
 

Annex - III 
                                      (See paragraph  8.4) 

Name of the BANK 
 

 RATES AT A QUICK GLANCE 
AS ON ___________ 

 
Deposit Accounts 

 
NATURE RATE OF INTEREST MINIMUM BALANCE 

 NORMAL SENIOR 
CITIZEN 

Rural Semi Urban Urban 

ACCOUNT      
1. Savings Bank A/c  
    A. Domestic 
a. With cheque 
book facility 

     

b. Without cheque 
book facility 

     

c. Basic Savings 
Bank Deposit  
Account 

     

   B. Non Resident   
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 a. NRO   
 

 b. NRE   
 

 
2. Term Deposits                                                                                       
     A. Domestic                             Rate of Interest 
Term Deposits (All Maturities) Up to  & including 

` 15 Lakhs 
 

For Deposits above `15 Lakhs 
but less than ` 1Crore 

 
   
   
   
   
   
   
   
    B. Non-Resident Accounts  
        a. NRO (All Maturities)         

        b. NRE (All Maturities)   

                                            Rate of Interest  
 1 year & 

above but < 
2 years 

2 years & 
above but < 
3 years 

3 years & 
above but < 
4 years 

4 years & above 
but < 5 years 

For 5 years 
(Maximum) 

      c. FCNR(B)      
          i) USD      
         ii) GBP      
        iii) EUR      
        iv) CAD      
        v) AUD       
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LOANS 

 
  

                         RATE OF INTEREST 
Processing 
Charges 

LOANS      
1. Housing Loan 
     

Up to ` _ 
lakhs 

More than 
`__ lakhs Up 
to `__ lakhs 

Above 
`__ lakhs Up 
to `__ lakhs 

Above  
`__ lakhs 

Floating Category  
Up to 5 years     
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More than 5 Yrs & 
up to 10 Yrs 

    
 

More than 10 Yrs     
Fixed Category  
Up to 5 years     
More than 5 Yrs & 
up to 10 Yrs 

    

More than 10 Yrs     
     

 

2. Personal Loan    
   a) Consumer  
       Durable Loan 

     

   b) Senior Citizen    
       Loan Scheme 

     

   c) Personal Loan  
       Scheme 

     

   d)       
3. Vehicle Loan  
  a. Two Wheeler  
      Loans    

     

  b. Three Wheeler 
       Loans 

     

  c. For New Cars      
  d. For Old  Cars       

Up to `4.00 lakhs   `4.00 lakhs up to  
    `20  lakhs 

 4. Educational  
    Loans 

Repayable in  
_ years 

Repayable in 
more than _ 

years 

Repayable in  
_ years 

Repayable in 
more than _ 

years 
     

For studies 
in India =  
 
For Studies 
Abroad = 
 

 
 
 
 
 
 
 
 
 
 

DBOD-Master Circular on Customer Service 2013 



 

CHARGES 
 Fee Based Services 

1. Lockers  
Type  
of Locker 

Metro / Urban/  
Semi Urban 

Rural 

 1 
yr 

2 
yrs 

3 
yrs 

1 
yr. 

2 
Yrs 

3 
Yrs. 

       
       
       
       
       
       
       
       
       
       
        

2. Credit Cards   
Entrance Fees  
Annual Fees  
Add on Card  
Service charges on 
outstanding balance 

 

Cash withdrawal fees  
Hot listing charges  
Other Charges  
  

 3. Debit Cards 
 International Debit Card 
  

  
4. Drafts/TT/MT  
    Issue  
    Cancellation  

 5. Outstation cheque  
collection  
  
6. NEFT Money Transfer Inward   =    Outward  =   
7. RTGS Money Transfer Inward   =    Outward  =   
8. Cheque return charges Outward Returns Inward Returns  
    For Savings Accounts    
    For Current, Overdraft 
        Cash Credit Accounts 

   

     Dishonour of outstation    
     / local bills &  cheques 

   

       
 9. Cheque Book Issue 
 10. No Dues Certificate 
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	2.3    Branch Level Customer Service Committees 
	 
	7.1   Banking hours / working days of bank branches  
	12.2.3   Issue of Duplicate Demand Draft 
	 
	15.4   Dealing with incidents of frequent dishonour of  
	          cheques of value ` 1 crore and above                                                                                                                


	18.1 Allotment of Lockers 
	 
	18.1.1   Linking of Allotment of Lockers to placement of Fixed Deposits 
	 
	18.1.2   Fixed Deposit as Security for Lockers 
	18.1.3   Wait List of Lockers 
	 
	18.1.4   Providing a copy of the agreement 
	 
	Banks should give a copy of the agreement regarding operation of the locker to the locker-hirer at the time of allotment of the locker. 

	 
	18.2 Security aspects relating to Safe Deposit Lockers 
	 
	18.2.1  Operations of Safe Deposit Vaults/Lockers 
	 
	18.2.2  Customer due diligence for allotment of lockers /  
	 Measures relating to lockers which have remained unoperated 
	 
	(ii) Where the lockers have remained unoperated for more than three years for medium risk category or one year for a higher risk category, banks should immediately contact the locker-hirer and advise him to either operate the locker or surrender it. This exercise should be carried out even if the locker hirer is paying the rent regularly. Further, banks should ask the locker hirer to give in writing, the reasons why he / she did not operate the locker. In case the locker-hirer has some genuine reasons as in the case of NRIs or persons who are out of town due to a transferable job etc., banks may allow the locker hirer to continue with the locker. In case the locker-hirer does not respond nor operate the locker, banks should consider opening the lockers after giving due notice to him. In this context, banks should incorporate a clause in the locker agreement that in case the locker remains unoperated for more than one year, the bank would have the right to cancel the allotment of the locker and open the locker, even if the rent is paid regularly. 


	18.3  Embossing identification code 
	Banks should ensure that identification Code of the bank / branch is embossed on all the locker keys with a view to facilitate Authorities in identifying the ownership of the locker keys. 
	19.8  Customer Guidance and Publicity Educating Customers  
	         on the Benefits of nomination / survivorship clause  
	 
	21.  Access to the safe deposit lockers / Return of safe custody articles to Survivor(s) / Nominee(s) / Legal heir(s) 
	21.1.1 If the sole locker hirer nominates a person, banks should give to such nominee access of the locker and liberty to remove the contents of the locker in the event of the death of the sole locker hirer. In case the locker was hired jointly with the instructions to operate it under joint signatures, and the locker hirer(s) nominates person(s), in the event of death of any of the locker hirers, the bank should give access of the locker and the liberty to remove the contents jointly to the survivor(s) and the nominee(s). In case the locker was hired jointly with survivorship clause and the hirers instructed that the access of the locker should be given over to "either or survivor", "anyone or survivor" or "former or survivor" or according to any other survivorship clause, banks should follow the mandate in the event of the death of one or more of the locker-hirers.  
	 
	(a) Banks should exercise due care and caution in establishing the identity of the survivor(s) / nominee(s) and the fact of death of the locker hirer by obtaining appropriate documentary evidence; 
	 
	(b) Banks should make diligent effort to find out if there is any order from a competent court restraining the bank from giving access to the locker of the deceased; and 
	 
	(c) Banks should make it clear to the survivor(s) / nominee(s) that access to locker / safe custody articles is given to them only as a trustee of the legal heirs of the deceased locker hirer i.e., such access given to him shall not affect the right or claim which any person may have against the survivor(s) / nominee(s) to whom the access is given. Similar procedure should be followed for return of articles placed in the safe custody of the bank. Banks should note that the facility of nomination is not available in case of deposit of safe custody articles by more than one person. 

	 
	21.1.3 Banks should note that since the access given to the survivor(s) / nominee(s), subject to the foregoing conditions, would constitute a full discharge of the bank's liability, insistence on production of legal representation is superfluous and unwarranted and only serves to cause entirely avoidable inconvenience to the survivor(s) / nominee(s) and would, therefore, invite serious supervisory disapproval. In such case, therefore, while giving access to the survivor(s) / nominee(s) of the deceased locker hirer / depositor of the safe custody articles, the banks should desist from insisting on production of succession certificate, letter of administration or probate, etc., or obtain any bond of indemnity or surety from the survivor(s)/nominee(s). 
	 
	21.2 Access to the safe deposit lockers / return of safe custody articles (without survivor/nominee clause)  
	 
	21.3.3.  Further, in case the nominee(s) / survivor(s) / legal heir(s) wishes to continue with the locker, banks may enter into a fresh contract with nominee(s) / survivor(s) / legal heir(s) and also adhere to KYC norms in respect of the nominee(s) / legal heir(s).  

	21.5 Customer guidance and publicity 
	Banks should place on their websites the instructions along with the policies / procedures put in place for giving access of the locker / safe custody articles to the nominee(s) / survivor(s) / Legal Heir(s) of the deceased locker hirer / depositor of the safe custody articles. Further, a printed copy of the same should also be given to the nominee(s) / survivor(s) / Legal Heir(s) whenever a claim is received from them. 
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