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1. INTRODUCTION

The Bank is committed to providing efficient, transparent, fair and customer-centric cheque
collection services in accordance with the principles of responsible banking, sound risk
management and high standards of customer service. The collection of cheques and other
negotiable instruments is a core banking function that directly influences customer
confidence, operational efficiency and the integrity of the payment system.

This Cheque Collection Policy establishes the principles, standards and operational
framework governing the collection of cheques and other negotiable instruments handled by
the Bank. The Policy seeks to ensure uniformity and consistency in collection practices across
all branches and offices of the Bank while balancing customer convenience with prudent risk
management, operational efficiency and regulatory compliance.

The Policy prescribes the procedures for the acceptance, collection, realization, return and
handling of dishonoured cheques and other negotiable instruments. It also lays down the
Bank's standards relating to customer service, compensation for delays in collection, service
charges, grievance redressal, internal controls and monitoring mechanisms to ensure
transparency, accountability and consistency in the cheque collection process.

This Policy has been framed in accordance with the applicable provisions of the Reserve
Bank of India (Regional Rural Banks — Responsible Business Conduct) Directions, 2025
(updated up to July 1, 2026), the Reserve Bank of India guidelines on the Cheque
Truncation System (CTS), the Reserve Bank of India guidelines on the Positive Pay System
(PPS), the Banking Regulation Act, 1949, the Negotiable Instruments Act, 1881, the
Payment and Settlement Systems Act, 2007, the Information Technology Act, 2000, the
CTS-2010 Standards and Specifications issued by the Reserve Bank of India, and other
applicable laws, regulations, circulars and regulatory instructions issued from time to time
governing cheque collection, customer service and payment systems.

The Bank shall ensure that all cheque collection activities are carried out in a fair,
transparent, timely and consistent manner, safeguarding the interests of customers as well
as the Bank, while ensuring full compliance with applicable legal and regulatory
requirements.

2. OBIJECTIVES AND GUIDING PRINCIPLES

This Policy establishes a comprehensive, uniform and transparent framework for the
collection of cheques and other negotiable instruments across all branches and offices of
Meghalaya Rural Bank. It aims to ensure that cheque collection services are delivered
efficiently, fairly and consistently while safeguarding the interests of customers and the Bank
through effective operational controls, prudent risk management and compliance with
applicable legal and regulatory requirements.

In implementing this Policy, the Bank shall be guided by the following objectives and
principles:

» To establish standardised procedures for the collection of local, CTS, outstation and
other negotiable instruments, ensuring consistency in practices across all branches
and offices of the Bank.

» To provide customer-centric cheque collection services by ensuring prompt, efficient
and reliable processing of instruments and by keeping customers adequately
informed regarding collection procedures, expected realisation timelines, applicable
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charges, immediate credit facilities, compensation for delays and grievance redressal
mechanisms.

¢ To ensure transparency by making available all material terms and conditions relating
to cheque collection, including service standards, collection charges, compensation
norms and customer rights, through appropriate communication channels.

e To ensure fair and equitable treatment of all customers without discrimination, with
decisions relating to the acceptance, processing, collection or return of instruments
being based solely on applicable laws, regulatory requirements, operational
considerations and prudent banking practices.

e To prescribe uniform service standards and timelines for the presentation, collection,
realisation and credit of instruments, with a view to minimising delays and enhancing
operational efficiency.

» To strengthen internal controls and operational risk management by implementing
appropriate safeguards, including maker-checker controls, system-based validations
and other measures to minimise the risks of fraud, forgery, operational errors,
duplicate presentation, loss or wrongful handling of instruments.

e« To ensure compliance with the applicable directions, guidelines and instructions
issued by the Reserve Bank of India, statutory provisions, clearing house rules and the
Bank's internal policies and operating procedures. Where any regulatory requirement
is amended, the revised provisions shall prevail until this Policy is correspondingly
updated.

« To provide a transparent framework governing immediate credit, delayed collection,
customer compensation and recovery of collection charges in accordance with
applicable regulatory requirements.

e To establish an effective, accessible and time-bound grievance redressal mechanism
for resolving customer complaints relating to cheque collection services and to
continuously improve customer service standards through periodic review and
monitoring.

3. SCOPE AND APPLICABILITY

This Policy applies to all branches, administrative offices, and departments of Meghalaya
Rural Bank engaged in the acceptance, processing, clearing and collection of negotiable
instruments.

The Policy applies to all categories of customers, including individual customers,
proprietorship concerns, partnership firms, companies, trusts, societies, Government
departments and institutional customers, unless specific regulatory instructions provide
otherwise.

Nothing contained in this Policy shall override any statutory requirement, RBI instruction or
court order. In the event of any inconsistency, the applicable law or RBI direction shall
prevail.
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4. DEFINITIONS

For the purpose of this Policy, unless the context otherwise requires, the following terms
shall have the meanings assigned to them herein. Terms not specifically defined shall have
the meanings assigned under the applicable statutes, Reserve Bank of India directions or
other regulatory instructions.

Cheque means a cheque as defined under the Negotiable Instruments Act, 1881, including
CTS-compliant cheques accepted for clearing through the Cheque Truncation System.

Cheque Truncation System (CTS) means the image-based cheque clearing system introduced
by the Reserve Bank of India wherein the physical movement of cheques is substituted by
the electronic transmission of cheque images and related data.

Collecting Branch means the branch that receives the cheque or negotiable instrument from
the customer for collection.

Collecting Bank means Meghalaya Rural Bank acting as the bank entrusted by the customer
with the responsibility of presenting the instrument for payment and collecting the
proceeds.

Customer means any individual or legal entity maintaining an account with the Bank or
otherwise entitled to avail cheque collection services in accordance with the Bank's policies.

Immediate Credit means credit afforded by the Bank to the customer's account before
actual realization of the proceeds of the instrument, subject to the eligibility criteria, limits
and conditions prescribed in this Policy.

Local Cheque means a cheque payable through the clearing arrangements of the clearing
house or CTS grid in which the collecting branch participates.

Outstation Cheque means a cheque payable at a location outside the clearing jurisdiction of
the collecting branch and requiring collection through another branch or correspondent
bank.

Positive Pay System (PPS) means the framework prescribed by the Reserve Bank of India
whereby the issuer of specified high-value cheques shares key cheque details with the Bank
prior to presentation for additional verification.

Working Day means a day on which the concern offices of the Bank and the applicable
clearing house are open for banking transactions.
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5. ROLES AND RESPONSIBILITIES

Board of Directors

The Board of Directors shall approve this Policy and review it periodically to ensure
continued compliance with RBI directions and evolving banking practices.

The Board shall satisfy itself that adequate systems, internal controls and customer
protection measures are in place for efficient cheque collection.

Head Office

The Operations Department shall be responsible for implementation, interpretation and
administration of this Policy.

Head Office shall:

issue operational guidelines consistent with this Policy;
monitor compliance by branches;

review operational performance;

analyse complaints relating to cheque collection;
implement regulatory changes;

arrange staff training and awareness programmes; and

place periodic compliance reports before the appropriate management committees.

Branches

Every branch shall:

comply with this Policy and operational instructions;

ensure timely presentation of instruments;

safeguard instruments received from customers;

maintain proper records of collection and returns;

provide prompt credit upon realization;

resolve customer grievances efficiently;

report operational lapses and lost instruments immediately; and

comply with all regulatory reporting requirements.

Every branch employee handling cheque collection shall exercise due diligence and maintain
confidentiality of customer information.

e — e
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6. GENERAL PRESENTATION RULES

The Bank shall accept cheques and other negotiable instruments for collection only if they
comply with the provisions of the Negotiable Instruments Act, 1881, RBI guidelines, CTS
standards and the Bank's internal procedures. The Bank reserves the right to refuse
acceptance of any instrument that is irregular, incomplete, altered or otherwise unsuitable
for collection.

6.1 Validity of Cheques

e Cheques shall be presented within their period of validity, which is currently three
months from the date of issue.

e Stale cheques shall not be accepted for collection.

e Post-dated cheques may be accepted but shall be presented for clearing only on or
after the date mentioned on the cheque.

6.2 Completeness of Instrument
Before accepting a cheque for collection, the Bank shall ensure that:
e Dateis properly mentioned.
e Payee's name is clearly written.
e Amount in words and figures agree.
e Drawer has signed the cheque.
e No mandatory field is left blank.
e Instrument is free from obvious defects.
6.3 Material Alterations

A cheque containing any material alteration shall not ordinarily be accepted unless the
alteration has been authenticated by the drawer in accordance with applicable law and RBI
guidelines. Material alterations include changes relating to:

e Date

e Amount

e Payee's name

e (Crossing

e Any other material particulars
6.4 Crossing of Cheques

The Bank shall collect crossed cheques in accordance with the provisions of the Negotiable
Instruments Act. This includes:

e General Crossing

e Special Crossing

e Account Payee Crossing

e Not Negotiable Crossing
6.5 Account Payee Cheques

Account Payee cheques shall ordinarily be collected only for credit to the account of the
named payee. Credit of such cheques to third-party accounts shall not be permitted except
in exceptional circumstances approved in accordance with applicable law, regulatory
instructions and the Bank's approved internal policy.
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6.6 Endorsements

Where endorsement is required, the Bank shall ensure that:
e The endorsement is regular.
e The chain of endorsements is complete.
e Thereis no apparent irregularity.

6.7 CTS Compliance
e The Bank shall accept CTS-compliant cheques in accordance with RBI guidelines.

e Non-CTS instruments, where permitted, shall be handled in accordance with RBI
instructions applicable from time to time.

6.8 Mutilated or Defective Instruments
The Bank may decline collection of cheques that are:

e Torn

e Mutilated
e lllegible

e Defaced

e Incomplete
e Suspected to have been tampered with
unless such instruments are acceptable under applicable law and RBI guidelines.

6.9 Government Cheques and Other Instruments

Government cheques, demand drafts, pay orders, dividend warrants, interest warrants and
other negotiable instruments shall be accepted for collection subject to the conditions
applicable to such instruments.

6.10 Customer Identification and Due Diligence

The Bank may carry out appropriate verification before accepting instruments for collection,
particularly where:

e the transaction is unusual,
¢ the amount is substantial,
e theinstrument is presented by a new customer,
e or additional verification is considered necessary under regulatory or internal risk
management requirements.
6.11 Right to Refuse Collection
The Bank reserves the right to refuse collection of any instrument where:
e statutory or regulatory requirements are not complied with;
e theinstrument isirregular or defective;
e fraud, forgery or tampering is suspected;

e acceptance would expose the Bank to legal, operational or reputational risk.
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7. COLLECTION FRAMEWORK AND OPERATIONAL PROCESSES
7.1 COLLECTION OF CHEQUES AND OTHER NEGOTIABLE INSTRUMENTS

The Bank shall accept eligible negotiable instruments for collection from its customers
subject to applicable laws, Reserve Bank of India (RBI) guidelines, clearing house regulations
and the Bank's internal policies and operational procedures. All instruments accepted for
collection shall be subject to necessary verification to ensure that they are complete, valid,
free from material alterations (unless duly authenticated) and otherwise compliant with
applicable legal and regulatory requirements.

The Bank shall accept the following negotiable instruments for collection:

¢ Local Cheques

e CTS cheques

e Payable-at-Par Cheques

e Demand drafts

e Banker's cheques

e Payorders _

« Dividend/ Interest/ Refund/ Pension Warrants

e Government payment instruments and other eligible warrants;

« Bills of Exchange and other negotiable instruments accepted by the Bank

Before accepting an instrument for collection, the Bank shall verify, wherever applicable:

e Date of the instrument.

e« Amount in words and figures.

« Signature(s) of the drawer.

e Endorsement(s).

e Crossing instructions.

e Payee details.

e Material alterations and their authentication.

e Depositor's endorsement or signature, wherever required.

e Any other particulars considered necessary under applicable regulations.

Instruments received within the prescribed clearing cut-off time shall ordinarily be presented
in the same clearing cycle. Instruments received after the prescribed cut-off time shall be
processed in the next available clearing session subject to the clearing schedule prescribed
under CTS. The Bank shall process cheque collection through the RBI-authorised Cheque
Truncation System (CTS) and any other clearing mechanism notified by RBI from time to
time. Cheque clearing and settlement shall be carried out in accordance with the prevailing
CTS operational guidelines issued by RBI.

For high-value cheques, the Bank may implement the Positive Pay System (PPS) in
accordance with RBI guidelines. Customers should be advised to submit cheque details in
advance wherever PPS is applicable to facilitate secure processing and minimise the risk of
fraud.

The Bank reserves the right to refuse collection of any instrument where there are
reasonable grounds to suspect fraud, forgery, material irregularity, money laundering,
financing of unlawful activities, or any circumstance requiring enhanced due diligence under
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applicable laws or regulatory directions. Such action shall be taken in accordance with the
Bank's internal compliance procedures and applicable regulatory requirements.

Branches shall ensure that all accepted instruments are securely handled, properly recorded
in the Bank's systems, and transmitted to the appropriate clearing channel without
avoidable delay. Appropriate records of receipt, processing, and realization shall be
maintained in accordance with regulatory and audit requirements.

7.2 Cheque Drop Box Facility

The Bank shall provide customers with both:
e acheque drop box facility; and

o the facility to tender cheques at the regular collection counter and obtain an
acknowledgement.

No branch shall compel customers to deposit cheques only through the cheque drop box.
Customers shall be permitted to tender cheques at the branch counter and obtain an
acknowledgement on the pay-in-slip or any other prescribed acknowledgement.

The following message shall be prominently displayed on every cheque drop box in English,
Hindi and the concerned regional language:

"Customers can also tender the cheques at the counter and obtain acknowledgement on
the pay-in-slips."

The Bank shall establish adequate and foolproof controls for opening, recording and
accounting for instruments deposited in cheque drop boxes so that the number of
instruments collected is properly accounted for, disputes are avoided and customers'
interests are protected.

7.3 Collection through Cheque Truncation System (CTS) and Continuous Clearing

The Bank shall participate in the Cheque Truncation System (CTS) implemented by the
Reserve Bank of India for the electronic clearing and settlement of cheque transactions.
Under CTS, physical movement of cheques between collecting and paying banks is replaced
by the secure electronic transmission of cheque images and associated data, thereby
facilitating faster realisation, improved operational efficiency, enhanced security and
reduced settlement risk.

Cheque collection through CTS shall be governed by the operational guidelines, technical
standards, security requirements and clearing procedures prescribed by the Reserve Bank of
India, the National Payments Corporation of India (NPCI), the designated Clearing House and
the Sponsor Bank, as applicable. The Bank shall ensure compliance with such instructions, as
amended from time to time.

The Bank shall process CTS-compliant instruments within the timelines prescribed under the
Continuous Clearing and Settlement on Realisation framework and shall endeavor to provide
credit to Customers’ accounts on the date of settlement/realisation or, where operationally
not feasible, by the next working day in accordance with the applicable regulatory
guidelines.

Instruments received after the prescribed cut-off time shall be processed in the next
available clearing session. The Bank shall also participate in special clearing sessions notified
by RBI/NPCI or the designated Clearing House, wherever applicable to facilitate timely
realisation and settlement of instruments.

Cheques that do not conform to the prescribed CTS standards or other applicable validation

requirements may not be presented for clearing until the deficiencies are rectified and may
“
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be returned to the customer or otherwise dealt with in accordance with the applicable
regulatory instructions and Clearing House procedures.

The Bank shall maintain appropriate system and controls to ensure secure, efficient and
compliant processing of CTS transactions and shall preserve records in accordance with
applicable statutory and regulatory requirements.

7.4 Collection of Local Cheques

Local cheques presented for collection shall ordinarily be processed through the Cheque
Truncation System (CTS) under the Continuous Clearing framework prescribed by the
Reserve Bank of India. All CTS-compliant instruments payable at branches participating in
CTS shall be presented electronically to the designated clearing house in accordance with the
prescribed clearing schedules, operational guidelines and cut-off timings.

Branches shall ensure that local cheques accepted within the prescribed cut-off time are
processed and presented in the appropriate clearing session on the same business day.
Instruments received after the prescribed cut-off time or on non-clearing days shall
ordinarily be presented in the next available clearing session. The Bank shall endeavour to
minimise delays and ensure timely processing of all instruments accepted for collection.

The proceeds of local cheques shall be credited to the customer's account immediately upon
receipt of final settlement from the clearing house or the paying bank, as applicable. Where
the Bank permits withdrawal against uncleared effects in accordance with its internal policy,
such facility shall be governed by the terms and conditions prescribed by the Bank and shall
not affect the Bank's right to recover the amount in the event of subsequent dishonour of
the instrument.

Where a cheque presented through CTS is returned unpaid, the customer shall be informed
promptly through appropriate communication channels. The returned instrument or its
electronic equivalent, together with the return memo specifying the reason for dishonour,
shall be made available to the customer without undue delay.

The Bank shall ensure compliance with all clearing house rules, settlement timelines, return
disciplines and operational standards prescribed by the Reserve Bank of India, the National
Payments Corporation of India (NPCI), the designated Clearing House and the Sponsor Bank,
as applicable.

7.5 Collection of Outstation Cheques

Although the implementation of the Cheque Truncation System has substantially reduced
the need for physical collection of cheques, the Bank may continue to receive certain
instruments that are not covered under CTS or which require collection outside the normal
clearing arrangements. Such instruments shall be treated as outstation cheques and shall be
collected through the Bank's own branches, Sponsor Bank branches, correspondent banks or
any other arrangement approved by the Bank.

Before accepting an outstation cheque for collection, the branch shall verify that the
instrument is complete in all respects, legally valid, properly endorsed wherever required
and accompanied by appropriate collection instructions. The branch shall ensure that the
instrument is handled with due care throughout the collection process.

Outstation instruments shall be dispatched through secure and approved channels with
adequate controls to ensure safe custody, proper acknowledgement and end-to-end tracking
until realization or return. Branches shall maintain appropriate records relating to dispatch,
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receipt, realization and return of such instruments in accordance with the Bank's record
retention requirements.

The time required for realization of an outstation cheque shall depend upon the location of
the paying bank, the availability of clearing arrangements, the mode of collection and other
operational factors beyond the Bank's control. Nevertheless, the Bank shall make all
reasonable efforts to ensure expeditious collection and shall credit the proceeds to the
customer's account immediately upon realization.

Where any abnormal delay is noticed in the collection process, branches shall keep the
customer appropriately informed regarding the status of the instrument, wherever such
information is available. In the event of delay attributable to the Bank, compensation shall
be paid in accordance with the Bank's Board-approved Compensation Policy and the
applicable regulatory instructions.

Where an outstation cheque is returned unpaid, the customer shall be informed promptly
and the instrument, together with the return advice indicating the reason for dishonour,
shall be made available to the customer without undue delay.

7.6 Bills for Collection

The Bank may undertake the collection of demand bills, usance bills, bills discounted and
other negotiable instruments entrusted by customers for collection, subject to applicable
laws, regulatory instructions and the Bank's internal operational guidelines.

Bills for collection, including bills discounted, which are required to be collected through
another bank at the realising centre shall be forwarded directly by the forwarding office to
the realising office to facilitate expeditious realisation and avoid unnecessary delay.

Branches shall ensure that all bills accepted for collection are complete in all respects, legally
valid, accompanied by appropriate collection instructions and duly endorsed wherever
required. The Bank shall maintain adequate records of bills received, forwarded, realised and
returned, together with dispatch particulars and acknowledgements, wherever applicable.

The proceeds of the bill shall be credited to the customer's account immediately upon
receipt of realised funds, after recovery of applicable charges, if any. Where a bill remains
unrealised or is dishonoured, the customer shall be informed promptly, and the instrument
shall be returned together with the advice or return memo received from the collecting or
paying bank.

The Bank shall exercise due care and diligence in handling bills entrusted for collection and
shall endeavour to ensure their prompt realisation. Where delay is attributable to the Bank,
compensation shall be governed by the Bank's Board-approved Compensation Policy and
applicable regulatory instructions.

7.7 Collection of Cheques Drawn in the Name of Karta

As a general principle, the Bank shall not collect an account payee cheque for any person
other than the payee named therein.

However, cheques drawn in the name of the Karta may be collected for credit to the account
of the Hindu Undivided Family (HUF) where the Bank has obtained an appropriate mandate
from the authorised account holders, as applicable, either at the time of opening the HUF
account or subsequently.

Such mandate shall expressly authorise the collection of cheques drawn in favour of the

Karta for credit to the HUF account and, where applicable, the collection of cheques drawn
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in favour of the HUF for credit to the account operated by the Karta in accordance with the
Bank's mandate and applicable legal provisions.

Before collecting such instruments, the Bank may carry out such verification and obtain such
additional documents or confirmations as it considers necessary to satisfy itself that the
proceeds of the cheque rightfully belong to the HUF and that the collection is in accordance
with the mandate and applicable law.

7.8 Purchase of Local Cheques, Demand Drafts and Other Negotiable Instruments during
Suspension of Clearing

Where clearing operations are suspended and such suspension is expected to continue for a
prolonged period, the Bank may, at its discretion, provide temporary accommodation to its
constituents, including borrowers and depositors, by purchasing local cheques, demand
drafts and other negotiable instruments deposited for collection.

The decision to extend such facility shall be based on a prudent assessment of the associated
risks and the Bank's internal credit and risk management policies. While considering such
requests, the Bank shall take into account, inter alia, the customer's relationship with the
Bank, creditworthiness, financial standing, integrity, past conduct, nature of business or
occupation, previous transaction history and the standing of the drawer or issuer of the
instrument so as to mitigate the risk of subsequent dishonour.

Special consideration may be accorded to instruments issued by Government departments,
Government agencies and other entities of established standing and reputation.
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8. TIMELINES, CUSTOMER GRIEVANCE AND PROTECTION
8.1 POSITIVE PAY SYSTEM (PPS)

The Bank has implemented the Positive Pay System (PPS)with effect from January 1,
2021,in accordance with the Reserve Bank of India Circular RBI/2020-21/41,
DPSS.CO.RPPD.N0.309/04.07.005/2020-21 dated September 25, 2020, as amended from
time to time. The Positive Pay System is an additional security measure designed to minimise
cheque fraud by enabling verification of critical cheque details before payment. Under this
system, customers issuing eligible high-value cheques may submit prescribed cheque
particulars electronically through the Bank's approved channels, such as Internet Banking,
Mobile Banking, SMS, ATMs or any other channel made available by the Bank, prior to
presenting the cheque for payment.

The facility shall be available for CTS cheques of 50,000 and above, enabling customers to
furnish key cheque details, including the cheque number, date, payee name and amount.
These particulars shall be matched with the cheque presented under the Cheque Truncation
System (CTS), and any discrepancy identified during the verification process may be
subjected to additional scrutiny before payment is authorised. The Bank may prescribe
mandatory Positive Pay confirmation for cheques of %5,00,000 and above, or such other
threshold as may be stipulated by the Reserve Bank of India from time to time.

The Bank shall undertake appropriate customer awareness initiatives through SMS alerts,
branch displays, ATMs, the Bank's website, Internet Banking, Mobile Banking and other
communication channels to promote the use of the Positive Pay System. The Bank shall
ensure compliance with all applicable directions issued by the Reserve Bank of India, the
National Payments Corporation of India (NPCI), and other regulatory or operational
guidelines governing the Positive Pay System.

8.2 TIME NORMS FOR COLLECTION

The Bank shall endeavour to realise cheques and other negotiable instruments within the
shortest possible time by adhering to the timelines prescribed under the Cheque Truncation
System (CTS), including Continuous Clearing and Settlement on Realisation framework of the
Cheque Truncation System (CTS), the Reserve Bank of India guidelines, Clearing House
Regulations and the Bank’s internal operational procedures. While the actual realisation
period depends upon the clearing arrangements, settlement cycles and the paying bank,
every branch shall make all reasonable efforts to ensure prompt processing and credit of
proceeds.

The proceeds of instruments successfully realised through CTS shall ordinarily be credited to
the customer's account on the day of settlement/realisation or, where operationally not
feasible, by the next working day. Instruments received after the prescribed cut-off time
shall be processed in the next available clearing session.

Where instruments are sent for collection outside the CTS environment, the collecting
branch shall ensure their dispatch on the same day or the next working day, depending upon
the time of receipt. Branches shall monitor the progress of collection, initiate appropriate
follow-up wherever abnormal delays are noticed and keep customers informed, wherever
required.

The Bank shall process instruments in accordance with RBI guidelines issued from time to
time and participate in special clearing sessions notified by RBI/NPCI or the Clearing House,

wherever applicable.
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The indicative service standards of the Bank are as follows:

Type of Instrument Expected Time for Realisation*

As per clearing the applicable clearing cycle;
credit on the date of settlement day/realisation
or where operationally not feasible by the next

CTS / Local Clearing Cheques

working day

Instruments received after cut-off time | Next available clearing session

Outstation Instruments Subject to correspondent bank/clearing
arrangements

Government Instruments As per applicable RBI and Government
guidelines

Foreign Instruments Subject to foreign bank and international

clearing arrangements

*The above timelines are indicative and may vary depending upon clearing house schedules,
holidays, operational disruptions, statutory restrictions or circumstances beyond the Bank's
control.

The Bank shall periodically review its collection performance and take appropriate corrective
measures wherever avoidable delays are identified.

8.3 DELAY IN COLLECTION AND CUSTOMER COMPENSATION

The Bank recognises that prompt collection of cheques, bills and other negotiable
instruments is an essential component of quality customer service. Where delay in collection
is attributable to the Bank, the customer shall be compensated in a fair, transparent and
non-discriminatory manner in accordance with the applicable Reserve Bank of India
instructions, the Bank's Board-approved Compensation Policy and this Policy.

Compensation shall ordinarily be paid suo motu, without requiring the customer to make a
separate claim, wherever the Bank determines that the delay is attributable to its own acts
or omissions.

Compensation shall generally be payable by way of interest for the period of delay beyond
the prescribed collection period. The applicable rate of interest, method of computation,
minimum amount payable and other operational aspects shall be governed by the Bank's
Board-approved Compensation Policy, as amended from time to time.

There shall ordinarily be no distinction between instruments drawn on the Bank's own
branches and those drawn on other banks for the purpose of payment of compensation,
unless otherwise prescribed by the Reserve Bank of India.

Compensation shall not ordinarily be payable where the delay is attributable to
circumstances beyond the Bank's reasonable control, including disruption of clearing
operations, failure of communication networks, payment system outages, acts or omissions
of the paying bank, Government restrictions, judicial orders, or force majeure events such as
natural disasters, fire, civil commotion, war, strikes, lockouts or other events beyond the
reasonable control of the Bank. Such cases shall be dealt with in accordance with the Bank's
Compensation Policy.

Where the customer establishes that additional financial loss has been suffered directly due
to negligence or deficiency in service on the part of the Bank, the Bank may consider
payment of suitable compensation after examination of the facts and subject to approval by

the competent authority.
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8.3.1 Compensation for Delay in Collection of Local Cheques

Local cheques processed through the Cheque Truncation System (CTS) shall normally be
collected within the service standards prescribed by the Bank. Where the collection is
delayed due to reasons attributable to the Bank beyond the prescribed turnaround time,
compensation shall be paid in accordance with the Bank's Compensation Policy.

8.3.2 Compensation for Delay in Collection of Outstation Cheques

Where the collection of an outstation cheque is delayed beyond the normal collection period
due to reasons attributable to the Bank, compensation shall be paid in accordance with the
Bank's Compensation Policy. The rate of compensation shall vary according to the period of
delay and shall be determined in accordance with the Bank's Board-approved Compensation
Policy and applicable regulatory instructions.

8.3.3 Compensation for Delay in Collection of Bills

Where there is a delay in the collection of bills attributable to the Bank, the bank shall
compensate the customer by paying interest for the period of delay at 2% per annum above
the rate of interest applicable to Savings Bank accounts. The period of delay shall be
determined after excluding the normal transit period allowed for dispatch of the bill,
presentation of bills to the drawees, remittance of proceeds and credit of the proceeds to
the customer's account. Where the delay is attributable to another bank involved in the
collection process, the Bank may recover the interest so paid from such bank, wherever
permissible.

8.3.4 Collection of Foreign Cheques

The Bank shall endeavour to realise cheques drawn on banks situated outside India as
expeditiously as possible through its correspondent banking arrangements. However, since
the realisation period depends upon the laws, banking practices and clearing arrangements
prevailing in the foreign country, the Bank shall not be liable to compensate customers for
delays in collection unless such delay is directly attributable to the Bank's own negligence or
deficiency in service.

8.3.5 Loss of Instruments during Collection

The Bank shall exercise the highest degree of care while handling instruments entrusted to it
for collection. Every branch shall establish appropriate controls to minimise the possibility of
loss, theft, destruction or misplacement of cheques and other negotiable instruments during
receipt, storage, transmission and clearing.

Where an instrument is lost while in the custody of the Bank or during transit arranged by
the Bank, the concern branch shall immediately initiate an investigation to ascertain the
circumstances leading to such loss.

Upon confirmation of the loss, the branch shall:

» immediately inform the customer in writing or through any other recorded
communication;

* advise the customer to obtain a duplicate instrument, wherever permissible;

» notify the drawer bank where considered necessary;

o extend all reasonable assistance to the customer in obtaining a duplicate
instrument;

e record the incident in the prescribed register and report the matter to the
Controlling Office.
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The Bank shall bear the reasonable expenses incurred by the customer for obtaining a
duplicate instrument where the loss is attributable to negligence on the part of the Bank.

If the loss results in financial loss to the customer due to proven negligence of the Bank,
appropriate compensation shall be considered in accordance with applicable law and the
Bank's compensation policy.

The Bank shall also undertake a root cause analysis of every such incident and implement
corrective and preventive measures to avoid recurrence. Serious incidents shall be reported
to the competent authority and included in operational risk monitoring reports.

8.3.6 Collection and Service Charges

The Bank shall levy charges for the collection of cheques and other negotiable instruments in
a fair, transparent and non-discriminatory manner. All collection charges shall be approved
by the competent authority and shall form part of the Bank's Schedule of Service Charges,
which shall be displayed at all branches and hosted on the Bank's official website.

Charges shall be reasonable and commensurate with the nature of the service rendered. The
Bank shall ensure that customers are informed of the applicable charges before accepting
instruments for collection wherever such charges are recoverable from the customer.

The Bank may levy charges for the collection of outstation instruments, foreign instruments,
special collection services or any other collection activity requiring additional operational
effort, subject to the applicable regulatory framework.

Where a cheque sent in clearing or collection is returned unpaid due to reasons attributable
to the customer, including insufficiency of funds, the Bank may recover cheque return
charges from the customer's account for each instrument returned, in accordance with the
Bank's approved Schedule of Service Charges and subject to the applicable regulatory
framework. Cheques returned over the counter shall also be recorded in the Bank’s system
as rejected transactions and the applicable service charges shall be recovered in accordance
with the Bank’s extant instructions on Service Charges.

No charges shall be levied where the Bank is required by law, RBI instructions or
Government directives to provide the service free of cost. Similarly, where delay in collection
or return of an instrument is attributable to the Bank's negligence or operational lapse, the
Bank shall not recover any collection charges from the customer and shall compensate the
customer in accordance with Bank’s Compensation Policy.

e ——
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