents.

Recommended Process Steps

i.  The physical documents are uploaded either online or from branch and sent to back

office of the bank

Ii.  After processing the scanned documents for KYC and verification of entered
details, the documents are finalized for customer ID creation and account opening

iii.  TAT and effort involved in each stage of the processing is tracked

iv.  The status of new customer and account opening is informed to branch handling
the account for furthering the engagement with the customer

v.  Account opening status is available to customer as well as through online/SMS/call
center/branch visit.
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Account Opening Back Office Operations

i
Offer Data . Document

Customer s details are
captured using ICR/OCR
techniques

New customer details are
sent for processing for
account opening at

Branch/FI-BC location Documents are
| s¢ ﬁlf}"ei't}'RS'“E OCR The customer name is
andjor ™ checked against watch lists

Customer not on before processing

- watch list & Provided identity
Checked documents compliant to KYC document details and
captured for record | copies are captured

Documents created
\ (for identification)

Initiate Customer Aninitial agreement is set

Agreement set-up 1 up for the customer {(no

| Customer master products at this stage)
[ agreement details

New customer captured
set-up notified ———— On completion, customer
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Flow Chart 6: Account Opening - Back Office Operations

Data Elements
i.  Documents obtained during account opening
ii.  Data elements as defined in IBA Account Opening Form
iii.  Data elements as for KYC norms
iv.  Account opening reference number
v.  Customer ID and account number
vi.  Effort (time spent) at every stage.

Value Proposition
i.  Consistent and transparent back office operations
ii.  Effort measurement at every stage could lead to operational efficiency.

7. Name of the Process: Loan Repayment Monitoring and Follow up

Description

Back office operations of the bank continuously monitor due loans. Upon triggers, back
office team contacts customer on e-mail or telephone to remind the upcoming
payments/overdue.

Recommended Process Steps

I.  The trigger set-up is done by the respective business teams for each of the lending
products (credit card, home loan, personal loan, working capital, etc.)
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ii.  Back office team monitors the movement of money from CASA (if available) with
disbursed lending products of the customer to ensure timely collection of the
payment

iii.  Back office team sends SMS and e-mail reminders for upcoming repayments with
sufficient advance notice

iv.  On receipt of payment, a confirmation message with the updated payment schedule
is sent across to the customer on e-mail and through SMS

v. If the payment is not made on due date, customer gets a call from call center
(wherever established) requesting for response on the reason for non-payment

vi.  The call interaction details are recorded for future processing

vii.  The letter/e-mail advising payment of dues along with interest/fee charges, based
on the terms and conditions of the offered loan product are sent to the customer
viii.  If the payments are overdue, necessary steps are initiated for recovery as applicable

by the bank/RBI
iX.  Report and update the customer credit history with credit information bureau.

Data Elements
i.  Name of the customer, loan account number, liability, amount overdue
ii.  Loan product and trigger details
iii.  Telephone, e-mail and address for correspondence.

Value Proposition

i.  Back office involvement for loan monitoring and payment would isolate bias in
follow-ups
ii.  Keeps customer consistently informed on the due amount
iii.  Improves recovery and helps in reducing NPAs.

8. Name of the Process: Tracking of Back Office Operations

Description

Reliance on back office operations is improving the branch operations for better
engagement of the customer as some of the data entry operations, monitoring and follow
up activities are moved to back office. The team working in back office operations are
skilled in data entry, basics of banking operation, strong work ethic and good
communication skills

Recommended Process Steps
I.  Every activity assigned to back office agent should have a workflow process. The
scheduling system should understand the leave schedule, working hours, training
days, meetings, break time and other applicable items to ensure right workload is
being allocated to the agent
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ii.  The agents’ interaction with customer on phone, e-mail should be recorded and
archived for further analysis to understand first time resolution, assertiveness and
the behavior of agent and customer

iii. A call coaching process may be incorporated for new agents

iv.  The productivity and quality goals should be in place for each call/e-mail type. The
errors should be reviewed at a product level using 80/20 rule or other applicable
analysis for training and improving resolution rate and response time

v.  The reports should be shared with management and at the individual agent level on
weekly/monthly/quarterly basis to improve the transparency

vi.  The person supervising the back office must be provided with a tracking facility to
know the status under each operation with reference to requests received under
process and closed. Wherever they are pending unduly for long time, the reasons
must also be displayed.

Data Elements
i.  Product type and content of the interaction with agent and customer
ii.  Resolution rate and response time.

Value Proposition
I.  Reviewing of back office agents shall help in understanding the customer concern
patterns and would lead to better engagement
Ii.  Transparency in performance reviews for the agents
iii.  Better understanding on return on investment in deploying back office agents.

9. Name of the Process: Call Center Operations

Description

Call center operations of banks ensure timely handling of non-digital and non-branch
services. Banks should have dedicated toll-free number while providing call center
support. Banks that do not have call center may take reasonable time to establish call
center and implement the recommended process.

Recommended Process Steps

i.  Customer calls into toll-free number. If the call is from registered telephone
number, customer is informed about the available options
ii.  Calls are registered and recorded for better tracking of requests
iii.  The call center agent has a view of all the past customer queries/requests. The
Personally Identifiable Information (PII) of the customer is visible only on need
basis to the call center agent. PII data is keyed on touch pad of customer’s phone
for transaction processing and this information should not be visible to the agent
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iv.  The call center agent scheduling is similar to back office agent scheduling. Call
center agent interactions are recorded for coaching
v. Service request is shared with customer on SMS and e-mail for further

correspondence
vi.  Upon response, feedback is sought from customer for improving the service
vii.  Monitor and review calls that do not have completed status for the request.

Data Elements
i.  Customer account number and other PII, if required
ii.  Toll-free number of the bank
iii.  Service request.

Value Proposition
i.  Consistent process for call center agents.

IV. Online Customer Interfaces

10. Name of the Process: Request for Internet Banking

Description

Acceptance of internet banking and other digital channels is growing at a steady rate. A
large number of customers do not have internet banking and banks should provide internet
banking facility only after seeking customer consent.

Recommended Process Steps

i.  Customer visits bank website and selects the menu option “Requisition for Internet
Banking” under online/net banking

ii.  Customer provides Customer ID, Account Number and Date of Birth as the initial
set of fields in the online application. An SMS as two-factor authentication is sent
to customer mobile number for verification, if mobile number is registered. If the
mobile number is not registered, customer will be advised to visit the branch and
get his/her mobile registered

iii.  Acknowledgment reference is generated for future tracking through digital
channels/call center. An e-mail is also sent as intimation, if e-mail ID is registered
in the system
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Request for internet Banking

Offer I ‘ Data I ‘ - I ‘ Document I
Management Management Compliance Services

Customer logsinto Bank ]
website for Internet Existing channels (Call

banking access center and Branch) for

issuance of Internet
Customer submits the
request

banking to continue

2™ Factor Authentication

Validates customer forissuance of request
identity 1

Documents verifiad
againstinternal Confirmation letter and
guidelines for email are sent across to
internetbanking ensure right requisition
access
Internet Banking Limited first transaction
access provided based on bank’s risk
[Master agreement appetite

|details captured

Flow Chart 7: Internet Banking Request

iv.  The internet banking details are communicated to customer through postal mail,
SMS and e-mail. If customer user ID is mentioned in the sent e-mail, an auto-
expiration of the e-mail or a suggestion for deletion of e-mail is shared

v.  Upon confirmation of delivery, the password (separate for logging and transaction)
for operating internet banking is sent through a separate courier with a time limit
for operating the account

vi.  For the first login, system prompts for change in password. An SMS alert and e-
mail confirmation is sent to customer.

Data Elements

i.  Customer ID

i.  Date of Birth

iii.  Internet Banking A/c
iv.  Password

v.  Acknowledgment

Value Proposition
I.  Reduced timelines for opening of internet banking account and at customer’s
convenience
ii.  Transparent process for creation of internet banking account.
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11. Name of the Process: Request for Mobile Banking

Description

Mobile Banking provides customers to perform banking from anywhere and anytime.

Recommended Process Steps

Vi.

Vii.

viii.

Customer visits bank website or logs into internet banking and selects the menu
option “Requisition for Mobile Banking” or sends an SMS to bank requesting
“Mobile Banking”. An email containing link for download is sent for downloading
mobile application
If requesting from bank public website:
Customer provides Customer 1D, Account Number and Date of Birth as the
initial set of fields in the online application. An SMS as two-factor
authentication is sent to customer mobile number for verification, if mobile
number is registered. If the mobile number is not registered, customer will be
advised to visit the branch and get his/her mobile registered.
If requesting after logging into internet banking channel, customer selects the
mobile banking option available in “services requests” section in the menu
Acknowledgment reference is generated for future tracking through digital
channels/call center. An e-mail is also sent as intimation, if e-mail ID is registered
in the system
A link for downloading the mobile app is also provided to customer in an e-mail
and through SMS alert
Customer may visit the bank site or app store and download the mobile app onto
mobile device
Consistent user ID and password for internet banking and mobile banking may be
maintained for user convenience. Also, the payee is added in internet banking and
mobile banking should be consistent
For the first login, an SMS alert and e-mail confirmation is sent.
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Request for Mobile Banking

Offer | | Data | | - | | Document |
Management Management Compliance Services

Existing channels (Call
Customer logsinte Bank center and Branch) for

"“'ehf'te or Internet issuance of mobile banking
banking for requesting 2
Mobile Banking access to continue

Customer submits the 2" Factor Authentication
forissuance of request
d P .
:ertf‘””t"z: Facter STy eer—r Limited first transaction
Htentication B o based on bank’srisk

against internal i
guidelines for appetite
Mobile banking
access

Mobile and Internet
Banking to have same user
id and password

Link for downloading and

accessing the Mobile Banking
shared [Master agreement ‘

|detai|s captured
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Flow Chart 8: Mobile Banking

Data Elements
i.  Date of first login to Mobile Banking App
ii.  Customer ID
iii.  Date of Birth
iv.  Address
v.  Mobile Banking a/c
vi.  Password
vii.  Acknowledgment#.

Value Proposition
I.  Reduced timelines for opening of internet banking account and at customer’s
convenience
ii.  Transparent process for creation of internet banking account
iii.  Consistent beneficiaries in internet and mobile banking.

12. Name of the Process: Register/Modify Nominee

Description
Customer intending to register nominee will log into net/mobile banking and make a
request to register/modify nominee his/her operative/term deposit account(s).

Recommended Process Steps

2

i.  Customer logs into net/mobile banking and selects “Register/Modify Nominee’
available in service requests menu option
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ii.  Customer provides information (nominee name; relationship with depositor, date
of birth of nominee (if minor), name and address of the guardian in case of a
minor, etc.) sought before submission of the request

iii.  Customer authenticates the request through transaction password and prescribed
two-factor authentication

Addition/Modify of Nominee

rd
Offer Data . Document

Customer logsinte
Online{Internet/Mobile)

Branch channel to
continue to have nominee
change process

Customer submits the Nominee details are
requestwith nominee captured
details |
| |Performs 2" Factor
Authentication Documents verified
againstinternal
uidelines _
g 2" Factor Authentication

for confirmation

MNominee changed and

confirmation sent in postal
mail and email Master agreement

details captured

Flow Chart 9: Nominee Change

Iv.  System accepts the request, and processes it online and records the nomination
details in the relevant account

v.  Thereafter, the system sends postal mail and e-mail to the registered address and e-
mail 1D of the customer confirming the change along with nomination registration
number for reference. An SMS alert for nomination change is also sent

vi.  The name of the nominee is not revealed in the communication sent to the
customer.

Data Elements

I.  Name of the customer
ii.  Customer ID
iii.  Account number where nomination is to be registered/modified list
iv.  Name of the nominee
v. Relationship with nominee
vi.  Date of birth of nominee (DD/MM/YYYY format).
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Value Proposition

Ensures timely updation of nominee details
Provides transparency on the nomination details in the system.

13. Name of the Process: Request for Debit Card

Description

In case, the customer did not obtain Debit Card during account opening or would have lost
the Debit Card, s/he may request issuance of new Debit Card through online channel
(internet/mobile).

Recommended Process Steps

Vi.

Vii.

viil.

Xi.

Customer logs into net/mobile banking and selects the menu for request for debit
card issuance under the menu option “service requests” (the menu title may be
different for bank)

System displays account numbers and address of the customer. Customer selects
the account to which debit card is to be linked, verifies the address

Customer requests the card type — RuPay/Master/Visa/etc., Transaction Limit (day
and per transaction) and international/domestic option during submission of the
request

Banks provide option for personalization of the card with pictures and changed
background color

System displays the details of the request made and customer confirms the same.
System generates OTP (two-factor authentication). Customer authenticates the
request with OTP

System accepts the request, generates Acknowledgment and service request
reference. Request gets processed at the central processing center and debit card
gets dispatched. The debit card should be chip and PIN enabled or as mandated by
RBI

Customer is informed by e-mail and SMS on debit card dispatch and the delivery
date

Customer would have provision to track the request online (internet/mobile)/call
center/SMS

Debit card is delivered at the registered address of the customer. On delivery, the
debit card is activated, and the customer is intimated by e-mail and SMS on card
delivery

The delivery package should send card and PIN separately and by separate courier
agency appointed after doing the due diligence on financial viability for agreeing
to insurance/demurrage charges and background verification process for staff
engaged in delivery

The tracking status would be in-process/dispatched/delivered

Institute for Development & Research in Banking Technology Page No. 25



Explore, Enable, Excel Process Standardization for Digitization
xii.  Upon delivery of debit card, PIN generation is provided online and/or through
postal mail.

Request for Debit Card
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Debit card choice
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Performs 2" Factor
Authentication I Documents verified . o )
against internal Transaction Limit and Daily
i guidelines limit are provided
Debit card sent to postal mail 2" Factor Authentication
and a confirmation email and for confirmation
SMS alert are sent Master agreement

details captured

Flow Chart 10: Debit Card Request

Data Elements
i.  Customer Account Number, Mobile, E-mail, Address, Debit Card Number for PIN
generation
ii. Card Type (RuPay, Master, Visa, etc.), Transaction Limit (per transaction and
daily), Card Usage location (domestic/international)
iii.  Optional — personalization factors (picture, background image, etc.).

Value Proposition
i.  Facility to request for debit card online from anywhere and from any channel
ii.  Ensures efficiency as time for processing are recorded at each stage.

14.Name of Process: Request for Credit Card

Description

Credit card offering may not be a standard product from every bank. Banks offering credit
card may provide the following common steps to ensure customer engagement. Banks
offer credit card for customers already having an account in the bank and/or new
customer.

Recommended Process Steps
I.  Existing/Potential Customer requests for credit card under menu “service requests”
(the menu title may be different for the bank) on internet channel of the bank
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ii.  Credit card application (digital format) is displayed on the screen for request
submission. The system will have flexibility to save the application and fill it in
more than one attempt. Customer uploads the application, digital picture (optional)
and other relevant documents (new customers — income, address proof, Aadhaar
and PAN)

iili.  Customer shall also request the applicable card limit (per day, per transaction and
per month) along with desired billing cycle

iv.  The “terms & conditions” related to charges (fee, interest for payment and cash
withdraw, insurance claims, etc.) should be explicit and obvious. The
Acknowledgment of customer is required before processing the request

v.  System accepts the application and generates Acknowledgment reference of the
application

Request for Credit Card

-
‘ Offer \ ‘ Data \ ‘ . Document
Management Management Compliance Services
Credit card choice

Customer logsinto online (Master/VISA/AMEX, etc) is
(Internet/Mobile) channel . !
given to customer
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- internal process for

Customer submits the EMV [Chip & PIN) e -
request for Credit providing credit card and
card | limits
. [Performs 2" Factor — International/Domestic
Authentication Documents verifiec usage requirementis

againstinternal

Appraisal process captured

Cash Transaction limit ,
Transaction Limit and Daily
limit are provided

Credit card sent to postal
mail and a confirmation
email and SMS alert are sent Master agreement
details captured

2™ Factor Authentication
for confirmation

Flow Chart 11: Credit Card Request

vi.  Central processing cell processes (should definitely include getting CIBIL/Credit
rating agencies reports of the customer and watch list validation) the application as
per applicable guidelines within the bank, and accepts or rejects the request. If
accepted, system will inform customer by SMS and e-mail that credit card is
approved and is dispatched for delivery

vii.  The credit card should be chip and PIN or as mandated by the RBI

viii.  Card is activated after delivery of the card, and the delivery confirmation is sent by
e-mail and SMS
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ix.  The delivery package should send card and PIN separately and by separate courier
agency appointed after doing the due diligence on financial viability for agreeing
to insurance/demurrage charges and background verification process for staff
engaged in delivery

X.  If the card request is rejected, the same is conveyed by SMS and e-mail along with
reason for rejection

Xi.  The customer will have the facility to track his/her request under the “service
requests” menu to know the status
(process/sanctioned/rejected/dispatched/delivered) of the request.

Data Elements
I.  Customer Account Number of an existing customer, Mobile, E-mail, Address,
Credit Card Number for PIN generation
ii. Card Type (RuPay, Master, Visa, etc.), Transaction Limit (per transaction and
daily), Card Usage location (domestic/international)
iii.  Optional — personalization factors (picture, background image, etc.)

Value Proposition
i Facility to request for credit card online from anywhere and from any channel
ii. Ensures efficiency as time for processing is recorded.

15. Name of Process: Online PIN Generation for Debit/Credit Card

Description
Customer may forget the PIN or would like to change the debit/credit PIN to perform
transactions. Secured way of PIN change is required to avoid any misusage.

Recommended Process Steps
I.  Customer logs into Internet/Mobile Banking channel and selects “PIN change”

option in service requests menu option

ii.  Views the issued debit and/or credit card number and requests for PIN change

iii.  The new PIN is typed twice for confirmation. Also, two-factor authentication is
sought for ensuring the authenticity of the request

iv. ~ An SMS alert and an e-mail alert are sent with information of PIN change. The
alert also has the date and time of the change

v.  System may allow transactions after PIN change based on bank’s risk management
guidelines.
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Request for PIN generation
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Flow Chart 12: PIN Change

Data Elements

i.  Internet Banking/Mobile Banking user account details
i.  Debit/Credit card number

iii. PIN

iv.  E-mail and Mobile for alert.

Value Addition
I.  Faster and transparent process for PIN generation
ii.  Ensures timely change of PIN.

16. Name of the Process: Request to Modify Credit Card Limit

Description
Customer may need credit card limit changes for handling future expenses. Limit change
flexibility provides customer better control on expenses and also could reduce frauds on
card misuse.

Recommended Process Steps

i.  Customer selects the option “credit card limit change” under the drop-down menu
“service requests” in net/mobile banking
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ii.  The transaction amount, cash amount and effective date for change in credit card
limit are captured. The request is then submitted through two-factor authentication.
The reason for limit change is also captured

iii.  The limit enhancement/reduction option for international and domestic usage can be
set separately. The limit change would be based on per transaction, per day and for
month. The maximum allowable limits applicable for customer are shown for
modification

Request for Card Limit Change
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Flow Chart 13: Limit Change

iv. System accepts the requests and generates Acknowledgment for tracking the
request. For limit enhancement, the Acknowledgment will contain a disclaimer that
acceptance of the request does not mean sanction of limit and that the bank will
convey its approval or rejection of the limit within 24 hours applicable for the bank

V. Where limit is sanctioned based on bank appraisal process, the card limit will be
enhanced and where request is not considered, the reason for rejection will be
conveyed. The customer will also have facility to track the status of his/her request.

Data Elements

I Card number

I Present limit

iii. Changed in limit

iv. Reason for change (optional).
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Value Proposition

I. Transparent and faster process for card limits change.

ii. Could reduce the possible fraud for international transactions where chip and PIN
are not mandatory.

17.Name of the Process: Request to Modify Debit Card Limit

Description
Customer may need debit card transaction limit changes for better control on expenses.
Secured way for limit change could reduce some potential frauds as well.

Recommended Process Steps

i Customer selects the option “debit card limit change” under the drop-down menu
“service requests” in net/mobile banking
ii. The transaction amount, cash amount and effective date for limit change are
captured. The request is then submitted through two-factor authentication. The
reason for limit change is also captured
ii. The limit enhancement/reduction option for international and domestic usage can
be set separately. The limit change would be based on per transaction, per day and
for month. The default limit values applicable for customer are shown for

modification

iv. The debit card limit changes are available in slabs for the customer. If for any
reason, the limit enhancement is not considered, the reason for rejection will be
conveyed

V. The customer will also have facility to track the status of his/her request.

Data Elements

i. Card number
ii. Present limit
ii. Changed limit
v, Reason for change (optional)
Value Proposition
I. Transparent and faster process for card limit enhancement/reduction

ii. Could reduce the possible fraud for international transactions where chip and PIN
are not mandatory.

18. Name of the Process: Online Request for Locker

Description
Locker availability to customers is always subject to availability. The information on
availability could reduce the visits to branches and improve customer engagement. Like
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other processes that are being recommended for digitization, the locker availability

information at branch should continue.

Recommended Process Steps

I.  Customer logs into net/mobile banking and selects request for locker under the

drop-down menu “service requests”

ii.  System accepts the request for locker with Acknowledgment reference. Branch
processes the request and sends e-mail/SMS message to customer requesting
him/her to execute documents and take possession of locker

Online request for Locker
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tracks the request
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Services
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againstinternal
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issuance
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Requisition with status
update on the locker
availability

Locker number with key
issued upon
documentation

Flow Chart 14: Online Request for Locker

iii.  If locker is not immediately available, system accepts the request, and provides a
waitlist status along with acknowledge reference. The Acknowledgment contains a
disclaimer clause stating that Acknowledgment does not guarantee allotment of
locker or confers any right to customer to claim the facility

iv.  The customer will have the facility to track the request. Tracking facility will have

two status stages -- under process/waitlist and locker allocated.

Data Elements

I.  Locker, Locker size, Locker fee and Service request on Acknowledgment of

request

ii.  Customer ID, Branch location.
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Value Proposition
I.  Transparent system for locker availability at a branch
ii.  Customer can apply online and choose locker of his/her choice.

19. Name of the Process: Request for Chequebook

Description

Customer makes request for chequebook online either through internet, mobile banking or
ATM. The bank acknowledges the request, processes the request and dispatches the
chequebook to the registered address. The current process of using the chequebook
requisition at bank should continue.

Recommended Process Steps
i.  Customer accesses his/her account (ATM/Internet/Mobile)
ii. Selects chequebook request wusing the available menu option in
ATM/mobile/internet
iii.  System displays his/her account number and address (if address is not correct,
address change process should be initiated)
iv.  Selects the account number to which chequebook is to be issued and submits the
request
v.  System displays account number to which chequebook is to be issued and address
requesting the customer to confirm the same. The customer verifies the same and
confirms the request
vi.  System performs two-factor authentication like OTP on mobile

vii.  System accepts the request, acknowledges the request by displaying service request
no. and the no. of days within which the request will be addressed
viii.  The system on taking the request will display an alert to the issuer (Central

Processing Cell) if unused cheque leaves are more than the prescribed minimum
(specific to a bank) or if the last chequebook is issued very recently (specific to a
bank)

ix.  Central processing cell acknowledges the request for processing and dispatches
chequebook to customer’s address after due diligence
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Cheque Book Issuance

Offer Data | I | Document I
Management Management Compliance Services

™

Customer requests for
Cheque Book issuance - Chequebook req.u?st
At ATM/Mobile/SM$ placed through digital
channels

Re-confirms the request

using OTP/2™ Factor

requestlimit authentication
requestfor dispatch

Cheque book Cheque book delivery is
delivery confirmed

Cheque book delivery
confirmed

Online tracking of cheque
book request

Flow Chart 15: Chequebook Request

X.  System also sends SMS and e-mail after dispatching the chequebook with a
tracking number
Xi.  On delivery of the chequebook, a confirmation e-mail and SMS is sent to the
customer. On delivery of the chequebook and on receipt of confirmation of
delivery from the courier, the system updates the chequebook details in the account
of the customer
xii.  Online tracking (Mobile App, SMS, and Internet) of the request and update on the
dispatch status will be enabled.

Data Elements
i.  Account number and customer 1D
ii.  Address details
iii.  Chequebook request reference
iv.  Chequebook status (under process, dispatched, delivered)
v.  Registered mobile for SMS
vi.  E-mail ID for correspondence.

Value Propositions
I.  Online request from anywhere and any channel
ii.  Transparency and ability to track the status of the request.
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20. Name of the Process: Online Request for Stop Payment of Cheque

Description
Customer accesses his/her account and requests for stop payment of cheque(s). The bank
online system accepts and processes the request for cheque stoppage.

Recommended Process Steps

Customer logs into his/her net/mobile banking account and selects stop payment of
cheques option under the drop down menu “service requests”

The customer selects the account number and keys in the cheque number to be
stopped for payment and submits the request

The system displays account no. and cheque no. submitted by the customer for
reconfirmation

The system generates OTP and sends it to the customer. Customer then
authenticates the request by keying in the columns displayed on the screen OTP
and transaction password

Request for stop payment

4
Offer Data . Document

Customer logsinto online
{Internet/Mabile) channel

Date and Time of request

critical

Customer submits the
request for stop
payment

2™ Factor Authentication

| |Performs 2" Factor
Authentication Customer gets
informed that
transactionis
already paid

N Gets acknowledgement
and an update on the
status of the request

Customer gets
acknowledgement of the
request on Email and SM$ Stop request with

date/timeiscaptured

Vi.

Flow Chart 16: Stop Payment Request

System acknowledges the request with date and timestamp of the request, verifies
the account of the customer to conform if the cheque is issued or not

If unpaid, system sets a stop payment instruction and sends the Acknowledgment
to customer with date and timestamp. If already paid, it will reject the request and
informs the customer with date and time of the processed cheque request
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Vii.

System must record date and time of the request and also the reject/paid date time.

Data Elements
Account number, cheque leaf number to be stopped, mobile number and e-mail ID.

Value Proposition

Facility to submit request for stop payment from anywhere and any channel
System marks the request without manual intervention and without any delay
Would provide a facility for instantaneous processing of cheque and reduce the
need to visit a branch.

21. Name of the Process: Online Opening of Term Deposit for EXxisting
Customer
Description

The customer leverages online (net/mobile) banking for opening of term deposit. The
various options available for interest payment and handling of maturity are available for
selection.

Recommended Process Steps

Vi.

Vii.

The customer intending to open term deposit will log into online (net/mobile)
banking and clicks on “opening term deposit”

The screen displays the application form requesting for amount, tenure (year,
month and days) and interest payment mode (monthly/quarterly/on maturity). The
applicable interest rate, amount and nominee details are displayed for better
transparency

System shall also have a provision for sweep-in from SB account for a fixed
amount on monthly basis and/or for an amount greater than allowed limit in SB
account

The submitted deposit request is displayed with all (customer ID, customer name,
a/c number, date of deposit, deposit amount, interest rate, date of maturity, interest
payment schedule and amount, and maturity amount for confirmation

During submission, transaction password and two-factor authentication like OTP
are sought for confirmation

The system processes the customer request to open term deposit online and opens
the term deposit in the books of the bank

After opening the electronic term deposit, receipt related to the deposit opened will
be displayed on the screen. The customer will view the e-receipt. The customer
will have option to save it or take a print of it for future reference.
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Request for Term Deposit

Offer | Data I . Document
Management Management [ Compliance ] [ Services J

Customer logsinto online
{Internet/Mobile) channel

Deposit Amount, Interest,
Payment schedule are
provided

Customer submits the
raquast for Deposit Swreep-in and RD facility
are also provided

Performs 2™ Factor
Authentication Documents verified

againstinternal
guidelines

2" Factor Authentication
for confirmation

Deposit Account openad and

a confirmation email and . .
SMS alert are sent with Master agreement E-receipt available for
tenure and maturity amount details captured deposit certificate

Flow Chart 17: Term Deposit Opening
Data Elements

I.  Term deposit product type
ii.  Source account: All operative accounts of customer and s/he selects the account
where the TD amount is to be debited

iii.  Deposit amount

iv.  Term of deposit

v. Interest rate

vi.  Maturity value: Principal, Interest and Total Maturity value
vii.  Nominee and Maturity instructions, if any.

Value Proposition
i.  Facilitates customer to open online a term deposit from anywhere and anytime.

22. Name of the Process: Online Closure of Term Deposit

Description

The customer leverages online (net/mobile) banking for closure of term deposit. The
various options available for interest payment and handling of maturity are available for
selection. This option will not be available for joint accounts.

Recommended Process Steps
I.  The customer intending to close term deposit will log into online (net/mobile)
banking and clicks on “term deposits”
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Vi.

The online application displays available deposit accounts, date of maturity and
interest payable

Customer selects a deposit account from the available list and clicks on it for
closure. Systems provide the details on interest payable and penalty, if any.
Customer confirms the request with two-factor authentication and the amount gets
deposited into the account provided during opening of deposit

System validates if the deposit account is single/joint. If joint account, the deposit
account closure is available at the branch location only and the related message is
provided to the customer

TDS amount, if any applicable, is also deducted during the closure

The customer will view the e-receipt and either save it or take a print of it for
future reference.

Data Elements

.
ii.
iii.
iv.
V.
Vi.
Vii.

Term deposit product type

Deposit amount

Term of deposit

Interest rate

Maturity value: Principal, Interest and Total Maturity value
Date of closure

Nominee and Maturity instructions, if any.

Value Proposition

23.

Facilitates customer to close term deposit from anywhere and anytime.

Name of the Process: Online Declaration of 15G/H Form

Description
Customers may submit 15G/H for TDS calculation using internet banking channels on
savings and/or deposit accounts.

Recommended Process Steps

A customer logs into internet banking channel and selects “15G/H Declaration”
option

Declaration form is made visible for all available accounts (savings and deposits)
along with applicable terms & conditions

Customer accepts the terms & conditions and submits the declaration form for
TDS calculation

An e-mail and SMS alert is sent across as an Acknowledgment

Customer may also get a prompt for submitting 15G/H declaration form on e-
mail/SMS or on logging into internet banking channel.
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Data Elements

Account numbers
Terms & conditions of 15G/H
PAN number.

Value Proposition

24.

Prompting for online submission of 15G/H form.

Name of the Process: Hotlisting of Debit/Credit Card

Description

Customers losing debit/credit card would need immediate attention to reduce the misuse of
the card and an online channel would provide faster means of hotlisting the card. This
feature would be in addition to the existing process of calling call center or visiting branch
office for blocking the card.

Recommended Process Steps

iv.

Customer accesses his/her mobile/internet banking account and selects the
“Hotlisting/Blocking” menu option

Customer enters/selects the debit/credit card number and amount (approximation to
nearest spend is based on bank’s risk appetite) and card expiry date (optional)
System generates two-factor/OTP for authentication of the request. On success of
two-factor authentication, date and time of request capture and confirmation
message are displayed. A confirmation message is also sent to registered e-mail ID
and mobile number

System sets a block request to avoid any further transaction on the card.

Data Elements

i.
ii.
iii.
iv.
V.
Vi.

Card number

Last transaction amount
Expiry date

OTP/two-factor authentication
E-mail ID and mobile number
Date and Time of request.

Value Proposition

Remembering call center number may not be possible always, online
(mobile/internet on desktop) channel provides another faster means for hotlisting
the card

Faster and transparent means of capturing and processing the request.
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25.  Name of the Process: Online Statement Request

Description

Most of the banks have provision for generating mini-statement (last few transactions) and
statement for a longer period of duration. The statement of account(s) is required for any
financial related transactions outside the bank.

Recommended Process Steps

I.  Customer logs into “Account statement” in Service requests menu option in

internet/mobile banking

ii.  Mentions the period (from date and to date), selects the account number(s) and
address for sending the statement of accounts

iii.  Customer confirmation is required, if there are any charges for printing and
sending the account statement

Iv.  System accepts the request and confirms with Acknowledgment reference the date
of delivery of the statement to the postal address. The reference is also sent as SMS
and e-mail for any future correspondence

v.  Customer may also download/print the statement.

Data Elements
i.  Statement period (from date and to date)
ii.  Account number(s) and address
iii.  E-mail and Mobile number
iv.  Acknowledgment reference
v.  Date of delivery of the statement.

Value Proposition
I.  Reduces the need for visiting and waiting in queue at branch.

26. Name of the Process: Passbook Printing at Kiosk

Description

Customer visits branch(s) for printing passbook to ensure latest transactions are reflected
in the system. Customers either wait in queue or take the advantage of passbook printing
kiosks.

Recommended Process Steps
i.  Customer visits the e-lobby or branch of the bank for passbook printing at
passbook kiosks
ii.  Customer presents the passbook and the barcode printed on the passbook is
read by the scanner for accessing the account number
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Vi.

Vili.

Barcode/QR code provided for a customer account should be a unique random
number

On scanning the barcode/QR code, account transaction details are displayed on
the screen

Customer presents the passbook page in the printer slot available in the kiosk
System recognizes the last print date and prints the transaction details. If
transactions to be printed are more than a page, customer is shown a message
on the screen for turning the page for further printing

A message is shown on completion of the print for collecting the passbook.

Data Elements

i.
i.
iii.
iv.

Bar/QR code

Account Number

Date of Birth/two-factor authentication
Transactions list to be printed on passbook.

Value Proposition

Provides a uniform way of printing passbook at kiosks for customers
Improves the efficiency of branch staff.

27. Name of the Process: Life Certificate Updation

Description

To reduce the need for pensioners to visit the branches for providing Life Certificate,
Government of India has launched “Jeevan Pramaan”. The details of registration and the
verification are well-documented in the Jeevan Pramaan website. Bank branches should
have biometric devices for authenticating pensioners fingerprint against their Aadhaar
credentials. Banks should also have option for registering pensioners’ Aadhaar number in

Jeevan

Pramaan for disbursement of pension. Aadhaar number linking to pension order is

done by pension order issuing authority.

Recommended Process Steps

Banks check the data on daily/monthly basis before the issuance of pension

Banks extract data based on Pensioners Aadhaar number from Jeevan Pramaan site
If Pensioners data exists in the Jeevan Pramaan website, Pension amount is issued
and the current process of reimbursement of pension from Govt./Public Sector
continues

The registered biometric data is valid for a period of one year. Instead of Pensioner
providing life certificate in November month of every year, s/he may do the
biometric registration on any date of the year and the data would be valid for a
period of one year. An SMS alert to be sent prior to the expiration (three months,
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one month, 15 days and on the date of the expiry date) to ensure timely re-
registration

v. If the Aadhaar registration does not exist in Jeevan Pramaan, current process of
obtaining life certificate by November of every year continues.

Data Elements
i.  Fingerprint
ii.  Aadhaar Number
iii.  Mobile number for SMS.

Value Proposition
I.  Reduce the need for visiting branch in November every year
Consistent pension disbursal across banks.

V. Customer Grievances and Redressal

28.  Name of the Process: Online Submission of Complaint

Description

Customer could register a complaint/grievance through internet/mobile/call. Integration
with social media channels will be considered in later section of the document. The
customer will have the option of interacting with Banking Ombudsman if the provided
resolution is not satisfactory.

Recommended Process Steps
I.  Complainant logs into internet/mobile/call center. Selects “Complaint/Grievance”
available “customer care” in menu option
ii.  Complainant selects the appropriate option based on whether he/she is a customer
or non-customer
iili.  Customer provides information sought as per the columns provided (Existing
Customer, Customer ID, A/c No.; Potential Customer Name, E-mail, Contact No.,
etc.)
iv.  Selects the product/service related to the complaint (CASA, loans, remittances,
others, etc.)
v. In the available text box, briefly summarizes the grievance/complaint along with
date and time of issue
vi.  Customer also has provision to upload documents before submitting the
complaint/grievance
vii.  System generates Acknowledgment reference for further correspondence. The
Acknowledgment also contains intimation to the customer that the complaint/
grievance will be redressed within 7 days or as applicable timelines based on the
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viii.

complaint/grievance. The system will calculate the business holidays, if any, while
sharing the date/time for resolution of complaint/grievance

The redressal of some of the issues like ATM issues, fraud on internet banking,
dispute transaction needs to be addressed as per RBI guidelines or bank’s
guidelines, whichever is in favour of customer

The complaint is routed to Customer Service and Grievance redressal cell. The
system will also have facility to forward the complaint to the concerned Zonal/
Regional office and the branch/ office based on the type of complaint/grievance
and the applicable resolution

The bank shall redress the grievance to the satisfaction of the customer within the
prescribed time and update the status of the complaint in the tracking system and
inform the customer via e-mail and SMS

Customer Grievances and Redressal

™,

Offer
Management

Customer logsinto online

([Internet/Mobile) channel

Customer may also raise
the request through
website

Customer submits the
request for
product/service and
explains the concern
in prowde{l text area

Data
Management

Dataisprocessed for

‘ Compliance

RBI guidelines
adhered based on
complaint/grievance

Document
Services

Complaint/Grievance
processed internally by
appropriate business

Transparentprocess for
compliant/grievance
resolution is a must

TAT for each compliant /
grievance type

RBI/Govtguidelines
adherence for certain type
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ready responses
[NLP} and TAT team
provided

Ombudsman option to be
provided

Customer informed about
resolution {may require
offline clarification aswell)

Response verified
internally

Xi.

Xii.

Flow Chart 18: Customer Grievance and Redressal

In case the complaint/grievance is not redressed within prescribed duration or to
the satisfactory level, customer may escalate the request to Customer Grievance
Redressal Officer of the bank with a reason for dissatisfaction
System shall have the facility to track the status of the complaint by the customer.
The tracking system will show the following two stages:

a. Receipt of the complaint

b. Under process: Detail the exact stage of resolution and provide live status

of complaint
c. Closed/redressed
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d. Forward to redressal cell.

Data Elements
i.  Customer name

ii.  Customer ID

iii.  Address and contact number

iv.  Account No. and branch/office details

v.  Product/service

vi.  Text area capturing customer complaint
vii.  Uploaded documents.

Value Proposition
I.  Online submission of complaint/grievance
ii.  Facility to upload documents in support of the complaint
iii.  Facility to track the status of the complaint
iv.  Transparent system of customer grievance redressal
v.  Enables the analysis of causes of complaints received and time taken for disposal.

29. Name of the Process: Online Feedback/Suggestion

Description
Customer/potential customer suggestion/feedback on the service/products, would enhance
and fine-tune for better applicability and improves engagement.

Recommended Process Steps
i.  Customer intending to give feedback/suggestion logs into the website and selects

“customer feedback” under the dropdown menu “customer care”

ii.  Provides basic information about him/her against the columns provided — Name,
Cust-1d and Account number (if available), Contact number, E-mail, etc.

iii.  Selects the product/service on which the feedback is intended

iv.  Submits suggestion/feedback in the text box provided. System acknowledges the
suggestion/feedback and provides reference for any future correspondence.

Data Elements

i.  Customer Name
ii.  Customer ID and account number, if applicable
iii.  Contact number
iv. E-mail
v.  Textarea to capture feedback
vi.  Acknowledgment reference.

Value Proposition
I.  24xT7 facility to give feedback from anywhere and anytime.
ii.  Will help the bank to improve its service/product.

Institute for Development & Research in Banking Technology Page No. 44



loral

Explore, Enable, Excel Process Standardization for Digitization

30. Name of the Process: “May I Help You” Through Chat

Description

‘Chat on Bank’ website provides a real-time Q&A and enhances customer engagement.
This would require a dedicated team for ensuring support and providing timely and quality
responses.

Recommended Process Steps

i.  Bank enables internet relay chat on the website. Customer on visiting the website
sees a small window on the right bottom (location may be decided based on the
bank) corner popping up to provide support

ii.  Customer posts a request. The query of customer is immediately responded for
simple requests on interest rates, links on web pages, location of ATM/branches,
etc.

iii.  Forany delay in response, the approximate time for response should be notified
iv.  The pre-defined templates for communication may be identified by the bank.
However, every request needs to be answered with due diligence

v. If customer request cannot be immediately answered, the customer e-mail

ID/contact details are sought for providing future correspondence
vi.  All logs should be stored for future analysis.

Data Elements

i.  Existing/Potential customer name
ii.  Staff ID and Name
iii.  Mobile and E-mail ID.

Value Proposition
i.  Another channel for engaging and resolving customer requests.

31. Name of the Process: Social Media Integration

Description

Social Media in the form of Facebook, Twitter, Youtube, Tumblr, etc., are making a
significant impact on customer engagement. The channel is being used for customer issue
resolution, branding, cross-sell and even transactions. IDRBT Social Media Framework
provides guidelines for leveraging social media within banks.

Recommended Process Steps

i.  Bank has Social Media account for each of the social media sites after seeking
approval on social media policy and strategy
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ii.  Customers access Social Media page of the bank and seek clarifications/post
comments

iii.  Bank’s identified Social Media team responds to the comments after seeking an
internal business team

iv.  The predefined templates for communication may be identified by the bank.
However, every request needs to be answered with due diligence

V.  Social Media content may be integrated into the bank’s CRM tool for 360° view of
the customer for predictive analysis, risk assessment and other data analytics.

Data Elements

i.  Social Media account of the bank
ii.  Customer social media account/mobile number mapped to account number.

Value Proposition
i.  Another channel for engaging and resolving customer requests.
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