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l. lntroduction.

1.1 The rvorld over, banks arc increasingl) using outsour(iru as a lncirns ol both reducing
- -;;, 

";; acccssing specialist expertiii not ivcilsblc irttcrnlllr arrd lchisvjng strategic

;i;;,. 'o"l.;;"ir;' ma,' be defined as a bank's use of a 1lird party (eilher an affiliated

entity wiihin a corporate group or an entity that is exrernal to thc coryorate group) to

.".i]r," 
"i 

ir,i,* 
"1, 

n 
""n',i."ing 

basis lincluding agreements for a limited period). that

ir,r,,ld norrnallv be undcrtakcn by the banl( iiself, no$ or in the future'

ln keenin!] $ith this international treid' bants in I11dia too have bcen exlensively

il,,*iG , 
",i","'..rlr 

irl... i,,ch outsourcing activities results i. ba.rks being exposed

Lo u".ior.-rjsL. lurficr, the outsourcing atti'lti"' at" !o be brought Nlthin regulatory

purview and the interests ofthe custoners have to be plotected

It is against this backgroultd. that Resen'c Bank of lndia has put in placc a set of

grii"rii". i" lraar"s, ti.re risks that a bank q'oul<l be exposed to in lieu of gtowing

iutsoLrrcing activit)' and to cnsure that thc banl concemed and Rcsewe Bank of lttdia

rr"r. ""...i 
a all books, r'ecords and information a\'ailable I'ith the seru.' ice provider' The

;;i;.il* 
";ir;.-";".r 

issucs relating to 
. 
srlegLritrding. of cu.sturnEr 

, 
inler.ests Thcse

,.,6.116. r1e.u).rn<C \\:ll. n'. ''!ing 
r''\' itt-ou sourc't go fil'_c'_1.'c rice''lJ a_e

:;,;;;,,"r;: ,; ; -oto;' ,.t"''ii l'''' at 'r rct'' irie' nor r(lar(l 'o bar ''ng 'en 
ice'

iii."T"G""i""..i"r, cate-ring of stafl housel(eeping and janitotial services' securily of

iil. p,"""rri, ."t!ment ird archiuing of iecoLds etc' N{olcover' audit-relatcd

u.rigir'r',.nt. io Chartered '\ccountant firms will continue to bc governed by the

irrir'r"ii"".lpAi"," ".laid 
down by the Dcpafiment ofBanling Supervision o1'RBI Bised

ou these guiclelines this policy is formulated

'll)pically, olrtsourced ltnancial services inclLrde application ptocessing (loan or'lgination'

credir card), alocument process lg, markcting aJ 
'eseatch' 

supeNisiolt of loaln' data

processing and back oftice rclated activities etc

1.2'Ihe.Ioi[t |-orun1, a tripartite body corrrprising BaseL Commjttee on Banking Superr,ision,
- -;r,"r;r"*""f 

organization of secutitict Colmission ancl Intemational Association of

i"r.t ,r." Srp"ii,",s, had issued guiclelines on outso-urcing 
- 
in^ flnancial scn'ices in

-e.U""ri.:OO: 
IntcrniLiorrall-l' seveial coutttries likc.USA' t-:K' Germany' Hong Kong'

Australia ancl Singapore, have put in ploc<' gttidelirres 011 utltsotLrcing in financial

,","i"".. ri"."a on-ih"r" int"rrroiionnl besL prtririces' Reser\ e Bsnk t'f lndia has non

issucd cenailt guidclines fot outsourcing in financial services'

1.3 Outsourcing b ngs in its wake, several risks like Strategic Risk' Reputation Risk'
- - 

con,rii-.J nirtioperarional Risk, Legal Risk, Lxit Slratcgy Risk' 
^Counler 

party Rjsk'

;,,"1; ii'i. C;",i"ctLral Risk. 'tt"t"''t nltt' Corrccnratioll and Svstemic Risk The

;..r"il.'.,-;' ;i";' s".r'i"" 
-p,o"ia"t 

iLr pL'oviiling I spccilied sc^ ice a breach in

securit,Ylconfidentiality. or non-conrplian''e \iti. legal 
,rna, 1c 

U1'l'ltor: 
, 

r;ouirements by

eilhcr lhc seNice provider or the outsourcing banl' ian leaLl to financial losses or loss oi

.".,n^,,"" r". rhe bank and coLLld also ieaJto systcmic risks u,itlin thc entire banking

::t":;; ;":;;;;;. ;;';;;i;-'hereibre be imperative ror the bank outsourcjns jts

activities to ensure c1l'ective nianagement ofthese risks'



1.,1The guidelines on managing sks in outsourcing arc intcndcd to provide direction and
glddarce to bar'*s rvhich choosc to outsoulcc financial ser-r,ices to adopl souod and
lesponsive dsk lttanagclrcnt practices 1br eflictire olersight. due diligcrrcc and

managenent of risks ar-isJng from such oLLlsourciug actirities. Tlte guiclclincs ale
applicable to oulsoLncing afangenlents cntercd into b] a bank \\ith a seNice prolidc|
located in India ol elscwhcrc. Thc service pr-ovider niay either be a mcmbel oI the
group/conglomcratc to rvhich the bank belongs. or ar1 Lu1telated parly.

1.5 The underlying principles behind these guldelines arc that the bart should erlslrrc lhat
outsoulclng ar-rangcnrcnts neither dimiDish its abilitl to ful1111 its obligations to curiomers

ancl RBI nor inrpcclc cffcctive supervision by IIBI. Banks, therefore, have to takc steps Lo

ensurc that thc scrvicc plovider emplols the same high standar'd ofcare in pefolming thc
services as u,ould be employed by the bantris, if the activilies \rere conducted within thc
bal*s and not outsourccd. Accordingll', banks should not cngagc in outsourcing that
\\,ould Icsult in thcir intcrnal con1rcl, business conduct or rcputatioi, being cornpromised
or \\eakened-

1.6 Banks rvhlch dcsirc to outsourcc tinancial serriccs r.lould not recluile pdor approvai iom
RBI whethcr thc scrvicc providcr is Iocated in India or outside India.

l.A. Activities that are proposed to be outsourced by the Bank.

Thc {lnancial scrvices proposed to bc outsourccd bl our bank include applicalioll
processing (loan origination, credjt card, account opening), docu ent processing,
marketing and research. supervision oI loans, data processiug and back ofhce related
activities etc. Though thc RBI guidelincs aLc conccrncd *ith managing risks in
outsourcillg o[ financial services and are not applicable lo technology reiated issucs, \lc
have included the same. on the premise that ours being 100% CBS, due diligence should
be exercised whilc outsourciDg such activitics and ensurc that risks in this regard are

n'rinimized.

1.B. Activities thrt ar€ alreadlr outsourced bl thc Ilank.

The follo\.ving actirities are alreadl outsourccd b_v thc Bauk.

Dclartmcnt C)uf sou rcin g Actiyities

Sccretarial R&T Agcncies(Regislrar & Transfcr Apcncies)/Certificatior $orks
cflvI
(Ceailled
Finance
N'fanascr)

Taxation Consultant/Audit Senices

DTCT Database Managemcnt, Application lvlanagemcnt, Ser1er Managemenl
and Netrvork Managcmcnt, DR site iease / rcntal.

P&I) Contract Works
Marketing Credlt cards
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The Banl( has bought va ous sollrvares like CC Banling lor core banking, BAL\4 t'or AT'M-

ITMS lbr -l reaswy/Forex, Loanflo for Credit Appraisal/monitoling, Cheque Truncatiotl

sofiware etc lvhich aie licenscd soltware u'hose license is orvned by the Bank. I lo\&e\'er, thc

Annual Maintenance Contract lbr both the bought sollware and hardwale is generally canied

out by vendors. A1l RBI supplled sofiu'ales like RTGS l'arni11, NDS family, Chequc

lruication etc. aie suppo(ed by RBI or RBI ent;ties. Tliese software and hardwarc is howevcr

used/operated by Bant.
We alio propose to buy software, with necessary approval I'rom appropriate arrthorities- for

Cash Nlanagement serr,ices, Payment Solutions, Onlinc Trading in stock, commodities'

bullion and JrLnency futures and entrust the AMC rclating to tfiose softq'ares to the vendots'

2 Activities that should not be outsourccd.

As per RBI guidelines banhs qhioh choosc to outsource financial serviccs should

however not outsourcc core nanagement functions i11cluding Inten,al Audit. Compliance

Fruction and dccision-making l'unctions like detemining compliance \\'ith KYC norms

for opening.lcposit accounts, according sat'lction lirr loans (inclLrding retail loans) and

nanagemcnt of investlnent poft lolio.

3 \{atcrialOutsourcing.

During Annual Financial hspectiotls, RBI u'il] review the implcmentation of these

guidelines to assess the qualit,Y of reiatcd risk n'lanagement systenrs' parlicularly i1'l

iespcct of naterial outsoricirrg. N4aterial outsouroing arangements are those, rvl'tich iI'

clisiupted, have the potential to significantly impact the busjness opemtiolN, rcpulation or

profltability. l\4atcriality ofoutsoLrrcing $ould bc based on:

o The lc\'el of importance to d1e bank, ofthe aotivity bcing outsourced'

. Thc polenrial impact of the outsourcing on the bank, on vatious paramelem sucii as'

effnirrgs, solvency. liquidity, funding capital and risk profile

. Thc 1iie1y i pact on thc banli's rcpulation and brand value and ability lo achieve its

business objcitives, strategy and plans. should the ser'''ice plovider fail to pcrlorm tl'tc

service.
.'lhecostoftheoulsourcingasapropofiionoftotal operating costs ofrhe bank'

. The aggregate cxposurc to that padicular service provider, in casc where the bank

orltsource vadous functions to the same sen'ioe provider'

4 tsanli's role and Regulatory and Supervisory requiremelts (As Pcr RBI guidelines)'

4.1 The oursourcing ofany activity b,v bank docs not dintinish its obligations, and those of

its Boud anJ Senior Management, rvho have the ultimate rcsponsibilit)' lor the

outsourced activity. The bank rvould thereforc be responsible for the actions of their

scrvice provider including Softu'are provides, AIM Scrvice provides etc Direcl Salcs

Agentsiiirect Marketing Agents ancl Recoveiy Agenls and thc confidentiality oI

inLrmation pertaining to the customers that is available with the scrvice provider' The

bank should retain ultimate conliol ofthe outsourced activily
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4-2 T1 rs imDerati\e for the ballk, \\hen pelforrning its duc diligcnce in relation to outsourcing'
- -,.'in',,ir., 

"rr 
,,"r.,",ii trur. ,"g, tu,ionr. guidelines and condilions of appro'al, licensing or

regislration.

,1.3 outsourcirg ararlgemenls should not allect the lights ofa custornet againsl thc bank'
'- 

in"iu,ti,lg tii" abiliiy ofLhe customer to obtain redress as appJicablc Lrnder r''levaot laus'

Sincc rh-e custonren ar.e rcquired to deal rlith the service pr.ovider.s ir thc process of

;""i;; ;;,r the bank, thc banl< should incolporale a clausc in thc ploduct

literatire/brochLrres elc.. stating dut the) mx) use the ser\ i!es of agents 1r

saics/marL"ting "tc 
ofthe producis. Ihe rolc ot agcnts rnrl bu indicoted in broad tcrms'

,l.,l Outsourcing. \\'hcther the service providcr is located in india ol abroad' should nol

i"rf"i" 
".lir",t".e 

*'ith dre abilitl ofLhc ba1* to eflcctivel)'oversee and.mrnage its

".tliuiti"r 
rot. should il impede the Reservc Banl< ol Inclia in carrying out its

sLrl'i r,ror) f.'nct'o.t'..'ro n\jecLi\ -..

4.5 Barks need io have a robust grievance rcdressal mechanisnl. which in no *'a-v shotlld

'e c .r' p.'o'rr'"ed n'l -ccotulL ul'o.ll50'u'ril g'

'l.6 lhe service provider, if it is not a subsidiary of the bank' should lot he orrted or
'" 

i"*,"li"a b1:any di,ecto. or olficer,'cmplo,vee of the bank or tlieir relatives ltar it'tg the

.u,ne rr"rnit]g us assigned under Sectiol1 6 ofthe Companies Act'1956'

5 Risk Xlanagcment practiccs for outsourced Financial Scn'iccs'

5.1 N.ed for an Outsourcing Polic-v.

A bank intcnding to outsoulcc alt-v of its linancial aotivities should pul in placc a

.ornfi"n"nriu. oirtsourcing policy, approvcd b,v its Board, which incorporaies' inter alia'

c.it"ira f* selcction of su.tt actiuities as u'cll as sen'icc providers' parameters lor

d.iining mate.iat out.ourcing based on the broad criteria indicated in Pala 3'delegatiorl of

"riir"liiy 
J"p*alrg on risis and matellality and sl-stems to monitor ard revierv the

operalions of these activilies.

5.2 Role ofthc Board and Scnior Nhnagcment'

5.2.1. The Board of thc Bank, or a Com ittee of the Board to rvhich porlcrs 1'uve been

delegated should be responsible interalia lor:-

. Apptovilig a lrametork to evaluate the risks and matcrialit,v of all existing and

pro.spective outsourcing and thc policics that appl)'to such afiangemenls

. I-uying do.un appropriatc approval authorities 1bl outsoutcing depcnding on risks and

lnatcrialily.
. Undertaking regular ieview of outsourcing stlategics and alrangeirents lor their

contirued relevancc, and safety and soundness and

. Deciding on business activities of a rnaterial nature to be outsoLuced, and approving

such atra gements.
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5.2.2 The Senior Management ofthc Bank would be responsiblc forr- 
,

. Evaluating the Iisks alld materiality ofall existing and prospectivc outsourcing, bascd

on thc framewort approvcd by the Board.
. Developing and implcmenting sound and prudent oLltsourcing policies and procedures

coilmensumte \!ith the naturc, scope and complcxity ofthe outsourcing.
r Revicwing periodically the elfectiveness ofpolicies and plocedures.

r Communicating information pertaining to material outsourcing risks to thc Board in a

t'n .11 n rtrer.
. Ensuring that contingency plans, based on realistic and probable disruptivc scenar'ios,

are in place urd tested.
. llnsuring that there is independent review and audit for compliance *ith set policies

. Undertaking periodio revierv of outsourcing artangements to identify new matelial
outsoulcing risks. as they adse.

5.3 Evaluation of thc Risks.

The ke] dsks in outsoLrrcing that need to be evaluated by the ba[k alc:-

a) Strategic Risk Thc service providcr may conduct busincss on its behalf, which is

inconsistent with thc overall stategic goals ofthe bank.

b) Rcputaiion Risk Poor service from the service plovider, its customer intcraction not

bcing consistent \rith the overail standards olthe ba1]l.

c) Compliance Risk Privacl, cot'sumer and prudential lalvs not adequately complied
wlth.

d) Opcrational Risk - Arising due to teclrnology failure, fiaud, error, inadequatc financial
capacity to i. fill obligations and/or provide remedics.

e) l-cgal Risk - it'icludcs bul is not limited to exposluc to fines, peoalties or punitive

damages resulting from supervisory actions, as 1\'cll as p vate scttlements due k)

omissions and comluissions ofthe sen'ice provider.

0 trxit Strateg), Risk lhis could a se from over-reliance on one firnr' lhe loss of
rcicrant skills lti the bank itself preventing it liom bringing the activil]- back in-house

and contracts cntercd into whcrcin speedy exlts would be prohibitively experrsi\ e.

g) Counter party Risk - Due to inappropriate undcln'riting or credit assessments.

h) Country Risk Due to political, social or legal climate creating added risk
i) Contraotual Risk arising fiom whethcr or not fie bank has the ability to cnlbrce the

contract.

j) Concentration and S]stcmic llisL Due to lack of uonlrol of indir i,'ltr,rl banks ovcr a

service provider, more so when overall banking industry llas consider'able cxposure to

one service provider.

5.4 Evaluating the Capability of the Service Provider.

5.4.1, In considering or reneu,ing an outsourcing arrangement, alJpropriale dnc diligence

should be performed 1o assess the capability of the sen'ice provider to comply u'ith the

obligations in the outsouroing agreement. Due diligence should take inlo consideralion

qualitative an.l quantitative. financial, operational and rcputationai facton. Bank should
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considel ullelhcr thc scrvi.c plolider's s,vstems are conrpatiblc u'ith its ouli and also uhether
their standards ofpclformance including in lhe alea ofcustomcr scrvice are acceptable ro it.
Bank shoulcl also consider. .,\1i1e evaluatirlg the capabilit--v of thc scr-rice pror,ider. issues
rclating to urdue concenlralion of outsoL[ci]1lt arrarlscnlcnts $ith a singlc scrlicc proridcr.
Whcrcvcl possible, lhe bank slioulcl obtain independcnt rcvicws and markct ttcdbacl( on thc
service provider lo supplement its ou,t1 liidifgs.

5.5. Thc Outsourcing Agreement.

5.5.1. The lerns and conditions govcrnirg thc contract betNeen the bank and the se 'ice
providcr slrould be carefLrlll defined in rvritten agrcemcnts and vetted bt bat i's legal corurel
on thcir lega1 elfect and enfolceabilit-v. Evcr1, such agreement should address the risl(s and
risk mitigation strategies. Tlie agreenient should hc sulticlently flexible to allo!\, the batik to
rctaln ar appropdate lelel of control ovcr the oLrlsoutcing and thc right to intcr'\'cnc rith
appropdate fieasuLes to rrcct lcgal and rcgulator'! obligations. Thc ag.ccmcnt shoulcl also
briog oul the iiillLde 01'legai rclationship bct\reen the pa ies ie. \\,'hether agent. prinoipal or
othcru,isc. Some of le ke] pro\isions ofthc contract \\oulLl be:

. lhe conl1act should clearll define \rhat acti\.ities are goiig to be ouLsourced,
inclucling appropriatc sclvice and perlbrmance standalds.
'lhc ba[k mlrst ensure that it has thc ability to access all books, recolds and
inlornration rclcvant to the oulsourced activitl availablc rvith thc service provider.
Thc contract shor d provide Ior conlinuous morlitoling and assessDent by the bank of
the se 'ice provider', so that anv nccessaN coriective measure can be lal<cn
ilnnlediatel).

. A termination clause and minimrun periods to cxecute a temination pto\ision. i1'

deen'red necessarr.. should bc includcd.
Controls to ensule customer data contidcntialitv and serYice providers' liabilit] in
case ofbreach of securit,"_ and lcakage ofconlidential customcr rclalcd information.
Conli gelicl.. plans to ensure busincss continuilv.
Thc col]tracl should provide fbr thc prior applovallconsent by the bank of thc usc of
sub-contractors b) the ser'vicc providcr 1br all or parl ofan outsoLrrced actilitv.
Plovidc thc bank rvith the right to conduct audits on the service provicler rvhcthcr b1
its intelnal oL external auditors, or b) agents appointcd to act on its behall at1d to
obLaln copics ofany audit or rc\'ie\,- reports and findings made on thc scrvicc provider
ln coniuncliorl u,ith thc sctvices perlolmed for thc bank.
Outsourci g agleerlrcnts should iliclude clauscs to al1ow tlte Reserve Bank Of lndia
or pelsons authorized by it to access thc banh's documcnts. rccor.ds oftmnsactions.
and other necessal! inlbrmation givc[ to, stored or proccsscd by the service proridcr,
rr'rl irr - -.r:on.rbl< rirn-.
Ouhourcing agreement should also include clausc to recognize the right of tire
Rcscl\,e Bani to causc an inspection to bc made of a servicc provider of a bank and
its books and account b,v one or more ofits officers or emplolccs or other per.solts.
The outsourcing agreernent should also provide rhat thc confidelttialitv of customcr-s
iltfor'mation should be maintaincd cvcn after the contract expires or gels lernlinatcd.
The outsourcing agreement should plovide lbr the frcscn atioll of documenls and daia
by the service provider in accordance rvitl'r the legallregulatory obligation of the bank
in this rcgald.
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5,6, Conlidenliality and Securit).

5.6.1. Public conlidence aod customer trust in the bank is a prer.eqrLisite rbr trre stabilitv and
repulation ofthe bank. Hence the banl< should seek to cnsure tl.,e pi"servatior .rnd protectjorl
ofthe sccuritl- and confidentiality of customer inlbrmation i11 the custocly or posscssion ofthe
scrvice providcr.

5.6.2. Access to customer information by staff of the service provider should be on ,need to
knolv' basis. ic. iimitcd to those areas where the inlbmation is required in order to perform
the outsourccd fltnction.

5.6.3. The bank should ensure that the ser'ice provicler is able to isolare and clearlv i.lentifi,
the bank's customer infomation, documents. records and assets to protect the confiaentiatiiy
of the inlomation. In inslances, where sen,icc provider acts as an oufsourciDg agent for.
multiplc banl(s, carc should be taken to build strong sal.eguar<1s so lhat there is no
commingling of irtbrmation/docunents, records ancl assets.

5,6.,1.'l'he bank should revierv and monitor thc security practices and control processcs ofthe
setvice provider. on a rcgular basis and requirc the scn,ioe provider to clisclose security
blrrche.

5.6-5, fhe. banh should irrmediatell notify RBI in the evcnt of any breacl.r ol.sccurily and
leakage of conll.lential customer related infolmatio.r. In these eventualities, the bank would
be liable to its customers for any damage.

5.7. Busincss ContinuitX rnd Management of l)isaster Recovery plan.

5.7.1. Ihe bank should require its service providers to devclop and eslablish a robust
iIanle\rork ibr docume|rtinq, nair.rtaining and testing busiiess continnity alld rccovery
procedLrrcs. Bank need to ensurc thal thc servioc pr.ovider periodically tcits -the business
continuity and _reco\ery plan and mav also considcr occasiorul joint testing and recovery
exercises nith the service provider.

5.7.2. Ioorderton tigate lhe risk oI Lmexpectecl termination ol the outsourcjng aglecment or
Iiquidation ofthc service provider. barrk should retain an approp ate level ofcontr.ol ovcr the
outsoulcing and the ght to intencne with approptiate measules to conlinue its business
opcradons iD such cases \\,ithout incurring prohibitive expcnses and rvirhout any break in t1.re
operations ofthe bant and its services to the customen.

5,7.3. ln establishing a viable contingencl, plan, bant should consider rhe availability 01'
altetnative senice providers or the possibilir), of bringing Lhe outsourccd activitv back in_
house, in an eirergency and the costs, Limc and resources thit rvould be involved.

5.7,{. OLrtsonrcing often lcads to tlle sharing of lacilities opcrated by the senice provi.ler.
The banh should ensru.e that service providers are ablo to isolate tire bank,s informarion.
documcnts, rccords and othel. assets. This is to ensure that in adlerse conditions. all
docru'lents. records of transactiotls and inlbrmation gi'en to thc service pro'ider. altd assets
ofthe bank, can be removcd liom tirc possession ofthc senioe proliderln order to continue
its busincss operatiolls, or deleted. dcstroyed or rendered unusable.
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5.8. Monitoring and Control of Outsourced Actiyities.

5.8.1. lhe bank shouid have in place, a managcment structure to monitor ana control its
outsourcing activities. It should ensure that outsourcing agreenlents $'ith thc scrvicc provider
conlain prc\,isions to address their monitoring and cootrol ofoLrLsourced activitics.

5.8.2. A central record ofall material outsourcing that is readily acccssibic for rcvicu'by the
Board and senior management of the balil should be nlaintained. The records should be
updated pronrptly and halfyearly reviervs should be placed before the Board.

5.8.3. Regular audits by eilhel the internal auditors or ertemal auditors of thc bank should
assess the adequacy of the risk management practices adopted in overseeing and managing
thc outsourcing arrangcment, the banl('s compliance rvith its risk managemcnt frame\.vork and
the rcquirements of thesc guidelines.

5.8,4. The bank should at least on an annual basis. revieu,the financial and opemtional
condition of Iie service provider 10 assess its ability lo continue to meet its or.ttsourcing
obligations. Such due diligence revie*s. which can be based on all available infomation
about thc seNice provider should highlight any dctedoration or breach in pcrfomance
standards. confidentiality and security, and in busincss continuity preparedness.

5.8.5. In the cvcnt of lennination of the agrccment for any reason. this should be publicized
so as to ensure thai thc customets do nol continuc to entertain the service providcr.

5.9. Redressal ofGrievances related to Outsourced seniccs.

a) The bank should constitute G evance Rcdressai Machinery within the bank and give
u,idc pubiicity about it through electronic and print lnedia. The name and contact
number of designated grievance redressal officer ofthe bank should be made knorvn
and rvidely published. The dcsignated ofhcer should ensure that ge-nuine grievanccs of
cLrstotuers are redressed promptly without involving de1ay. It should be clearly
indicated that bank's Grievance Rcdressal Machinery will also deal \&ith the issue
relating to serviccs provided by the outsotuced agency.

b) Generally, a time limit of 30 days may be giveo to the customers fbr preferring their
complaints/grievanccs. The grievance rcdrcssal procedure of the bart and the timc
frame fixed for responding to the complaints should be placed in the bank,s website.

c) Ifa complainant does no1 get satisfactoiy response from the bank within 60 da,vs from
the datc of lis lodging the complaint, he wili have thc option to approach the olfice of
the concerncd Banhing Ombudsman for rcdressal ofhis grievance/s.

r
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5,10. Reporting oftransactions to FIU or other competent authorities.

The bank $'ould be responsible for making Currency Transactions Reports and Suspicious
Transaotions Reports to FIU or any other competent autho ty in respect of the bant's
customer rclated activities carried out by the service providers.

6. Centralized List ofOutsourced Agents.

If a service provider's services are teminated by a bank, it tvould have to be inlonned to
RBI.

7. Outsourcing within a Group/Conglomerate.

The risk management practices expected to be adopted by a banL while outsourcing lo a
relatod party (ie. pa y within the Group/Conglomerate) would be identical to those specified

in Par" 5 oItlris guideline..

8. Sclf Assessment of Existing/Proposed Outsourcing Arrangements.

The bank should conduct a self-assessment of its existing outsouicing agreements within a
time boLmd plan and bring them in line with these guidelines expeditiously.

9. Review of the Policy.

This policy has placed before the Meeting of Board of Directors held on 15/03/2025 and has

.rpprored uide Resol Iion No IV.

The policy rlill be reviewed at yearly interr'als or as and when considcred necessary by the

Board ofDirectors of the Bank.
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