Disclosure & analysis of customer complaints
Financial year 2008-09 *

* Pertains to Citibank N. A.




Customer complaints & awards

Pending at the beginning of the year 93
Received during the year 15,378
Resolved during the year 15,363
Pending at the end of the year 108

Reduction in complaints by 22% (from 19,895 in 2007- 08 to 15,378 in 2008-09).

Awards passed by the Banking Ombudsman Numbers

Unimplemented awards at the beginning of the year 1

Awards passed during the year

Awards implemented during the year
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Unimplemented awards at the end of the year




Monthly trend of customer complaints received
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Top complaints

0 500 1000 1500 2000 2500 3000 3500

ATM cash deposit/ withdrawal & Purchase transactions :

13222

related
Erroneous communication through SMS [ e-mail 11692
Phone | internet | e-mail channel related 11563
Payment not credited / delay in credit 11375
Account statement related | 1928

Insurance related 777777771699
Reward points related [ 1600
Payment of outstanding dues/settlement related [ 77435
Account opening/closure [T7771407
Card not received/received late 777378
Marketing offers not fulfilled 7] 274

Delay f non execution of instruction 264

Service charges related 777246

The above chart covers approximately 80% of total complaints received by the bank.




Initiatives undertaken to reduce customer complaints

U ATM / purchase transactions related:
C Complaints pertaining to ATM and purchase transactions have shown 14% reduction (from 3748 complaints in
2007-08 to 3222 complaints in 2008-09).

C 63% of ATM Cash withdrawal and purchase transaction disputes are Off-us i.e. non Citibank transactions.
Citibank works closely with network partners such as Mastercard, Visa, Euronet and other concerned banks to
identify systemic failures, other issues and remediate the same.

C Citibank ATMs are subject to robust monitoring and maintenance procedures. These include effective maintenance of
ATMs, usage of good quality currency and reduction of turnaround time in getting an ATM repaired in the event of any
technical issue.

i Communication through SMS / e-mail:

These complaints pertain to communication sent erroneously to unintended recipients.

C To prevent such occurrence, controls have been introduced, which necessitates adequate approvals and test
transactions, prior introduction of a new communication through SMS / e-mail.

U _Strengthening access channels (Phone, Internet, Emaill):
C Complaints pertaining to access channels have shown 31% reduction (from 2260 complaints in 2007-08 to 1563
complaints in 2008-09).

C Focus is centered around providing customers resolution for any query /concern at the first point of contact and easy
access to account related information and transactions through various self service options of the bank (such as automated
phone banking system, Citibank website (Internet), mobile banking system). N
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U Effect timely credit into credit card accounts of customers for payments:

C Continuous reengineering of credit card payment process has resulted in 41% decline in payment
related complaints (2329 in 2007-08 to 1375 in 2008-09).

C ECS (Electronic Clearance System available in 15 locations for payment of credit card dues) facility has been
extended to cover 8 additional locations.

C Credit card account statements now carry details of the nearest (to the customers mailing address) payment drop box
locations, thereby building awareness amongst customers of the drop box locations easily accessible for payment
of credit card dues.

C Prior intimation (communication through e-Mail) is given to customers regarding expiry of their Standing Instruction (transfers
from bank accounts to credit card accounts for payment of their credit card dues), thereby ensuring that customers have

adequate time to submit fresh instructions for payments.

U Ensure timely receipt of statements by the customer:

C Enhanced the statement rendition process which led to 64% reduction in statement rendition related
complaints (2592 in 2007-08 to 928 in 2008-09).

C Proactive call back process initiated, where customer account statements returned undelivered, with the objective of
of identifying and resolving the issue (root cause).

C Communication (through SMS / e- mail) to customers to inform them about an account statement, which has
returned undelivered, requesting them to update the bank with their current address has also been initiated;




