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Abstract- The banking system in India today has perchance 

the largest outreach for delivery of financial services and is 

also serving as an important instrument for delivery of 

financial services.  The Reserve Bank of India set up the 

Banking Ombudsman in year 1995 to provide an expeditious 

and inexpensive forum to bank customers for resolution of 

their complaints relating to deficiency in banking services. 

The Ombudsman scheme is a system of expeditious and 

inexpensive resolution to customer complaints. The customers 

who are unhappy with the services rendered by a bank or face 

problems while dealing with one can apply to the banking 

ombudsman for redressal under the RBI’s Banking 

Ombudsman Scheme. Banking ombudsman exploits the 

redressal policy to reach out to the large number of customers 

which are beyond the reach of traditional redressal systems. 

In this regard the paper evaluates the performance of Banking 

Ombudsman Scheme 2006 in terms of complaints received on 

Deposits, Remittances, credit/debit cards, loan and advances, 

charges without notice, pension, failure to meet commitments, 

DSAs and recovery agents, notes and coins and non 

observance of fair practice and in this paper analyzed the 

impact of Banking Ombudsman Scheme on grievance 

redressal level provided by Indian Banking sector. For this 

purpose Trend analysis technique have been employed. The 

study indicates that the number of complaints against banking 

sector has been continuously increasing under the Banking 

Ombudsman Scheme in banks wise like Scheduled 

Commercial Banks and Nationalizes Banks. The total 

complaints against foreign banks have been decreasing while 

the total complaints against private sector banks have been 

increasing. No doubt, the scheme will gain more popularity in 

future and its impacts on services quality by banks will be 

positive. 
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I. INTRODUCTION 

 

 In the present circumstances of competitive banking, 

excellence in customer service is the most important tool for 

sustained business growth. Customer service has been the 

challenging job in the banking industry, specifically, after the 

financial sector reforms and implementation of new age 

technology. Providing prompt and efficient service is on the 

top agenda of commercial banks to attract retain the new 

customers. Making banks more customer-friendly has also 

been high on the agenda of the Reserve Bank of India. 

Reserve Bank of India has taken so many steps in this regard, 

which includes deregulation of interest rates, deregulation and 

setting of  ATMs, payments system initiatives like RTGS 

(Real Time Gross Settlement) and NEFT (National Electronic 

Fund Transfer),adoption of fair practices code (Lender’s 

liability), issuance of guidelines for handling of card products, 

implementation of code of conduct for Directing Selling 

Agents (DSA) and Directing Recovery Agents(DRA), setting 

up of a mechanism to handle the customer complaints, etc. it is 

the result of RBI’s initiatives that today all commercial banks 

have their own grievance redressal cells to handle the 

grievances of their customers. However, sometimes, 

customers’ complaints against are not be handled properly by 

banks which may result in dissatisfaction to the customers. At 

this point of time customer is in an impasse about where to file 

a complaint against the deficiency in services rendered by the 

banks. Courts may not be the right choice because of long 

time involved in setting of cases and heavy costs. Here, 

Reserve Bank of India has provided an alternative mechanism 

to handle the customers’ grievance by setting up of Banking 

Ombudsman in India. The prime objective behind the setting 

up of Banking Ombudsman was to provide an expeditious and 

inexpensive forum to bank customers for resolution of their 

complaints relating to deficiency in banking services. In India, 

Bank Ombudsman is in operation for more than one and half 

decade but its existence and working are not known to many 

customers (Singh, 2006). So, firstly, it is important to 

understand the working of Banking Ombudsman and to make 

the bank customers aware about its existence. It will help the 

bank customer to avail the maximum benefit from this 

institution. Secondly, it is also important to evaluate the 

performance of bank ombudsman regarding the handling of 

complaints to have an idea about the success of failure of this 

institution. 
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II. REVIEW OF LITERATURE 

 

Singh (2011) studied the performance of banking 

ombudsman scheme prevalent in the country for a period of 

five years i.e. from 2005-06 to 2009-10 and concluded that 

there is increase in No. of complaints over a period of time 

and there is dire need to familiarize the customer residing in 

rural areas regarding the ombudsman scheme. 

 

Sujatha Susnna Kumari (2012) studied the customer 

services through the banking ombudsman scheme and 

evaluated for a period of five years from i.e. 2006-07 to 2012-

11 and concluded that there is the total number of complaints 

received and handled under the BOS has been growing 

steadily.  

 

Pani and Swain (2013) have studied the conceptual 

frame work of banking ombudsman scheme. Moreover, the 

researcher also conducted complaint analysis and studied the 

complicacies involved over a period of four years i.e. 2008-09 

to 2011-12. 

 

Selvi (2013) examined the performance of banking 

ombudsman scheme in terms of receipt and disposal of 

complaints, nature and mode of complaints received, region 

wise coverage of complaints and the grounds under which 

rejection of complaints takes place for the period of three 

years i.e. 2011-12 to 2013-14. 

 

III. OBJECTIVE OF THE STUDY 

 

• To analyze the bank group wise categorization of 

grievances received by Banking Ombudsman for the 

period understudy. 

• To know the grievance level of banking sector provided 

by the Banking Ombudsman Scheme. 

 

Methodology of the study 

 

The present study is mainly based on the secondary 

data. The relevant data have been collect from the annual 

reports of the RBI. A reference has also been made to various 

journals and magazines. The study is intended to examine the 

performance of Banking Ombudsman in terms of each 

category of complaints received by banking sector wise.  For 

the purpose of study the researcher has chosen five years i.e. 

2011-12 to 2015-16. In order to analyze the data and to draw 

the conclusions statistical tool used like trend percentage has 

been used. 

 

Bank Ombudsman’s Performance in India  

 

The paper analyses the performance of Bank Ombudsman in 

India on the basis of selected parameters. The performance of 

Bank Ombudsman has been analyzed the following tables. 

  

Table 1 

Complaints on Deposits Accounts 

 
 

Interpretation 

 

The above table presents trend for deposits for five 

years i.e. 2011to2015. These base year on which the analysis 

based is 2011. The index is 100 for the base year 2011. The 

above trend analysis gives a picture of how deposits changed 

over time. The index for deposits indicate whether the deposits 

is increasing or decreasing and at what rate. The table 1shoes a 

decline trend in all the five years of the study as compared to 

the base year 2011. 

                                                                                  

Table 2 

Complaints on Remittance 

 
 

Interpretation 

 

The table 2 shows that complaints on Remittance are 

decreasing trend in all banking sector compare to base year. 

Though there is very highly decrease in the complaints of 

remittance (25.45%) in the year in the case of foreign banks 

and very lowly decrease in the complaints (88.06%) in the 

year 2012 in case of SBI group banks. 

  

Table 3 

Complaints on Loans and advances 

 
  

Interpretation 
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From the table 3 it is observed that there is a 

continuous increase in the complaints on loan and advances 

expect 2014 in the year in case of Nationalized Banks. 

Thought there is increase in the complaints on loan and 

advances in the year 2013 in case of SBI Groups and Public 

sector Banks as compared to base year. Yet over all 

complaints Private Sector Banks is comparatively as compared 

to Public Sector Banks. In case of Foreign Banks the 

complaints on loans and advances declined in the year 2014 as 

compare to another year.  

  

Table 4 

Complaints on ATM/Credit Card/Debit Card 

 
 

Interpretation 

 

From the Table 4 inferred that complaints on 

ATM/Debit Cards and Credit cards shown as decreasing trend 

in case of SBI Group Banks (93.06%, 99.28%) and Primary 

Co-operative/RRB/other Banks (92.55%) . if compare to both 

Nationalized Banks and Scheduled Commercial Banks. 

Nationalized Banks increasing trend is more than that of 

Scheduled Commercial Banks. 

 

Table 5 

Complaints on levy of Charges without prior notice 

 
 

Interpretation 

 

From the above table shows that complaints on levy 

of Charges without prior notice is year by year increase in 

Nationalized Banks, Primary Co-operative 

Banks/RRBs/Others and Scheduled commercial Banks expect 

(98.47%) in the year 2012 and New Private Sector Banks. 

Though there is decrease trend in complaints on levy of 

Charges without prior notice in case of SBI Groups and Public 

Sector Banks. Then up-down trend in Old private Sector banks 

(80.98%, 109.92%, 117.29% & 82.21%). 

  

 

Table 6 

Complaints on Pensions 

 
 

Interpretation 

 

From the Table 6 shows that complaints on pensions 

are increasing trend in case of nationalized banks and Old 

private sector Banks and in the case New Private Sector Banks 

it is decreasing trend. In case of foreign banks the trend line is 

fluctuating and as a result the overall performance of 

Scheduled Commercial Banks is showing variations in the 

trend line.  

 

Table 7 

Complaints on Failure to meet commitments 

 
 

Interpretation  

 

From the table shows that Complaints on Failure to 

meet commitments is continuous increasing trend in case of 

Nationalized Banks, SBI Group and Public Sector Banks. In 

case of Old private Sector banks the trend line is decline and 

in case of Foreign Banks, PCB/RRBs/others and Scheduled 

Commercial Banks the trend line are fluctuate and as result the 

overall performance of New Private Sector Banks is showing 

variations in the trend line. 

 

Table 8 

Complaints on Notes and Coins 

 

 

Interpretation 

 

From the above table it is observed that there is a 

continuous zero per cent trend in the complaints on Notes and 

Coins in the years (2013, 2014, and 2015) in case of foreign 
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banks. Though there is all sector banks the trend line is 

fluctuate. Highest decrease trend in case of SBI Group Banks. 

In case of Old Sector Banks is same per cent compare base 

year (100% in 2013) and continuous same per cent in the years 

2014 and 2015. 

  

Table 9 

Complaints on DSAs and Recovery Agents 

 
 

 Interpretation 

 

From the table 9 shows that complaints on DSAs and 

Recovery Agents s/others in compare to base year 2011. Then 

in case of SBI Group, Public Sector Banks, Old Private Sector 

Banks, foreign Banks and Scheduled Commercial Banks are 

decrease trend lines. Though there is in case of New Private 

Sector Banks up-down trend line (37.44%, 76.28%, 74.42% 

and 107.91%) in the year 2015.  

  

Table 10 

Complaints on Non Observance of fair practice 

 
 

Interpretation 

 

The above table presents complaints on Non 

Observance of fair practice is increasing trend in case of 

Nationalized Banks, Private Sector Banks (both) and 

Scheduled Commercial Banks as compare to base year. In 

case of SBI Group, foreign Banks and PCBs/RRBs/others 

banks the trend line are fluctuating and as a result the overall 

performance of Public Sector Banks is showing variations in 

the trend line.   

  

  

Findings and Recommendations of the Study 

 

• In case of complaints related to deposit accounts it is 

predicted from the trend analysis that in future period the 

complaints trend regarding deposit accounts may increase 

as compared to the base year in all bank groups expect 

foreign banks it is predicted that the complaints may show 

decreasing trend as compared to base year. Delays in 

credit, non-credit of proceeds to parties accounts, non-

payments of deposit or non-observance of the Reserve 

Bank directives, if any, applicable to rate of interest on 

deposits in savings, current or other account maintained 

with a bank were the major reasons for complaints in the 

category of Deposit Accounts. 

• In case of complaints pertained to loan and advances if is 

predicted from the analysis that future period the 

complaints trend regarding loans and advances witness 

the upward trend in case of public sector banks, whereas 

in the case of foreign banks it witnessed the downward. 

The reason why public sector banks and private sector 

have more complaints as compared to foreign banks 

because complaints pertaining to non-sanction/delay  in 

sanction of loans, charging of excessive rate of interest, 

non-return of title deeds, non-issuance of no due 

certificate, wrong reporting to CIBIL etc may be more. 

• In case of complaints related to ATM/Debit cards and 

Credit cards the trend analysis proved that the future 

trends of public sector banks and private sector banks 

consist of upward trend and the foreign banks consist of 

downward trend. Again if the analysis between public 

sector banks and private sector banks the complaints on 

ATM/Debit cards and Credit Cards are growing at much 

faster speed in case of private sector banks as compare to 

public sector banks. The reason for these card-related 

complaints may be issue of unsolicited cards sale of 

unsolicited insurance policies and recovery of premium, 

charging of annual fees in spite of being offered as ‘free’ 

card, authorization of loans over phone, wrong billing, 

settlement offers conveyed telephonically, non-settlement 

of Insurance claims after the demise of the card holder, 

exorbitant charges, wrong debits to account, non-

dispensation/short dispensation of cash from ATM, 

skimming of cards, fraudulent withdrawals using 

debit/credit cards etc. 

• Pension related complaints were mainly regarding 

delayed payments, errors in calculations and difficulties in 

switching over to family pension and these complaints are 

more in case of Nationalized banks. 

• Complaints in the category of Non-Observance of fair 

practices indicate the lack of awareness about the codes 

amongst bank staff as also the customers. It also reveals 

the lack of bank’s commitment to adhere to agreed terms 

& conditions. There is a need for the banks to devote 

special attention to this aspect and provide appropriate 

training to their front level staff regarding these codes.   
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IV. CONCLUSION 

 

It is concluded that the trend analysis with regard to 

public sector banks and private sector banks are showing 

increasing trend in most of the categories of complaints as 

compared to base year but if the trend, the increasing trend is 

slow that says that bank groups are taking care to avoid the 

complaints but the force and the strategies have to be 

improved as compare to foreign banks. The total complaints 

received by banking ombudsman against different bank groups 

reveals that the majority of the complaints pertain to public 

sector banks and private sector banks and the number of 

complaints against foreign banks are less as compared to the 

base year which shows that Indian customers are most 

satisfied with the foreign banks carrying out operations in 

India. Each and every bank should establish a customer care 

centre to solve the complaints of the customers. Consequently, 

if the Indian public sector banks will not improve themselves 

to mitigate the complaints of the bank customers, their 

survival will become difficult in the competitive era. 

However, the Reserve Bank of India should instruct all the 

public sector banks to solve the complaints of the customers at 

the earliest.  
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