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A Study on the Effect of Banking Ombudsman  
Scheme in India: Compliant Analysis

D. Suresh Kumar1    Rajash Sharma2 

The ombudsman scheme is immensely powerful channel for redressal of grievances by the general public against 
banks and banking services. Banking Ombudsman is a quasi-judicial authority functioning under India’s banking 
ombudsman scheme, and the authority was created pursuant to the decision by the government of India to enable 
resolution of complaints of banks connected with the services offered by the banks. Many a times disputes arise 
between customers and banks on the problems related to banking operations which include wrong debit to accounts, 
excess recovery of interest/charges, wrong dishonor of cheques, inadequacy in services, etc. in order to provide quick, 
inexpensive and expedite settlement of customer’s grievances, the reserve bank hosted banking Ombudsman scheme 
since June 1995 under the provisions of section 35 of banking regulation Act, 1949. This study attempts to give a 
brief introduction of the concept of Ombudsman, to study the role of banking ombudsman as a complaint redressal 
mechanism, growth of banking ombudsman service in India form 2012-13 to 2014-15 and suggestions for the 
improvement of the working of banking ombudsman. 
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1. INTRODUCTION 
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2. GROUNDS OF COMPLAINTS

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Procedure for Filing Complaint. 
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Data collection 

Result and Discussion 

TABLE 1 

Particulars

Complaints brought forward from the previous year 4642 5479 3307

Complaints received 70541 76573 85131

Total No of complaints handled 75183 82052 88438

Complaints disposed 69704 78745 84660

Complaints pending at the end of the year 5479 
(7%)

3307 
(4%)

3778 
(4%)

Complaints Pending for less than one month 3281 
(4.36%)

2432 
(3%)

2375 
(2.55%)

Complaints Pending for one to two months 1675 
(2%)

838 
(1%)

1207 
(1.23%)

Complaints Pending for two to three months 492 
(0.6%)

36 
(0.04%)

105 
(0.12%)

Complaints Pending for more than three months 31 
(0.04%)

1 
(0.001%)

91 
(0.1%)

Appeals pending at beginning of the year 13 0 30

Appeals received 52 107 73

Total no. of Appeals handled 65 107 103

Appeals Disposed 65 77 88

Appeals pending at the end of the year Nil 30 15

Representations to review the decision of BOs (Non-appealable) 308 531 810
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TABLE 2 
Zone Wise Receipt of Complaints

Zone Year % 
EASTERN ZONE 2013-14 2014-15

Bhubaneswar 1498 2448 63.42

Guwahati 770 1054 36.88

Kolkata 4698 5277 12.32

Patna 3253 4456 36.98

 10219 13235 29.5%

NORTHERN ZONE

Chandigarh 3162 3131 -0.98

Jaipur 4104 4088 -0.39

Kanpur 8389 8818 5.11

New Delhi 11045 14712 33.20

 26700 30749 15.2%

SOUTHERN ZONE

Bengaluru 4101 4610 12.41

Chennai 8775 8285 -5.58

Hyderabad 4477 4366 -2.48

Thiruvananthapuram 2841 3024 6.44

 20194 20285 0.5%

WESTERN ZONE

Ahmedabad 4588 4965 8.22

Bhopal 4907 5451 11.09

Mumbai 9965 10446 4.83

 19460 20862 7.2%

TABLE 3 

Bank Group No of Complaints Received 
During

 

Nationalized 
Banks

21609 24391 28891 18%

(31%) (32%) (34%)

SBI & 
Associates

23134 24367 26529 9%

(33%) (32%) (31%)

Private Sector 
Banks

15653 17030 19773 16%

(22%) (22%) (23%)

Foreign Banks 4859 5016 3406 - 32%

(7%) (6.5%) (4%)

RRBs/ 
Scheduled 
Primary 
Urban Co-op. 
Banks

1489 1590 1966 23%

(2%) (2%) (2%)

Others 3797 4179 4566 9%

(5%) (5.5%) (6%)

Total 70541 76573 85131
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TABLE 5 
Comparative Position of Disposal of 

Number of complaints
Year

Received during the 
year

70541 76573 85131

Brought forward from 
previous year

4642 5479 3307

Handled during the 
year

75183 82052 88438

Disposed of during the 
year

69704 78745 84660

Rate of Disposal (%) 93% 96% 96%

Carried forward to the 
next year

5479 3307 3778

Mode of disposal of maintainable 
complaints

TABLE 4 

Category No. of complaints received

Rank

Deposit accounts 3913 
(6%)

4032 
(5.3%)

4661 
(5.5%)

7

Remittances 2664 
(4%)

2659 
(3.5%)

2700 
(3.2%)

9

Card Related 
(ATM/ Debit / Credit 
Card)

17867 
(25%)

18474 
(24.1%)

18123 
(21.2%)

2

Loans and advances 5996 
(9%)

5655 
(7.4%)

4846 
(5.7%)

6

Levy of Charges 
without prior notice

3817 
(5%)

4547 
(5.9%)

5510 
(6.5%)

5

Pension Payments 5740 
(8%)

6555 
(8.5%)

5777 
(6.8%)

4

Failure to meet 
commitments /Non 
observance of fair 
practices code/BCSBI 
Codes

18130 
(26%)

20368 
(26.6%)

24850 
(29.2%)

1

DSAs and recovery 
agents

351 
(0.8%)

295 
(0.4%)

347 
(0.4%)

10

Notes and coins 56 
(0.2%)

63 
(0.1%)

61 
(0.1%)

11

Others 8635 
(12%)

9861 
(12.9%)

14482 
(17%)

3

Out of Subject 3372 
(5%)

4064 
(5.3%)

3774 
(4.4%)

8

Total 70541 76573 85131
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TABLE 6 
Mode of Disposal of Maintainable Complaints

Disposal of 
Maintainable 
Complaints

By Mutual Settlement/
agreement

19883 
(50%)

19469 
(43.5%)

16893 
(39.3%)

Disposal by Award 312 
(1%)

207 
(0.5%)

87 
(0.2%)

Maintainable 
Complaints Rejected

19087 
(48.7%)

24960 
(55.6%)

25976 
(60.3%)

Maintainable 
Complaints Withdrawn

118 
(0.3%)

186 
(0.4%)

79 
(0.2%)

Total maintainable 
complaints disposed

39400 44822 43035

CONCLUSION 

SUGGESTION
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