Analysis & disclosure of customer complaints
Financial year 2010-11*

* Pertains to Citibank N. A.




Customer complaints & awards

Customer complaints Numbers

Pending at the beginning of the year 130
Received during the year 5,729
Resolved during the year 5,706
Pending at the end of the year 153

Reduction in Complaints by 28% (from 7,942 in 2009-10to 5,729 in 2010-11)

Awards passed by the Banking Ombudsmen Numbers

Unimplemented awards at the beginning of the year 0
Awards passed during the year 0
Awards implemented during the year 0
Unimplemented awards at the end of the year 0
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Monthly trend of customer complaints received
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Top Complaints

ATM transaction/withdrawal related 754

694

Purchase transactions related

A/cmaintenance related

555

321

Mass mailer/ communication related

]

Account opening/closure related

Payment processing related

Cheque deposit/ processing related

Account conversion related

262
29

F
P 2
Alertsrelated 160
137
125
0 100 200

300 400 500 600 700 800




Initiatives undertaken to reduce customer complaints

ATM & Purchase transactions:

AApprox. 65% of ATM Cash withdrawal and purchase transaction disputes are Off-us (non Citibank) transactions

AcCitibank works closely with network partners, viz.Mastercard, Visa,Euronet and banks to identify issues or systemic
failures to remediate the same.

AFor Citibank ATMs, the bank has stringent monitoring process to ensure upkeep. This includes quick rectification

should an ATM breaks down and ensures effective maintenance of all its ATM and usage of good quality currency.

A/c maintenance related:

AA/c maintenance related issues pertaining to delays in executing instructions received at front end and branches. A

process re-engineering team is in place to monitor further reduction in turnaround time and inexecutables.

Mass mailer/ communication related:

AMass mailer/ communication related issue was a one off error that occurred in April 2010, wherein incorrect alerts were
triggered to clients due to a technical issue. This was subsequently rectified and corrective alerts were sent to

customers. A robust Change Management Process has been put in place to prevent recurrence.




