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Linguistic Policy in Banking Sector  

– A Case of Complete Neglect in Maharashtra 

 

- Saleel Kulkarni 

 

As in the case of any other business, in order to provide efficient and transparent 
service to the people spread across this vast multi-linguist, multi-cultured country, 
banks too have to try and understand the local language, culture and practices of 
the people and establish easy communication with the people. It is precisely with 
this objective that the Reserve Bank of India keeps issuing various instructions and 
guidelines to the scheduled banks, based on the constitution of India, as well as the 
country’s linguistic policy. However, the extent of implementation of the Reserve 
Bank’s instructions pertaining to ‘localisation’ varies from state to state and as we 
can see, the instructions are generally being ignored by the banks especially in 
Maharashtra.  

Now under these circumstances, what can one do to ensure that the banks in the 
state of Maharashtra also fall in line with the language related legal provisions as 
they do in the other states? Just relying on statutory bodies such as the central and 
state governments as well as the Reserve Bank of India is not going to help. The 
common people must shed their own indifference and lassitude and must do 
something to make certain that the banks and other enforcing bodies pay heed to 
the rules and ensure their implementation in letter and spirit. 

 

Introduction 

The banking industry has seen considerable expansion in the last few years. Thanks 
to the large gamut of services that the Indian banks have been offering to fit the 
banking requirements and budget of the richest to the poorest, the banks have to 
cater to millions of customers spread across not only in the urban and semi-urban 
sectors but also in the rural sectors. As in the case of any other business, in order to 
provide efficient and transparent service to the people spread across this vast multi-
linguist, multi-cultured country, banks too have to try and understand the local 
language, culture and practices of the people and establish easy communication with 
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the people. It is precisely with this objective that the Reserve Bank of India keeps 
issuing various instructions and guidelines to the scheduled banks, based on the 
constitution of India, as well as the country’s linguistic policy. However, the extent of 
implementation of the Reserve Bank’s instructions pertaining to ‘localisation’ varies 
from state to state and as we can see, the instructions are generally being ignored 
by the banks especially in Maharashtra. This case is obviously similar to other similar 
regulations which are generally neglected in the state for which the main reason is 
the insensitivity of the state government and apathy as well as indifference of the 
local people towards subjects such as language and culture.     

Now under these circumstances, what can one do to ensure that the banks in the 
state of Maharashtra also fall in line with the language related legal provisions as 
they do in the other states? Just relying on statutory bodies such as the central and 
state governments as well as the Reserve Bank of India is not going to help. The 
common people must shed their own indifference and lassitude and must do 
something to make certain that the banks and other enforcing bodies pay heed to 
the rules and ensure their implementation in letter and spirit. Since we have to 
achieve this in a legitimate manner, we must try and understand the basic language 
related provisions in the various laws together with their objectives and goals. We 
must also properly understand the privileges of the local language and so as to be 
able to convince others about the same.     

Before we try to study the official language policy vis-à-vis the Indian Banking 
Industry, we first need to clearly understand the basic principles of our language 
policy as laid down by the Constitution of India together with the other statutes and 
rules formed in that context. The overall Official Language Policy as formulated by 
the Reserve Bank is based on these basic principles.  

Overall Linguistic Policy based on the Constitution of India 

1.  Neither the Constitution of India nor any other Law has declared Hindi or any 
other language as the National Language of India. In short, India has no single 
National Language.  

2.  Instead of defining the National Language, the constitution has accorded 
special status to certain important state languages, which are listed in the eighth 
schedule of the constitution. Although not stated explicitly in the constitution or in 
any other statute, it is implied that status of each of the languages in the eighth 
schedule is no less than the National Language of India.  

3.  The constitution has recommended Hindi and English as the ‘official 
languages’ of the union of India. In this context, the meaning of the term ‘Official 
Language’ is limited and it means ‘the language to be used by the Central 
Government for its internal affairs and internal communication’, which in simpler 
words, means that it is the internal ‘office language’ of the Central Government. 
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However, as far as the communication of the central government with the public at 
large is concerned, these two languages do not enjoy even the slightest importance 
over and above the languages recognised by the constitution in its eighth schedule. 
(Incidentally, since English is not included in the Eighth Schedule of the Constitution, 
its legal status is even below all the Indian languages specified in the schedule.)    

4.  The central government has offices spread all across the different linguistic 
states of the country. With a view to ensuring smooth and efficient communication 
with the public, the central government has formulated the “Three Language 
Formula” (TLF in short) and made it applicable to the various departments, public 
sector undertakings and institutions of the central government. The formula has 
accorded the highest priority to the official local language, which is followed by Hindi 
and then English. It clearly means that as per the “Three Language Formula”, in any 
state, the concerned officers of the central government must accord the highest 
priority and preference to the state language while communicating with the public. 
In importance and priority, the Hindi and English languages come after the local 
state language.   

5.  The makers of the constitution granted every state the right to select their 
official language of the state. The language recognised as the official language of 
the state is not only meant for the internal affairs of the state government but the 
same is also expected to be deployed for the communication with the general public 
of the state.  

6.  Democracy is sometimes described as the system of governance by the 
people, of the people and for the people. If such a system does not carry out 
governance in the language of the local people and is not concerned with the culture 
of the local people, the basic principle of democracy itself stands defeated. In fact, 
this was a major criterion due to which the legal stalwarts opted for the principle of 
linguistic states. In a democratic system, the common man must be able to transact 
with ease, all the daily and common matters related to his social life in the language 
of the state. For such matters, if the common man is made to depend on a language 
of some other state or that of some another country; it is certainly a disgrace to the 
country that takes pride in calling itself the largest democracy in the world. This is 
the litmus test of the democratic system in any country. Hence, to ensure 
democracy in the real sense of the word, the governments (Central or State) must 
communicate with the common people in the local language of the state. 
Incidentally, this principle is generally observed, in states of India other than 
Maharashtra.  

7.  The Supreme Court too has consistently delivered judgments in line with the 
above principle.  

In a writ petition filed against the decision of the Government of Karnataka of 
making the Kannada language compulsory in the schools, the Supreme Court, while 
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supporting the State Government, has noted: “The purpose and object of these 
linguistic states is to provide with greater facility, the development of the people of 
that area educationally, socially and culturally, in the language of that region.” 

While rejecting the writ petition filed against the decision of the Government of 
Maharashtra of making study of the Marathi language compulsory for the standards 
V to X in the schools, the Supreme Court observed: “In our view, the resistance to 
learn the regional language will lead to alienation from the main stream of life, 
resulting in linguistic fragmentation within the state, which is an anathema to 
national integration.” 

From the foregoing, it is very clear that there is nothing illegitimate or unethical 
about the principle of granting the highest importance to the state language and 
using the same with importance and priority for general communication in the state. 
In fact, it is exactly in line with the basic concepts and objectives of the constitution 
of the country.  

 

Instructions and Guidelines Issued by the Reserve Bank to the Scheduled 
Banks 

In the light of the foregoing, let us now study the instructions issued by the Reserve 
Bank of India. In this context, the most important one is the Master Circular on 
Customer Service (No. RBI/2008-09/261 DBOD No. Leg. BC. 75/09.07.005/2008-09 
dated 03 November 2008) addressed to ‘All Scheduled Commercial Banks (Excluding 
RRBs)’.  

The RBI says, “Reserve Bank has been time and again issuing various instructions / 
guidelines in the area of customer service to bring about improvements in the quality 
of customer service in banks and their branches. In order to have all current 
instructions on the subject at one place, we have compiled many of the important 
instructions issued by us in the form of a Master Circular”.  

Let us now have a closer look at this circular and examine some of its important 
provisions which are reproduced below. It is quite evident that in tune with the three 
language formula of the central government, the RBI too has recommended various 
schemes based on the usage of the local language in order to communicate with the 
general public of the state in order to provide information as well as proper and 
quick disposal of customer grievances. (The Banks, especially when they are 
expected to give special emphasis on ‘Financial Inclusion’ (see point 4 below), 
cannot afford to presume that every common approaching them must be conversant 
with English, which is the language of another country and/or Hindi, which is the 
language of another state.) However, in Maharashtra, apparently such instructions 
are not complied with satisfactorily in letter and spirit. We, the common people, 
must consider it as our duty to lodge written complaints about such aberrations with 
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the concerned bank itself and make them aware of their legitimate duty after 
quoting the relative paragraph number of the above circular issued by the RBI. If the 
bank fails to respond and correct the anomaly, we should complain to the Reserve 
Bank itself against the non-compliance. The banks are generally careful not to offend 
the RBI since the RBI has the authority to penalise the erring banks for non-
compliance of instructions.    

[Note: The Ref. No. of the provision is mentioned followed by the details of the 
provision as per the circular. I have inserted my note/comment under the instruction 
for explanation/elaboration wherever necessary. The original text of the Reserve 
Bank’s circular is reproduced in black (some part of which might have been 
highlighted in red) while my comments underneath are written in blue italics.] 

 

 

RBI /2008-09/261 (DBOD. No. Leg. BC. 75/09.07.005/2008-09)  

Date: November 3, 2008 

(Selected portion of the circular is produced below) 

---------------------------------------- 

1.  Introduction: 

Broadly, a customer can be defined as a user or a potential user of bank services.  

[Note: It means that even a person who visits the bank to make some enquiry is a 
potential user and hence will have to be considered as a customer of the bank. A 
prospective customer wanting to open an acoount with the bank, too must be 
regarded as a potential user.]  

1.1 Policy for general management of the branches 

(c) Displaying indicator boards at all the counters in English, Hindi as well as in the 
concerned regional language. Business posters at semi-urban and rural branches of 
banks should also be in the concerned regional languages. 

[Note: Here although the Reserve Bank has exactly reversed the sequence of 
priority of the language vis-a-vis the TLF of the central government, the RBI has no 
authority to override the central government’s rules. (The ‘Official Languages Act’ 
does not apply here.) It is therefore, mandatory that the local state language gets 
the highest priority, which anyway is granted to it by the banks in almost all other 
states (except Maharashtra) where it cannot be a debatable point at all. Even in 
Maharashtra in the main name board outside the bank the standard sequence as 
per the three language formula is generally followed. Now the same has also to be 
followed everywhere else. The public sector banks are anyway directly answerable 
for the three language formula specified by the Central Government.]    
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(e) Providing customers with booklets consisting of all details of service and facilities 
available at the bank in Hindi, English and the concerned regional languages. 

 [Note: It means that every customer must be provided (without his specifically 
asking for the same) the booklets in the state language pertaining to at least the 
services and facilities that he may be concerned with. In Maharashtra, every one of 
us must insist on such booklets in Marathi being provided to the customers.   

(f) Use of Hindi and regional languages in transacting business by banks with 
customers, including communications to customers. 

[Note:  

1. It should be clearly understood here that the term “business transactions” would 
cover not only the branch level operations related to savings accounts, but even all 
other departments and business lines of the bank including Credit Cards, ATM 
facility, Loans Department etc.  

2. It also clearly means that the bank’s staff members are under an obligation to 
use Marathi language in their verbal, written or any other kind of audia-visual 
communication or for providing information to the customers who communicate in 
Marathi.  

(j) Training of staff in line with customer service orientation.  

 [Note: It is the Bank’s responsibility to ensure that the bank’s front office staff that 
has to deal with the customers is trained to satisfactorily communicate with the 
customers in the language of the state. In the state of Maharashtra, if any of the 
officers of the bank are not conversant with Marathi, the bank must train them to 
converse in Marathi. The employees of the bank who are not in a position to 
communicate satisfactorily with the customers in the local language (Marathi); must 
not be allotted front office work and must be retained in the back office till such 
time that they are trained to converse in the local language.]      

(m) Customer service audit, customer surveys. 

[Note: It would be interesting to find out how many banks actually carry out 
customer service audits and customer surveys in order to study the customer 
grievances and identify the reasons of customer dissatisfaction. Such surveys must 
necessarily include questions regarding satisfaction of the customers regarding 
communication about the banking services and other related information with the 
common man, who may be knowing only the local language of the state.]   

(n) Holding customer relation programmes and periodical meetings to interact with 
different cross sections of customers for identifying action points to upgrade the 
customer service with customers. 

 (p) Appointing Quality Assurance Officers who will ensure that the intent of policy is 
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translated into the content and its eventual translation into proper procedures. 

[Note: We can request our bank to provide information about the customer relation 
programmes, periodical customer meetings as well as action points and procedures 
to upgrade quality of the customer service. We can also specifically ask for the 
details regarding the action taken vis-a-vis the language related instructions of the 
Reserve Bank.]  

2.  Customer Service: Institutional Framework 

Need for Board's involvement 

Matters relating to customer service should be deliberated by the Board to ensure 
that the instructions are implemented meaningfully. Commitment to hassle-free 
service to the customer at large and the Common Person in particular under the 
oversight of the Board should be the major responsibility of the Board. 

[Note: This shows the seriousness with which these instructions need to be 
complied with since the bank’s board is directly made responsible for the 
implementation. It is impossible to put into practice the Bank’s ‘Commitment to 
Hassle-free service to the Common Man’, unless the bank’s staff puts the common 
man to ease by communicating with the common man in his language i.e. the local 
language.]  

2.4 Nodal department/ official for customer service 

Each bank is expected to have a nodal department / official for customer service in 
the HO and each controlling office, with whom customers with grievances can 
approach in the first instance and with whom the Banking Ombudsman and RBI can 
liaise. 

3.4 Customer Grievance Redressal Policy 

Banks must have a well documented Customer Grievance Redressal Policy duly 
approved by its Board. The Policy should be framed based on the broad principles 
enumerated in para 16 of this circular. 

[Note:  Needless to say that such a policy document in Marathi should be made 
available to the customers in Maharashtra. Let us insist on receiving a copy from 
our bank.]  

3.5 Giving publicity to the policies 

(i) Banks should ensure that wide publicity is given to the above policies formulated 
by them by placing them prominently on the web-site and also otherwise widely 
disseminating the policies such as, displaying them on the notice board in their 
branches. 

[Note: If such information regarding the Customer Grievance Redressal Policy is 
not exhibited prominently in Marathi on the web site as well as on the notice boards 



Amrutmanthan: Linguistic Policy in Banking Sector 

Page 8 of 17 
 

in the branches, we can (and should) ask for explanation from the bank.]   

(ii) The customers should be clearly apprised of the assurances of the bank on the 
services on these aspects at the time of establishment of the initial relationship be it 
as a depositor, borrower or otherwise. 

[Note:  This instruction clearly suggests that it is the responsibility of the bank to 
make available to the customer clear information (of course in the local language) in 
a booklet form about the assurances that the bank wishes to give on the various 
aspects of the services. This information must be given to him without being asked 
at the time of opening a bank account or taking a credit card or giving a loan etc. In 
case the bank has not done that we can still insist on getting such a booklet in 
Marathi.]   

(iii) Further, they may also take necessary steps to keep the customers duly 
informed of the changes in the policies formulated by them from time to time. 

[Note: It goes without saying that such information to be made available from time 
to time about the changes, must be made available in Marathi to the customers in 
Maharashtra.] 

4. Financial Inclusion  

[Note: The term ‘Financial Inclusion’ means “delivery of banking services at an 
affordable cost to the vast sections of disadvantaged and low income groups”.] 

4.3 Printed material in trilingual form 

In order to ensure that banking facilities percolate to the vast sections of the 
population, banks should make available all printed material used by retail 
customers including account opening forms, pay-in-slips, passbooks etc. in trilingual 
form i.e. English, Hindi and the concerned Regional Language. 

[Note:   

1. As explained in the note under para 1.1, the RBI has no authority to reverse the 
sequence specified in Government of India’s three language formula, which has 
accorded highest priority to the local state language followed by Hindi and the 
English.  

2. In order to escape from implementation of this instruction of the RBI, some 
banks say, “We shall include Marathi in the printed material in the new stationery 
to be printed after the existing stationery is exhausted”. But decades have 
passed since the three language formula has been enforced and the RBI has 
issued similar guidelines. Therefore giving any such excuse is not logical and 
legitimate. Some banks say, “We shall make available separately printed 
stationery if and when any customer asks for the same”. This assurance is given 
with the confidence that hardly any customer would insist on Marathi stationery, 
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since they are never made aware of their right to insist on communication 
entirely in their own language. The related rules do not imply that the stationery 
in trilingual form should be made available only if asked for by the customers. 
Making the stationery available in the local language is mandatory. We too on our 
part must always insist on the printed material such as the passbook, pay-in slip, 
information booklets, various forms printed in Marathi to be provided to us. 
Moreover, the three language formula of the Central Government for public 
communication is anyway directly applicable to the nationalized banks, which was 
decided almost 50 years ago. Therefore, they must give maximum priority and 
importance to the local state language. So all the printed material must be 
primarily in Marathi. Those wanting Hindi or English versions may ask for them if 
they want. But the text in Marathi cannot be made optional. 

3. However, we must bear in mind that while we are insisting on the forms printed 
in Marathi to be provided to us, we too on our part, have to be particular about 
filling up the forms in Marathi and signing on the same in Marathi only.]      

5.7 Issue of Cheque Books 

5.7.2 Writing the cheques in any language 

All cheque forms should be printed in Hindi and English. The customer may, 
however, write cheques in Hindi, English or in the concerned regional language. 

Note:   

1. What has prompted the RBI to exclude the state language in the case of printing 
of the cheque (which is also basically some kind of form) cannot be understood. 
Actually, since the RBI is not at all authorised to supercede the three language 
formula which requires all the forms to be printed as per the three language 
formula, in this particular case, in principle we may insist on the cheque book 
also to be made available in Marathi. In fact, in the eighties, many banks 
(especially the co-operative banks) in Maharashtra had Marathi together with 
English or just Marathi text printed on the cheques, pay-in-slips etc. Apparently, 
this practice was discontinued subsequently.   

2. If we develop the habit of filling up the cheques in Marathi (or for that matter, in 
any other Indian language) instead of English, we would soon realise that we 
have to write less in terms of letters and words. Therefore, we save on time, 
space, efforts, ink, etc. In general, while printing any text in Marathi, it is noticed 
that we can make considerable (more than 30-40%) saving in terms of printing 
expenses as well as paper thereby reducing that much damage to the nature and 
the environment.      

5.7.4 Acceptance of cheques bearing a date as per National Calendar 
(Saka Samvat) for payment  



Amrutmanthan: Linguistic Policy in Banking Sector 

Page 10 of 17 
 

An instrument written in Hindi having date as per saka samvat calendar is a valid 
instrument. Cheques bearing date in Hindi as per the National Calendar (Saka 
Samvat) should, therefore, be accepted by banks for payment, if otherwise in order. 

[Note: I do not think, the bank can refuse to process a cheque written in any 
language (and script) of the Eighth Scedule and bearing the date as per the 
National Calendar. If we mention the date on the cheque in Devnagari (Marathi) as 
per the National Calendar (Shaka Samvat), according to the Reserve Bank’s rules, 
the cheque is considered valid if there is no defect otherwise. Many apps are 
available which convert Gregorian Calendar Date to Indian National Calendar Date.] 

8 Guidance to customers and Disclosure of Information 

8.1 Assistance/guidance to customers 

All branches, except very small branches should have “Enquiry” or “May I Help You” 
counters either exclusively or combined with other duties, located near the entry 
point of the banking hall. 

[Note:  The bank officer manning such counters at branches in Maharashtra must 
be capable of providing assistance/guidance to the customers in Marathi, else he 
should be transferred to back office duties replacing him with a suitable person 
capable of adequately conversing in Marathi.] 

8.2 Display of time norms 

Time norms for specialised business transactions should be displayed predominantly 
in the banking hall.  

[Note: All the above information meant for the public must be made available in 
Marathi.]  

8.3 Display of information by banks – Comprehensive Notice Board 

The display of information by banks in their branches is one of the modes of 
imparting financial education. This display enables customers to take informed 
decision regarding products and services of the bank and be aware of their rights as 
also the obligations of the banks to provide certain essential services. It also 
disseminates information on public grievance redressal mechanism and enhances 
the quality of customer service in banks and improves the level of customer 
satisfaction. 

Further, in order to promote transparency in the operations of banks, various 
instructions have been given by RBI to banks towards display of various key aspects 
such as service charges, interest rates, services offered, product information, time 
norms for various banking transactions and grievance redressal mechanism. 

Based on the recommendations of the Working Group, the following instructions are 
issued to banks: 
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[Note:  Generally there are various kinds of notice boards, information boards, 
name boards etc. put up in the bank. In Maharashtra, all such boards must exhibit 
information in Marathi also; else we can take a photograph of such boards with the 
camera in our personal mobile phone and a copy of the same can be attached to 
our complaint letter.]  

8.3.1  Notice Boards 

Accordingly, the existing mandatory instructions have been broadly grouped into 
four categories mentioned above and given in a Comprehensive Notice Board which 
has been formulated by the above Group. The format of the Comprehensive Notice 
Board is given in the Annex - II.  

Banks are advised to display the information in the Notice Boards of their Branches 
as per the format given for the Comprehensive Notice Board.  

While displaying the information in the notice board, banks may also adhere to the 
following principles: 

(a) The notice board may be updated on a periodical basis and the board should 
indicate the date up to which the board was updated (incorporated in the display 
board) 

(c) The language requirements (i.e., bilingual in Hindi speaking states and trilingual 
in other states) may be taken into account. 

(e) The notice board may also indicate a list of items on which detailed information 
is available in booklet form. 

Further, in addition to the above Board, the banks should also display details such 
as ‘Name of the bank / branch, Working Days, Working Hours and Weekly Off-days' 
outside the branch premises. 

[Note: All such information to be provided to the customers must be made 
available in Marathi in the state of Maharashtra. Moreover, this is applicable to all 
the offices of the Bank where the customers have to visit and hence would also 
include the ATM centre, Credit Card Division, Loan Department etc. apart from the 
regular branches.]  

8.3.2 Booklets/Brochures: 

The detailed information as indicated in Para (E) of the Notice Board may be made 
available in various booklets / brochures as decided by the bank. These booklets / 
brochures may be kept in a separate file / folder in the form of ‘replaceable pages’ 
so as to facilitate copying and updation. In this connection, banks may also adhere 
to the following broad guidelines: 

a) The file / folder may be kept at the customer lobby in the branch or at the ‘May I 
Help You‘ counter or at a place that is frequented by most of the customers. 
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b) The language requirements (i.e. bilingual in Hindi speaking states and trilingual 
in other states) may be taken into account. 

c) While printing the booklets it may be ensured that the font size is minimum Arial 
10 so that the customers are able to easily read the same. 

d) Copies of booklets may be made available to the customers on request. 

[Note: All the details to be provided on the comprehensive notice board must also 
be provided in the form of booklets/brochures. Moreover, in Maharashtra all this 
detailed information must be made available in Marathi. It is our duty to insist on 
and our right to receive copies of such booklets/brochures printed in Marathi.] 

8.3.3 Website 

The detailed information of the Notice Board may also be made available on the 
bank’s web-site.  

Further, there are certain information relating to service charges and fees and 
grievance redressal that are to be posted compulsorily on the websites of the bank. 

8.3.4 Other modes of display 

Banks may also consider displaying all the information that have to be given in the 
booklet form in the touch screen by placing them in the information kiosks. Scroll 
Bars, Tag Boards are other options available. The above broad guidelines may be 
adhered to while displaying information using these modes. 

[Note: Please note that the language related guidelines are applicable to all these 
modes of display also.] 

8.3.5 Other issues 

Banks are free to decide on their promotional and product information displays. 
However, the mandatory displays may not be obstructed in anyway. As customer 
interest and financial education are sought to be achieved by the mandatory display 
requirements, they should also be given priority over the other display boards. 

[Note: Since the various language related instructions are also applicable to all the 
information displays including advertisements, in Maharashtra all such displays and 
advertisements must necessarily also be made available in Marathi.]  

8.5 Disclosure of Information by banks in the public domain 

Some of the details, which could be at the minimum, be made available for public 
viewing through websites of banks are listed below:- 

I. Policy / Guidelines 

(i) Citizen's Charter 

II. Complaints 
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(i) Grievance Redressal Mechanism 

(ii) Information relating to Banking Ombudsmen 

(iii) Information relating to Customer Service Centres (for Public Sector Banks) 

[Note: All this is very important and statutory information. Needless to say that all 
such information to be disclosed by the banks for the information of the general 
public must be made available in Marathi in the state of Maharashtra. If this 
information is not made available in Marathi, we must lodge complaint against the 
erring public sector bank.]  

13 Cheque Drop Box Facility 

Both the drop box facility and the facility for acknowledgement of the cheques at 
regular collection counters should be available to the customers and no branch 
should refuse to give an acknowledgement if the customer tenders the cheques at 
the counters. 

Banks should ensure that customers are not compelled to drop the cheques in the 
drop box. Further, in the context of customer awareness in this regard, banks 
should invariably display on the cheque drop-box itself that "Customers can also 
tender the cheques at the counter and obtain acknowledgment on the pay-in-slips". 
The above message is required to be displayed in English, Hindi and the concerned 
regional language of the State. 

[Note: Such a note is generally not displayed on the cheque drop boxes and at 
many bank branches. Some banks insist on dropping the cheques in the box. The 
banks must put up such a note and in Maharashtra, the note must be written in 
Marathi also.] 

16 Dealing with Complaints and Improving Customer Relations 

16.1 Complaints/suggestions box 

Complaints/suggestions box should be provided at each office of the bank. Further, 
at every office of the bank a notice requesting the customers to meet the branch 
manager may be displayed regarding grievances, if the grievances remain 
unredressed. 

[Note: The prescribed complaints/suggestions box must be put up at a place where 
it is convenient for the customers to use it. It must be provided in every office of 
the bank (i.e. not only at the customer branches but at ATM centres, credit card 
departments, loan departments etc. also) together with the note as suggested by 
the RBI. In the bank offices in Maharashtra, the note must be written in Marathi 
also. Kindly note that instead of dropping the complaint letter in the box, it is 
advisable to hand it over to the proper officer of the bank and obtain 
acknowledgement from him.] 



Amrutmanthan: Linguistic Policy in Banking Sector 

Page 14 of 17 
 

16.2 Complaint Book / Register 

Complaint book with perforated copies in each set may be introduced, so designed 
as to instantly provide an acknowledgement to the customers and an intimation to 
the controlling office. 

All bank's branches should maintain a separate complaints register in the prescribed 
format given for entering all the complaints/grievances received by them directly or 
through their Head Office/Govt. These registers should be maintained irrespective 
of the fact whether a complaint is received or not in the past. 

The complaints registers maintained by branches should be scrutinised by the 
concerned Regional Manager during his periodical visit to the branches and his 
observations/comments recorded in the relative visit reports.  

Banks having computerized operations may adopt the afore-said format and 
generate copies electronically. 

[Note: We must make it a point to write our complaints/suggestions in Marathi only 
and must insist on receiving a reply in Marathi only. Even if the Bank computerises 
the complaint register operations, the banks in Maharashtra must provide a facility 
to accept complaints written in Marathi. Computerisation cannot be an excuse to 
bypass Marathi.] 

16.3 Complaint Form 

Further, a complaint form, along with the name of the nodal officer for complaint 
redressal, may be provided in the homepage itself to facilitate complaint submission 
by customers. The complaint form should also indicate that the first point for 
redressal of complaints is the bank itself and that complainants may approach the 
Banking Ombudsman only if the complaint is not resolved at the bank level within a 
month. 

Similar information may be displayed in the boards put up in all the bank branches 
to indicate the name and address of the Banking Ombudsman. In addition, the 
name, address and telephone numbers of the controlling authority of the bank to 
whom complaints can be addressed may also be given prominently. 

[Note: All such information, notices and the complaint form must be made 
available in Marathi in the Maharashtra circle.] 

16.5  Grievance Redressal Mechanism 

Banks should ensure that a suitable mechanism exists for receiving and addressing 
complaints from its customers / constituents with specific emphasis on resolving 
such complaints fairly and expeditiously regardless of source of the complaints. 
Banks are also advised to: 

(i) Ensure that the complaint registers are kept at prominent place in their branches 
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which would make it possible for the customers to enter their complaints. 

(ii) Have a system of acknowledging the complaints, where the complaints are 
received through letters / forms. 

(iii) Fix a time frame for resolving the complaints received at different levels.  

(iv) Ensure that redressal of complaints emanating from rural areas and those 
relating to financial assistance to Priority Sector and Government’s Poverty 
Alleviation Programmes also forms part of the above process. 

(v) Prominently display at the branches, the names of the officials who can be 
contacted for redressal of complaints, together with their direct telephone number, 
fax number, complete address (not Post Box No.) and e-mail address etc. for proper 
and timely contact by the customers and for enhancing the effectiveness of the 
redressal machinery. 

[Note: In the various kinds of communication mentioned in this circular of the RBI 
(e.g. notice boards, various forms of the bank, information booklets/brochures, 
information available on the website, complaint register, matters relating to 
verbal/written communication with the bank’s officer etc.) if Marathi, which is the 
state language of Maharashtra, is seen to be ignored or being given inferior 
treatment then we shall have no alternative but to lodge hundreds of complaints 
about the non-compliances and insist on their proper and timely redressal.]   

Where the complaints are not redressed within one month, the concerned branch / 
controlling office should forward a copy of the same to the concerned Nodal Officer 
under the Banking Ombudsman Scheme and keep him updated regarding the status 
of the complaint. This would enable the Nodal Officer to deal with any reference 
received from the Banking Ombudsman regarding the complaint more effectively. 
Further, it is also necessary that the customer is made aware of his rights to 
approach the concerned Banking Ombudsman in case he is not satisfied with the 
bank’s response. 

As such, in the final letter sent to the customer regarding redressal of the 
complaint, banks should indicate that the complainant can also approach the 
concerned Banking Ombudsman. The details of the concerned Banking Ombudsman 
should also be included in the letter. 

[Note: Due to non-redressal of the complaint by the Bank, if a customer has to 
approach the banking ombudsman, it is considered to be a very serious matter, 
which may cause great embarrassment to the bank. However, if a genuine 
complaint of a customer is not addressed satisfactorily within a reasonable period, 
he should certainly resort to this legal alternative made available to him.] 

 

Banks should give wide publicity to the grievance redressal machinery through 
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advertisements and also by placing them on their web sites. 

[Note: In spite of the above instruction of the RBI, the banks seem to be 
maintaining deliberate silence about this feature. The banks must inform and 
educate the customers about their rights. All such information related to customer 
complaint redressal must be provided to the customers at all the offices of the 
banks and in Maharashtra; such information must be made available in Marathi. It is 
our right to be informed in Marathi about all the details about the grievances 
redressal mechanism in Marathi. If that is not done, let us fulfil our duty by insisting 
on implementation of this rule.] 

 

In the light of the above, it would be interesting to see how many banks in 
Maharashtra actually implement, in letter and spirit, such instructions and guidelines 
issued by the Reserve Bank. In the case of Maharashtra, if the banks, Reserve Bank, 
the Central Government and the State Government are not taking the language 
related regulations very seriously, it is the duty of the alert, responsible and proud 
citizens like us to take proper action to mend the situation.   

Particularly in the case of the public sector banks, apart from the RBI guideleines, 
the central government’s ‘Three-Language-Formula’ is directly applicable to them. 
Thus, non-compliance with the language related provisions is a serious irregularity 
not only as per the Reserve Bank’s rules, but also directly as per the central 
government’s three language principle. The nationalised banks are very particular 
about not openly breaking any rules of the central government and the Reseve 
Bank. Moreover, in Maharashtra, the common Marathi people form a major 
proportion of their customer base. It would therefore be wiser to first stress on 
improvement of the services of such Public Sector Banks.    

The process to be followed can be to first draw attention of the erring bank by a 
letter (giving specific references of the relevant paragraphs in the above circular of 
the RBI) and request the bank to abide by the instructions. (All the scheduled banks 
are certainly expected to have studied the Reserve Bank’s circular.) If the bank does 
not bother to offer a proper reply to the letter or does not take adequate measures 
within a reasonable timeperiod (say a month) to rectify the anomalies then the 
customer should escalate the issue to the higher up as per the public grievance 
redressal mechanism. (See paras 3.4, 3.5, 8.3, 8.3.3, 8.5, 16.1, 16.3, 16.5 above.) 
The quicker and more direct option is to write a complaint to the Banking 
Ombudsman. The fact that a customer has to approach the banking ombudsman is 
supposed to be a very serious and embarrassing issue for any bank. But if the bank 
shows insensitivity to the customer’s request, the customer would have to resort to 
this option. The ruling of the Ombudsman is binding on the Bank. The customer is 
also free to explore other legitimate avenues such as lodging a complaint with the 
Reserve Bank or the Central Government apart from making public such non-
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compliances with the help of the press etc., that are available to every responsible 
citizen. (Please ensure that you send the letter either through the speedpost or 
obtain an official acknowledgement in case the letter is hand delivered.) In the case 
of the nationalised banks, please do not hesitate to make effective use of the Right 
to Information act.   

However, while taking such actions, one should expect some hurdles. Even if one 
follows the legitimate path, since the inveterate habit of showing total disregard to 
the official local language has somehow got firmly established in the state of 
Maharashtra, one should be prepared to face indirect or direct resistance by the 
various officers of the bank (even the Marathi speaking staff who constru this as a 
nuisance in their normal, happy, routine work) trying to support each other 
belonging to the same cult, testing one’s patience and tenacity with weapons such 
as neglect, irrelevant or arrogant responses, postponing, wasting time, irresponsible 
behavior etc. Nevertheless, isn’t it our noble duty to do our best to fight in the 
legitimate manner for the rightful claim, honour and prosperity of our mother tongue 
as well as for the benefit, progress and pride of our brethren? 

- Saleel Kulkarni  

Note: Those who are interested in this subject, may also read the following articles 
: 

Hindi, the National Language – Misinformation or Disinformation? --}} 
http://wp.me/pzBjo-fr  

Translation of the original letter obtained under RTI: अमतृमंथन-३_Hindi is not the 

National Language_Admission by Central Govt_English Translation of the 
Letter_291209 . 

प हाळा: एक अनुभव. मराठ  माणसाची अधोगती – वा भमान ते नर भमान  --}}  

https://wp.me/pzBjo-7A  

आप या बकेचे मू यांकन क न बकेला जाब वचार यासाठ  नावल   --}}  

https://wp.me/pzBjo-mV  

Hindi Will Destroy Marathi Language, Culture and Identity in Mumbai and 
Maharashtra  (Tamil Tribune) --}} http://wp.me/pzBjo-q7  
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